A HUMANIZACAO NA ERA DIGITAL




Dear Past,

thank you for
all the lessons.

Dear Future,
| am ready!!!
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» VONTADE | QUERER FAZER

> ETICA

> VALORES

> MORAL

> PAIXAO

> INTUICAO

> CURIOSIDADE
> CORAGEM

> EMPREENDORISMO
> COLABORACAO
> MISTERIO

> DESCOBERTA
> RESILIENCIA

> AGILIDADE

> POSITIVISMO
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Guest

(The recipient of hospitality)

Hospitality
Operator Tech

(The deliverer (The platform to
of hospitality) help operators
better-deliver)
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Hostel
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The Power
of Branding
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STARBUCKS

Customer Journey Map
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@ Fake Greeting
@ worry @ Loud

@ Factory Line

@ Confined

Poached Experience

| Antiz:ipateI Enter | Engage i IReﬂectI

I I I I I I
Touchpoints ~ Office Car  Walk-in Line Order Pay Sit Drink Work PackUp Leave Car
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not a department /
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Hospitality is simply
an opportunity to
show love and care.
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BRIO

» Sentimento de amor-préprio

» Expressao de honra e dignidade | valor

» Caracteristica da pessoa corajosa | lutar com brio

» A equipa teve brio e obteve a vitéria com
determinacao

» Acao em que ha elegancia, vigor e energia

» ® Perdeu o brio - desistiu...

Ha@ck

NG

I'I(.Ln\[)lLLY CIRCUS

MARTA SOTTO-MAYOR - FORMADORA HOTELARIA E TURISMO




[t you think
TRAINING YOUR STAFF

IS EXPENSIVE,

TRY IGNORANT AND UNTRAINED STAFF,
you will understand the difference.
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The New Leadership

KPI

Keep people interested
Keep people informed

Keep people involved
Keep people inspired
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g ) ~
QUEM ESTA NA LINHA DA FRENTE, NA CARA DO CLIENTE, SAO OS ARTISTAS QUE
ASSEGURAM A FELICIDADE DO CLIENTE. TODO O APOIO E POUCO.

kDE PESSOAS, PARA PESSOAS — POR PESSOAS!

Y
4 I
TODOS OS GESTOS CONTAM, POR ISSO A FORMACAO CONTINUA E CHAVE PARA O
SUCESSO.
- Y
4 I

EQUIPAS ALINHADAS, MOTIVADAS E CAPACITADAS =

SUSTENTABILIDADE E CRESCIMENTO, PARA TODOS ©
- Y
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TS NEVER CRO
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Marta Sotto-Mayor

Formadora Certificada e Consultora Internacional

Especializacao Hotelaria, Restauracao e Turismo
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