
GUEST 
EXPERIENCE



What is guest Experience?

Why is Guest Experience an 
important weapon for service 
industry?

Effort (the level 
of difficulty I 

accomplishing 
their goals)

Emotion

(how the interaction 
makes the guest feel)

Success 
(degree of 

which guest 
can accomplish 

their goals)

Guest Perception



Back to Basic –
Creating First 
Impression and 
Grooming Standards



– how to 
magnify 
guest 
experience?

Service 
with the 

Heart

Personalize

Process

Raving Fan

Satisfied GuestOperational 
Excellence

Memorable 
Excellence



The importance of 
Communication – How 
to get things done 
effectively

Importance of 
Communication

Leadership 
Effectiveness

Smooth 
working 

processes

Conducive 
work 

environment

Cooperation 
& 

Coordination

Decision 
Making 
process

Team 
Management

Morale 
development



Communication 
Channel 





Communication 
Process



Listening 
Skills


