
WITH SUBTITLE 

UNLOCK YOUR LEADERSHIP SKILLS 
THROUGH APPLIED ARTS 



THE WORLD OF HOSPITALITY 
«Our goal is to bring and retain customers» 



What is the 
Customer 

Experience? 

 

It’s the feeling, the 
culmination of emotions 
good or bad and thoughts 
that guests associate with 

your brand 

https://www.youtube.com/watch?v=RmWLo0Trl8I 
 

https://www.youtube.com/watch?v=RmWLo0Trl8I


THE CUSTOMER EXPERIENCE 



THE CUSTOMER EXPERIENCE 



TRAINING THE FUTURE LEADERS… 

Ability to raise 

CUSTOMER EXPERIENCE 

 

 

 

 

 

 

APPLIED ARTS COURSES 



A question 
often asked    

to our 
students: 

 

What are the most important 
  

SKILLS  
 

 LEADERS OF THE FUTURE 
  

will need? 
 
 
 
 
 

SOFT 
SKILLS 

HARD 
SKILLS 



DEFINITION OF SOFT VS HARD SKILLS 

SOFT skills is a term often associated with a person's "EQ" 
(Emotional Intelligence Quotient), which is the 
cluster of personality traits that characterize one's 
relationships with other people. 

 

HARD skills are about a person's skill set and ability to perform a 
certain type of task or activity, (require IQ) 

 

 



IQ Versus EQ 



WHAT SKILLS WERE HIGHLIGHTED?  

SOFT SKILLS 

EQ 
80% 

IQ 
20% 

IQ vs EQ 
(Intelligence Quotient vs Emotional Quotient 

The research shows that IQ can help 

you to be successful to the extend of 

20% only in Life 

 

The rest of 80% success depends on 

your EQ 



Is the service industry valuable to raise soft skills? 



WHAT ARE WE TRYING TO ACHIEVE?  

• Service Techniques  

• Hygiene rules and safety rules 

• Team work 

• Discipline 

• Flexibility 

• Self control 

• Attention to details 

• Following and applying instructions 

• Customer interaction  

• Complaint handling skills 

• (hard skills) 

• (hard skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 

• (soft skills) 



QUALITIES REQUIRED 

 Trustable 

 Identified with character 

 Empathic 

 Show commitment 

 Communicant 

 Show curiosity 

 Convincing 

 Fast decision maker 

 Customers follow trustable staff / hard to build easy to lose 

Guest like authentic character not staff faking themselves 

No academic bring this…emotion does 

To customers / to his company…  

Underline the value of customer request 

Hospitality world is in perpetual movement 

Upselling / Show a clear sense about his purpose 

Service is a chess game 



JOB OFFER EXAMPLE 

OFFER FOR A LUXURY BRAND COMPANY 

 

 Critical Problem Solving 

 Strong Communication 

 Cultural Awareness 

 Flexibility to Work 

 Experience of Working 

 Hospitality  



TO CONCLUDE… 

“LEADERSHIP is not  

about titles, positions  

or flowcharts. 

It is about one life 

influencing another” 

 
John C. Maxwell 


