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GMs TO 
WATCH
INSPIRED LEADERSHIP 
FASHIONS INDUSTRY’S FUTURE

CONFERENCE CRUSH:
TLC, Best Western, Wyndham, LAS

AAA.biz/Diamonds



.MATTHEW BARBA.
GM, DEER PATH INN, LAKE FOREST, 

ILL.

Why does the person you’re nomi-
nating deserve this award?
There’s no GM more committed 
to his role than Matt, according 
to nominator Casey Galasso, 
account supervisor at Quinn 
PR. “After falling in love with the 
hotel, he uprooted his life to take 
over the GM responsibilities and 
consistently puts guests before 
anyone else. Matt even took 
a two-week immersion trip to 
the English countryside before 
assuming the role of GM to 

ensure that every touchpoint was 
culturally authentic to English 
innkeeping traditions,” Galasso 
said. “In 2015, the hotel was 
virtually unknown, and four years 
later, the property is now the top 
hotel in the Midwest—this is a 
true testament to the time, effort 
and dedication Matt has put into 
his role as GM at Deer Path Inn.” 

.CARLOS BRADOR.
GM, WESTGATE COCOA BEACH (FLA.) 

RESORT

What is your management philoso-
phy? How do you inspire staff?
The management philosophy 
of Carlos Brador, who earned a 
degree in civil engineering in his 
home country of the Dominican 
Republic before transitioning to 
the hotel industry, is leading by 
example and engaging with the 
team, according to nominator 
Russ Manion, executive director 
of Westgate Resorts’ Florida 
regional operations. “There is 
nothing Carlos would ask of 
his team that he would not do 
himself,” Manion said. “He is an 

outstanding teacher of customer 
service and an expert when it 
comes to paying attention to 
the details, especially those 
that enable him to provide 
unexpected delights to guests 
and team members. His 
approachable and unassuming 
demeanor help Carlos create a 
culture where team members 
love to work and where team 
members want their friends and 
family to work.” 

.LEE BROWN.
GM, MY PLACE HOTEL, MARQUETTE, 

MICH.

What do you love most about being 
a general manager?
“I really get the best of all worlds 
in hospitality. As a front-desk 
agent, I get to visit with guests, 
help them fi nd events and 
activities and make sure they are 
enjoying the hotel and the area. 
As a housekeeper, I make sure 
everything is clean and neat, 
ready for the next guest to think 
they’re the fi rst person to set foot 
in the room. As a sales director, I 

get to negotiate with companies, 
selling our hotel and its amenities 
while getting top dollar for the 
rooms. And as human resources, 
I get to work directly with my 
team, training and retraining, 
recognizing strengths and 
celebrating successes. So, 
what do I love most about being 
a GM? I love all of it, even the 
challenges.”

.LUDA CHERVONA.
AREA GM, HOTEL JULIAN AND HOTEL 

ESSEX, CHICAGO

What is the most pressing chal-
lenge you’ve faced and resolved in 
the past year?
“In life, I enjoy starting from 
scratch. 20 years ago, I came 
to the U.S. from Ukraine and 
started my life and career 
from scratch. I had a strong 
foundation to build on, though—
my education, dreams and 
persistence. And now once 
again, I started from scratch 
assembling operations teams 
for two hotels. This time, the 
‘ingredients’ were my mentor 
and the ownership who trusted 
and believed in me. I was on the 
hunt for the best talent to build 
my team, and at the same time I 
was immersed in exploring and 
picking exquisite amenities for 
our guests. It gave me a sense 
of joy and satisfaction to watch 
my ‘dream team’ feeling proud 
of what we achieved and our 
guests being happy with their 
stay.”

.BRIAN CLARK.
GM, EMBASSY SUITES PHOENIX 

DOWNTOWN NORTH

Tell us about some of your goals for 
the next year.
The goal Clark is most 
passionate about is becoming 
top 10 in overall service within 
the Embassy Suites brand 
worldwide by the end of 2019. 
“This is not my goal; it is our 
team’s goal,” he said. “Every 
single associate is committed to 
achieving this goal. We posted 
the scores in the employee 
boards so that everyone is aware 
of how we are doing. We discuss 
our ranking daily during our 
leadership operations meeting. 
At the end of the second quarter, 
we ranked No. 25 worldwide. 
It is a great position, but we 
are committed to top 10, and 
I believe we can do it. Every 
associate has the opportunity 
to impact the results to make it 
happen!” 

.SOFIA DROSOS.
GM, HILTON GARDEN INN CUSCO 

(PERU)

What is your management philoso-
phy? How do you inspire staff?
“Always do things for the right 
reason and everything else will 
be given in addition. The reason 
we give excellent service is not 
for obtaining high scores; the 
scores are the result of delivering 
the best of us. In my experience, 
the best way to inspire someone 
is by walking the talk, being 
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That being said, he successfully 
transformed an iconic corner 
of downtown Seattle that was 
previously a mostly abandoned 
building into a bustling hotel 
and restaurant, providing a safe 
and fun economic generator 
for the community. With the 
influx of the hotels being built, 
Rob was always laser-focused 
on delivering an incredible 
experience.”

.MARCO ORTLAM.
GM, MONTAGE LOS CABOS, CABO 

SAN LUCAS, MEXICO

What do you love most about being 
a general manager?
“From a very young age, when 
I first started in the hospitality 
business, becoming a GM had 
always been a career goal for 
me. What I love the most is 

being able to create a unique 
experience with a high level of 
attention to detail for our guests. 
In order to do so, you have to act 
like the mayor of a small town; 
gathering many talented experts 
under one umbrella (each one of 
them in their own areas) and you 
have to guide them to the correct 
direction in creating everlasting 
memories for our guests. I love 
connecting with the guests and 
creating a repeat clientele that 
will become loyal to the property 
and hotel brand.” 

.ALAN STEPHENS.
GM/AREA MANAGER, SALISH LODGE & 

SPA, SNOQUALMIE, WASH.

Why does the person you’re nomi-
nating deserve this award?
“Since taking over as GM, Alan 
has improved team member 

surveys and satisfaction rates 
by 8 percent, improved our 
online reputation and guest 
surveys by six points, and 
delivered the most profitable 
year in Salish’s history, providing 
phenomenal results for our 
ownership group,” according to 
nominator Katie Nessel, director 
of communications for Columbia 
Hospitality. “In addition to this, 
he somehow finds the time to 
mentor three other GMs at three 
properties around the region and 
is also partially accountable for 
the financial success of those 
properties. Never has a GM of a 
property [of] Salish’s size been 
tasked as an area manager in the 
history of our company. Alan is 
incredibly driven, hard-working, 
energetic, smart and also fun to 
work with. He makes everyone 
around him laugh and brings 
an amazing positivity to the 
workplace.”

.TOM ULLRING.
GM, COURTYARD CAROLINA BEACH 

(N.C.) OCEANFRONT

Tell us about some of your goals for 
the next year.
“We look at every year as an 
opportunity for growth both 
personally and within our 

business. My team and I evaluate 
our year and look at what we are 
doing well and what we can do 
better. For the things that work, 
we find ways to incorporate 
these best practices into other 
areas of our hotel. Of course, 
our No. 1 goal is to continue 
to grow our guest satisfaction 
while operating a successful 
hotel for our owners, partners 
and Marriott. Our ultimate goal 
is a balanced score card—
guest satisfaction, associate 
satisfaction and financial 
success.”

.BRAD WENGER.
GM, HILTON WILMINGTON/

CHRISTIANA, NEWARK, DEL.

What is the most pressing chal-
lenge you’ve faced and resolved in 
the past year?
“The most challenging issue over 

the past year was reinventing 
myself and the hotel. I’ve been 
in this box since 2006 and habit 
is a powerful thing. It’s easy to 
understand that going through 
a 10-year product improvement 
plan with Hilton generates some 
exciting physical results at the 
property but the success isn’t 
sustainable without behavior 
change. The behavior change 
had to start with me as the leader 
of the hotel. I’m fortunate that 
there is very little turnover at the 
hotel but that can work against 
you when it comes to infusing 
new ideas and change. We cast 
aside many of the best practices 
we’ve used over the past 
decade and forced ourselves 
to reimagine. The results have 
been remarkable. It has led 
to redefining every part of our 
business.” HM
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GM’s 
to Watch
Geri Lombard, Hotel LeVeque

 “Geri is a great leader 
because she has the talent 
of inspiring others to 
perform at their very best.” 
-Hotel LeVeque Team 

Congratulations Geri!
-Your Hotel LeVeque and 
  First Hospitality Family

50 W. Broad St. 
Columbus, OH 

hotellevequecolumbus.com
*Managed by First Hospitality




