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= ESTERIRRRSGE:

SGS aims to help the hospitality industry to meet a variety of needs and provide
solutions to many of the issues presented today:

B
ABSTRACT

i HX 5t 355 B2 B [ {434 Hospitality Experience - ¥8E Energy Savings

d == Program o ™IS FE Corporate Social Responsibility
~ T:T:%i‘)\ﬂltﬂf EE%EJLXFﬁ*%ﬁﬂiﬁﬁﬁﬂlf—/l\$ﬁ!3ﬁ%%ﬁ’ﬂ1¢ e P& Risk _RTH&EF Employee Welfare

= T 1%, EEITICIRE T X IR MBS AN SRS A BN ER. _BEE4 Food Safety RS Efeon U .

S = b, RFBEREFEEAIESKTIERHEE, thEEM £
: RS, - k&% Water Safety -EEZHM Respect For Diversity

= ) : _ - B &L 2 Building Safety o IRSBIRIEFHE Quality Of Service Experience
e In today's world, a guest’s less than perfect experience can - %24 Securit LTy . _

: be magnified with a single mobile device. Online reviews y -HEB— TEWMWE Feature 1: Professional

== have increased the demand for experience excellence and FREA == Oyber Seeiiy Mystery Shopper
i~ s commitment. Therefore, it is more important than ever to e - W55ELE Business Continuity -45E 7 IRSBIAIE Feature 2: Service
: ensure that your property is doing all that it can to achieve o ALK R Sustainability Certification
the highest level of satisfaction. - IF1% Environment

- EY)EIE Waste Management

HthARSS Other Services
o HIFEI Complaint Management o AR UFTILIT Service Innovation Design

o ZIAREE (U KZF) Training
System Structure (Corporate
University)
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HXI51 B & & 19 MR I IER
HX PROGRAM CONSISTS OF FOUR SEPARATE MODULES

HXhik 5 R B FE (A LS
HOSPITALITY
EXPERIENCE
PROGRAM

24 2SGS HX?
WHAT IS SGS HX?

SGSHRFERBERERI LN EZERARS MEEE —HYE
BV S EEREZRR o

Improve guest experience and brand reputation with HX from
SGS - a comprehensive property management audit solution
for the hospitality industry.

MG SR, X R

28 JE b 5% O BY 7]

o

RISK: In today’ s world

risk mitigation is the

number one concern for

the hospitality industry.

e BMERZ Food Safety

o FKZ £ Water Safety

o EHZE L Building
Safety

e Z{R Security

° MLKZE S Cyber
Security

o VS ESY Business
Continuity

AliEL A E RSN
BERERENIFENE
*O

SUSTAINABILITY:
Hotels around the

world are now required
to comply with
environmental demands.
e IfiE Environment

° [EMEIE Waste
Management

e F38E Energy Savings

eIt 2 H1E: BELE
MRIREIBBEMXSI
BHREIEME. Rk, Tdk
P AR S5 75 EF0 R AT
Rk,

CORPORATE SOCIAL
RESPONSIBILITY: The
tourism industry is more
aware of their active
role generating wealth,
employment, quality
products and services
within communities and
environments.
o RT@F| Employee
Welfare
* #X&5 Community
Involvement

o EE LM Respect

For Diversity

RS AR FRE: RIFAIM
ERBEBREMED
o

QUALITY OF SERVICE
EXPERIENCE: Positive
guest experience leads
to customer loyalty.

° SGSHIQX({ALEFAE) AR
SEBEME RS, L
EZMeEaIR R
17. SGS’ QX services
are conducted as
ordinary guest
visits, or mystery
inspections, without
your property’ s
knowledge.

o RIFHIMEA
18 Positive Guest
Experience

o PAE BRI Guest
Loyalty
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= ERAIETIAE
THREE
LEVELS OF

CERTIFICATION
ACHIEVEMENT

(&)

HOSPITALITY
EXPERIENCE

Silver
WWW.Sgs.com

BiR: {§591E65%E84% 28]

(8)

HOSPITALITY
EXPERIENCE

Gold
WWW.sgs.com

EBE: BHHESS%EIL % d

()

HOSPITALITY
EXPERIENCE

Platinum
Www.sgs.com

HE: FHTEIB %I UL

HXIAIEIE TR
HX CERTIFICATE TEMPLATES

HX34 25
BENEFITS OF HX

REmEEE

INCREASE IN BRAND REPUTATION
EEXRFNES

OPERATIONAL SUPPORT AND GUIDANCE

MERZXS
PEACE OF MIND

REED %S
COST SAVINGS

FEME
REGULATION COMFORMITY

miHHEM
MARKET INTELLIGENCE

e

(¥ amﬂ{{{
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RS E IR E A
OBJECTIVES OF RISK MANAGEMENT

XBEIERN R SFE T IR IR T,

Provide an independently verified assessment of hotel’s Safety
practices.

A TFREEIERME
XUFo

It helps ensure that management is aware of potential risks
and takes appropriate measures to reduce them.

RTERIXU L H R EE L Y FE R R L

REBELEETR A EEHFREZITRINE

Answer the needs for a particular auditing scheme about
safety for Hoteliers.

AILAAEE. HRITHEARE A RIREREE, RIUEM T
FERERH——IFLHRRERR,

It can offer to customers, tour operators and insurers
reassurance of independent third party monitoring on main
safety aspects - demonstration of due diligence

7‘3—”/" 73

PRUBS45 e TI3
RISK INVOLVES AREAS

° Em%T L BmiTHIMNLERS
BmTeHEREMEENE, §
MRAMEED, HEEXINEN
E, ‘

e FOOD SAFETY: The
implementation of food controls
increases food safety and
provide other significant benefits,
such as increased guest
confidence in your property and
facilitation of inspections by ®
authorities.

o FkLe: BERBENEANKE
Fo XL X Pt H1H B F R/ D E R
BERHI. KSR REHEKX (K
K)o °
o WATER SAFETY: SGS
supervises the whole cycle
of water on your properties.
These risk controls help reduce °
Legionella out breaks, water

contamination and control water
usage (leaks).

BRRe: REMERRTXIEHN
ER e MRREMEMISHR
£,

BUILDING SAFETY: SGS
inspects the fire safety, gas
safety, infrastructure safety of
guest and staff areas.

TR BXEEHECBEEM~M
AR (BEARINPE) KRGS
BB

SECURITY is about managing
and minimizing the risks of
deliberate harm to your property
and people, including staff and
guests.

MELL: BIEBRAMESHEN
FEBIT. NARREE— T2
HFZERMUBERENR, EaliE
FahEEE,

CYBER SECURITY: Hotels

have become prime targets for

RIEIRIRA T {E:7FE PROCESS OF RISK MODULE

A SR ERIZEIA RIBEREAEZ KR

Local Qualify Audit e

Team Auditing and
Sampling

according to the
contract

AFITED TEMEY EEHE BHRE
Automatic Scoring Non-Conformity Reporting
system And Corrective

Action

cyber-attacks. Being able to
provide guests with a secure
digital space is not only a legal
requirement, but can improve
your brand'’s overall reputation.

AP SSE S I HIRNE 4H R
RBEEEMENG, UEEZALN
WS ELEERAIEEEZENEIEX
8
BUSINESS CONTINUITY:

This module involves the
commissioning and application
of controls and measures to
manage the general risks to
which the business continuity
of an organisation could be
exposed.

IR PUSTAGE 4 $ B R STAGE 5
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SGSTEMPL S EEIS &
SGS'S FEATURES OF RISK

EFEFMRE- HACCP /B@mfSE, FTOEN; ZEDRVARE, EEC-
EWGLIFEN, 1SO 45001 (ISOFT )

Based on International Standards -HACCP / Codex
Alimentarius, FTO Guidelines; German DRV Standard, EEC-
EWGLI Rules, OHSAS 18001 (ISO Standard)

SGSINEMZEFif——EAETwebMIN BIER, BEFTEEX
X1,

SGS Certified Clients Portal web-based application to manage
all related documentation.

SGSHBHEZIREMIRE LA ——E T webMINBIER, IRERH
R RN A M.

SGS Mobile Auditor Device and Reporting Tool web-based
application to track and monitor audit progress and findings.

BmRE - HEXE
FOOD SAFETY - AREAS THAT
MUST BE AUDITED

Az

* HIABMXIY Front Food areas
° FABRMEXIE Back Food areas
o B XIE Food In/Out areas
o Hith&MmX1H Other Food areas
o RIFEFHISEGood

manufacturing practices

BRARESHEZ
BUILDING SAFETY AUDIT

o —fR[X13 General Areas

e JLE XM Kid's Club

o JFMRIARN Beach & Leisure
o SHFAR L Fire Safety

o JREIFNAEIR Fuel and Energy
o SZEE Practices

RkRE - HXE
WATER SAFETY - AREAS THAT
MUST BE AUDITED

o kA Swimming Pool
o JKfT /R R M SPA Pool
o BFEIE Facility Management

RIREHZ
SECURITY AUDIT

o {REECCCTVIE® CCCTV
recordings retained

o WIBRIEFE R, BiE. HiFHIER
% Policies in case of suspicious
packages, calls, emails

e W2itH Emergency plans

o SNE (3. MH4=) Perimeters
(wall, fence)

o |12 /3 N\BRH Restricted access

o ERiGHEMEEMNTZEM
Infrastructure and guess room
integrity

BmAKRE - it
FOOD & WATER SAFETY -
TESTING

o BmENF¥ Food samples
* i Swabs
o JKERENHE Water sample

o FSEVHE Air sample

MER IS ESMEEEZ
CYBER SECURITY & BUSINESS
CONTINUITY AUDIT

o A SIS XL 1T (L
Business Impact Analysis & Risk
Assessment

o AV SELMEHRIR AT X Business
Continuity Strategy & Plan

o WRIHKIKIME Emergency Plan
& Recovery

o ANNZBEBRRENEFERE Human
Resource Security & Asset
Management

o ifia#EHl Access Control
o YNIEFNIFIELS® Physical and
Environmental Security

BASEBER R & D Protection
from Malware & Back Up

BIEEEIEHI Control of

Operational Software

HYEXRKREE Supplier
Relationships & Management
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AR REMTA?
WHAT IS SUSTAINABILITY?

o IRRESEHERNERREXTIFR ARG, HAIREMDIIFRIIRI, (R RN EME R, STHRERAERN

] % f* }E
REERUNTMEER,
S U STAI NAB I LITY ® The implementation of this module will prove your commitment to the environment, while minimizing impact

and promoting the best management of resources. Make sustainability commitment a factor of competitive
differentiation.
o HAZMIBEEFTERIHCHAT. RHFEMMEXWNIMEHRBELZNFER, B, BIFEESIEEEAEEFRE
: BEXEE,
..._.d Eﬁﬁ&'ﬁﬂ'ﬂi&ﬁ ® Hotels around the world are increasingly required to comply with a growing number of environmental demands

BENEFITS OF SUSTAINABILITY

imposed by government, competitors and guests. For this reason, integrate the environment in the overall

RoEEMNEE TSR ENmE
Position brand as socially responsible
LmhETE RS B ST
Distinguish brand from competitors
BAITE RS

Decrease operational costs
PRSI IR AIAR IR

Reduce environmental damage

MUERSENER

Optimize management of resources and waste
R AB IR LB RPER

Minimize the risks associated with accidental events

management of a property are essential.

RALRRKEN=R L EMEEN AR R, HEREAN A RIER BIABNEIRERS, BEIFAMEIHRNE. B
BARNSRGHBREMMERA, MFERIRW XL, MTEER T,

Your organization will have the opportunity to reduce the costs of waste management and insurance premiums,
to eliminate barriers to new clients sensible with the sustainability issues, to reduce the risk of litigation and
sanctions, to have greater access to grants and other preferential financing and to reduce occupational risks, thus

motivating staff.

SGSHIfLEE

SGS’S SUPERIORITY

o EEETHBEESSEEESEN the field of green and sustainable
218 development (approved by IRCA

& IEMA, carry out GRI, SA8000 '
and other audits)

c EFARSRRIKFERSH

Py —|
=

® Rich experience in the field of
hotel audit service

o ERBNAIFELRIHIAE
FEARBNEREPR (IRCA &

IEMAIAT], FFEGRI, SA8000 e Member of GSTC (Global
) Sustainable Tourism Council)

® Have qualified expert teams in
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— e s e
é:l; GENERAL AREAS TO CHECK
A5 R R
R =8 RESEREE
POLICY BJECTIVES ESPONSABILITIES
- AND FUNCTIONS
HERIAIE
RELATED CERTIFICATION ERER FiRER BERfE BN HAE
seEEEImAE (SO 5000 LEGAL ENVIROMENTAL USE AND
TR 15014001 REQUIREMENTS MANAGEMENT CONSUMPTION OF
HERFEMIAIE Earthcheck ENERGY
Greenkgy BB RS EZEH &
HVAC SYSTEM LIGHTING EQUIPMENT
AKk5iEE HittBAZFERER EFEY
WATER USE AND 5iH#% WASTE
CONSUMPTION USE AND
CONSUMPTION OF
OTHER NATURAL
HER) RESOURCES RS
EMISSIONS SUPPLIERS
7938 FEMELIEIEHE &
COMMUNICATION NC & CORRECTIVE RISK

ACTION
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elHEFERMTA?
WHAT IS CSR?

s ERFHTHIMNEMMALR, ik o DI RAMBRARREBE LG o SCSEUVHAFERRZITAET

ok | e =5

CORPORATE SOCIAL
RESPONSIBILITY

BLERRIREBEEMEER
XERREFEIEME. M. Tl
FamMRS A EAHENTRR A
&,

In an increasingly competitive
and globalized world, the tourism
industry is more aware of their

PEANBNTFREUWE. B
BA. ISR, S RAIL, SRIZ#EA]
RERR.
Companies and other types
of organizations can and must
contribute to sustainable
development via their leaders’

ESEIMHRTENREKE,
HAbTR=mEEE,

e SGS' CSR module is designed to
guide you through the process
of achieving optimal levels of
social responsibility, ultimately
maximizing your brand'’s

active role generating wealth, decided commitment to reputation.
employment, quality products establishing a culture of integrity,
and services in the communities transparency, honesty and
and environments in which they compliance.
.I]::I-k? umﬁﬂ"]?&ﬁ operate.
BENEFITS OF CSR
SGSHIRE HRIAE

RAEMKEIEKF Improvement in overall management

RELATED CERTIFICATION
o HtRTELHEER 1ISO 26000
S5 ERE SA 8000

SGS’S SUPERIORITY
* SGSHEHRZE RIEZZIMILEUNE R ILAIE,

e SGS's audit professionals are trained in various standard and international o ft

= F=1E Social responsibility
RiFr8E Good governance
E# 5558 Compliance and transparency

HATFREAEXEE Commitment to risk reduction agreements. o EERZEYE (ET) REPR
° FIEMEIZARTEGEENHEZERURITILANIR, FIAL (ILO) #E/ &N

Norms/standards accepted by
ETI & ILO

e All auditors have rich experience in auditing and industry knowledge.
o SGSHIREHI TN E IR BLMRIFLEE, MEMALRIDEA,

e SGS's report reflects the latest international thinking and good practice,
applicable to any organization.

—f818Z6E GENERAL AREAS TO CHECK

k&M
ANTICORRUPTION

— T AR
GENERAL LABOUR HUMAN RIGHTS

Lt X =
LOCAL COMMUNITY SOCIETY

I EF
SUPPLIERS CUSTOMERS
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AR5 A5amE
QUALITY OF
SERVICE
EXPERIENCE

° TRENBEEMRZEAZR), B

IAZERBMEER, SGSHEL
156 B3 ER B8 BY 15 1R (R XY R IR A Y
[RZE AL A 35 TG IR A0EE
HITHREE, BME5EREE,
FIEMERXBERE, HATHEE
HBERE XTI, SCSHIFHR
HeRANDEESNERTRG,
MUARBEERNEEETE,

If you are a large or small
property, independent or
branded, SGS’ professional
inspectors can help you ensure
accountability for the guest
experience that you provide.
Our professional inspectors will
conduct a thorough review of

your property and then work
with dedicated specialists to

set relevant benchmarks, and
provide meaningful action plans
for your team. SGS also provides
system-wide brand compliance
programs and software to
upgrade internal

SGSHAX (AR RS UE @
A, UER BT
HIT. BT EZBBESELER
AT, BELATHITEE, #
R ETFAE,

SGS’ QX services are conducted
as ordinary guest visits, or
mystery inspections, without
your property’s knowledge.

Our audits are carried out by

hospitality experts, who will

pay attention to every detail and
make an impartial assessment of
their experience.

EHNHBILE R ENMERS
FREREMNFE. Lo, EEE
EHFﬁE%B_J“EzE'E—ﬁ@%E,
89 5 T i 32 BN iEliE R0, 72
I BHEER A bkﬁi\E%‘ﬂGFE’\JHE
%o

Frequent mystery inspections
are the most effective method of
monitoring the quality of guest
services. Moreover, considering
that any guest could potentially
be an inspector, your staff is
indirectly motivated to provide
increased levels of service at any
given time.

He— TRUNE

FEATURE 1: PROFESSIONAL MYSTERY SHOPPER

o HENARSSREGHITEH - o FBNEHEE S RHA RN o BBNEFBETEMITILAT T,
BRI SS 1T A EHEHEMNE. ® Help to make your hotel to be an

® Help service policy makers to ® Help your hotel improve and industry benchmark.
further improve hotel service enhance the value of the
standards. mystery shopper.

EREHENRE R
PROCESS OF PROFESSIONAL MYSTERY SHOPPER

FiT NEEIR =B ‘T NHEXE fRERAC JET
ooking |P < < < < <

Booking Check in Room Restaurant Public areas Wellness Activity

s ‘ B { BENRE 4

Breakfast

Evaluation Check out buffet
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ARSSAIEmE

SRS IAERISFRE
BENEFITS OF IMPORTING SERVICE CERTIFICATION

334b External o TIHI{ERREE, 5SCSEXBHEITEH » KHE=AFU™ENEZAI, BR

o BEEERMNES, AXAERE EHENTINER RESMEARIFERER, ABEER
QUALITY 0 F HRFE e Can make a plaque, and jointly R TERES

e International certification launch event marketing and ® Ensure that the service output

achieves the desired results
through rigorous third-party
verification, and demonstrate
performance to management

o THAMIBER, AILLL R T =5 [8)4E
TR B, B REBREIRHE
=IKFRIARSS

e Regular tracking enables
employees to be indirectly

represents international marketing with SGS
competitiveness A Internal

o BINEFIATTM. EXIAIERIE o LUIR/DHBTEI I EERIE N, KIR
EXP E RI E N c E B, BAREM FHRS RENEEE
e Recognized by the CNCA, a e Achieve the maximum output of

national certification, which improving service quality with
means more authoritative less time and money input

/7, = P21 N )
42 MRS3IAIE? - BUBFETENCIER, M8 o SHRIESOPXH, RIZRSITE

WHAT IS SERVICE CERTIFICATION? LAY BEINEER : S
N ) ) motivated and provide a higher
REINEE— M BT FR AN+ S BIE B E RN EE e Show good and positive ® Review SOP files to ensure level of service at all time

service standards meet
certification requirements

corporate image & enhance
brand influence

KEVAIERSGE, B2 KE—RSEFRAR ARSI E AR ERR

IEHIE o

Service certification is a certification system in European and
American countries that have paid great attention to consumer
demand in the early years. It is the only globally recognized
international certification system for the service industry.
BRSSINIEE T A T B IR AR P RIARS (458, BB ITIE
B NBIRR SSHRHT, (RIEEMZE P X OBIBRS mBIE R AN I8
BRSS AR

Service certification apply detailed management to optimize
customer service experience. Help enterprises to become
service benchmarks in the industry, and ensure that the
quality of service your customers are most concerned has
been incorporated into your service standards.

» MIBMTERST
#E$ Sort out and
improve the service
standard documents
HiTEZER2ITMN
HHIARSITE

The standards
committee evaluate
and confirm the
service standards

4

BRSZIAVERYZS T2 PROCESS OF SERVICE CERTIFICATION

INE&ES

Certificate preparation

« FRLYE 7 EIZET 8]
Schedule on-site
audit

- BENIZEIZE
Jfi Confrim on-site
auditor

- MEZAKRES
#%it% Confrim the
audit plan with the
audit team leader

Iz

On-site audit

o LERBWME
HA N, XBEE
#ITIRSINE
Conduct service
inspection to the
hotel by means of
PROFESSIONAL
MYSTERY
SHOPPER
ZESM%, KE
RSEEENR
Reveal identity and
check the service
management
requirements

AERIEF

Issue the certificate

« HSGSAfFERERN
BIER BRSSIAUE
JEH SGSissues
service certification
to the hotel that
meet the standards

HIVERRE , 21T ANIE
N, HITHAE
Make the plaque,
hold the conferring
ceremony, and
conduct joint
publicity
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12]
EBEMNRIFER, BRURAAENEAEREATRRNLESIR. BENEFZENmEARRE,

You can turn unhappy customers into positive business opportunities with effective complaints
management. Satisfied customers are your best ambassadors.

IS 0 1 0092 At 2 E5#171S0 10002?
gF *ﬁﬁ *E g I WHY IS0 100027 |

s THBNEFRSRBMIINAERSIFARNESE, EMENEE, BEEEXT—FI, /A 1SO 10002 LT
c U STO M E R ERREE, CaEMEETHERENEPETARENER, FRMIMNERNEERERREFNER,
* An unhappy customer will tell friends and colleagues about their experiences, damaging your reputation and

often you know nothing about it. Implementing a complaints handling process using ISO 10002 will help you turn
SA I IS FAc I I 0 N unhappy customers into satisfied ones and use their input to improve the experience of future customers.

c BMNEFRSAENETEFRERF, BRHBIMHNEMRNR, KIFEEHIFERVRIFE, MEXRECNERNIE

0 M P LAI N s ’§\, :l%ﬁiﬁgﬁg&i&m*n%o

c I ® Your customer service processes need to make it simple for your customers to communicate complaints and
resolve any issues arising. Complaint management is not about reducing the number of complaints, but taking the
information they generate and turning it into an opportunity for improvement.

o BEEMBIFEEBEEREEFRSITE, BREBHNKRIFVIERS, BENEEPHRAMME. SGSRIE SO
10002 REEEH#ITHEZ: BRPHEERBENARXOEFRER, B, SEMBREFPEIR.

e Smart complaint management will help you to improve customer service standards and deliver an effective
complaint handling system to differentiate you from your competitors. Auditing by SGS against ISO 10002 Quality

Management: Customer Satisfaction demonstrates that your organization cares about customer feedback and
receives, manages and resolves customer complaints effectively.

1S0 10002 IMEF R ERNARRMAIENERERIFEIRER, SFEUTHIE:

Certification against ISO 10002 will provide your organization with a high quality and reliable
complaint management system, including the following characteristics:

o AN o HEM BATRESIRER 1SO 10002 HIER X
* Visibility e Confidentiality ,‘Eiﬂg*éi%ﬁs%%ﬁﬁﬁﬁﬁiwaﬁﬁ,@
. - GETAS,
o EIIEENME o« BPE LA B 1}\1 PiY
e Accessibility e Customer-focused approach Ve can either conducta gap
e . assessment of your management
* MARzAE * WM system against the requirements
® Responsiveness ® Accountability of ISO 10002 or take you through
o ENM o IHLRHUH the full certification process.

e Objectivity e Continual improvement
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R RFEER SRR X
STRATEGIC SIGNIFICANCE OF THE TRAINING SYSTEM CONSTRUCTION

HNRSEE

TRAINING
SYSTEM
CONSTRUCTION

AT ARBITIBINNRFEE?
WHY TRAINING SYSTEM CONSTRUCTION?

Bﬁ%lﬁﬁxx., RS E T ARARE S RN, RMAZE2/
RIMAATEF, U—FFRRAMSRERFR L, 31858 THIR,
*ﬁﬁb\ ufEF Ajj jsE’J*EEIL:\.ﬁﬁFZEO

FEINRRR /R

5 Vision
5B Strategy

ZEITL
L4

HRi&HE s
HR measures o ‘

> BEHERE
Competence GAP
Hitbi N

e Ty A EENRRTEDR
iﬁiﬂeﬁéu S Competence analysis and
AR operational analysis

Organization development N%;}j
SESY 4
T |, /’ o \ ...........

Performance analysis

755} N

3 Individual development 5 S
Learning transfer & AR -
work Assessment Desngn & Plan \
1

environment !
3317534 Training method 1

\ & 7554 Evaluation method /)
L2 ‘\ Khit . I3 Training plan o
Implement S I

Training effect /
efficiency

As time changes, the traditional concept of employees as cost L1 e - -7
is declining. Instead, the concepts of considering employees

as corporate assets, looking at employees in a positive way, ERSEEBRYITIERE

emphasizing on employee knowledge, skills, attitudes, and human PROCESS OF TRAINING SYSTEM CONSTRUCTION

capital are thereby generating.

SHMAA L BARNERZAMAASLENERSEL. & o
mIZiEE’JTHM L, EELEARNENLBIERS R, LARRR (BREE 2. RESHUNBE SRR 3. SRR Training

. : . #) Organizational needs Define trgmmg objectives systemn planning
The establishment of a business-oriented talent development (top management) and requirements
system is the foundation and core of organizational talent
development. At different stages of employee development, it is

necessary to match different development training programs. . . 5, IRIELER AR EITH T o
. 6. IHINLERITE Course implementation 4. REF R
Training results and satisfaction
evaluation

Course development and
designassessment

9, SIS
Performance appraisal
and continuous
improvement

8, WBREBEIE
BZATraining situations to
work applications

1. i5EiRiECourse
supervision
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ABIRFAHTAINSRK, RSFRRZERMNE, MENERRSEXNFEIUAE, BRHMRIE LN, Hit, &S
EEEGREEAUTRERILE:

In today’s increasingly fierce market competition, service products are lack of differentiation. Customers are accustomed

A
Q I ‘fl- to the traditional service mode, and it is extremely difficult to break the bottleneck. Therefore, hotel managers are
” 3 12 1 troubled by the following problems every day.

* RBELMISTHET, T—HIEREMAA?

S E RVI c E e Service has been done well. What to do next?

* MRS SRFNFEREHFAKF?

I N N OVA I I 0 N * What's the difference between our service and our competitors?

o MRS EIEHRKE, BRRAETEWNFEH T,

D E S I G N * New services were created but quickly replicated by competitors.

o BRSZRMERFSEIHT, WMRNKE DIV UILPARIIR BEIEHARSS, BIBTZFE o

e Services are hard to innovate on a continuous basis, and it's not enough to rely on the inspiration of a few inventors to

HE%QIJ*\E I{’Eiﬁ 1%?{],‘@'}%%: create new services.
SERVICE INNOVATION DESIGN CAN BRING YOU: o AR SS tNAILISTE M, BN MM ERI R A Le?

e How can the new service be truly implemented to increase perceptual value and customer experience?

EUMBNRAEEN L BHRS, EENERS
To add value to existing services by co-creating services tailored

for client’s brands IREZ &I TIENE
iAlgfifT‘—E@”Fﬂ'&" R3|ISMRSHRREA, HIRSKRE TYPICAL RUNDOWN OF SERVICE CO-CREATION WORKSHOP
FARAE DRI o RIS BIFFIME AR

® Understand service innovation and customer experience

Corporations create sustainable competitive advantages in

customer service by having clear directions sustained by
scientific theories o ARSS BIFRZESR

— P ER ENRSEIF S BXEFIRSAVER IFMEA—i * Service innovation cases
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Service innovation involves different parties and stakeholders e ‘SERVICE deCODE'": research into SGS's customer experience improvement model
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different perspectives . . . ) . . .
P e Service orientation: understand the 8 basic service orientation and related features, and deconstruct the

HERDBRSS RIS emotional impact of service on customers

To promote service innovation culture o BRI OIS TIEYS (REINZ2MI)

e Service design innovation workshop (simulation case)
o ARSSEIFTAR REITEHRRS

® |mplementation strategy for service innovation results
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Whether you represent a hotel,
tour operator or one of the many
other companies within the
tourism sector, the interactions
you have with leisure, business or
millennium travellers must reinforce
the message of excellence in
performance, standards and quality.
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DOES YOUR HOTEL PROVIDE
ABEST-IN-CLASS GUEST
EXPERIENCE?

HXIME EEEMEE T HESH
ZHENER, HHEEMBIMNNRS
i AR B B EHIRIRRR S R
HX has been designed specifically
for the hospitality industry to meet
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SGS is the world’s leading inspection, verification, testing

SGS REFFAIANIRKE., #£E. WIRFINEN 1,

and certification company. We are recognised as the global
benchmark for quality and integrity. With more than 97,000
employees, we operate a network of more than 2,600 offices
and laboratories around the world.
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OUR CORE SERVICES CAN BE DIVIDED INTO FOUR CATEGORIES

o 1030 HAMNHREEPR QAN S S AN IEIEARS .

® INSPECTION: our comprehensive range of world-leading inspection
and verification services.

o MR HAMABLERNIISHEMLE,

e TESTING: our global network of testing facilities.
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e CERTIFICATION: we enable you to demonstrate that your products,

processes, systems or services are compliant with standards and
regulations.

o B HNARTRERSETFTERITES HHIE.
e VERIFICATION: we ensure that products and services comply with
global standards and local regulations.
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WWW.sgs.com/
hospitalityexperience
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NC: Ms. Xiao
Tel: (86)10 6845 6699-841

a variety of needs and provide
solutions to many of the issues you
face today.
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The SGS Hospitality eXperience

has been designed specifically for
the hospitality industry to deliver
unforgettable guest experience

and achieve the highest level of
satisfaction.
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ADDITIONAL SGS SERVICES
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We focus on providing you with
comprehensive, integrated
solutions for implementing,
demonstrating and improving

on a best-in-class hospitality
experience.
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We combine different
methodologies, such as
performance assessments,
certification, testing, and training
into a holistic solution for your
property.
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Other services of interest for the

hospitality industry include:

o 1EI

e Training

o EFFEEARIAE

® |[nternational Management
Systems Certifications

° FiRS/ RIRPE

e Consultancy Services / Due
Diligences

o SRHIMICI SR

e Compulsory Inspections and
Testing

TO LEARN MORE ABOUT HX PLEASE CONTACT US VIA:

ferp: /e
CC: Ms. Xiao
Tel: (86) 512 6299 3725

1 VA
SC: Ms. Qing
Tel: (86) 20 8215 5168



WHEN YOU NEED TO BE SURE

WWW.SGS.COM
WWW.SGSGROUP.COM.CN
WWW.SGSGROUP.COM.HK
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