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What is guest Experience?

Why is Guest Experience an
important weapon for service
industry?

Guest Perception

Success
(degree of
which guest
can accomplish
their goals)

Effort (the level
of difficulty |
accomplishing
their goals)

Emotion

(how the interaction
makes the guest feel)




Back to Basic -

Creating First
Impression and
Grooming Standards




Service
with the
Heart

- how to
magnify
guest
experience?
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Process




The importance of
Communication - How
to get things done
effectively

Team
Management

Morale
development

Leadership
Effectiveness

Smooth
working
processes

Importance of
Communication

Conducive
work
environment

Cooperation
&
Coordination

Decision
Making
process
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Verbal Communication %
(sentences/words)
Komunicasi Verbal

Vocal Communication %
(tone/sounds)
Komunikasi Vokal

Non-Verbal Communication %
(eye contact/gesture/body language/habit)
Komunikasi Bukan Verbal




Communication
Process

Sender
(Encoder)

Experiences f=—

Attitudes
Skills
Perceptions

Message
(Medium)

verbal/non
written
email
web
pictures

Receiver
(Decoder)

Experiences
Attitudes
Skills
Perceptions

Feedback Loop

The Communication Process




o .. Listening
= 4 Skills

s O Undivided attention
to focus

Mind - to think Heart (o leel




