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Visible Quality Mgmt'!
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After Sale Service

- Initial Guest Contact N
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Departure

Guest Arrival
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Planning of demand

.. *Quantitative &qualitative
Recrumng «Capacity oriented

* Internally & externally ~ *Short & middle term
 External presentation of company

Interview » Staff procurement
* Functional & technical abilities

. * Job description
INg - Personal demand

Jobs begin

* First working @y
* Info material
* Mentor syste
* Probation period

Leaving the

enterprise

* Exit Interview
*Succession handling

Quality opportunities !

* Active contribution

Staff

Facts & figures
development

- - * Average payroll p. employee
e Further education -internal & MOtlvatlon *Revenue or GOP p. employe
?girgslb Trainin « Comprehensive - integral — «Vacation control programme

“Job emichmemg programme of staff & *Productivity benchmarks
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What is Quality ?

eg:
Quality is defined by the markets/qguests only!
Quality is a journey that never ends!
Quality is everybody ‘s responsibility!
Quality is not an act — it ‘s a behaviour!

Quality is a race without a finishing line!
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Guest Service

Cleanliness & Hygiene !
Guest Relations !

Your suggestion ?

[ |
y
Internal communication!

Quality foundations
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How to assure Quality practicably/

Be — self- critical !
Standardize !
Benchmarking!

Mystery Guest Analysis!

Talk to your guests and employees - See it from their
point of view!

KAIZEN-never give up!

In constant search for excellence... What else could you
do?
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THE A warm, genuine

welcome

‘évgrl'r(\:g/%%os MONOCLE A sincere smile and E
iVi_llkommen CHECK-IN piercing eye contact

3T : - wal
TR CHECK LIST @ " v

Why we’re all in the Speed married with
hospitality business —and & thoroughness -

what we should deliver Impeccable manners

' and diction
Genuine interest
' and curiosity
Immaculglte
presentation

Prompt follow-up
and execution .

A twinkle in
W yourfone = = = =
An unswerving sense
W ofdignity.

© Monocle Magazine UK
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