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Mendinaaun1salile ednelsid anrduifiunandnuiswnd w3e Asian Productivity Organization (APO)
Bumhsawiliaruddglunstsmdoninegsianailiegluguuuuiifssaninngsga APO Feldfinnadn
1A33n15 Workshop on Business Models for the Recovery Phase in the Service Industry WeliAnnsins i/
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ﬂiaummﬁ@LLasﬂaqméﬁm%ms?yxlmdqsﬁaiuqmmwmiuﬁmmazmiLLﬁaﬂuLLmﬂﬁﬁ’aﬁaﬁqmLLa:LLam‘Uﬁlau
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Yl 1: ANIIVBINIAYATMNTINUININEINITTUIRAvaslsafnalafalalsun 2019 (COVID-19)

Ima@m Benjamin Cassim (Senior Lecturer Diploma of Hospitality & Tourism Management
Temasek Polytechnic, Singapore)

dmsumsthiausluduivvasiouliiufunmnuvemsuesivesnirgnannssuuims
desmnusanadiilngluwauviviedeldiUansuwaunsisnadinevdnisunssruinvedsa fdeduianssy
Unfuuul (New Normal) flaensuiung@nsssluniansidanuas msuinmsguuuulml

®  1aNIENUIIN COVID-19 fassuuiAsugiaUsemednlus

Tud 2020 msiAvlawes GDP shlanTyar dnavsgradiulddaou uazannisainnisaiyasn
GDP vosUszimadealUfnuidnindvlnilanas Aol -7 fa - 4 % minuusuendrugsianunansenuildsy
anunsauddlailu 4 ndu (nszvsnisAuazanamnssy Uszinadealus, 2020) loun
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Fall in External Demand and Information & Communications

Supply Chain Disruptions oriented) Professional Services
Finance & Insurance
Moderatety Construction
Negative Spillovers from affected Real Estate
Slowdown in Domestic Activity (Domestically- Other Business Services
oriented) Other Services ex AER

Closure of workplaces due to Circuit Breaker measures has affected most industries

1. nguitléiFunansenueg19Tuuse (Severely affected) 9Mnd1uIuvDsdnYioaLiien
warnsuilaanisludsemaanas annsundssuianislulssivna mMssifnfiufinauguuasnis Snwisseziig
yasyaraiivaends 1y msdu 7ivn AavsuagauduifisuasAanssutiunuinis wie Art Entertainment and
Recreation (AER) \Judiu

2. nguitldunansenuviunan Ineldnagns Outward-oriented fio nagnsm1sn1sA1
fssmadnadnsiiduasduaiunisdionn) Janudesmsnnmeusnyssinaanasuazrildgunumgavsin
WU Mandn Msfds nMsiusazdseiu deyauaznsinde nisuImssedieivy Wudy

3. nquitld¥unansevuge 1fudnnaainnislduinsnisaiugueig fiindu
PINNTUNIITUINTRILIA LU N15USNIT01MS NMsAUEN nsvudesnisun Wusiu

4. nguitlésunansenuununans Ingldnagns (Domestically- oriented Ao nagns
n1an13AduaSUN 1 TINIRIINd 89N 15018uYsEnA) tRan1sFaluainfanssunisladssinafianas
\iu adam3unsng g3nauins nsneads Wudu

ay o

o Aduviriluivesdenlusiul 2022

2022 - NEW VISIONS

DIGITALISATION VIRTUAL SUSTAINABILITY

PERSONALISATION

' '
a o

1. mslddeyandviaundaslunisvineu (Digitalization) COVID-19 felludsfivaeis wag
vg18n15lddeyaiivia a1nadifves International Telecommunication (ITU) wansliiudnddldduimasiin
4.8 Wuduaungluiul 2564 wanslifiufennuinmthlugrainnssusng 9 Wy mevieailsuaznisdeusy
nsAUEN

2. msdaes (Virtual) 1wy msUszuaiiouads nsrvaunmsvihauaiiousss msdeuse
Pruveuwaniaglicnans Jusu

3. Anudsdu (Sustainability) Anudadulunnduvesgsaldnateidugaaulovdnnd
COVID-19 1wy mstiiuanumszuiin/anuiifsasunsuilaefidedy usmdndulunislédinnaznisdnduay
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pgadsfu gramnssumsuinisuasnsvieaiien TaenslitanAuddesuuuseiunia/minensiideiu ndidau
Sruvouw/Viosau 1usy

4. AuTuRnsaURRdIAl (Social Responsibility) vinlilAnuuIAITUARN ESG AD
msiudunuluguuuuiisuiisveusedsa Taslanzgsnisuimsuaznsvieaiien

5. arududius (Personalization) MIufuiuAsunginssusng 4 Tiduiamududous
ity Tnslawignsiiune nadeusu wasnsviesidien

6. Imm%wﬁyugmaﬁu auu (Support Infrastructure) 14U A15ATUAYUNIINITIIY
Fuwar MU n15¥uses nsaulassadaiiugiueig 4

P97 2: WuAnlsAsEun

Iﬂﬂﬂmmzyﬁ]uﬂ kdUUBYU (Director, National Institute of Competitiveness Enhancement (NICE)
Thailand Productivity Institute)
nafls UAsemesnisilusiannlsassunlugvesningeamnssuuinisuasdnfiufanssusiold
FWAIIBAITHAN ﬁua\‘imﬂmsviaaLﬁaﬂuﬂizmﬂ”l:m8‘17'iﬂé’umcﬁwLﬁuqiﬁaLLasmﬁLéummmsé’ﬂﬁ’zy‘uaq%’gma
®  9INNITUNIITUIATEY COVID-19 ilsdruruiieaduisnislunazuonvssmalneanas
Sovay 74 - 95 uazlidnsnslilsausuanadluriyngiinie Wuawmmnanddshunsiiuns mslnduems
wazurfuazdedrfniidmunlaemirenuvesiy audeinsnisinesinuazdenadaiglunganna auviali
nPgAAMNITIUINSIAAU AT Y/Nsneuauesly 2 JUkuy laun
1. M3UFud/msgenu Wi msvimsmuemsiuguuuudsiamiidi nmsdavinuydddundas
w¥oun1u n1slsusuiinsfnniuuaznsidasy COVID-19 nsawmzidowdnlduinisarmin guseneu
Butumsdmheduiliiunaslulssme msamuilensdndeduddoiingu matendutusagnstusoriu
Judu

Food Service

|THAI | =
W

Special Meal Box Set

1 n¥mstulnuwdoudtswuissud

EEUCLGIGEIEN 70 YOUR DOORSTEP M=
# DELIVERY AND TAKE-AWAY

e Jors Anantara F ERY
C/lae Siam OOD DELIV

2. mawdsuntas wu mslswsuiifinsliusmaindiehnuanlsawsaniensdausuiiennioy
ngoulaluszoyinaileriuiuiu (Staycation) n3dnaeudsalitudidainszdu VIP nansvioufisnsnsedu
Wunisvendiendilvdlaeniunisidunannasy (Smart Tourism) nsvieasfisaaiionass (Virtual Tours)
msyuiisiusoaulal (E-Museum)
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Transform the hotel to the best VIP concert hall

o —

7> HUA HIN WORK : -
— VACATIONS! >

WORKATION &7
THAILANE

WORKATION
STAYCATION
PACKAGE

wudiudago3ounue
fusiAweo 9 uIn

uddwufiu

tunauwey | Shopee
23.037

n3ULUUNIUTURY/MIsaNsuuaMaIUABuLasasnAgaanTsuU3Mstu dessalviAnnisiim
gafvansasuduseluld fail msldinnsnmsndeulevisvesniagiudsiiamnsansefunasismiolrsvgia
Tusedudszaneld 1wu lassnisisniieadiedu (We Travel Together) Tassnisusudtond (Sandbox) 1udu
a0 uNsETAsuluag1sguusves COVID-19 § vilinsdufiuauresnianinfuniauagnisvioniien
Foufinuanimadeuaznisanduny liesdunsliuininisansnamends nsannisefusznaumstiiiien
mMawBennsnUsemeanaznsedumsviesiile

T | vy aa o ' a
BAIIN 3: ﬂ']il‘ll‘llauﬁﬂ%‘i/la&l']‘U’JEﬂuﬂ'lﬂaqﬂﬂ"mﬂiill‘l.liﬂ'ﬁ

u

Iﬂaﬂm Atsuhiko Takayanagi (Senior Adviser Overseas Business Development Unit Mitsui
Consultants Co., Ltd.)

”Luei’mﬁ%ﬁmauaﬁmﬁ’unﬁ frifiuasundasluvesgnamnssuuinig suilesnannnisunsszuin
93 COVID-19 Tnenslideyadiviafiunguaddglunsdsunlasgsfazanuseileswesnisdniuny
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© What is digitalization? What is ICT?

e —— — —

* Digitalization
* Using digital technology to change business
models to create new profits and value, the
process of transitioning to digital business.
* Transforming “Individual Information”, such as
telephone conversation or printed matter to
reusable and modifiable “Data”

* Information & Communication Technology (ICT)
* It refers to communication using digital technology. A
general term for industries and services that use not
only information processing but also communication
technology such as the Internet.
* Simply put, the state of “Connected”

'
ca

ivimunasuulasldresanamnssuuinislunniglsassuialng dawalvnisdudanissnanie

Y
o

Feonaefudvgnan’ fuilaadeinginssuiivdsundadly aagaamnssuuinisiiaududulunsuiuasu
wwrAa “msliuinmagndr” sudsduimamsldumesdafinduogisuin wealulaBasaunawaznisioans
(Information & Communication Technology: ICT) nanerdua3asiislunsiindegndn Genguagnisidsunyas
neAIafivuszauaudusefenisiingsisvesautesainaislugaiouen egrdnfumaluladuinauiuly
(Technology Blackbox) $ilufesnsununisidsuudasmemalnedin “vily” “exls” uaz “adhsls” Mot
nsdudusudie maganefudidety madeudedugnéldftuasdiefinyszaunisaivesgnéuaziinnisly
U3N1597
© Challenges for the Transformation

»Financing
<Think big, but start small

> Existing Habit
<Ask the internal expert’s idea to avoid the challenges
< Acknowledge the expertise - Communication is the key
< Award the Kaizen ideas

> Fear of the Unknown
< Provide trainings
< Award the progress

Y297 4: Mt vuanagnsinan1suiAsegiangds COVID-19

Iﬂﬂﬂm Atsuhiko Takayanagi

uuituyssuasauAnisuiiuldlaeuss nounsluniagpamnssuuinmantendamsunsss uin
93 COVID-19 sudsmsiausnsdfnwiunsiuwugsisluldliAsanudisalusemadiu

nndeya Fujitsu Survey (2021) wui mslideyandsiaitentsidusnuvemiiogsio dwaliiona
Sndernann Tnsawgmafsmulszaunsallfifugnduazmaiiuanundesialiiumiegsia sl mauaue
nsdlAnwvesilésusneda Ninon Service lutszimadiu o19vziduiiogieaiflifuniiogsfaniie q eFeus
wielhAnnsitmuuazsuileliiuiunenddngansealiluls

e 515¥a Nihon Service Wusnsfavosuinnssumsuinsiiludaludssimadiuitozinisuey

salsifumhegshefimdsunienlunn q 2 T dedalavant SPRING (Service Product Productivity & Innovation

for Growth) Si5ulagn1Agnamnssy aa1dunIsANY) wazsgu1a anilunislag Japan Productivity Center (JPC)
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faudt 2509 Tava IFSumsatuayuatn 6 nazmssdailaensgnraasegia n15é uazgnavingsy If0ens
3 mhegsiafildsuTata il
1. Ganko Food Service Co., Ltd.

Ganko ilu$uomsdusuudniunosadulul 1963 S81uau 95 Srusdsema aliuing
fanunsadudatausssuddulurnsfimdandutvomslaeiluduiuudaiuifauamsUse iaans
o dunsadayaruiivgaaranmgaunaiussuuuinisdieiinimmainermanfuagiaanssufignainaiu
1% dUseanSam 19U “Omotenashi” (Msfeuiuuvudiu) Tuinisemmslawiluduuuudafa “Yashiki”
(Aqvan)) AdanAvnaUszTRmansuazaudiu aunsaaiiednsfilsannssniuanugessanu 9 % fe 10 %
winouasasatiunsaiisyarinisuimsuasdnanninusseuiaty 117 % Tu 5 U $1lnsvhatuanas 34
% lu 10 U uazdnsinmanyuisuvesninmuanas 6.6 % Tu 10 U uenaini Suddnduuvuedimedianssu
UimsuuIsue s ilsrssemfuantiAvemansgnamns st uguismAuasimalulal

TR

OohAOFE -+ IYMPARSRALT( B

Basmainormanslunislivinsiiinguszasd 1) gedaaiuinusssuesdnsiliuinig
Ingmans WaunsruuuimsTiusznousie 8 esdUsznou TiuA usud myiadumis msdiaes nmsdamsnanm
sEUUMIHAN VR msvimilesteya nsiamsininen 2) msdanangdnssy deliifiunmaesinaszninaning
AN TIVDIPNATAZNITTUTVOINTNIY HIUNITIATIBITIUTUIUNETIE e-learning UagtaTuadianiswaun
NINYINTUYWE FIUTBYAAUNGANTIUNNTVINDMNT NMTHAUINTEUIUNMTUTMITUALNTOBNLUUAT

HadNSUarANANTIVDINITUINIT WUT1 WA, 2556 SIUEdENTS dendRanaaseine
Wisdu 990 300,000 L8y 1.35 F1ulu we. 2561 n13UINTENALAENITUTIIMN TR LIMIgIUL NMSUFUYS
UszdnSamuasnsiuninensuyee

2. Eagle Bus Co., Ltd.

duusinmidunsfauifiesnuneusgdiduinulediuagnisduaiunsieadienluviosiu
radaaulul 2523 fwdneudwau 214 au nswdsuunumangliuinssalasarsdsesmdufiuiivinglng
\udarseuasdifiunumlunsiauniessiuiugiana dddusloviangaudwesgsfesaiifinniuaiansa
as1ennuTinloseninuuanisunaseskazikssatuayulisguiaimuniiod 199339 N15vEI8N1TAUNIS
MnUszmadUuluimsseme 1wy assassuseuan Auyen Wudu
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Visualizing Operation

Route with Less Passengers

Routes with Enough Passengers

o 20 Yriouldfins1#3BmemAmnssy Wedumanudndulaesanunisaliiuioss lidas
Bu nsfadadugesuusunmusiiofiuteya Wy Sunudlasastunasaduudastoasiamivenduds
vosnuleaiiedinszidoyaiisiusinly Tasdanisnanisidusalmi asavaeudiunisvestiosaiud
wagiindsgansamienisandununazifindviudlasas nslduanisiasgsidoyatienisdnniseineg
wihiauslusunsunsuiuUssludsesdnsauiiosiu

HadNsuazALd5IeINITUINIS WU awnsaaduniediadunissalasvgninszde vl
\Buszian Hub-and-spoke lugessne Fudagquénandlusidadestuluiios Tokigawa Ul 2010 wag ity
Higashi Chichibu 1ud 2559 1usguvrudsiiieldifiensinsiounazifiuiluiungagadunns msduaiugiinie
ognaudetu matuylneldusslorinnqauiosliuimafusasesmsiiannsoduiiunisarusudiodiuian
nsunases Vilviaunsavereveulumuesgsiandnlugsivsalasansusedmiatagiiivanuzuazdnonmnagsia
Tuglinale

3. Jinya Ryokan

“Jinya Connect” M3U3UiTeaiauarn1sdnnslsaususmiendsves Internet of thing (I) Jinya
Ryokan L ufifinaladdunuudaia nodstulud we. 2461 fwdneusiuau 45 au fnsldszuunandiinam
Juies szuunsdanisndousuilaidusiisgisndudimiugsia ninsuansndfdldlasldufividauas PC
AelFauegerInuazuisdudoyaiioufuussudmsnunimuasadnnmusanuremiinmy saudeatuayu
nsfnn1sufsunaratuayunisifisgadinisieadierluginiauaznisaiisassd wonaind dalviuinng icT

LALSI9IUAIT 300 LAI9BNAIE

v RECAIUS™ | 74,4 Jinya Connect
) <) o | tvs conntes | 8 Connact atom
t P Business consulting

‘Speech data Media dsta
e | SNS (Chat) =
i — e

Jinya-Inn

Real-time display of customer and food list in the kitchen

HAANSLAEA21NdN59U0In15UTNNT WU A19A19RN1TInN1TUyTuenUsyLAngIeLiiy
Uszdndnmlunsinnuegann Juneauszdn 3 Tuseduniv Fududsiivilaenlugnamnssulssusuawindn
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Td5uanflasuadnsegiufui dnsmvyuisuvesaninaiuanaain 33% \Ju 4% waznsiindnaudszdniudu
ianunsadnymdnauniivinveuazauninlunislivinmsiawld nsld Jinya Connect Tuitin vy Tssusy

gy i P o a ' a v o o vee
anuidnauudnukaz i e mMIsNIUTEmAGUINNNTT 300 UTEMMIUsEIA da1mnsaasiseeniglane 144%
wazmlstuduia 170% aelutusnuaalag

nnsdiAnwIe 3 luuseimagduiu anansaasuladn msdiiasasduiindeyandniiuansds

v
= (%

AINANTULNITVINULUY Real-time Msafiuauilauinsgiuiliguinmsniiauningsu nsuideymiaae ICT

U
v

rannsaalenianisuisdunsyihaunnmeuazasislemaliiuuisnienilegsiala
Y9 5: udanssaluniausnig

18 AW LauUBU

dmsunsussegludgniaznanismuddyveinsuuziislmlg lunsfsgaruslae meanufinmi
mamalulad Jedndusgidsiinmgramnssuazdesdiuinnssuuazanudnaiassalumsliuinsuigndn

winnssuuinmadudsiiddglunistetauisazadrstonasenisldineraians welulad wazuinnssy
LﬁaLa'%ummwﬁaLms'ﬂﬁfﬁ“umz@jﬂé’wé’waﬂmm%mﬂﬁamiﬁuﬁmé’uﬁﬂiimzmmﬁ winnssulunisusnag
nunefauinnssundndueiuaruinnssunssuiunislumhegsstuntsiauuinsinivseusulsanisadeassa
uinslvl  wu msdfudsamsTlinandas wumsiisesne msatiuayugnén Wudu Jeamnsaaiienelduas
wvansuilatgmuemiiegsie Weuuuunwdnualiifuazaivanuunndeannsziaiudsuuiadly
AUNIALIA nadiAnwssAalsansy Wudedunisdanisdadefidwadeniisgsiavssianilusuian
TneLUasuannndnnis Broad-based Approach 1u Targeted Approach i ﬂuiusm Z (Generation Z) anwe
firnunisinreukariefisniilani1e seululiasy Shnsuagdouazveuld@innaniu wdmnnsunsszuin
yosdlsntu ililguuuuiifianundatosas fanundouiasviondieresnaynauiuuasiinigld sudszanasiie
WJusiu

Factors affecting hotel business in the future

Growing middle-class / shifting generation Demographic and social change

Rising income in a growing middle-class population. Changi P . n
. . . ging demographics to polarize tourist
(B = T e = e references. Silver-haired tourists, who are branded
generation appear to be influenced and driven by it P :| { S
technology. at-risk, are changing travel habits.
Emerging destination Individualization
More new and emerging destinations will attract v Prefer personalized trips and services that directly
and retain the middle-class travelers and meet i_Q meet the needs and interests of a traveler.
their travel interests. This includes customized itineraries.

Technology and digitalization Digital transformation and automation

Technology is integrated into our daily life with mobile Rapid advancement from digitalization to the
internet, navi systems and hones. The transformation of technologies. The use of Al,
internet has changed the way people explore and predictive analytic, loT, robotics, etc become common
experience travel. in tourism business.
Health and healthy lifestyle Health and hygiene
People are more d about health. f@\ { ‘f'\‘ Global movement towards improving health, hygiene
e e e e =T L e — T

P

sectors will create opportunities for medical tourism. Ll e private and professional lives.

Source: Horwath HTL, Copenhagen Institute for Futures Studies, Skift, Krungsri Research

u’;’mﬂiiumw?n’lﬁqmamﬂsmLL‘U'naam‘fJu 4 Usznn lown winnssun1sannis winnssunns@eans
WINNTINYNNITUTNT wazatiuayuuinnssy lnguinnssunisusnisasdieliewisnislviuinisungnan Liteass
AaAeanAkars1eliremiiegsia Famhegsiaasdeaseuinacldustlovinndnenmeesinnssunisuinis
< vy P o A X a & va ¢ & A A Aoy ' 1 .
Juldlddens gndnimnuainnisigadu nsiivduvesmslddumesilnuuiiefeniiveyavuisivauastugs (Big
data and advanced analytics) mswluasnUszaunisalgndtlviunnndisan AmuadvsnggnAazinnguanan
A v aa & ' 9 o v Y &) s Y Y a a P Y & e ¢ '
nanAnandungugnaman Tdanudilaluladaladvesgnidiednine) enandiiniudsseloviuazned
A1ugnARedn1s uenanil arslianudAgsoniuiisnelazesgnAuaznisuaninusvinyeu Usuusaudly
wiebigsivanunsaaufiusielulaluszazen
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wwltduwinnssutudilugnamnssunisusnig wu nMsusulsanalulagangluresinuazinalulaguinis
autes Fedaluuinnssulugnainnssulssusy n1sld Virtual Reality (VR) wag Augmented Reality (AR)
wisenseauUszauntsalliiugndn nisldmalulagiinevaussuilaa nsdeusuiiludmduanzngu/anvausyin

a wvad

¥ 6: wuINSUJUANATIGAINENITIN APO
TgueaIn B e LasuNaania dend

NMTUNAUDUUINIIWUINITUJURNANER (Best Practice) {19157 1nUseinalnenvsduainug

=1

PgnamnssunsuInistudsematiuy Iasuduusunmsiuyuagnsaniunundsgulaegnls dannsidaueluadall
aragngliveulunveaiumansuianinerdesivunummiiveshenuigidnsmsuiaveveguazasoungy
fanaln wmsniswasulovievesUssmalveldduesodiolunsudladgmmaasvgiavesningaamnssuuinisd

India DILIP KU... India/M Natara;j...

Z India DILIP KUMAR % India/M Natarajan

ASIAN PRODUCTIVITY ORGANIZATION

Digital Multi-country Workshop on Business Models
for the Recovery Phase in the Service Industry
27 — 29 September 2022

PREPARED BY
Dusita Sivamard and Suphawadee Sodsee

_(Thailand)
maiaweazgnuueandu 3 dw Al

1) Jyyivmeegedsiiniagaamnssuuimslseinalvedesndaglugidlsassuin

.
€

T = = =

1. Critical challenges ad issues faced by Service Sector in
Thailand during pandemic

*  No demand from outside the country

*  More uncertainty of government policy e.g., lockdown, quarantine policy
*  The change of consumer behavior

»  More digitalization > inequality > more gap between society

*  Workers in service sector are mostly vulnerable and more likely to be laid off
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2)  uruiuynssulagn1AgnamnIIUUINISIENSUSEAUUTEABITIAA

U

—— T T 7

2. The recovery plan initiated by the sector to
sustain their business

Short-Run

* Adapt to more online, adopt new technology or innovation to reduce cost
* Transform into new business
* Collaboration between sectors: service and finance
* Boost up domestic consumption
+ Adapt domestic consumers' behavior to be more familiar with the new normal

Long-Run
+ BCG Model (Bio-Circular-Green Model): Resilient and Sustainability
* National agenda

* e.g., creative economy is the use of creativity based on knowledge, intellectual property and research
studies.

* Up-skill/Re-skill program for private sector
* Higher education sandbox ex. Thailand plus package, 250% tax exemption
+ Digital transformation ex. AR/VR, seamless digital payment

3)  ASUANY

PN T T T = =

3. Case Study (optional)

We Travel Together

*  Stimulate the domestic tourism economy by supporting expenses such as accommodation,
food, spa, community products (OTOP), airfare.

* Implemented phase 4th (until October 31, 2022) have been responsive and able to stimulate
the economy total spending of 15,342 million baht.

+  Entrepreneurs want to expand the We Travel Together project until 2023 to stimulate
tourism and also reduce the burden on Thai people who are still affected by the high cost of
living. At the same time, many hotel operators still have to rely on the Thai market to travel
to Thailand during the period.

%291 7: NAYNSNITWAINIAIINAINIT

1y Sim Siling (Deputy Director, Singapore Productivity Center: SGPC)

gAAMNITINITUINTAMITRANsAIMIRRIIALAS weana s Asund amdsnisszuinlung 16
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* 95% of HR leaders expect at least some « On average the skills required for a * Companies are redefining their
of their employees to work remotely single job increased by 6.3% employee experiences, engagement
after pandemic « Yearly, new skills are replacing old ones style and benefits packages to meet
* In 2020, Gartner conducted a survey « Upskilling initiatives help retain the new employees’ expectation
with 127 companies and 47% of the employees, boost morale and reduce * As employees are now more interested
dents will allow their employ recruitment cost in perks such as paid time off, hospital
to work remotely even after pandemic indemnity insurance, mental health
* In the same survey, 43% will introduce Support services, employee assistance
flexible days programs, etc
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Highlights of Hospitality and Services Trends
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+ Upcoming trends in Virtual tours, creating Personal Profie I ' / ‘1 } [\

digital content that appeal to guests such as
360-degree views of facilities and products

* Consumers also demand for seamless
experiences from booking to onsite to after
purchase

* Pandemic also brought in new trend of
digital and contactless services- mobile
check-in, contactless payment, voice control,
facial recognition, etc

* Guests and customers expect to be
recognized and treated as individual

* Customer Relationship Management
systems coupled with Al functions are more
sophisticated than ever that assist to meet
the needs of end-to-end personalization for
guests

* Guests/ Consumers are more into
sustainability

« It goes beyond disposable plastics,
eliminating unnecessary paper
consumption, but towards ethical and
environmental considerations that
hospitality businesses made
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