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Thechangingguest
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Conclusion

The continuity of an enterprise Is more
and more dependent ohow (guest
focus and service) one offergat
(products)

As thewhat can no longer be used to
distinguish oneself from its competitor,

organizations need to focus more on the
how.
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Difference between
service and hospitalit
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Four iImportant questions for
every employee
Who Is our guest ?
(AL

W
h P .
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What do these guests
want/need?

How dol make sure that these customers get what
they want / nee®

How do | get/makelelighted customer®
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What Is hospitality?

Which terms come
up spontaneously In
your mind?

Question




A definition

Professional Hospitality is about providing:
physiological comforand

psychological comforand
safety & security

for money!
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In other words

Professional hospitality
means:

Being nice & friendly In
NBUdzNYy F2N Y
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The Hospitality Model ¢

<_ /
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The Hospitality Model
The provider

Product, Behavior & Environment
Constitute together aHospitality Formula
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Consistency

The stronger the formula,
the bigger the succeés
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The Hospitality Model
The receiver

Needs &  Objectives

0 Physiological Necessity

0 Social Friendship

o Psychological Recognition¥ UNivirsity
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Success factors
bSSRa 9 hoa2aSOUiAgSa 02
EXPECTATIONS

During the process, the receiver EXPERIENCE
hospitality

EXPERIENCE8st be=or > EXPECTATIONS
Surpassing expectations Is even better

. Formula Is instrumental in this context!
QY irasacnoos e s T



Behavior
IS the dominant factor
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Conclusion

The success of hospitality Is primarily
In the hands of people

Providing people with the right competencies is tl
key to delighted guests and a profitable operatic
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What is the Golf Management University?
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The program

A golf accommodation management prograrmn
on university level

Relevant, practice oriented subjects
Practical en pragmatic
Competency focused

Implementation focused (what you learn
today can be implemented tomorrow)
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