
Hospitality 
management as 
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Quality in a product in or 

service is not what                                 

the supplier puts in,                           

Itôs what the customer gets 

out and is willing to pay for.
Peter Drucker
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Hotelschool The Hague
One of the top universities of applied sciences in the world 

on hospitality management 

(80 years young!)

2004: Best universitiy of applied 

sciences in NL (Ministry of education)

2006: Belongs to the ñBig Threeò in the 

world (Caterer & Hotel Keeper)

2005: Best Hotel Management School 

(Elsevierôs Magazine)

2 campusses, 2000 students (50% 

internationals, 40 nationalities)

2008: Best Hotel Management School in 

NL (Choice guide higher education)
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Who are we?

HOTELSCHOOL THE HAGUE
Bachelor in hospitality management

Holding:
HTH Leadership
Development b.v.

HTH Masterbv
HTH Curriculum 
Consultancy bv

HTH Performance 
Management bv (HPM)

Hotelschool The Hague Performance Management BV, the 
subsidiary for consultancy and Learning & Development
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Trends:

Globalization

Individualization

Better educated

Technology

ΧΦ

Thechangingguest

Effects:

More experienced

More demanding

Satisfaction is no 
longer sufficient

Guest is more aware 
ƻŦ Ƙƛǎ ΨǇƻǿŜǊΩ

ΧΦ



The continuity of an enterprise is more 
and more dependent on how (guest 
focus and service) one offers what
(products) 

As the what can no longer be used to 
distinguish oneself from its competitor, 
organizations need to focus more on the 
how.

Conclusion

© HTH Performance Management BV



© HTH Performance Management BV

Service:

Primary focus is on the 
product and the 
supporting processes

Hospitality:

Primary focus is on the 
ŎƭƛŜƴǘΣ ΧΦ  ¢ƘŜ DǳŜǎǘ

Processes are based on 
ǘƘŜ ƎǳŜǎǘΩǎ ƴŜŜŘǎΣ 
desires and emotions.

Difference between 
service and hospitality



Four important questions for 
every employee

Who is our guest ?   

What do these guests 

want/need?

How do I make sure that these customers get what 
they want / need?

How do I get/make delightedcustomers?



Question

What is hospitality?

Which terms come 

up spontaneously in 

your mind?
Shout!!!!!
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A definition

Professional Hospitality is about providing:

physiological comfort and

psychological comfort  and

safety & security

for money !
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In other words

Professional hospitality 
means: 

Being nice & friendly in 
ǊŜǘǳǊƴ ŦƻǊ ƳƻƴŜȅΧΦ
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The Hospitality Model
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P
B
E

Provider

Product, Behavior & Environment

Constitute together a Hospitality Formula

The Hospitality Model ©

The provider
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The stronger the formula, 

the bigger the succes!

Consistency
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N
O

Needs         & Objectives
o Physiological Necessity
o Social Friendship
o Psychological Recognition

Receiver

The Hospitality Model ©

The receiver
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Success factors
bŜŜŘǎ ϧ hōƧŜŎǘƛǾŜǎ ŎƻƴǎǘƛǘǳǘŜ ǘƘŜ ǊŜŎŜƛǾŜǊΩǎ 
EXPECTATIONS

During the process, the receiver EXPERIENCES 
hospitality

EXPERIENCES must be= or > EXPECTATIONS

Surpassing expectations is even better

Formula is instrumental in this context!
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Behavior

is the dominant factor 

in formulas !!!!!!!!!
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Conclusion

The success of hospitality is primarily                                     
in the hands of people 

Providing people with the right competencies is the 
key to delighted guests and a profitable operation
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What is the Golf Management University?

NVG

powered by
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A golf accommodation management program 
on university level

Relevant, practice oriented subjects 

Practical en pragmatic

Competency focused

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

The program
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[ŜǘΩǎ ƳŜŜǘ              
next time

@    
Hotelschool
The Hague
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