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Carolyn is the founder and CEO of Maiden Voyage, 
specialising in inclusive travel safety and security for 
minority group. Carolyn and her team work with 
employers, academic institutions and travel industry 
suppliers, helping them to safeguard their business 
travelers.  

Carolyn has been a long -standing member of the Global 
Business Travel Association Risk Committee and a trustee 
ɐȒ ʌțǸ Ć©ẏɾ ȺǍɶȓǸɾʌ ǱɐɃǸɾʌȡǪ ʬȡɐȺǸɅǪǸ ǪțǍɶȡʌʳṣ  ñțǸ ȡɾ ʭȡǱǸȺʳ 
quoted in the press and a regular speaker at international 
conferences on the subjects of travel security and personal 
safety.
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WHY INCLUSIVE GUEST EXCELLENCE?
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Inclusive Guest Excellence

The commitment and ability of an accommodation 
provider or venue to provide exceptional service and 

experiences to all guests and delegates regardless of their 
background, preferences, abilities, or identities.  

Creating an environment where everybody feels welcome, 
respected, and valued.



HOW DO YOUR GUESTS FEEL?

ẪuậʬǸ ȺǸǍɶɅǸǱ ʌțǍʌ ɳǸɐɳȺǸ ʭȡȺȺ 
forget what you said,  people 
will forget what you did but 
people will never forget how you 
made them feel ẫ

Maya Angelou



ESG AND THE   SOCIAL   IMPACT

1. Employee welfare

2. Guest safety and wellbeing

3. Local community engagement

4. Accessibility and inclusivity

5. Ethical supply chain and responsible sourcing

6. Human Rights



WHY IS INCLUSIVE GUEST EXCELLENCE IMPORTANT?

ÅRight thing to do
ÅReflects a move towards ESG and global social responsibility
ÅDirect impact on the bottom -line
ÅGuests and corporate bookers are demanding it
ÅAvoids negative PR
ÅBrings positive reviews
ÅBrings repeat business & guest retention
ÅIt is a legal requirement



GUEST 
INCLUSIVITY



WOMEN





INTERSECTIONALITYSEXUAL ASSAULT



EXPERIENCES

ÅRoom numbers shouted out or 
requested in public

ÅSexual harassment 

ÅSexual assault

ÅStalking by known individuals

ÅUnwanted room calls

ÅRoom intruders

ÅBag & valuables theft

ÅDrink spiking



EXPERIENCES

ÅInappropriate rooming experiences

ÅInappropriate room allocation

ÅFeeling worried, unsafe, insecure 
(and therefore unable to sleep) in 
their hotel room

ÅBarricade themselves in their rooms 
or place object in front of the door

ÅNeed emergency access to sanitary 
products

ÅFeel penalised by tray charges



THINGS TO CONSIDER!

ÅEɐɅẏʌ ǍɅɅɐʔɅǪǸ ɶɐɐɃ ɅʔɃǩǸɶɾ ɐʔʌ ȺɐʔǱ

ÅRoom in well occupied areas/main building 

ÅDoor -wedge if rooming

ÅHave a safe word for guess needing assistance 

ÅComplimentary sanitary protection on site



DISABLED TRAVELLERS



INTERSECTIONALITYWHEELCHAIR USER





CONSIDERATIONS

ÅInadequate facilities

ÅInsufficient policies

ÅUntrained staff

ÅNot being valued as a person, 
see as less than

ÅDietary requirements not 
catered for

ÅAccess to water for medication

ÅNo fire alarms for deaf guestsEXPERIENCES



THINGS TO CONSIDER!

ÅDedicated number managed by knowledgeable staff about 

accessibility features

ÅAccessibility features clearly stated on website and to include 

video or comprehensive photographs

ÅDetails of local or onsite disabled parking spaces

ÅAccessible check -in desk



WHAT CAN YOU DO?

ÅEach guest has different needs and might include:

ÅA quiet place to have breakfast
ÅA later checkout to avoid a busy airport
ÅExtra guidance on room location
ÅRefraining from using strong smelling odours 

in the bedroom
Åṟ



LGBTQ+





CHALLENGES

ÅHomophobia

ÅTransphobia

ÅInappropriate comments

ÅMis -gendering 

ÅQuestioning re same sex 
occupants of a hotel room

EXPERIENCES



THINGS TO CONSIDER!

ÅBe welcoming 

ÅEncourage colleagues to be their true authentic selves at 

work

ÅDisplay anything LGBTQ+ that you are supporting

ÅBe informed about the local LGBTQ+ scene, events and 

groups

ÅGet involved in public facing events such as Pride.



ETHNICITY 



INTERSECTIONALITYRACISM



INTERSECTIONALITYRACISM



CHALLENGES

ÅRacial profiling 

ÅAssumption that the hotel 
guest is a criminal or a sex 
worker

ÅAssumption that the person 
is not a guest/is an intruder

EXPERIENCES



THINGS TO CONSIDER!

ÅEmbrace your culturally diverse workplace

ÅCall out racism from other guests

ÅCelebrate events such as Black History Month, 

Eid al -Fitr and Chinese New Year



INTERSECTIONALITYINTERSECTIONALITY
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