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Leadership and Change Report: Sir Terry Matthews (Celtic Collection)

1. Introduction
Overview
Sir Terry Matthews is a Welsh-Canadian business man and Wales’ first billionaire. Founder of the Celtic Collections, Sir Terry saw a gap in the market for an American style business report in Wales, and bridged the gap. An entrepreneur, Matthews has had several businesses, one of the notable is Wesley Clover investments, so named for the four leafed clover he found as a child. His leadership within the Celtic Collection has had a significant impact on the tourism, events and leisure sector in the UK, through his investments and innovation. 
As a whole, the tourism, events and leisure industry is high dynamic and sensitive to external factors. In recent years, it has faced many unexpected challenges, mainly the COVID-19 pandemic, which caused disruption to travel and hospitalities businesses ‘restrictions immediately affected national economies, including tourism systems’  (Gossling 2020 p2) . The industry also saw rapid changes in consumer behaviour, namely a desire for personal experiences and domestic tourism ‘There were 117.4 million domestic overnight trips in Britain in 2023’ (Visit Britain 2023 p5)). Advancements in technology and economic pressure (including the cost of food) have increased pressure on businesses to adapt quickly and continue competition ‘Tourism businesses... are now also facing rising energy, food and other input costs, as well as labour shortages and skills gaps.. (OECD 2022)
Sir Terry Matthews leadership is a strong case study for how organisations can respond to industry challenges. His strategic decisions, leadership style and focus on long-term growth have allowed the Celtic Collection to effectively manage these changes.
Purpose of the Report
This report will evaluate how Sir Terry Matthews has managed changes within the tourism, events and leisure industry. It uses leadership and change management theories to assess his leadership style, how he makes strategic decisions, and their impact on the organisational culture and people within the Celtic Collection. It will also provide recommendations to improve the effectiveness of his leadership, during future industry changes. 
2. Main Body
a) Leadership and Change Management
Current Change Context
The tourism, events and leisure industry has undergone a significant transformation over recent years, due to a mixture of global issues, technological developments and a consumers changing their expectations. 
 The COVID-19 pandemic caused a severe industry impact, causing all travel to be restricted. This also caused a reduced demand due to job losses and financial losses for many businesses ‘massive job losses will impact tourist demand’ (Gossling 2020). This created a need for organisations to adapt quickly to survive. 
Additionally, there has been a large shift in consumer behaviour. Customers are seeking unique experiences that are personalised to their tastes, rather than standardised services. The increase in ‘staycations’ have also changed customer demand patterns, with more choosing to travel domestically, 86.2 million international vs 117.4 domestically in 2023 (VisitBritain 2023, p5). 
There has also been a change in technology, that has transformed the industry. Digital platforms, booking systems and AI developments are now industry standard for improving customer experience and improve operational efficiency ‘developments in search engines, carrying capacity and speed of networks have influenced the number of travellers around the world’ (Buhalis and Law  2008 p2 )
Further, economic challenges (inflation and rising costs) have given businesses additional pressures, as they must manage resources more effectively. 
These factors show the importance of strong leadership and effective change management in organisational success. They also show the issues that Sir Terry Matthews has had to over come in recent years.
Strategic Leadership Responses
Sir Terry Matthews demonstrates an active and strategic approach to managing change. His leadership can be analysed using Kotter’s 8-step change model (Kotter, 1996 ), which provides a framework for organisational change.
Firstly, Matthews has shown a clear path for the organisation, focusing on developing world-class tourism destinations and resorts. This aligns with Kotter’s emphasis on creating a vision to guide change.
Secondly, Sir Terry Matthews invested heavily in infrastructure and service quality allowing the organisation to adapt to changing customers. This reflects Kotter’s principle of empowerment, letting employees act on the vision. 
Thirdly, Matthews has achieved short-term success through hosting major events, such as the Ryder Cup, which increases domestic tourism. Using ‘quick-wins’ such as this can help to build momentum and confidence. 
His leadership style reflects Lewin’s Change Management Model (Lewin 1951). During the pandemic, Celtic Collection recognised the need for change (unfreeze), adapted operations (change), and established new ways of working (refreeze). One of these new ways included ‘Celtic at home’, which offered takeaway meals from the group's restaurants. 
Additionally, Matthews’ approach shows elements of strategic management theory, long-term planning and diversification in particular ‘the human processes of strategy, not only the economics of particular strategies, are central to achieving long-term organisational success’ (Johnson 2017). Celtic Collection offers a range of services, including hotels, events, golf, business facilities and leisure facilities. By using these facilities, it can reduce risk and increase resilience. 
Examples and Case Studies
Arguably the most significant example of Sir Terry Matthews’ leadership is the hosting of the Ryder Cup in 2010. The competition brought global attention to the Celtic Manor Resort, and boosted tourism in Wales significantly. It showed the effectiveness of long-term investment and planning strategically. 
Another example is the groups response to the COVID-19 pandemic. The Celtic Collection adapted by changing their operations to meet changing protocols, and supporting healthcare. This aligns with crisis management theory, which encourages flexibility and stakeholder support ‘In essence, consider crisis management to be an ongoing process... and maintain good crisis-management procedures’ (Coombs 2010). However, the group did not support all its staff members, as in 2020 the company announced almost half of their staff would be made redundant, which would have left over four hundred people without jobs. 
Following the pandemic, the group capitalised on the increase in interest in domestic tourism, by promoting luxury staycations for all kinds of tourists. The uniqueness of being one of the only hotel resorts in Wales gives it a selling point unlike other hotels, wherein customers can spend the entire stay at the resort, everything is there for them. This demonstrates the ability to respond to tourism demands, and maintain competitiveness. 
Overall, these examples show how Matthews’ leadership combines strategic vision with practical action, letting the organisation navigate difficult challenges successfully. 
b) Leadership Style, Culture, and People
Leadership Style
Sir Terry Matthews’ leadership style can be described best as transformational, as explained by Chioma Ugochukwo  ‘Transformational leadership is a style where leaders inspire and motivate their team by creating a clear vision, encouraging innovation, and fostering personal growth.’. Transformational leaders inspire and motivate employees by showing a clear vision and encouraging innovation. 
Matthews demonstrates an inspirational motivation, by promoting an image of high-quality tourism. He also shows a strong influence by acting as a role model, through his commitment to investment and development. 
However, Matthews’ leadership style also includes elements of autocratic leadership (Lewin 1939), especially in major decision making processes. This allows for decisions to be made effectively, but may limit employee involvement, 
A more balanced approach may be using democratic leadership, which encourages more collaboration ‘here is a greater degree of collaboration and communication;’  (Gastil 1994, p971). This could enhance employee relationships and engagement. 
Culture and People Impact
The style of leadership Sir Terry Matthews uses has highly influenced the organisational culture of the Celtic Collection. 
Using Schein’s Model of Organisational Culture (Schein, 1984) it can be analysed that Celtic promotes:
· High-quality service standards (artefacts)
· Commitment to excellence (values)
· A belief in long-term growth along with resilience (assumptions)
This has resulted in a workplace culture that is ambition, customer-focused and driven to perform. 
The impact employees feel can also be analysed using Maslow’s Hierarchy of Needs (Maslow 1943). By providing employment and a sense of achievement, along with career progression opportunities, Celtic can help to meet the employees needs.

However, according to Herzberg’s Two-Factor Theory (Herzberg, 1959), motivation can be influenced by factors such as responsibility and recognition. By increasing employee involvement in decision-making, Matthews’ could help to improve motivation and job satisfaction.
Additionally, effective communication is very useful for maintaining a positive workplace culture. Applying communication theory shows the importance of clear messaging during change; ‘Breaches of trust occur when communication overemphasizes the positive aspects of the change in order to persuade change recipients to endorse it.’ (Shrivastava 2022 p688)
Overall, Matthews’ leadership has created a strong organisational culture, though there is potential to improve employees engagement, along with improving communication to employees. 

c) Strategic Recommendations for Leadership
Leadership Recommendations
To enhance the effectiveness of Sir Terry Matthews’ leadership, several recommendations can be made based on multiple theories. 
Firstly, adopting a more democratic leadership style can allow employees to contribute more ideas and participate in decision-making. This will improve innovation and engagement ‘Leaders can also help develop members' emotional maturity and moral reasoning abilities.’ (Gastil, 1994 p959)
Secondly, increasing the usage of data based decision making would improve planning and strategy. This aligns with some modern tourism management practices, such as using a recommender system, as explained by Buhalis and Law (2008) ‘a recommender system can provide valuable information to assist consumers’ decision making process.’
Thirdly, Matthews should utilise Kotter’s change model to consistently ensure structured and efficient change management. 
Additionally, using sustainable leadership practice is essential for meeting environmental standards, and further improving the Celtic Collection’s brand presence. 

People and Culture Recommendations
Improving organisational culture and managing  people is also very crucial. 
Improving communication, by using established models such as shown in cross cultural and strategic management (Shrivastava 2022) , it can reduce uncertainty within staff when the business goes under changes.
Investing in training employees, can improve their skills and performance. Through development employees can also feel a stronger sense of job satisfaction. 
Encouraging innovation within Celtic’s management scheme can lead to new ideas being created, and improvements being brought into the company. This in particular, is important to such a varied and competitive industry. 
Finally, prioritising employee wellness can improve their productivity and reduce turnover within the company. 
By focusing on all of these areas, the Celtic Collection can build a more engaged and adaptive workforce.
3. Conclusion
Summary
Sir Terry Matthews demonstrates a strong leadership, whilst managing change within the tourism, events and leisure industry. His vision, investment ideas and ability to adapt to changes such as COVID-19 have enabled Celtic Collection to continue to remain competitive.
This application of leadership and change management theory shows he aligns transformational leadership with established change models. Through his leadership, Celtic Collection has developed a strong organisational culture that is focused on customer satisfaction. 
However, there are some ways to improve collaboration, communication to staff and the engagement that the staff have in the company. These are important for most modern organisations.
Final Leadership Recommendations
To ensure the success of the Celtic Collection, these actions are recommended. 
· Create an environment that is more collaborative. 
· Bring in a more democratic leadership approach.
· Increase investment into digital skills and technology. 
· Strengthen employee engagement, and give the employees a development programs.
· Have a continued interest in improve sustainability
· Apply structured change management theory. 

In conclusion, Sir Terry Matthews provides a good example of effective leadership can help to develop an organisation and navigate unexpected change. By building on the existing strengths and addressing areas that can be improved, the Celtic Collection can continue to succeed in a competitive industry, such as the tourism, events and leisure. 
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