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Good afternoon. Great to have you with me this afternoon. You must be enjoying the conference, 
because you stayed after lunch. 
  
Now how many of you bought one of these this morning? How many of picked up a coffee on your 
way here this morning?  
  
I'm fairly certain that which ever of the thousands of coffee shops you got your coffee from this 
morning, you paid more than one penny for it. And that's because the price of coffee has gone up in 
the in the last 400 years, but back in the mid 17th century the first purpose build coffee house was 
opened in Oxford it cost just a penny.  I believe that coffee house The Grand Café is still there on the 
high street in Oxford.  But when it opened, it didn't take long for it to became a place where local 
academics, scientists, politicians and the like came to discuss, argue and debate ideas and thoughts 
and as more coffee houses opened and more people went to there to meet friends and discuss 
ideas, they became know as penny universities, because coffee cost just a penny and it was a place 
you could spend your day drinking coffee and learning from the other patrons and putting forth your 
own ideas for criticism and debate.   
  
The coffee itself has probably changed quite a lot in 400 years too.  A travel writer of the time 
described it as a beverage as ‘blacke as soote, and tasting not much unlike it’.  Hopefully your coffee 
this morning was a little better than that.  
  
But despite it's dubious taste back then, coffee was celebrated for the stimulating properties it 
exhibited on the brain, and could be drunk in abundance without suffering the ill-effects of excessive 
like you would with ale or wine drinking, which were popular at the time. 
  
And through the second half of the 17th century there was a huge boom across the country as 
hundreds of these coffee establishments sprang up, with a their relaxed atmosphere and cheap 
prices.  They became known as places where people from all walks of life came, and sat along side 
each other engaging in conversations with friends and strangers, free from the usual social 
conventions of the time or class and social superiority.  You would frequently get scholars and 
politicians rubbing shoulders with local workman who came to drink and catch up on the news.  
Coffee houses often provided newspapers for free and sometimes they were read aloud to spark 
discussions. 
  
The layout of many coffee-houses fostered this rich social mixing. Often they would have long 
communal tables where patrons were expected to sit and talk to the people around them.  I'm not 
sure how well that would work in London today. I actually came down from Newcastle yesterday, so 
I will talk to anyone, but it never goes down well on the tube.  
  
But 400 years ago, in an age characterised by social division and status the ‘coffee-house culture’ 
became a real focus of change in society. The socially ‘levelling’ effects of these meeting places were 



responsible for the growth in the idea of free expression and free thought by anyone, without fear of 
arrest or prosecution which is the corner stone of political debate and a key part of democracy 
today. 
  
Coffee house was a antitheses to the stuffiness and heirarchy of society at the time - the royal court, 
legal chambers, offices and other places of professional business. Businessmen would keep regular 
hours at a particular coffee-house, knowing full well that their colleagues and clients could easily 
seek them out there. Letters could also be sent directly to these place, safe in the knowledge that 
the recipient could be regularly found there. 
  
Famously, one coffee shop opened by Edward Lloyd at the corner of Abchurch Lane just east of here 
in the 1680s was frequented by merchants and ship owners, who met there each day to gather 
intelligence of shipping, and auction cargoes. It eventually evolved into a vast agency dealing in 
maritime insurance brokerage, which still flourishes to this day in the City as Lloyds. 
  
These coffeehouses of the 17th & 18th centuries were the engines of creation that helped drive 
the Enlightenment and intellectual thought and advancement driven by reason and science over 
tradition.   
  
And the place of hospitality venues in helping to form our societal view has continued ever since.  
Winston Churchill and Sylvia Pankhurst used to discuss opposing ideas during the suffragette 
movement in inn in Woodford where they both lived.  
  
C.S. Lewis and JRR Tolkien used to get together in the Eagle and Child in Oxford and discuss literature 
and share ideas.   Lewis thought the Lord of the Rings was complex and too long and Tolkien thought 
the chronicles of Narnia were too simple and couldn't understand why people liked it.  
  
Over the last couple of years I have met most of my clients in restaurants, coffee shops and hotels.  
The last client I met with a couple of weeks ago, I met in an old coaching inn in Hampshire. We 
discussed business and solved problems, the hotel kept us supplied hot chocolate.   
  
Hospitality venues have been central to defining and crafting our culture, our society our collective 
thoughts for nearly 4 centuries.  The world as you know it was first conceived over coffee in a 
hospitality venue somewhere. And I truly believe right now we are at really pivotal moment in 
history, where once again hospitality venues can and should and will play a key role. 
 
Now over the millennia, there have been certain key moments in human history that produced 
incredible transitions from one period of our history to the next, accelerating progress and shaping 
everything that would follow.    
  

1. Ten thousand years ago the first agricultural revolution allowed us to establish cities and 
civilisations and moved the human race from hunter gathers to farmers and from tribes to 
communities and societies. 

  
2. Four hundred years ago aided by the coffee houses we had the enlightenment and scientific 

revolution which allowed us to reliably understand nature and create medical advancements 
and huge strides in human health. 

  
3. Two hundred years ago the industrial revolution created rapid economic growth, moving 

farmers into factories and mills and forged giant leaps in technology, and transport and set 
the foundation for the modern age of 20th century. 



  
4. Just over 30 years ago Tim Berners-Lee created the world wide web and set in motion the 

internet revolution, transforming communications, revolutionising education and access to 
information and knowledge. 

  
5. I believe today we are on the cusp of a social revolution, where communities will be 

transformed and the way we forge human relationships and create societies will see huge 
advancements.  

  
People are hungry for it.  The VE day 2020. Work is changing…a vast amount of the work I do is in 
employee engagement how do I attract, recruit and retain the staff, during the great resignation.  
  
Hospitality venues will be central to defining what this revolution looks like and helping designing 
the world beyond.  

  
Now I don't think there is a person in this room that doesn't know that the world has been a harsh 
place over the last few years. To say it's been tough is an understatement.  It been horrendous for 
many business, but even more so for hotel and hospitality venues.  To be honest, the fact that any of 
you are sat here is a miracle of the work you've done to keep things going.  Own that.  Celebrate 
that. If you can ride out the last two years, there's nothing that can stop you, frankly.  
  
A pandemic that could cost the global economy $21 trillion, a financial recession, a war in eastern 
Europe, inflation that's hard to keep up with, personally my energy bills have more than doubled in 3 
months and my monthly mortgage payments have gone up nearly 20%.  We fighting climate change. 
Polarisation of political ideals, bringing more divisive, almost abusive rhetoric because apparently 
people hating each other is good for business. 
  
And as depressing as this might seem it is great catalyst for change and although it looks like the 
world is getting worse, there is plenty of hope.  If you're anything like me you waiver from fear to 
excitement.  I look at the war in the Ukraine and it's scary, but then I look at the reaction of large 
numbers of the Russian people standing up to their government and I feel hope.  And actually if we 
look back 100 years there is a lot we can be proud of:  
  

• Women can vote and serve in parliament, which they couldn't do 100 years ago. 
• The NHS was created just under 75 years ago and today the are dealing with over 1,000,000 

every 36 hours.   I can walk into any hospital and get treated for free.  Couldn't do that 100 
years ago.  

• I can contact anyone, anywhere with a device small enough to fit in my pocket.  
• Commercial aviation was born the last 100 years giving us the options to visit almost 

anywhere on the planet. 
• Human rights laws, workers rights laws have improved the life of billions of people.  
• And according to World Bank statistics, currently just under 10% of the world population are 

living in extreme poverty in 2015 vs 73% in 1910 (World Bank - Povery and Shared Prosperity 
2020). 

• In 2020 scientists managed to create not one, but five currently licenced vaccines in months 
not years. One hundred years ago, were still fighting Polio, Measles, Tuberculosis, Typoid 
and it vaccines would be decades away. 

  
There is always more to do, but we've come a long way on 100 years. If we talked about this to 
someone from a 1921 it would blow their mind.  Ideas and progress that they could never have 
dreamed of it.  



  
So let me ask you.   What will the world look like in 2122?  What do you want the world to look like 
in 2122, I wonder how far we'll go in the next 100 years.   We are on the brink of a social revolution, 
so let's decide what that should look like and who we want to be in 2122. 
  
What part do you want to play in the social revolution? Do you want to be the next Lloyds of London 
which started as a meeting place and went on to transform an industry and the fortunes of many 
merchant ship owners. (Amongst other people). What part do you want to play in this revolution?  
Because you're in hospitality, you get to play a significant part in designing tomorrow. It's in your 
history, it's in your DNA. 
  
I can't tell you exactly what the hospitality industry will be like in 2122, but: 
  

• Perhaps we'll have distributed hotels, where owners buy rooms in different buildings and 
manage them as a hotel. 

• Perhaps hotels will become the local social and commercial bazaar, where people come to 
trade and you can't do business in a town unless you're allowed into the hotel. Hotel could 
become the arbiter of trust. If Hotel's don't let people in they can't be trusted and no one 
will do business with them. 

• You could set up debate without hate centres that revive the coffee house tradition and 
teach people to disagree and challenge each other in health ways. 

• Perhaps they will become the home of ideas?  Where hotel managers will be the new rock 
stars who connect people and put the right people together to innovate and bring change.  

• As houses get expensive, maybe people will regularly hire rooms as extensions of our 
personal environments and expect them to be furnished in a certain way.  

• Hotels will be the go to social spaces. Central gathering points in communities. 
  
I don't know for certain what's going to happen in 2122.  I do know tomorrow's lottery numbers so if 
you want those see me after.   
  
What I do know is how to create a culture and a way of thinking about the world, that will help you 
to step up and live up to your history and play a significant role in crafting our future society. 
 
And it's not just about altruism and an obligation to the wider society.  The social revolution is 
moving people and employees to do business with and work with companies with a heart and a soul.  
Companies that do good. Companies that aren't just in it for profit, so stepping into this space is 
actually good for business and good for revenue. In fact research shows that companies with a 
strong clear purpose and culture who live it out authentically can increase revenue by as much as 
700%. 
  
So how do we do it? How do we become the build our business to help drive the social revolution, 
design tomorrow and make a bit of money to boot.  
  
Well it's actually quite simple, but it's not easy. It's simple to understand, but for some reason many 
organisations find it really tough to make happen.  
  
All you have to do is: 
  
"Find passionate people to journey with, give them something to be excited about and proud of and 
cut them loose to do their job." 
  



Let me unpack that a little bit.   You need to give people a purpose. Something that is more than just 
a job at a hotel.  Something that excites them and gets them out of bed with spring in their step.   Do 
you sell rooms, or are you helping families to create joyful memories that they will remember for 
years to come?  Do you manage spaces or are you designing unforgettable experiences that people 
will tell their friends about? Are you asking people to wait tables or are you asking people to make a 
couple feel like they are the most important guest and give them the perfect evening together.  Give 
people something that it's worth turning up to work to do. 
  
Then find the right people. People who get excited and are passionate about what you are asking 
them to do. People that want to do the job. People that believe in what you want to build. That way 
it becomes much easier to manage them and they not only bring their hands to work, they bring 
their heart and soul to work.  
  
And finally, this is the key part, cut them loose to do their job.  Give them the tools they need, tell 
them the results you want, but don't tell them how to do it.   Yes their will be training and 
orientation.  You need to make sure they are the right person.  You need share the ground rules and 
some of the best practices and shared ways of working. But don't confuse "that's the way it's always 
been done" with best practice, they're not the same. Give them space to do their job.  Frankly, you 
can't control them anyway, so why try.  Give them the game plan and let them make decisions.  
  
If your find passionate people to journey with, give them something to be excited about and proud 
of and cut them loose to do their job, they will surprise with how brilliantly they do their job.  
  
Let me give you an example.  I coach girls rugby union.  And every Tuesday the girls come to the club 
and we do training.  We practice rucking, kicking for territory, exploiting the overlap, tackling, 
lineouts etc. Every week we do some basic and we do more complex work in conditioned games. We 
talk about the team we're facing at the weekend and how they are likely to play. I come up with a 
game plan and a few tactics we're going to use and we run through those on the training field.  
  
Then Sunday rolls round and I give a rousing motivational speech, that's how I see it anyway.   And I 
remind them of the game plan and then they go out on the field and I have zero further impact in 
the game. They know what we're trying to do, they know the rules of the game, the know who our 
power players are, they know who to watch out for on the opposition, I've worked on their skills in 
training, but now they are on their own.  They have to make their own decisions and they have to 
execute. There is no way I can go through every possible eventuality that will occur and tell them 
what decision to make. They have to do it themselves in the moment.  Sometimes they get it wrong.  
And sometimes they do something I would never have thought of and it's brilliant.    
  
The following week we get back on the training field and we look at what we can do better and we 
improve.  And we have improved massively over the last year, so much so, that next season we are 
likely to be challenging for a national trophy.  Not because I'm a great rugby coach.  I'm an alright 
rugby coach, but I do know how to build a culture where the players can deliver their best.  Which is 
way better than my best.  
  
Find passionate people to journey with, give them something to be excited about and give them the 
freedom to do their job.  
  
Here are five principles to help you implement this idea in your organisation: 
  



Provide structure rather than control:  
Ground work in accountability to organisational goals, define the what, but not the how and allow 
leeway to experiment. Create focus without needing control. Allow flexibility rather than following 
procedures at all costs. 
  
Trust people rather than assume the worst:  
Assume people have the right intentions. Don't assume they are all on the take. Let them solve 
problems.  Give them a framework, but allow for mistakes with the right intention.  To be honest, 
you get more PR from solving a mistake well than from not making it in the first place. You have to 
trust people for this to work.  If you don't trust your team this will not work and you're going to 
struggle to find people that want to work with you long term. 
  
Be open and share:  
Cultivate relationships particularly across disciplines.  Generate opportunities to learn and share 
with people outside your area of expertise.  Think holistically. You'll be surprised where ideas can 
come from and the impact that cross function conversations can have.  If the ultimate aim is to make 
customers so happy they come back, does it matter if it's the maid or the Michelin star chef that 
does it, as long as the guest leaves with a smile.  Foster inquisitive conflict. Look for improvements, 
not critiques. Encourage collaboration toward common goals.  
  
Be flexible and forward thinking:  
Remove barriers, break the rules.  We are building tomorrow, not yesterday.  To do that we need to 
change the rules and push the boundaries. Don't be afraid to do that.  Make mistakes.  Don't aim for 
perfection, aim for progress. Avoid, "this is the way it's done round here".  The world moves on fast.  
New thinks need learning, old things need relearning. Sometimes the playing field moves and they 
take the ball with them. 
  
“We didn’t do anything wrong, but somehow, we lost” - Stephen Elop, former Nokia CEO 
  
Be Humble:  
Be stupid and little weird.  Asking the right questions solves problems, creates new learning and 
ultimately builds innovation. By not knowing everything, you are able to look in unusual places for 
answers. You may have got where you are today because you are the expert and you know 
everything there is to know, but the world had likely moved on around you. The older I get, the more 
I realise I don't know.  Even some of the things I did know, are now wrong! 
  
The hospitality industry has a long history of being a place where ideas blossom, debates happen 
and the world is changed.   
  
It's a been an extremely tough few years and do you know the most common phrase of the last two 
years is 'You're on Mute!"  I had this t-shirt printed for meetings.  Let me ask you 'Are you on mute?'   
 
It's time to step up and "find passionate people to journey with, give them something to be excited 
about and proud of and cut them loose to do their job." and help define what sort of world the social 
revolution will bring. 
  
I for one cannot wait to see what you create.   
  
Thank you.  
 


