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How Nobu Hotel London 
Portman Square maximises 
guest experience through 
internal communications



In order to deliver a world-class hospitality experience, it is critical 
for a brand to hire amazing people into every department and 
then ensure those individuals share a common vision for product, 
service and culture. From the birth of the hospitality industry until 
the 2000’s, this was delivered by analogue leadership: word-of-
mouth, imparted by physical meetings and management cascades 
(with occasional support from posters on staff room doors).

In recent years, industry-leading point solutions such as Flow 
Hospitality (learning) and Open Blend (performance and
wellbeing management) have emerged to digitise critical parts 
of the hospitality-employee journey. However, the emergence 
of these best-of-breed technologies created an integration 
challenge when adopted en-mass, requiring employees to log in 
to multiple systems (with different, hard-to-remember user IDs 
and passwords). Adding to this multi-app confusion has been the 
rise of the smartphone and consumer social networks (Facebook, 
WhatsApp etc), which is where managers and employees often 
‘unofficially’ exchange work-related information rather than within 
intended IT systems of record.

Nobu Hotel London Portman Square’s Director of People and 
Culture, Rachael Bolton, was unwilling to sacrifice her vision 
for real time employee communications and a ‘best of breed’ 
employee tech stack just to avoid multi-app complexity, so 
engaged Yapster, Flow and OpenBlend to bring everything 
together seamlessly for her employees.

Rachael has worked with the teams at Yapster, Flow and 
OpenBlend to develop a culture of ‘Social Leadership’, learning and 
feedback within Nobu Hotel London Portman Square at every level 
of the company org chart. Colleagues are able to lead operations 
and culture from anywhere, at any time, engaging content 
company-wide (newsfeed) or 1:1 and group targeted (Yaps).

initiative overview In terms of technology, what we 
wanted to do was reflect that we 

have a young workforce, and that for them 
communication happens primarily on their 
phones. They want it to be easy. They 
want it to be instant, and they want 
everything to be connected. 

We wanted to provide a system to 
them that was literally to go to 
one place, and everything that you 
need is there. A system that was 
driven by them, not necessarily a 
system that was driven by us. We 
wanted to be as technologically 
cutting edge as possible with a 
communications system that is 
easy to use - mimicking 
Whatsapp and Instagram.

Rachael Bolton
Director of People & Culture
Nobu Hotel London Portman Square

Today Rachael ranks in the top 20 ‘most 
influential’ leaders within the Yapster 
customer base of c.100,000 users and has 
extremely high usage and engagement.

93% weekly active usage within a 
population of 329 Nobu Hotel colleagues.

93% 
Active 
weekly



‘Nobu Noise’ (the internal name for 
Yapster) is used by Nobu’s frontline 
colleagues, but is intended to positively 
impact each customer’s experience. 
Colleagues are able to contact 
central services (HR, Finance) or 
operational departments such as 
kitchen, room service and front 
of house in just a couple of 
clicks on their smartphone. 

The intended audience

By ensuring the
business is

communicating, connected 
AND performing

to an optimal level, 
guests at Nobu are 

guaranteed that their 
needs will be supported 

by motivated AND
coordinated staff.



Nobu Portman Square’s communications strategy is simply to 
connect the maximum number of colleagues to each other and 
central services in the simplest way possible, and then practise 
‘Social Leadership’ (real time communication and recognition 
from top to bottom of the company hierarchy) every day 
to align and inspire teams to deliver a world class customer 
experience.

Many colleagues in hotels do not have individual work email 
addresses and therefore direct, quick communication is 
generally challenging. By contrast, Nobu Portman Square’s 
people all have direct access to communication with all other 
colleagues, as well as a daily business sheet and glitch report 
which is circulated in-app daily.

This information allows all colleagues from all levels to have a 
greater understanding of the whole hotel operation, not solely 
the department they are working for. This aids colleagues’ 
engagement by providing transparent information and 
communication along with enhancing the guests’ experience 
through increased team knowledge and immediate VIP 
recognition in the lobby and guest areas.

At 6am each morning a ‘Nobu Now’ 
newsfeed post is delivered to each 
colleague. This post includes a business 
and financial overview from the day 
before, and of the day ahead including; 
events, VIP arrivals with visual aid 
photographs, Nobu Philosophy thoughts 
of the day and Sales Show-rounds.

Strategy, tactics & mediums



one of the big selling points of Yapster for us was the 
ability for employees to switch it off, which sounds 

counterintuitive, but the ability for employees to disconnect 
from the communication is so important for mental health.
Rachael Bolton
Director of People & Culture

Nobu’s leaders 
regularly create ‘Polls’ 
to gain colleague 
feedback and 
consultation from the 
teams, which means 
Nobu does not have to 
wait for the traditional 
monthly / quarterly 
staff consultative 
committees to hear 
colleagues’ voices. 

They also routinely set 
up competitions related 
to maximising service 
and spend, sharing peer-
led training videos, new 
dishes or wines/cocktails 
and masterclasses.

These digital 
communication initiatives 
are crucial to Nobu’s quality 
of customer experience 
because colleagues are 
rarely able to attend training 
at the same time, due to 
varied shift patterns.

Nobu’s leadership also 
encourages colleagues to 

use Yapster to automatically 
silence notifications during 

days off or vacation periods, 
to allow for a complete ‘work 

switch off’.

The sender of any direct Yaps 
(messages) will be informed 

that the receiver has their 
notifications switched off so 

will know the receiver will not 
have received their message 

at that time.



Beyond unstructured communications undertaken within Yapster, 
using Flow and OpenBlend - accessible from the Yapster apps 
tab in one click each - Nobu implements learning and feedback 
strategies each day too. Thanks to an additional integration with 
Fourth HR, as soon as Nobu colleagues join the business they are 
automatically added to Yapster, Flow and OpenBlend and invited 
to join the family.

OpenBlend drives productivity by connecting performance 
management and performance enablement in one tool, creating 
an environment where people can perform at their best. 

OpenBlend recognises that one size doesn’t fit all and powers 
effective one to one conversations that focus on everything that 
impacts an individuals’ productivity from weekly priorities and 

In summary: by ensuring staff are connected, happy, 
healthy and performing well, Nobu Portman Square runs 
more efficiently than most - and guests get a premium 
experience.

performance goals to their key motivational driver, wellbeing and 
feedback. In Nobu, the business benefits from staff being more 
connected and the guest experience is best when individuals are 
happier and more productive at work. Managers work with their 
teams to connect with each member to identify what matters 
most to them to bring the best version of themselves to work 
every day.

Flow Hospitality’s learning and development platform 
accompanies employees through their learning journey from day 
one. A seamless employee experience with all their learning needs 
in one place. The extra visibility Flow gains through the integration 
with Yapster is that it promotes communication and increases its 
daily usage, adding even more value to hospitality teams on the 
ground. 



Results of the activity (metrics)
All colleagues are automatically registered to Yapster upon 
joining The Nobu family, which drives engagement metrics:

• 78% of employees in Fourth HR are onboarded 
(the remainder are largely contractors 
or dummy accounts, meaning the effective 
onboarding rate is >90%)

• 93% of those onboarded are active weekly, 
with approximately 68% being active daily

• 62% of those onboarded are directly 
interacting with each other weekly

• On average, Rachael sends 77 private messages 
a month, directly supporting her colleagues

Hear more 
from Rachel on 
how new-age 

technologies are 
helping Nobu Hotel 
London Portman 
Square in this 

video

Read Nobu
Hotel London 

Portman Square’s 
story in the The 

Caterer
Magazine

93% 
Active 
weekly

https://www.yapster.info/webinars/the-realities-of-life-in-luxury-hr
https://www.yapster.info/webinars/the-realities-of-life-in-luxury-hr
https://www.yapster.info/webinars/the-realities-of-life-in-luxury-hr
https://www.thecaterer.com/business/technology/messaging-apps-technology
https://www.thecaterer.com/business/technology/messaging-apps-technology
https://www.thecaterer.com/business/technology/messaging-apps-technology


usage overview



YAPSTER, 2nd Floor, 85 Charing Cross Road, London, WC2H 0AA

www.yapster.co.uk

https://twitter.com/yapsterchat
https://www.instagram.com/yapsterchat/
https://www.linkedin.com/company/yapsterchat/
http://www.yapster.co.uk
https://www.facebook.com/yapsterapp
https://www.youtube.com/channel/UC84B7QRxl1NNBb2ZLJWnQVQ

