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PRACTICE INTERACTING
WITH CUSTOMERS AND
COMMUNITY MEMBERS
ACROSS GENERATIONS
Because of the multigenerational nature of Sugarloaf’s
customer base, Karl and his team have learned to meet
their guests where they are from a marketing perspective.
They use a variety of outreach methods to ensure that older
generations still feel at home at the resort, while newer
travelers see it as exciting and cutting edge.

MANAGE YOUR BRAND
BY EFFECTIVELY
MANAGING PEOPLE
After years of working in hospitality, Karl says he
believes “the real secret to management is people
management, understanding how to motivate them.”
 
He also takes pride in understanding the specific functions
performed by various members of his team. “I can manage
those people better, because if I don’t really know what
they’re doing, I can’t manage them and I don’t get that
respect,” he says.

ENGAGE WITH THE
BIGGEST CHEERLEADERS
FOR YOUR BRAND —
EVEN IF THEIR
FEEDBACK IS TOUGH
Sugarloaf has played host to thousands of guests over the
years, many of whom have strong opinions about how things
should be run. “I have a lot of bosses,” Karl says. “But I
think it’s awesome. The passion there is great.”

ASK THE RIGHT
QUESTIONS WHEN
SEEKING CUSTOMER
FEEDBACK
One of the tools Karl and his team use to ensure that they
have a strong handle on what’s happening at Sugarloaf as
the brand and resort evolves is an extensive survey. 
 
“We track them. Basically, the one thing we look at is [the
question]: would you recommend Sugarloaf to your
friends? It goes back to basic marketing. Word of mouth is
the strongest marketing you have,” Karl says.
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