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Learning from the Experts
师从于专家

With China now a leading place for 
tourism, the time is ripe for the hospitality 
industry on the mainland to benefit from 

Swiss expertise. 

by Mark Andrews

随着中国旅游业蒸蒸日上的发
展，越来越多的外国人来到中国，
现在正是中国内地的酒店服务业
向瑞士学习待客之道的良好时
机。

作者 : Mark Andrews

he École Hôtelière de Lausanne (EHL), a school focusing 
on elite hospitality education, was established in 1893 and 
continues to be a symbol of the Swiss hospitality industry. 

However, the roots of Switzerland’s reputation as a place for 
superlative hotel services go much deeper, and have extended 
to China. Jan Tibaldi, General Manager of the PuLi Hotel and 
Spa Shanghai, goes as far as calling Switzerland “the birthplace 
of hospitality”.  He explains, “Hundreds of years ago, hospices 
were built to cater to travellers crossing the Alps en route to 
other countries, then, over time, grand hotels were established 
to cater for an exclusive clientele of royalty, aristocrats and 
wealthy business people. Lured by the Alps and tourism, these 
guests demanded the highest levels of service, and the leading 
Swiss hoteliers responded by systemising the processes for hotel 
operations.”  

T 校于 1893 年的洛桑酒店管理学院

（EHL）是一所专注于高品质酒店管理

的学校，多年来一直都是瑞士酒店招

待业的象征性符号。如今，瑞士优秀的酒店服务

美誉已根深蒂固，并蔓延至中国。上海璞丽酒店

总经理 Jan Tibaldi 将瑞士奉为“酒店服务业的

发源地”，他指出：“几百年前，为了给那些穿越

阿尔卑斯山前往其他国家的旅行者提供食宿，瑞

士首先出现了酒店服务业，后来随着时间的推移，

建立了更大的酒店专门为王族、贵族和富有的商

人服务。这些人受阿尔卑斯山和旅游业的吸引来

到这里，他们需要高档次的服务，瑞士酒店对其

运营程序的系统化就应运而生。”

Tibaldi 坚信这些程序是目前瑞士在酒店服

务和旅游管理方面所享美誉的核心所在。多年来，

建
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Karthik Namasivayam, Associate Dean of the Undergraduate Program, Ecole Hôtelière                 
de Lausanne

洛桑酒店管理学院（EHL）本科项目副院长 Karthik Namasivayam

Tibaldi strongly believes that these processes lie at the heart 
of the reputation that Switzerland has today for hospitality and 
tourism management. For decades, Swiss managers have served 
as the heads of leading hotels and hospitality establishments 
around the world. With a lack of suitable positions at home this 
migration of Swiss was particularly felt between 1960 and 1980, 
according to René Teuscher, General Manager of the Grand 
Millennium Shanghai Hongqiao. “Many Swiss hoteliers like 
myself ventured outside Switzerland at an early stage in their 
careers, as the opportunities to enhance their abilities were vast 
and the demand for good managers plentiful,” Tibaldi adds.

The Swiss way

“The Swiss have a long tradition of hospitality, incorporating 
elements of savoir vivre - which is a sense of knowing how to 
live - and savoir être, or knowing how to present oneself well in 
the moment,” says Karthik Namasivayam, Associate Dean of the 
Undergraduate Program at EHL. What this means in practice, 
says Philippe Huser, owner of Napa wine bar & kitchen in 
Shanghai, is getting the balance right between being professional 
and making the guest feel welcome.

 Switzerland has gained a reputation for high quality in its 
products such as watches and chocolates. Coupled with high 
attention to detail, this carries through to “a fine hospitality 
tradition that combines attention to guest comfort with a sense of 
luxury and gracious living,” says Namasivayam.

 Swiss hospitality boils down to three factors: professionalism, 
personalised service, and Swiss-quality management, says Peter 
Troesch, President of Peach International, a Beijing-based 
hospitality consulting company. Professionalism is guaranteed 
by the Swiss educational system, which provides unified and 
certified education for professionals in the hospitality industry. 

Personalised service has its roots in the Swiss hotel 
landscape, which is dominated by two- or three-star family-run 
establishments, where personal contact and service may make 
up for the lack of more modern facilities. “The aim is to create 

瑞士酒店管理者在全球各地的知名酒

店任重要职务。上海千禧海鸥大酒店

总经理Rene Teuscher 指出，由于瑞

士本土所能提供的职位有限，这种情

况在1960年至1980年期间尤为突出。

他说：“许多像我这样的瑞士酒店管

理者在职业发展初期就飘洋过海在外

闯荡，因为外面的世界为他们提供了

巨大的自我提升机会，而且对优秀管

理者的需求也很大。”

瑞士式服务

“瑞士在酒店管理领域的历史传

承十分悠久，并将处世之道（savoir 

vivre）与软技能（savoir être）这

两大元素融入其中，” EHL 的本科

项目副院长 Karthik Namasivayam

说。上海雨颂西餐厅葡萄酒吧（Napa 

wine bar & kitchen） 的 主 人

Philippe Huser 认为这在实践中就

意味着最好的实现专业与热情间的平

衡。

 瑞士手表和巧克力产品的高品质享誉世界，

在高度关注细节的同时，Namasivayam 认为瑞

士特点在“对客人舒适度的关注与奢华和优雅的

体验相结合的优良酒店传统”中也有所体现。

 归根结底，瑞士式的酒店管理共有三大要

素：专业性、个性化服务和瑞士品质的管理 , 位

于北京的瑞士咨询公司平实嘉国际总裁 , Peter 

Troesch 说。专业性由瑞士教育体系来保证，它

提供统一、经认证的教育，为酒店管理业输送专

业人才。

个性化的服务根源于瑞士的酒店服务业，瑞

士的酒店多为家族经营的二星或三星酒店，在这

里，个性化的接触和服务弥补了现代设施的缺失。

“目的是创造一个令客人宾至如归的友好的、温

馨的氛围，” Troesch 说。

 瑞士品质式的管理由于其商品而闻名，却

由于瑞士与酒店经营间的长期关联而在酒店服务

业得以系统化。

漂洋过海学管理

自 20 世纪 90 年代末期以来，选择到海外深

造的中国学生呈爆发式增长。像 EHL 这样的瑞

士酒店管理学校受到了越来越多学生的欢迎。在

2007 学年，在 EHL 学习的中国学生只有 5 人，

然而在 2014 年，这一数字猛增至 43 人，现在中

国学生是该校第四大学生群体。

由于瑞士在酒店管理领域的美誉，许多学

生慕名而来，这里成为最炙手可热的酒店管理学

习目的地。“瑞士的学徒制度在全球的职业教育

中都是领先的，一个多世纪以来，这里培养了

最知名的主厨、烘培师、侍者和酒店管理人，” 

Troesch 说。

 由于他们对酒店管理业的了解和对复杂经

营的科学管理的把握，体系里的学生就业都十分

容易。
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Jan Tibaldi, General Manager, PuLi Hotel and              
Spa Shanghai
上海璞丽酒店总经理 Jan Tibaldi
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a friendly and truly hospitable 
atmosphere where the guest 
feels completely at ease,” says 
Troesch.  

 Swiss-quality management is 
well-known thanks to its prod-
ucts, but has been systemised in 
the hospitality industry through 
Switzerland’s long association 
with the hotel trade. 

Attracting Chinese 
students

Since the late 1990s, there has 
been an explosion in the number 
of Chinese students choosing to 
study overseas. Switzerland and 
hospitality schools such as EHL 
have received a growing stream. In the 2007 academic year, there 
were only five Chinese students at EHL, but in 2014 this number 
increased to 43, with Chinese now constituting the fourth-largest 
nationality at the school. 

With Switzerland’s reputation for hospitality management, 
the country is the most desired destination for those interested 
in this career path. “The Swiss apprenticeship system is world-
leading in vocational education and 
has constantly produced the most 
talented chefs, bakers, waiters and 
hotel managers for more than a 
century,” says Troesch. 

 Graduates of  the system f ind 
ready employment, owing to their 
understanding of  the hospitality 
industry as well as the science of 
management that is behind such 
complex operations. 

For Chinese students, the Central 
European location of Switzerland, 
with access to many parts of  the 
world, makes it a convenient hub. 
“Immersion in the Swiss way of life 
and the amazing natural beauty 
of  Switzerland make it an ideal 
destination for Chinese students,” says 
Namasivayam.

 Schools such as Les Roches 
I n te r n a t i o n a l  S c h o o l  o f  Ho te l 
Management and EHL have also come 
to China to set up programmes. Les 
Roches has set up a China campus 
as a joint-venture with Jinj iang 
International Hotels. In a 2013 survey 
by TNS, they were ranked the number 
one hospitality school in China by 
employers. 

Another education establishment 
on Chinese soil, Beijing Hospitality 
Institute (BHI), is an EHL-certified 

瑞士位于欧洲中心的地理位置，

四通八达的交通环境，使得这里成

为中国学生通往世界的便利中心。

“沉浸在瑞士式的生活中，享受着

瑞士壮丽的自然风光，这里对于中

国学生来说是最佳的学习目的地，” 

Namasivayam说。

 像理诺士国际酒店管理学院

（Les Roches International School 

of Hotel Management）和 EHL这

样的学校还在中国举办了项目。作

为与锦江国际酒店合作创立的合资

企业的一部分，理诺士设立了中国

校区。在特恩斯市场研究公司（TNS）

的 2013 年调研中，这个项目被雇主

列为中国最佳酒店管理项目。

在中国设立的另一个教育项目

是经 EHL 认证的北京第二外国语

学院中瑞酒店管理学院（BHI）。在

BHI 学习的学生所经历的课堂体验与洛桑校区一

样。不过，与 EHL 学生相比，唯一缺失的是学

生来自逾 90 个国家的多文化氛围和瑞士式法国

文化的体验。“我认为 EHL 的教育理念和培训模

式很适合中国的酒店业需求，因为中国目前所需

的正是产业需求导向的高等教育，” BHI 董事长

李伯潭表示。

http://www.yovohagrafie.de/
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Peter Troesch, President, Peach International

平实嘉国际总裁 Peter Troesch

school. Students enrolled at BHI have a similar classroom 
experience to those in Lausanne. They do, however, miss out on 
the diversity of students from over 90 countries and immersion 
in Swiss-French culture, as compared to students at EHL itself. “I 
feel that EHL’s educational ideas and training mode fit the needs 
of China’s hotel industry, because what is needed in China is 
industrial demand-oriented higher education,” says Dr Li Botan, 
BHI’s Chairman.

Swiss hospitality in China

Teuscher, who first visited China in 1977, cautions those 
graduating from Swiss hospitality schools that the environment 
in China is very different to what they have experienced. “In 
Switzerland, generally there are very few large hotels, and here 
in China the hotels are of a completely different size, therefore 
requiring a different skill set, while the basics remain,” he says.    

 Both Tibaldi and Huser have seen a positive reaction to being 
Swiss in China. “Switzerland’s central location and stable political 
structure provide a high quality of life, safety and multicultural 
understanding which is known all over the world,” says Tibaldi. 
Huser adds that “The Chinese like Swiss people. They see 
Switzerland as quality. It is very rare for them to have any negative 
reaction.”  

Further to the concept of “Swissness”, Huser states that a lot of 
what the Swiss hospitality schools teach comes naturally to Swiss 
people, and that innately they are more reserved than Spanish or 
Latin American managers. “Towards the higher end of hospitality, 
it is something that guests respect,” he says.  

At Napa, he embodies his Swissness and training when serving 
customers. “You have to feel when people want to talk with 
you and when they want time to themselves,” he says. “This is 
something we learn at school, but being Swiss and more reserved, 
in a way we observe more before we just come in and talk.”

What China can learn

With a rapidly growing middle class which has increasing 
amounts of disposable income, the restaurant and hotel 
industries are booming in China. Service levels, however, are not 

瑞士式服务来到中国   

早在 1977 年就曾到访过中国的 Teuscher 为

那些从瑞士酒店管理学校毕业的学生提了这样的

一个醒，那就是中国的环境跟他们之前的经历完

全不同。“瑞士的大型酒店很少，但在中国，酒

店的规模很大，因而在具备基本技能的基础上，

服务人员还需要一套不同的技巧，”他说。  

Tibaldi 和 Huser 表示中国对瑞士式的酒店

服务反应很好。“瑞士位于欧洲中心的地理位置

和稳定的政治格局为人们提供了众所周知的高

品质生活、安全感和多文化理解，”Tibaldi 说。

Huser 补充道：“中国人对瑞士人的印象很好，

瑞士意味着高品质，他们对瑞士几乎没有什么负

面的印象。”

在“瑞士式”的理念上，Huser 指出瑞士许

多酒店管理学校的教学也影响了瑞士人民，使得

他们在管理上本能的比西班牙人或拉丁美洲人更

为保守。“在高端酒店管理方面，这种特点是客

人十分看重的，”他说。

Huser 还将瑞士式理念和培训融入到了雨颂

对客人的服务中。“服务人员必须去感受客人何

时希望与你交谈，何时需要独处，”他说，“这是

我们在学校可以学到的，但是作为更为保守的瑞

士人，我们在打扰客人前必定会先观察客人是否

乐于交谈。”

中国可以学到什么

随着拥有较多可支配收入的中国中产阶级队

伍的不断壮大，中国的饭店和酒店业也得到了迅

速的发展。然而，中国在服务方面的发展却远远

落后于人们的期望。“中国酒店服务业的衡量标

准往往是速度和时间，而不是友好和整体的客户

体验，”Troesch 说。

 不过，人们越来越多的出国旅行和对高品

质和奢华酒店服务的体验提高了消费者的期望。

“在酒店服务方面，瑞士的高品质标准有助于提

高中国酒店服务业的整体素质，”Namasivayam

说。

 Troesch 认为如果没有个性化的服务这一

关键要素，那么瑞士式的酒店服务“产品”

就会不名一文。“不幸的是，在中国很难找

到个性化的、亲切的服务，”他说。主要问

题之一是人们对于酒店服务业的中国式理

解，中国文化认为“服务”是一种卑下的

姿态，因此中国的家长往往希望子女从事

“更受尊重的”职业，这就导致了人们不愿

从事酒店服务业以及频繁的跳槽。

改变需要从头开始。多年来，由于其

工作时间长、收入低的特点，瑞士的酒店

服务业工作主要是由非瑞士员工承担的。

不过，近年来瑞士政府在改善酒店服务业

的待遇方面做出了不少努力，Troesch 认

为中国也需要改变传统文化对酒店服务业

的陈旧看法。

 Huser 认为对于他这是对员工开展

正确培训的问题。“我得确保员工关心顾
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”
“One major obstacle 

is the Chinese cultural 
perception of service

问题之一是中国文化中对

于酒店服务业的传统理解

keeping pace with expectations. “Chinese hospitality 
services are often measured in speed and time and 
not in friendliness and overall guest experience,” says 
Troesch. 

Increased foreign travel and appreciation of quality 
and luxury have also caused expectations to rise. “In 
terms of hospitality, the Swiss quality standards can 
enhance the overall Chinese hospitality offering,” says 
Namasivayam.

 Troesch says that personalised service is the key 
factor without which the Swiss hospitality “product” 
is worth nothing. “Unfortunately, personalised and 
accommodating service is a rare thing to be found in 
China,” he says. One of the major problems is the Chinese 
perception of the hospitality industry. Cultural attitudes state 
that it is demeaning to “serve”, and so parents prefer their 
children to work in a “more respectable” profession. This 
leads to few seeing hospitality as a career, and to frequent job-
hopping.

Change needs to come from the top. For many years in 
Switzerland, jobs in the hospitality industry have largely been 
taken by non-Swiss employees, due to the long hours and 
poor pay. The Swiss government, though, in recent years has 
taken steps to make the hospitality industry more attractive 
as a career. Troesch sees a similar need in China to change the 
cultural stigma. 

 For Huser, it is about the right training for staff. “I need to 
make sure they care about the customer, that they never say ‘No’, 
and that they always look for an alternative solution,” he says.  

T h e b l a m e f o r a  p o o r h o te l 
experience often lands squarely with 
the ownership, says Troesch. Hotel 
owners, who are generally from the 
mainland, have a tendency to spend 
top dollars on designers to plan 
and brand their establishments, 
only to later employ the cheapest 
construct ion and management 
companies. 

 Of key importance for day-to-
day implementation are the direct 
supervisors and managers. “The 
lower to mid-level management in 
hospitality have to both understand 
and physically show care for the 
guests’ wellbeing to make all team 
members adopt this approach,” says 
Troesch, adding that it is something he 
is trying to embody in his new Beijing 
restaurant concept, SwissTaste.

 Swiss knowledge can also help 
China beyond just the service ethos. 
“Supply chain management, logistics 
and managing the tourist experience 
are added elements of expertise the 
Swiss can help the Chinese with,” says 
Namasivayam.

客，在遇到问题时总能想办法找到替代的方案，

而不是对顾客说’不’，”他说。

Troesch 认为对酒店体验的差评往往成为酒

店所有者的负担。中国的酒店所有者往往倾向于

花重金在聘请设计师规划和推广品牌上，却在后

期选择最便宜的建筑和管理公司。

 日常管理中的关键要点是直属主管和经理

人。“酒店服务业的低层和中层管理团队需要理

解并在实际服务中关心顾客的体验，并使整个团

队的成员都行动如一，”Troesch 说，他还补充说

在北京新开的饭店中他将融入瑞士式味觉体验的

理念。

 瑞士的知识体系对中国的帮助还不止于

酒店服务业。“瑞士在供应链管理、后勤和游

客体验管理上的专业知识也可以为中国所借

鉴，”Namasivayam说。

http://www.windsor.sh.cn/

