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(universal hospitality ) B9 £ - .
- Kant {GRXAFMED

- MERIEEMEERRAG  AREERER
MR REARHZEZH - DVEMER L
BYEF 3B K (King, 1995) °

- BABEENELRSE  REASERBMNEE
KEASE MABEEDOEEKREEFH (Cetin

& Okumu, 2018; Lashley & Morrison, 2000;
Lashley et al., 2007) -
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s BIREMNFECXLERELEES EaNEEPHRERTR
}%EQEE'&(GOIUbOVSkaya et al., 2017) °
“...fill the earth with the light and warmth of hospitality”
(Hilton Worldwide, vision).
“...the genuine care and comfort of our guests is our
highest mission” (Ritz- Carlton, the Credo).
“..a culture of warmth, and belonging, where everyone . '%7

welcome” (Starbucks, values). =
s HMAMGHNEIEBRBREAMEAREEDN - 15@%%%%&?35%‘
FEANEND BEAE—NEHEE2SENMAMITS King, 1995) ©
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+ N = 4,
4+ FEEM2 . AR ERBNXEEE®
MEFRIER U FERE R (Pizam & Shani, 2009):
I 2 45 1 =4 (hospitableness) :
(professionalism) : & a BEMGHNHEENEE
REZRHEERBMNGT T . & BREERINEHEM
= 8
% mEEIMREE & B EREEHMEH -
EAEAEE - i
AFHREBEE (hospitality MfFHRBEM(hospitality
philosophy ) : i & B as an experience) : %
RE—ERBEE . ER BERETMS AHENRR -
Z8(kind) B iR BIRETUEBRESEIE - 5F
(generosity) IR ARF - BNEBIREEHTRR -
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bk 88 X 155 AR %5 B9 18 T (R 3¥

)((Golubovskaya et al., 2017)):

Employee-customer contact moments

Interaction

Good manners

Right attitude

Performing up to hotel standards
Make a good impression

Professionalism

Atmosphere

Exceeding expectations
Be proactive
Go ‘above and beyond’
Offer a very personalized attention
Predicting needs
Surprising guests
Social cues
Reading the guest

Emotional labor
Hiding emotions
Wearing mask
Healing effect

Power (in)equality

Perception of ‘self’

Money guests pay
Nothing is impossible

Personality traits
Prioritizing guests needs and feelings
Caring and making guests happy
Creating a home feeling
Satisfaction out of people’s happiness
Having a certain type of personality
Showing an interest and genuineness
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MIE RS IE L R (Pizam & Shani, 2009):
/ B e (BER) \
Asian Characteristics
[ Atk ] [ i ]
Warmth Modesty
I BAKY I E3 T I
Empathy Respect
B AR [ thik ] [ A ]
Asian Cultural Humility Kindness
Values
Hik %
[ s [ 2% )
& J1 2% |
4 T IL R
[\ AR /]
Sucher, W,, Pusiran, A. K., Dhevabanchachai, N. T,, & Chon, K. (2013, May). The influence of Asian cultural values in the Asian hospitality services.
In Thellth APacCHRIE Conference (pp. 21-24). 20
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Chon, K., & Hao,F. (2020). The five constants: A
Confucian business;model for the hospitlity
industry. Journal'of Hospitality & Tourism
Research, 44(7), 1051-1071.

Confucian Hospitality Business Model
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.4 Bourdieu EXE#

K ZXSIFPierre Bourdieu EXEH - EEAXRIANEGF g Hhags
HEEERX  -XEEX -t =2ELRXSES=HMO -

EHEVEA
Intelligent Capital

BB, BB, Ml A PRR A 5
nvesting in knowledge, competence and the
development of the human network

AR L, LT ﬁ‘lAL
(e 1) ’thL RS S

ki, i)

Knowledge, competence

Enhance the qnnluy of service
through the culture of the
organisation and the value created
(through hospitality) by stafl’

FLT D R T () dndk e, SRk,
#ER, E b RAIRERYACE
Interaction (exchange) betwees c|
skills, knowledge, experience, learning,
enhancing service effectiveness

HLER Y O CRGR BLAF, HLABhEE, RN — R
XAk

Good staff relations and a culture of mutual
support and cooperation within the organisation

<%

e A
Social Capital

B

HEAL (WER) N 3CME, B CREAT A FZAR ELAT
ZeR

Culture within the organisation (team), staff
understanding and forming good
relationships
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