
Vibrant Tourism Depends on 
TeamsWhy Shift Leaders and Supervisors Matter More Than You Think



Small Business Type 1
No Team

Small Business Type 2
Team



Can you relate?

You’re early in your business 
and it’s only YOU.

I feel ya.

Every new owner has felt that 
tug between wanting to be 

profitable and being scared 
about hiring help.



Risks of trying to do
it alone.

Advantages of hiring help 
in your business.



Ontario Hiring Supports



How about this? 

You’re running a business 
that customers love, but it 
only runs smoothly when
you are there. I feel ya.

Every owner has felt that tug 
between serving customers, 

growing the business, and 
leading a team.



What will help?

Investing in front-line 
leadership that turns chaos 

into consistency.

What will be different?

You’ll stop putting out fires 
and start seeing initiative 
from your team.



What will this look like?
Your team performs like pros, whether you’re there or not.



FRONT LINE LEADERSHIP
This can be your competitive advantage.

Front Line Leaders

The secret to making small-town 
tourism experiences feel 

world-class.



What is front-line leadership?

Front-line leadership 
means guiding people, not 

from an office, but from 
the heart of the action.



Real troubles when you don’t have front-line 
leadership roles in your business:

Each shift runs differently 
depending on who’s working, 

no steady standards.

Good people join your team, 
but they don’t see a future 

there, so they quit.

You become the bottleneck 
for decisions, complaints, 

and shift coverage.



Real reasons why your reputation is at risk:

Some customers rave about 
your service, others say it 

depends on who’s working.

Customer issues or 
equipment problems linger 

because no one feels 
authorized to act.

You’re working hard to 
promote your business, but 

word-of-mouth rules a small 
town.



And…..you’re exhausted by having 
to rebuild your team every season 

from scratch.



What if you had Shift Leaders and 
Supervisors who ran your operations, 

including coaching your team?



The Wave Effect
When you invest in one 
strong Front-Line Leader:

Reputation spreads through the community and online reviews

Turnover decreases

Team morale rises

Customer experience 
improves



Shift Leader vs. Supervisor
What’s the Difference?

Shift Leader Supervisorvs.

Leads day-to-day operations during a 
shift

Focuses on execution, ensuring tasks 
get done

Often works alongside team

Example: Head server, front desk lead, tour 
boat deck lead

Oversees multiple shifts or team 
members

Focuses on people and performance, 
ensuring standards are met

Often provides oversight and 
coaching

Example: Restaurant floor supervisor, hotel 
front-desk supervisor, event operations 
supervisor



Some guests rave about your 
service, others say it 

depends on who’s working.

WHO should be my Shift Leader or Supervisor?

Don’t promote by seniority, promote by leadership potential.

Some guests rave about your 
service, others say it 

depends on who’s working.

Some guests rave about your 
service, others say it 

depends on who’s working.You’re not just filling 
a shift; you’re filling 

a leadership gap.

Look for attitude, 
accountability, and 

empathy.

Example: The 
upbeat server 
who steps in to 
train new hires, 
vs. the fastest 
server who 
avoids teamwork.



Redefine “career” in small-town hospitality.

Shift Leaders & Supervisors 

Seasonal Shift Leader Year-Round Supervisor

Local server Training Coordinator for 
multiple restaurants.

Tour guide Operations Manager

Shift Leader

Supervisor

Assistant 
Manager

Operations 
Manager



What about Pay?

Shift Leaders &  Supervisors

Role Typical Scope Pay Guidance

Shift Leader Oversees daily operations of a 
team during one shift

Slightly higher hourly rate + 
access to bonuses tied to shift 

performance

Supervisor
Oversees multiple shifts or 

departments, handles training, 
performance feedback

Higher hourly or salaried role + 
performance or season-end 

bonus



Even if wages can’t match big-city rates, 
you can compete through:

Shift Leaders & Supervisors 

Offer 
bonuses tied 
to leadership 
milestones.

Offer training, 
certification, 
mentorship, 
local 
recognition

Stable hours 
and 
predictable 
schedules

Leadership 
titles for 
résumés and 
references

A culture of 
belonging 
and 
professional 
respect



The solution isn’t working harder, it’s 
growing front-line leaders who share the 
load, protect your culture, and carry
your standards forward.

Together, you will
make local tourism and

hospitality unforgettable.



The real work starts now.

Subscribe to the Stacking Your Team Podcast for the kind of 
leadership truth nobody else is saying out loud.

500,000+ DOWNLOADS 8 YEARS ON AIR NEW EPISODE EACH TUESDAY

GET ACCESS TO THE PRIVATE PODCAST
For ambitious professionals navigating career growth, leadership 

politics, and the pressure to stand out so they can move up.

SCAN THE QR CODE 
TO START LISTENING!


