




“Open Arms” is one of the most universal signals in the world.

One moment, it could mean, 
Welcome! Please, make yourself at home.

In another,
You look like you’ve had a rough day. Come, sit and rest.

In fact, “Open Arms” is also a symbol of honesty.
So allow us to preface this book with a confession—

there is no clear method to the madness.

After all, how does one begin to define genuine, 
unassuming hospitality?

What we do know, about who we are and why we do  
what we do, has been written in this guide. What you are  

about to encounter is a roadmap to our way of life. This includes  
our mission, values, practices and a healthy code of conduct.

Do not worry about boring brand babble. 
This book—as with everything we do—was created to inspire.

Perhaps you are one of us, or starting to get to know us, 
or maybe you just happened to chance upon this little book 

on a random coffee table. In any case, take this as your guide. 

We welcome you with Open Arms.
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“I find hospitality one of the noblest of industries,  
where you fully take care of someone else, so that  
they can leave everything else behind and be on  
a journey for hours. I’ve always believed it to be the 
business of people—and amazing guest experiences 
always begin with us first treating our people right.

We don’t talk enough about how our industry  
affects the way we experience a city. Great venues 
bring people together, creating magical experiences  
in the process. They bring out the best of a city 

—its people, their purpose and places. 

They open their arms to others and give a city its soul.”

— Teng
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Our Mission
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Hospitality shapes the way people love a city.
We do this by creating magical, everyday experiences 
and splendid, necessary concepts.

	 If you listen carefully, you might hear this sounding 
	 through our doors:

	 Has this been done before?
	 Does this make a difference?
	 Does it have depth? Does it have soul?

We never do “for the sake of it”. 
We do “bold”, we do it for the “Lo and Behold”.

	 Whoever we meet, from the man on the street 
	 to the faces we are familiar with, we do so 
	 with great care and open arms.
	 It’s not just about serving the perfect popiah or bouillabaisse; 
	 it’s also about remembering a guest’s birthday, 
	 or the name of her five-year-old—
	 or understanding that a person just wants to be 
	 taken care of after a long day at work.

	 Hospitality doesn’t happen by accident, 
	 it happens with consideration.

	 It happens every day.

Our brand of hospitality is intentional.
It goes above and beyond.

	 On our journey against the status quo, we hope to bring 
	 bold ideas and intentional hospitality wherever we go.
	 Singapore, Hong Kong, New York City… 
	 we will find our place in any city.

	 Because as long as our arms remain open, 
	 the city—any city—becomes a lovable city.

It becomes our city.
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Our Values
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There once lived a couple who owned a magical potato farm.
The potatoes that grew on this farm were the biggest across the land.
 
Every noon, the man laboured to load bags of these giant potatoes onto 
the lorry, in time to feed the villagers for dinner. He did so with gusto; 
the thump of each bag against the floor was to him, the sweet sound 
of a task done.
 
When the villagers received the potatoes, many were bruised and black. 
The woman saw this, but she also saw the effort that the man took to  
do his part under the searing sun. 

Appreciatively, she said, “You’re doing a great job! Though I think 
you could be more careful with the potatoes.”

The man agreed, but did not take the comment seriously.

The next day, he went on tossing the potatoes onto the lorry. 

Now, the woman was conflicted between hurting his feelings or 
pointing out what was wrong with how he handled the potatoes.

In the end, for the good of the villagers, she knew she had to step up 
and be firm. 

“Honey, I admire the amazing heavy lifting that only you do, but  
please stop throwing the potatoes. Each damaged potato is one less  
for the villagers to eat!”
 
The man finally understood and committed to loading the
potatoes carefully.

From then on, the villagers enjoyed plenty of unbruised potatoes  
that fed many happy generations.

Be Kind, Be Firm

LOOK AT THE SITUATION WITH EMPATHY 

AND KINDNESS FIRST, THOUGH NEVER 

WITHOUT FIRMNESS

For our arms to be truly open, we must begin  
with kindness, because having empathy and caring 

for one another are the origins of hospitality. 

That said, effective collaboration can only happen 
when we hold each other accountable for  

the task at hand—especially when standards  
and behaviours fall short along the way.

 
We need to manage these shortcomings concisely 

with candour, respectfully with care. 

We might want to see the best in others 
(no one really enjoys conflict); but when we make 

a considerate effort to correct one another, 
only then can we keep doing better.



1918

A boy was walking along the river and found a little koi, 
with colourful scales and a beautiful tail.
 
When he brought it home, all the people found great joy in marvelling 
at the koi.

The boy made a quaint ceramic bowl for it and was delighted to see
the villagers peering into it.

He asked one of the villagers, “Should I build a better vessel  
for everyone to view the koi more clearly?”

The villager answered, “No need, it’s good as it is!”

But the boy did not sleep that night, feeling like he could do better.
The next day, he picked up his tools and built a magnificent 
glass fish tank.

The villagers gathered around and delighted at the splendid sight.
 
He asked another one of the villagers, “Should I build this tank better 
so that the koi has more room to swim?”

The villager answered, “No need, there’s plenty of room as it is!”
 
But still, something nagged at the boy—he had an even better idea 
up his sleeve.

Brick by brick, stone by stone, he worked tirelessly on this big idea.
Finally, he had built a glorious pond in the centre of the village square.
 
In the end, it was not just the koi, but the boy’s persistence 
and boldness that gave the villagers this magical experience  
for years to come.

Bolder, Better

FOR TRULY MAGICAL MOMENTS

TO HAPPEN, GOOD ENOUGH

IS SIMPLY NOT GOOD ENOUGH

We must use our open arms boldly, 
in all that we do: Concepts, cuisine, hospitality.

When the day is done and dusted, we ask ourselves,
“Are we better today than we were yesterday?”

“How else can this be better? Bolder?”

On our path to creating long-lasting impressions 
(worthy enough of telling ten friends),  

we tend to dream bigger—and we go above  
and beyond to make these dreams happen.

Herein lies the key: embrace the new and the bold, 
reject the status quo.
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Own It, Fix It

Two brothers were the guardians of a zoo. 
Every day, they took turns to feed the animals.

One day, as the older brother was doing his rounds, he noticed that 
the once-glorious pandas looked sad and sullen. But he shrugged it off, 
thinking that his job was just to feed the animals.

The next day, the younger brother noticed the same thing. He said to his 
sibling, “Hey, what’s wrong with the pandas?”

The older one shrugged, “Don’t know, we’re just here to feed the animals.”

But the younger one was determined to care for the pandas better.

So he stayed back to watch them, even after the zoo had closed for the day. 
Finally, he realised that the cheeky, neighbouring monkeys were shooting 
peanuts over and keeping the pandas up all night.

He went home and told his older brother, “No wonder they’re in a bad 
mood, the monkeys are bullying them!”

But the older one replied, “Monkeys will be monkeys, it’s not 
our problem.”

The younger one thought about it long and hard, but ultimately saw  
it as his responsibility to look after the well-being of each animal—
whatever it takes. 

In the end, he rolled up his sleeves and moved the monkeys to the farthest 
part of the zoo. 

It took great toil and sweat but now, they could shoot peanuts to  
their hearts’ content, while the pandas got all the rest they needed;  
all the animals in the zoo lived harmoniously and happily ever after.

IF SOMETHING IS PLACED UNDER

YOUR CARE, DO WHATEVER IT TAKES 

TO GIVE IT THE BEST CARE

Open arms are often a symbol of ownership,  
a way to say: Allow me to take full responsibility for this.

If something needs to be done, we never  
wait around for someone else to do it.

In the same thread, if something goes awry,  
it is in our blood to make the necessary  

amends or go the extra mile.

There is no secret to the sauce—
admit it, fix it, then move on.
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A Dozen Ways to Recognise
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1 1

01	 CLAP AND CHEER

02	 GIVE A THUMBS UP

03	 SHAKE A HAND

04	BUMP A FIST

05	 PAT A SHOULDER

06	SNAP A FINGER GUN

07	 ROCK AND ROLL

08	OFFER PEACE

09	HANG LOOSE

10	 MAKE A SALUTE

11	 CHEF’S KISS

12	 GIVE A HIGH FIVE
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Code of Conduct

Without trust, “Open Arms” is merely a gesture.

This is why we must conduct ourselves 
so that trust and credibility set the stage, 

amongst ourselves and with our stakeholders.

Let’s be honest, no one likes rules. They can 
sometimes feel like casts; heavy and stifling.

So we prefer to think of the Code of Conduct  
as a guide that we treat as our compass instead.
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How to Be a Good Person
Professionalism, Harassment & Discrimination

01   Co-workers or guests, every 
encounter with us should feel  
like a safe embrace. For this to  
be possible, we should have the 
words and actions to match— 
from the way we dress, the  
way we speak, right down to  
the way we act around people. 

At the end of the day, we know 
that we can be counted on to  
be professional when the situation 
calls for it; wouldn’t you also  
want to journey in a mindful  
and respectful place?

VISIBLE VEINS  ON WRISTFOREARM ALIGNED WITH WRIST

02   Being an Equal Employment 
Opportunity Employer simply means 
that we celebrate diversity and 
inclusivity everywhere we go.
 
We don’t see race, religion, gender, 
age, nationality, physical or mental 
abilities, or sexual orientation— 
we only see if your arms are open.

03   No arm is perfect; we all 
make mistakes sometimes. 

But our way of life is one of 
second chances, as long as there 
is a genuine desire to do better.

THUMB EXTENDED 

TO FULLEST

FINGERS CLASPED 

& TUCKED INTO PALM

KNUCKLES 
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How to Protect Our Things
Ownership of Our Assets

As we go on, more and more things are placed under the care 
of our open arms. We think of these as our pride: we would 
never give our pride away. We protect it, and if we see others 
mistreating theirs, we step up and speak out.

We need to be careful of the things we have painstakingly 
created, and respectful of the assets entrusted to our care. 
These include both physical and intellectual property—
technologies, recipes, formulas, business and marketing  
plans, profit and loss statements and even concepts.

F IG . CH A R AC T ER IST ICS OF A ST U R DY FORT

LOCKED KNUCKLES CREATE

IMPENETRABLE VALLEYS

FINGERS 

FIRMLY

RESTED

THUMBS SECURED

USUALLY LEFT 

OVER RIGHT

PALMS FORM

A STRONG BASE
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How to Do the Right Thing
Fraud, Confidentiality, Bribery, Benefits and Other Ambiguous Things
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FLEXIBLE YET 

UNWAVERING WRIST

OPEN FINGERS, 

NO HIDDEN 

INTENTIONS

TIP ALWAYS 

POINTING  

AT GOODNESS

On your journey with us, you might land in some  
grey areas: A partner sending unsolicited gifts,  
sharing a guest’s personal information, sharing  
our ideas with others, getting personal deals...

This is where we tend to place our trust in  
your sound judgement and good intentions.

So if ever you find yourself in doubt, the question  
should always be: Is this in the best interest of the company?

THUMB PROTECTING RING
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ALL THINGS CONSIDERED

It takes two hands to clap and many arms to protect. 
Hopefully, you will find the environment we have cultivated 
—one that conducts itself with integrity—to be empowering 
for you to create magical moments. 

We are counting on you to make good use of it, cherish it, 
and protect it.

RECOGNISE AND REWARD

Where there is impact, we make an effort to 
recognise and reward the people behind them.  

It’s our way of saying, keep up the awesome.

GROW OUR PEOPLE

Most times, you carry more potential than you 
can imagine; we really believe that. That’s why 
we create programmes and initiatives to bring  

out the best in our people.

ENABLE MAGIC

For all our obsession with magical moments, 
we have created an environment for  

this to be possible—through resources  
or simply opportunity.

Open Arms in Practice
Our Culture Programme, Guided by Three Key Themes
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BEFORE YOU GO

When you first embarked on this book, we asked: 
How does one define genuine, unassuming hospitality?

The answer might be a simple,  
but wildly complex one—people.

From genesis to the present, The Lo & Behold Group 
has never just been about venues; anyone  

with a good eye can put together a beautiful space.  
We have always been about people.

Them, and us.

It truly is amazing to see how something like  
a restaurant or bar becomes more than itself— 

from a place to knock back some shots, to a space 
where people come together and celebrate each other.  

What a privilege to be able to consider this a job—
being able to affect human connection like  

this is powerful.

Hopefully, you will find that little spark of wonder 
during your time with us, something that will 

accompany your sleep at night with a touch of pride.

Something to Lo and Behold.



lobehold.com | @lobeholdgroup


