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PAR LLTA “LAUKU CELOTA]JS”

2013. gada svinejam 20 gadi (dibinata 1993. gada)
Apvieno biedru statusa vairak ka 300 lauku tarisma
uznemejus

Sadarbojas ar ~ 2000 lauku tiurisma uzneémeéjiem

Asociacijai ir veléts prezidents un valde. Biedru
Kkopsapulce.




PAR LLTA “LAUKU CELOTA]JS”

Esam biedri:

Latvija - Latvijas Turisma konsultativaja padome, Lauksaimnieku
organizdacijas sadarbibas padome, Latvijas Tirdzniecibas un rupniecibas
kamera, Latvijas Tiristu agentu asocidcija "Alta", Vides konsultativaja
padome.

Eiropa - Eiropas Lauku turisma federacija "EuroGites”, Eiropas eko-agro

turisma apvieniba "ECEAT", Eiropas zemju ipasnieku organizacija "ELO",
Eiropas vides kvalitates zimju apvieniba "VISIT".




KAS IR KVALITATE VIESMILIBA?

“Kvalitate nozimeé apmierinat klienta apzinatas un vel
neapzinatas velmes” (E.Demings)

o Lietosanas ertums
o Atbilstiba prasibam

o Izciliba

\\

- \\o Klientu apmierinatiba
\ (Atbllstlba klienta prasibam)
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KVALITATES ZIMOLI LAUKU TURISMA
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Y LTI :
Lauku Celotajs SERTIFITS

www.celotajs.lv >

Asociacijai kops 1993. gada ir sava lauku
tirisma mitnu kvalitates vértéSanas sistéma.
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DAZI FAKTI PAR KVALITATI

65% no uznémuma apgrozijuma sastada pastavigie klienti
Jaunu un esosSo klientu piesaistes izmaksu attieciba ir 20:1

68% no klientiem ir gatavi maksat par 20% vairak par
izcilu servisu.

Katrs neapmierinatais klients par to pastasta vismaz 10
citiem potencialiem klientiem.

95% neapmierinatu klientu atgriezas, ja probléemu
izdodas atrisinat nekavejoties vai 1 dienas laika.

Avots : Institute of Customer Services, National complaints culture survey, 2006 & 2010




KAS IR KVALITATE KLIENTAM?




KO SAGAIDA UN KO SANEM KLIENTS

Qyster's Photo

Kad klients sanem realitati, nevis solijjumus...

celotajs.lv




KO SAGAIDA UN KO SANEM KLIENTS

Qr
*oyster.com

Qyster's Photo

Kad klients sanem realitati, nevis solijjumus...




IEMESLI KAPEC RODAS KLIENTU NEAPMIERINATIBA

KO SAGAIDA
TURISTS?

ko uznéméji dara?

< )

ko uznéméji nedara?

KO SANEM
TORISTS?

Uznémuma izpratne par klienta velmém atskiras no klienta velmém;

Uznémums apzinas klienta vélmes, bet nekorekti tas “iztulko”;

Uznemums “iztulko” pareizi klienta vélmes, bet nespéj ieviest pakalpojuma;

Uznemums ievie$S pakalpojuma klienta vélmes, bet nepastasta to klientam;

\ TN Sanemtais pakalpojums neatbilst klienta véelméem.




PAKALPOJUMU KVALITATES FAKTORI

—[ “Taustamie” faktori J —[ “Netaustamie” faktori ] —[Apkértéjés vides faktoriJ

— Aprikojums m Apkalposana, serviss — Resursu izlietojums

— Funkcionalitate Informacija Vides kvalitate

— Interjers m  Atmosféra, viesmiliba

Kultura, tradicijas

Domajot par kvalitati,
janem vera visi faktori!

celotajs.lv




KVALITATIVA PAKALPOJU MA SNIEGSANAS ETAPI

Celojums sakas ilgi pirms ierasanas un
beidzas ilgi pec aizbrauksanas!

Pirms celojuma Celojuma laika Péc celojuma

- S - DosSanas uz . AtgrieSanas Atgriezeniska
Sapnosana Planosana Rezervacija _ . Uzturésanas . .
tdrisma vietu? MEIES saite

&
125 (] 1260[] s O[] ‘ 123 ][]

1 — Internets 2- Socialie mediji 3 — Draugi, gimene 4 —Prese 5— Reklama 6 - Brosiiras

DEIRERERS
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Tom B

Drammen, Norway

1 review
Q 1 helpful vote

“Good business hotel
(@)e)@)X®) ) Reviewed 1 week ago

This hotel has great location in the city centre, good facilities like
fitness/spa, nice lobby bar and close by restaurant, but only ok rooms

with regards to standard and space. Could also improve the lobby
atmosphere.

Review collected in parthership with Radisson Blu Hotels )

Was this review helpful? 1 -

RadissonRiga, Front Office Manager at Radisson Blu Hotel Latvija, responded to
this review

Dear Tom B, Thank you for taking the time to post your nice feedback. We are
happy to read about your positive experience during your stay in our hotel and
especially that you enjoyed our SPA center, great location, restaurants, lobby bar
and rooms . ltwas truly a pleasure to serve you and we are glad that the service...

more



KVALITATES PAAUGSTINASANA IR...

Kas rada vértibu? Kapéec klients ir gatavs maksat?

3 stratégijas ka nodrosinat vértibu?

» Darbibas izciliba — zemas cenas, értums, apkalposanas
serviss

» Produktu izciliba — inovativi, unikali, kvalitativi

» Klientu pazisana — klientu ipasas vajadzibas, kompleksi
- risin@jumi, ilgtermina attiecibas




PRASIBAS PEC KVALITATES AUG...

Klienti klGst aiznemtaki — brivais laiks kltust “dargaks”
Klienti klGst izglitotaki un labak apzinas savas tiesibas
Klienti ir biezak gatavi sudzéties:

2001 - 50% gatavi sudzéties par sliktu servisu

2006 — 60%

2010 — 75%
Klienti biezak gatavi dalities ar negativo pieredazi:

2001 gada - 81%

12006 - 89 %

2010 — 90%

Klientiem ir lielakas iespéjas dalities — socialie tikli

S /// Avots : Institute of Customer Services, National complaints culture survey, 2006 & 2010




tripadvisor

Radisson Blu Hotel Latvija, Riga

Riga v Hotels v Flights  “acation Rentals Restaurants v Thingsto Do v

Europe Latvia Riga Region Riga Riga Hotels

Bestof2015  Your Friends €

I
<

Join  LogIN ] L v

1+
More v Wirite a Review VL_,

Search for a city, hotel, etc. Q

Radisson Blu Hotel Latvija

@@@@) 899 Reviews  #24 of 102 Hotels in Riga
Yotk 6 67 772 222

{2 Certificate of Excellence

9 Elizabetes 55, Riga L\1010, Latvia

) Hotel website 4P Hotel deals

Special Offer Plan ahead and save 20%

Enter dates for best prices

CheckIn H Check Out .

Show Prices

Compare best prices from top travel sites

@ Expedia R‘L‘.’_"’&‘!\. Booking.com
and 1 more sitel
294 traveler photos
T — EE—
Overview Reviews (599) Photos (331) Location Amenities Q&A(2)

-

Ranked #24 of 102
Hotels in Riga

@)@)@)@) ) 599 Reviews

Q Certificate of Excellence 2014

Arecentreview

“A very good hotel for business and
leisure. Recommended™

@E®E® revievwed 6 days ago
Elinlax Reykjavik

Room Tips (140) O Save



899 reviews from our community

Traveler rating

Excellent [N
very good I
Average
Poor i
Terrible |

Write a Review

See reviews for Rating surmmary

333 ** Families a2 Location OOOOO
291 Sleep Quality 00,000
¥ Couples 216 Rooms @@@®@O
127
L San 49 Serice 00,000
3 Value 00,000,
17 @ Business 329 Cleanliness 0.0,0.00
Traveler tips help you choose the right room. Roomtips (140)
Rating Season: B Allmonths ~ English first ~

899 reviews sorted hy: Date «

Elinlax
Revykjavik

Senior Reviewer
7 10 reviews
(I=1) 4 hotel reviews

Q 3 helpful votes

“A very good hotel for business and leisure. m
Recommended”

Reviewed 6 days ago

Dwelled on an extended weekend in late march. Modern, very centrally
located, rooms in very good condition. Impeccably clean. The service

was very friendly and personal, top class. Breakfast was very good.

Light meals at the bar very tasty. This hotel has my recommendations
for business trips as well as family holidays.

YWas this review helpful? -

RadissonRiga, Front Office Manager at Radisson Blu Hotel Latvija. responded to
this review

Related hotels...

Radisson Blu Elizabete [7 Show Prices '|
Hotel
@@EEED) 366 Reviews

Riga, Riga Region

i Radisson BluRidzene | ShowPrices |
a2 Hotel e
322 Reviews

Riga, Riga Region

Radisson Blu Daugava | Show Prices |

Hotel, Riga
8§ @@@@O 534 Reviews
Riga, Riga Region

Browse nearby
Hotels (102) | Restaurants (626) | Things to Do (223)

S

'( O 2
¥ Esplanade 2

We search
200+ sites
for the l?est



Saglabat saraksta \

Sagdlabats jau 928 sarakstos

Lieliskakas naktsmitnes
iespéjas:
Pedgjais rezervEjums: pirms 2 stundam

n Bezmaksas autostawieta

Atrodiet vislabakos
piedavajumus
Galamérkis / naktsmitnes
nosaukums:

Riga |

 darbs € atpita

RegistrESanas datums
nj lDiena .Ll |Ménesis ;I
lzrakstisanas datums

r]j l Diena ;I l Menesis ;I

) | Man vel nay konkrétu datumu.

viesi l 2 pieauguiie, 0 bérni | ¥ I

> v Yispirms racdt programmas
Genius atlaides

o Parbaudit atrasanas vietu

Islande Hotel (v

7 Kipsalas iela 20, Riga, L’-1048, Latvija — Paradit karti ™ eseie

Pieejamie numuri lespéjas lekséjie noteikumi MNoderigi zinat Skatit visas parbauditas atsauksmes

Loti labi 8,40

Vertéjums no 2240 atsauksmem

Patika darbinieku
attieksme, numuring,

4 skats no viesnicas loga.
10ti jauki.

»

Sanita, = Latvija

!EI@HHBW%@S
% e o i

“iesnica Islande atrodas Kipsala, netalu no Daugavas. Viesnica tiek piedavati numuri ar gaisa kondicion&taju, satelitteleviziju, mini baru un
seifu. Viesnicai ir spa, labsajitas centrs, ka arm bezmaksas bezvadu interneta pieslégums.

Yiesnicas Islande numuros ir klasisks interjers, gridas ar pakldju un koka mébeles. Visos numuros ir privata vannas istaba ar fénu, ka arf
talrunis. PEc pieprasijuma ir pieejams gludinaSanas aprikojums un biksu prese.



Islande Hotel
2014 ? Kipsalas iela 20, Riga, L\-1048, Latvija —

Viesu sniegtais vértéjums
Balstits uz 2250 atsauksmém

8,4

Veértéjumu klasificésana

Tirha

Komforts
Atradanas vieta
lespéjas
Personals
Athilstha cenai

Bezmaksas bezvadu internets

Kadé| jus varat uzticéties musu atsauksmem?

Atsauksmes var rakstit tikai tie viesi, kas ir rezervejusi naktsmitni, izmantojot Booking.com, un naksnojusi
— B attiecTgaja naktsmitné. Tas nozimé, ka atsauksmes miasu majas lapa ir rakstijusi Tsti viesi.

Lai novErtéjums un atsauksmiju saturs bitu noderigs jisu gaidamajam celojumam, més arhivéjam tas
atsauksmes, kas irvecakas par 14 ménesiem (ja attiecTgajai naktsmitnei ir vairak neka 30 atsauksmes).

Lasit vairak

Radt atsauksmes no:  Visas atsauksmes (2250) v l

Kartot pec kategorijas: Valoda - |




PAR KLIENTU ATSAUKSMEM...

70-80% Klienti izlasa atsauksmes, konsultéjas ar gimeni
vai draugiem pirms veic rezervacijas

Ja par uznémumu nevar atrast atsauksmes, dala no
klientiem neveic rezervaciju vispar

Avots : Institute of Customer Services, National complaints culture survey, 2006 & 2010

Popularakais turisma atsauksmju portals Tripadvisor.com
ar 20 milj. biedriem un 60 milj. atsauksmem.

Facebook, Twitter, Blogi, Booking, Google alert, uc.
499 no arvalstu turistiem, kas celojusi uz Latviju nemusi

~vera atsauksmes (TAVA dati)




KO DARIT AR SUDZIBAM?

Neizlikties par beigtu

Uzklausit ar viedumu, izanalizet celoni
Reagét, ja iespéjams, sazinaties ar autoru
“Klientam” vienmer taisniba
Neadekvatas izdzest, atrisinatas atstat




UZ KURIENI SUTITAS ATSAUKSMES SUDZIBAS?

Sutiju e-pastu saimniekam
www.booKking.com
Nacionalais portals (LC)
www.tripadvisor.com

celotajs.lv




Kads ir sudzibas rezultats? (repondentu skaits)

Netika sanemta atbilde
Probléma tika atrisinata
SaimnieKki atgrieza naudu
Tika sanemta kompensacija

celotajs.lv




SUDZIBAS = IESPEJAS

Nav viegli iegut jaunus klientus, tamdeé] nav gudri zaudet
es0So0s

Sudzibas nav uzbrukums. Gaiditais nesaskan ar sanemto
Sudzibas var but noderigas biznesa pilnveidoSanai

Dazkart pateicoties tikai sudzibam, vadiba uzzina par
problemam uznémuma

Atrisinata sudziba palidzes piesaistit jaunus klientus



“Pastaves, kas mainisies” /Rainis/;

SekoSana kvalitates prasibam nav obligata, bet palielina
konkurétspéju un klientu uzticibu;

Kvalitates palielinaSana = pamatotas cenu politikas izmainas;
Kvalitates prasibas ir vadlinijas, ko uzlabot;
Kvalitates kriteriji palidz orientéties uznémeéjiem / turistiem;

Kvalitates Kkriteriji aizsarga uznemeju;
Latvijas turisma kvalitate veidojas no uznemeju kvalitates.
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