


Today’s Situation 

• More volatility, less predictability, faster 

pace

• Shifting customers, evolving markets & data

• Pressure to act fast, lead with confidence & 

clarity



We are no longer leading in 
stable conditions

• Changing customer behavior 

• Shifting demand 

• Tighter expectations 

• More noise 

• More pressure to respond fast



The Commercial Environment Is Shifting

• Shifting booking 
windows

• Changing Segmentation 
behaviour

• RMs are required to 
explain uncertainty with 
confidence with less 
clear data. 

Revenue Management 

• Channel fragmentation
• Increasing pressure to 

prove impact
• Decision making without 

clarity 

Marketing

• Changing buyer 
behaviour

• Longer decision cycles
• Sales leaders have to 

create belief and 
momentum when the 
market feels harder

Sales

Increased pressure for leaders to stay confident, and leading through uncertainty 



And leaders are carrying more 
than ever

• Short-term performance pressure 

• Fast decisions 

• Uncertainty 

• Team confidence 

• Stakeholder expectations



The challenge is not just change itself.

It is how we lead through it



Change does not automatically 

produce growth.

The right mindset does.



Three Responses to Change
Resistance

Clinging on to what used to work, hoping it will carry us forward

Reactivity

Moving fast, making changes, doing more without clarity

Resilient Growth

Adapting, learning, moving forward with intention 



Where Progress Lives 

Resilient Growth
Open enough to learn. 

Steady enough to adapt. 

Grounded enough not to be ruled by fear. 



The real barrier is often not 
capability

• fear 

• protection 

• self-doubt 

• over-caution 

• fixed assumptions



Today’s Roadmap 

1. Surface level of resilience vs deeper level 

2. What resilience and growth mindset look like 

3. What leaders can do



People do not move naturally toward change.

Under pressure, they move toward protection.



The Questions Under Pressure

• What if this doesn’t work? 

• What if I get blamed? 

• What if we lose what we have? 

• What if this proves I’m not good enough?



Beliefs Under Pressure

“Our Customers are not ready for this.”

“I am not the kind of leader who can handle this.”

“This market will not respond to this.” 

A limiting belief shapes how we lead, decide, 
and what becomes possible.



Growth Mindset Is Not…

• Not blind optimism 

• Not fake positivity 

• Not pretending challenge is easy



Growth Mindset Is… 

• Capability can be developed 

• Challenge is part of learning 

• Setbacks can produce growth



Curiosity Instead of 
Conclusion

Fixed Mindset

This is hard, so we 

cannot.

Growth Mindset

This is hard, so we 

need to learn.



Resilience Is Not…

• Not pretending 

• Not suppression 

• Not toughness without reflection



Resilience Is…

• Staying steady 

• Adapting 

• Recovering 

• Moving forward with intention



We Need Both 

Growth Mindset

I can learn

Resilience

I can stay present, 

adapt and continue



Installing mindsets

Anchor into 
Value System

Interpret 
correctly

Notice Drift 

Decide to 
hold

Resilience and 

Growth Mindset do 
not become durable 

by inspiration alone. 

There is a process to it. 



Revenue Management

• forecast uncertainty

• shifting booking patterns

• segment behaviour moving

• pressure to react faster

What is changing

• revisit assumptions faster

• separate signal from noise

• treat misses as learning

• explain uncertainty clearly

• stay open to new patterns

What resilience looks 
like

• clinging to old assumptions

• overreacting to short-term 
noise

• becoming defensive when 
forecasts miss

• presenting uncertainty 
without enough confidence 
or influence

What often goes wrong 

Mindset shift 
From: We need to look right To: We need to learn faster and improve the next decision



SALES

• slower conversions

• changing buyer behaviour

• longer decision cycles

• more emotional wear from 
repeated no's

What is changing

• keep prospecting

• Adapts processes to new 
environments

• keep building relationships

• adapt strategy sooner

• learn from lost business

• separate outcome from 
identity

What resilience looks 
like

• taking rejection personally

• retreating into safe habits

• relying too heavily on what 
used to work

• losing energy or discipline 
when results slow down

What often goes wrong 

Mindset shift 
From: Rejection means we are failing 

To: Rejection can be feedback that sharpens our approach



Marketing 

• fragmented channels

• changing algorithms

• shifting audience behaviour

• rising pressure to prove 
value

What is changing

• test and learn faster

• stay flexible in channel and 
message strategy

• use data as insight

• adjust based on audience 
behaviour

• keep creativity alive under 
pressure

What resilience looks 
like

• over-attaching to familiar 
tactics

• reading poor performance as 
failure

• becoming cautious about 
experimentation

• losing creativity under 
scrutiny

What often goes wrong 

Mindset shift 
From: Poor performance means the idea failed 

To: Performance data gives us information to improve the next move



The mindset of the leader rarely stays private.

It becomes climate, culture, and 

performance. 



When change hits your team, what 

shows up first?



Today’s invitation 

• Choose one belief to challenge 

• Choose one protective habit to notice 

• Choose one leadership behavior to change



Three Takeaways

1. Change is now a constant condition 

2. Mindsets must be embedded in how leaders and 

teams think, respond, and carry pressure.

3. It takes intentionality to hold the mindsets in place



The future will belong to the teams that can 

learn, adapt, recover, and grow faster.



Thank you 

Heidi Gempel,
Executive Coach and Commercial 

Expert Hospitality 
Beyond Performance 

Join tomorrow’s 
Masterclass: 

 
Leadership Under 

Pressure: 
How to Think, Decide 

and Lead When 
Commercial Certainty 

Disappears
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