™ ELEGANCE
HOSPITALITY
GROUP

Chéng ai nhic dén sy trung binh,
dung trung binh.

No One Remembers Average. So Don't Be Average.

.
Xin chao dai gia dinh EHG, lai la t6i, 6 Van Ban, Chairman day.

Ho6m nay t6i mudn chia sé vai ca nha mot diéu ma toi tin 13 nguyén liéu quan trong nhat cha trai nghiém khach hang: thai dé khi

phuc vu.
*

1 THAI PO LA NGUYEN LIEU QUAN TRONG NHAT
Attitude Is The Key Ingredient

Trong s6 khach roi bo moét cong ty, 68% ra di vi thai do, con nguyén nhan thir hai 13 sdn pham kém chat lugng chi chi€ém 14%. Khi

ta thd o va té vé khdng quan tam, cling dong nghia vai viéc ta da dé khach hang ra di mai mai.

Con ngudi von khong ai thich néi vé nhirng diéu trung binh. Vay nén néu chiing ta chi lam & mirc trung binh, sé chdng ai nhé, va

chang ai ké lai.
.

».KHI NIEM TIN GIAM, CHI PHi TANG
When Trust Falls, Costs Rise

Rat nhiéu cht khach san va doanh nghiép noéi véi toi rang marketing ngay cang kém hiéu qua, chi phi ngay cang cao, khach trung
thanh ngay cang it, va dé c6 mot khach hang méi ngay cang dt dé. Nhin vao cach 1am hién tai, ta dé thay ly do, vi khi niém tin
giam xuéng, chi phi sé tang lén.

Theo nghién clru cua Forrester dang trén tap chi Kinh doanh Harvard, chi phi thu hdt mét khach hang méi gap 5 dén 25 [an so véi
gilt mot khach hang hién hiru. Theo Bain & Company, ty |é gilt chan khach tang 5% c6 thé twong duong tang 25-95% loi nhuan.
Vay ma oai oam thay, phan 1&n khach san lai bé bé trai nghiém caa chinh nhirng khach dang & véi minh.

Hay doc that ky hai con s6 3y. Gilr chan thém chi 5% khach c6 thé nang loi nhuan téi 25 dén 95%. Trong khi mot khach méi lai tén
gap 5 dén 25 lan. Noi cach khac, long trung thanh khong phai 1a chuyén tinh cam cho vui, né chinh |a dong loi nhuan I&n nhat va

ré nhat ma chiing ta dang c6 san trong tay.
Khi niem tin giam xuong, chi phi sé tang lén.

*

3. KHACH HANG PANG 6 NGAY CANH TA
The Customer Already Beside Us

Nhirng con sd ay noi [én mot diéu rat gian di ma clng rat dau: ngudi mang lai loi nhuan I6n nhat, trung thanh nhat, va ré nhat,
dang & ngay truéc mat chiing ta. Ho dang & trong phong, dang ngdi & ban &n, dang di ngang qua quay |& tan. Mbi ngay, ho trao
cho ta mét co hoi dé tda sang.

Vay ma ta thudng bé 16 chinh co hdi dy. R6i ta lai dé tién di tim khach hang méi, thué KOL, chay quang cao, [am du moi chién dich
dé kéo vé nhirng ngudi chua tirng biét ta 13 ai, trong khi nguai dang yéu quy ta thi lai lang 1€ d€ ho roi di.
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Co hoi lon nhat khong nam é ngudi ta chua co, ma 6 ngudsi dang 6 ngay canh ta, ngudi ma moi
ngay ta van dang bo [6.

Cau chuyén duéi day cho thay khi ta ndm |ay co hoi dy, diéu ky diéu gi sé xay ra.

4.CAU CHUYEN POI GIAY GAY GOT

The Broken Heel

T6i xin ké lai mot trong hang nghin trai nghiém da 1am nén mot La Siesta “Legend”, mot huyén thoai I&n 1én nhd [6ng trung thanh
ctia khach hang.

Mot ngudi phu nir 3n mac rat dep di an t6i ciing ban trai, chdng may bi gy gét gidy. Ban nhan vién nhin thay, dan khach vao ban
& vi tri thuan tién nhat, roi |13y mot déi dép trong phong va cui xudng thay gidy cho khach di tam trong bira t&i, d€ khach thoai mai
nhat. Dén day thoi, dich vu da hoan toan vuot trén diéu khach mong doi.

Nhung chua dirng lai. Muéi phit sau, ban 3y da sira xong chiéc giay, lai cii xudng thay giay cho khach, hoan toan tu nguyén va
mién phi. Ngudi khach nir bat nge va vui sudng, con anh ban trai di ciing thi thét 1én trong kinh ngac.

ANH BAN TRAI Pl CUNG

Khéong hiéu ddy la logi dich vy gi!

Nhirng hanh déng nhu thé I3 vo gia. La Siesta da cham dén trai tim ctia khach. Va sau d6, chinh ngudi ban trai 8y da gidi thiéu La
Siesta véi rat nhiéu nguoi.

Nghia I3 hanh ddng ctia ban nhan vién khéng chi gitr mot khach ch, ma da thu hat thém nhiéu khach méi. Néu vay thi phat trién
khach hang mé&i dau cé kho, dau tén nhiéu chi phi nhu cach ta van thudng 1am.

*

5. CHOP LAY MOI CO HOI PE TOA SANG

Seize Every Chance To Shine

Ta khéng thé lwong hét va hudn luyén nhan vién cho moi tinh hudng. Nhung ta c6 thé truyén cho ho mét van hda, nhu moét nhan
thire tw nhién: chép 1ay mdi co hoi dé toa sang véi khach hang.

DPirng quan ly trai nghiém khach hang mét cach tam thudng nhu nhiéu noi van lam. Cach phat trién khach hang maéi t6t nhat
chinh 13 gitt duwoc khach hang hién tai, diéu nay cang ding vdi La Siesta, noi da cé moét lwong khach rat 1on. Gia trj ctia khach
trung thanh khéng chi 13 mua nhiéu hon, & lai 1au hon, chi phi it hon, ma con & chd ho gidi thiéu ta véi nhidu ngudi khac.

s KHONG CHI 6 TIEN TUYEN
Not Only At The Front Line

Cau chuyén doi giay 1a cia mét ban nhan vién nha hang. Nhung tu duy chép 18y co hdi 8y phai séng manh nhat & chinh nhirng
ngudi cdm banh lai tang trwdng: DOSM, ddi Sales, cadc GM va cac Trudng bd phan.

M6t chién dich quang cdo hay mdt KOL chi thué duoc su chii y trong chéc Iat, va su chi y dy tit di ngay khi ta ngirng tra tién.
Nhung mét vi khach tiém ning, duoc ta chép ding khoanh khac dé bién thanh mét khach hang trung thanh, thi sé tuw & lai, tu

quay lai, va tw mang thém ngudi khac vé, ma khéng ton thém mét déng nao.
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Sales gi6i nhdt khong phai nguoi dudi theo that nhiéu khach mai, ma la ngudi bién maéi khach

dang c6 thanh mot ngudi ké chuyén cho minh.

Mbi cudc goi, mdi email, mbi [an dén mot doan khach, mdi 167 phan nan dugc xir Iy tor t&, déu 1a mot khodnh khic dé bién mot
ngudi dang can nhac thanh mét ngudi sé quay lai. B 16 khoanh khac dé, ta lai phai bat dau lai tir dau véi mot ngudi la, bang chi
phi dat hon gap nhiéu [an.

7-PUNG TRUNG BINH
Don't Be Average

Thoi dai ctia chuing ta 12 thai dai ngap lut théng tin. Vi vy dirng trung binh, bdi khéng ai nhé néi va néi vé nhirng diéu trung binh.
Hay lam cho khach hang rung déng, va mang xa hoi sé tu lo phan con lai cho ching ta.

Xu huéng c6 thé giap ta néi rat nhanh, nhung cling ¢6 thé bién mat ngay sau doé. Chi c6 cdm nhan ctia con ngudi 1a thr dong lai
mai mai. Lam dich vu tir tam 13 cdng viéc tham I3ng, nhung déng gop tirng vién gach nhé ma cuc ky virng chic. Va téi luén gitr

mot cau lam kim chi nam:

KIM CHI NAM

Minh tit té véi moi ngudi khong phai vi ho la ai, ma vi minh la ai.

Vay nén su tlr t& khong chi nam & tién tuyén. Su tir t€ & moi cap dd, moi vi tri, méi am tham tao dung nén moéng virng chic cho

mot dich vu tan tam that su.

Hay lam cho khdch hang rung dong. Pung trung binh.

1nguoi - 1ngay - 1% @

DO VAN DAN (Mr)
Chairman / CEO

M: (84) 903 260 987 - E: chairman@ehg.com.vn
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