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Dean’s Message

Message from

Dean of School

W

ith the School’s 35th anniversary celebrations now behind us, this issue of Horizons puts
the spotlight on some of the year’s key events. Most recently, we hosted Welcoming Day
2014 for new students, with coverage in this issue of the ceremony and the inspiring
Dean’s Distinguished Lecture delivered by Mr Robert Earl, CEO of Planet Hollywood International.
Another key highlight was the combined Global Tourism and Hospitality Conference 2014 and
11th Asia Tourism Forum held at Hotel ICON in May. Continuing our run of student organised
and managed annual conferences, the two-in-one event showcased how SHTM students will help to
shape the hospitality and tourism industry in the years to come.
The conference also featured a Gala Dinner themed ‘Leading the Way’ at which we reflected on
the past few days alongside the School’s transformation over 35 years. As we detail here, the dinner
emphasised our role as a world leader in hospitality and tourism education, and allowed us to shine
in entertaining the assembled guests.
In this issue we further cover various teaching, research and guest-oriented innovations at our
unique teaching and research hotel, Hotel ICON, which received a Ulysses Award for Excellence in
Innovation in Tourism from the United Nations World Tourism Organisation earlier in the year.
Also featured are highlights from our MSc programmes, reflections from SHTM graduates working
at the Kowloon Shangri-La, Hong Kong, an overview of the executive development
programme we delivered for the Hotel Association of India from March to May and
testimonials from the first batch of students in our D.HTM programme in Hangzhou.
The issue rounds out with our latest food and beverage news, and details the School’s
recent research findings. As we move into our next 35 years, only one thing will be
unchanged. In everything we do, we will remain unlike any other.

Professor Kaye Chon
Dean and Chair Professor
School of Hotel and Tourism Management
The Hong Kong Polytechnic University
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Welcoming Day 2014

The Warmest Welcome

T

he first day of an academic year is often hectic and sometimes daunting
for newcomers, and it is not often that a school can offer an insightful,
exciting and challenging welcome. Yet that is just what happened at
the SHTM’s Welcoming Day on 25 August, with new students, staff and guests
treated to inspiring and enlightening presentations from Professor Timothy W.
Tong, PolyU President, and Professor Kaye Chon, SHTM Dean and Chair
Professor. This year’s Dean’s Distinguished Lecture was then presented by
the highly enthusiastic Mr Robert Earl, world-renowned entrepreneur and
Chairman and CEO of Planet Hollywood International.
Held in the Jockey Club Auditorium on the PolyU campus,
the welcoming ceremony attracted around 960 attendees,
including new students, guests, academic and Hotel ICON
staff members and university management. As Dean Chon
commented later, “we admitted this year a total of 807
students including 189 Masters and doctoral students”.
They came “from 25 countries and regions around the
world”, making this a truly global intake.
Professor Tong launched the proceedings by welcoming
the new students to their “academic home”. He then
reflected on his time with PolyU students undertaking
service learning projects with underprivileged youths in
Cambodia and how he was “truly impressed by the courage
and optimism the Cambodian youths have shown in the
face of enormous hardship”. What set those young people
Professor Timothy W. Tong
apart, he explained, was that “they DARE to dream”,
which he encouraged the new students to do as well.
In Professor Tong’s terms, having the courage to DARE involves setting a
Direction, having a positive Attitude, being Responsible and having Respect
for others, and upholding Ethical values. Students should not only aspire to
successful careers, he said, but also toward contributing to society, grasping
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Welcoming Day 2014

opportunities, thinking independently, respecting diversity
and upholding their own integrity. He also encouraged
them to be “practical dreamers” who are able to solve
everyday problems.

Professor Kaye Chon, Dean of the SHTM thanking Mr Robert Earl for his
inspiring lecture

Dean Chon took the opportunity during his address
to personally introduce SHTM staff members to the
new students and outline the expectations the School
had of them. From that day on, he stressed, they were
young professionals and would be expected to act, dress
and carry themselves appropriately. He then provided
a comprehensive introduction to Mr Earl, preparing the
students for a fascinating Dean’s Distinguished Lecture.

The Road to Success
No-one could be described as a practical dreamer more
than Robert Earl, who has turned opportunities into
business success in numerous ventures since graduating
from the University of Surrey in the 1970s. Although he
readily admitted that he had “been through it all” in his
career, mistakes and setbacks included, his is a remarkable
story that any student should aspire to follow.
Having founded President Entertainment, a UK theme
restaurant chain, in 1977, Mr Earl served as CEO of Hard
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Rock Café as it expanded aggressively. His concept of using
the allure of celebrities and creative events as marketing
led to further success when he founded Planet Hollywood
International Inc. Always searching for new opportunities,
Mr Earl also owns the Buca di Beppo restaurant chain and
is a partner in both the Earl of Sandwich chain and the
Everton Football Club.
Following a video overview of his achievements, Mr Earl
described his own time at university as an “incredible
experience” and how his year-long internship at “one of
the best hotels in England” had been very beneficial to
his career. He advised the students to “take advantage of
internships, get recognised, stand out” – a recurring theme
throughout the lecture.
Also mentioning his interest in expanding his two
restaurant chains into China, Mr Earl said that his formula
for success was simply to “learn what you’re good at and
try to apply it”. He told the students that they needed to
take calculated risks and learn to go with “ideas you have
confidence in”. He also suggested that they “be interested
in everyone else”, “have quite a lot going on” and in an
echo of his earlier comment about standing out, “try and
be special”.
Mr Earl enthusiastically encouraged questions from the
audience and was delighted when one student prefaced his
comments with a personal introduction, ensuring that he
really did stand out. In closing, Mr Earl wished all of the
students well in their studies, and promised that their time
at the SHTM was “going to be a long, interesting road”.
As Dean Chon commented afterwards, “what a fantastic
way for our students to start the first day at the School of
Hotel and Tourism Management”.  

Global 2014 & 11th ATF

Officiating guests on stage during the opening ceremony

Conference Unlike Any Other

T

he SHTM’s 35th anniversary celebrations culminated earlier in the
year with the student managed and organised Global Tourism &
Hospitality Conference and Asia Tourism Forum (Global 2014 & 11th
ATF) at Hotel ICON on 18-20 May. Hosted jointly with the Taylor & Francis
Group, the two-in-one conference provided a platform for academics, industry
leaders, publishing stakeholders, young scholars and researchers to define the
hospitality and tourism industry’s roadmap for the near future. Unique to the
conference were three ‘Meet the Editors and Featured Speakers’ sessions, at
which delegates had the opportunity to connect with the editors in chief of
eleven leading hospitality and tourism journals.
Taking the theme “Charting the New Path: Innovations in Tourism and
Hospitality – INNOVATIONS ∙ RESEARCH ∙ EDUCATION”, the
conference attracted delegates from 30 countries and regions, all with the
intention of exploring the many opportunities that have emerged and the
potential challenges that have arisen from the rapid growth of tourism around
the world, and especially in Asia.
The conference was officially launched
on 18 May by Mr Ian Bannerman,
Managing Director, Journals, of the
Taylor & Francis Group; Professor Kaye
Chon, SHTM Dean and conference
chair; and Mr Nicholas Yang, PolyU
Executive Vice President. Mr Yang
stressed that it was becoming increasingly
important in hospitality and tourism
“for all the stakeholders to come together
to develop strategies that support the
industry and enable sustainable growth”.
That made the SHTM’s cooperation
with the Taylor & Francis Group in
organising the conference particularly
timely, he said.

From left: Professor Kaye Chon, Dean and Chair Professor
of the SHTM, Mr Ian Bannerman, Managing Director of
the Taylor and Francis Group, and Mr Nicholas W. Yang,
Executive Vice President of PolyU, officiating at the opening
of Global 2014 & 11th ATF by performing the traditional
eye-dotting ceremony.
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Global 2014 & 11th ATF

Outstanding Organisers
Mr Yang also praised the student organising committee
behind the conference’s “enriching programme”, which had
taken “charge of the whole forum, from conceptualising
to planning to execution”. The student organisers were,
he commented, “all committed to creating an unlike-anyother experience for our international delegates”.
With support from SHTM faculty members, 30 final year
undergraduate students managed the entire conference
as the focus of their Special Events course. Dr YongHee
Kim, course lecturer, explained that behind the scenes
the students had transformed into mature adults as they
accepted responsibility for “such a huge thing”. Not only
did they develop organisation skills, but they also improved
in their spoken and written communication. The result,
she said was that “on-site they did a great job – everybody
commented on it”.

on “Rejuvenating the City by
Tourism Planning: Stories from
Historic China” and Professor
Richard Perdue of Virginia Tech
discussed “Tourism Research
Innovations and Futures”.
The fourth session was a special
panel session on education in
hospitality and tourism, conducted by Dr Fabien Fresnel
from Ecole hôtelière de Lausanne (Lausanne Hotel
School), Professor Dennis Reynolds from Washington
State University, Mrs Susanne Stolte from Hotelschool
The Hague and Mr Alan Williams from the Australian
School of Management. The fifth session drew the main
proceedings to a close with SHTM Dean Kaye Chon
highlighting “Innovations in Education, Research and
Practices – Connecting the Dots”.
Professor Tiger Wu

Ms Kristy Lau, leader of the organising committee’s
publicity team, reflected that understanding and adapting
to delegates’ preferences and needs was the biggest
challenge during the event itself. Yet, she “learned how
to communicate and also to co-organise” as the entire
committee pulled together to give delegates an outstanding
experience.

A Roster of Luminaries
Offering five paper presentation
sessions, the conference also
featured
plenary
sessions,
covering topics of crucial
importance to global hospitality
and tourism. In the first plenary
session, Professor Bruce Tracey
of Cornell University spoke on
Professor Bruce Tracey
“Innovation and Hospitality
Research: References and Role
Models” and Professor Abraham Pizam from the University
of Central Florida asked “Are Hospitality Employees
Leading a Healthy Lifestyle?”
The second session featured Professor Fevzi Okumus of
the University of Central Florida asking “Why are Some
Articles Downloaded and Cited More than Others?” and
Professor Chris Ryan of the University of Waikato discussing
“Modes of Analysis – Changing Demands”. In the third
session, Professor Tiger Wu of Peking University spoke
HORIZONS

Panelists speaking at the conference

The conference culminated in a Gala Dinner in Hotel
ICON’s Silverbox Ballroom on 20 May, officiated by
Professor Timothy W. Tong, PolyU President; Mr Ho
Kwon Ping, Chairman of the SHTM Advisory Committee
and Executive Chairman of Banyan Tree Holdings Ltd;
and Dean Kaye Chon. Industry leaders, SHTM faculty
members, alumni and friends attending the dinner were
delighted by the festivities.
In closing the conference,
Dean Chon remarked that
the School saw it as “a way
of uniting students, alumni,
industry partners, educators
and researchers to promote
collaboration in hospitality
and tourism education as
Professor Kaye Chon
well as research for the future
innovative development of the
industry”. From the delegates’ reactions, that mission was
most certainly accomplished.  

35th Anniversary Gala Dinner

Professor Philip Chan, Deputy President and Provost of PolyU (fourth from right), Mr Ho Kwon Ping,
Chairman of the SHTM Advisory Committee (second from right), Professor Kaye Chon, Dean and Chair
Professor of the SHTM (third from right), and Mr Leo Yip, Chair of the Global 2014 & 11th ATF
Organising Committee (first from right), and guests on stage toasting the School’s 35th anniversary

A Night to Remember

T

he multifaceted nature of the SHTM was on display for delegates from around the world on 20 May when
Hotel ICON’s Silverbox Ballroom hosted the Gala Dinner and closing ceremony of the student organised and
managed Global Tourism & Hospitality Conference and Asia Tourism Forum (Global 2014 & 11th ATF).
With a theme of ‘Leading the Way’, the event was a blend of reflection on a successful conference, upbeat entertainment,
fine dining and celebration of the School’s 35 years of success.
Attended by over 300 guests, the evening opened with a student-produced video
highlighting the School’s evolution from humble beginnings to world-leading status
in hospitality and tourism education and research. Welcoming remarks were given by
Professor Timothy W. Tong, PolyU President; Mr Ho Kwon Ping, Chairman of the
SHTM Advisory Committee and Executive Chairman of Banyan Tree Holdings Ltd; and
Professor Kaye Chon, SHTM Dean and Chair Professor.

Mr Ho Kwon Ping

Professor Tong commented on how fitting the theme of the evening was, given that the
SHTM “set a new standard” for education in its field. He also pointed to the rapid rise
to prominence of Hotel ICON, which has “become an internationally-known hotel with
great recognition” that was also “the first teaching and research hotel of its kind in the
world”.
Mr Ho related how on a recent tour of the School he saw “many innovations which many
experienced hoteliers would have marvelled at for their ingenuity”. He also explained that
the “SHTM has continually created new, and nurtured existing ties, between industry and academia for the advancement
of global hospitality and tourism”.
Professor Timothy W. Tong

Dean Chon drew the audience’s attention back to the SHTM’s anniversary, remarking
that “today is a day of celebration”. Where a decade ago the School’s vision had been to
be ‘Leading Asia in Hospitality and Tourism’, it was now more ambitiously ‘Leading
Hospitality and Tourism’. He remained very humble about his role in the transformation,
commenting that “it is our faculty members and our staff, our students and alumni and
our industry supporters who made this vision come true”.

Professor Kaye Chon
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35th Anniversary Gala Dinner

learning and discovery inspired in hospitality and tourism
graduates as they move throughout the world.
SHTM students also delighted guests with a musical
performance, with Professor Tong joining them on electric
guitar later in the set for an instrumental and two Beatles
classics – ‘Happy Birthday’ as tribute to the School’s
anniversary, and ‘Twist and Shout’, which encouraged
faculty members to dance enthusiastically on stage.
Global 2014 & 11th ATF Student Organising Committee

With the rapid growth of tourism in Asia, Dean Chon
continued, the School was “at the right place at the right
time” to continue building on its vision. He explained that
“it is important for us to continue innovating and create
impact” in what he called the ‘Starbucks effect’, pointing
to how the Seattle-based global chain had transformed its
industry by setting a price point for coffee below what was
previously profitable. Now all chains have reorganised to
do the same. The School’s mission, Dean Chon said, “is to
create a Starbucks effect for hospitality and tourism”.
The impact that the School has had to date was evidenced
earlier in the day, with the launch of Leading the Way – The
Story of SHTM and Hotel ICON. Provided to assembled
delegates and guests at the dinner, the book documents the
School’s exciting journey in building not only a purpose
built and driven hotel in Hotel ICON, but also in creating
a new paradigm of a full-service commercial hotel fully
integrated with a hospitality and tourism school.

Live performance by PolyU President Timothy W. Tong and students
delighting the audience.

As a closing spectacular, the Global 2014 & 11th ATF
organising committee presented ‘Professors and Students
Unlike Any Other’, a rousing dance performance. The
audience applauded and cheered with glee as Dean Chon
danced up a storm alongside former and current students
of the Special Events Class that staged the conference,
featuring first as a man in black amid strains of Michael
Jackson’s ‘Billie Jean’ and then reappearing in white for
Jackson’s ‘Beat It’.

Unparalleled Entertainment
As the delegates and guests settled into a delectable
seafood-based dinner accompanied by exceptional wines
from Chile, Italy and New Zealand, they had the pleasure
of watching sand painting artist Ma Wing Cheung at
work. Mr Ma used an illuminated glass-topped table,
with images projected on stage, to depict the passion for
HORIZONS

With more student organisers and SHTM staff taking
to the stage, the evening built to a crescendo of energy,
dynamism and experiences out of the ordinary – a
fitting finale for the conference, and for the School’s
35th year.  

Hotel ICON

Award Highlights Innovation at

Hotel ICON

I

nnovation is a critical part of the drive to improve
organisations and entire industries. At Hotel ICON,
the SHTM’s fully integrated teaching and research
hotel, innovation not only advances the School’s worldleading education model but also delights guests. The
hotel’s efforts were recognised globally in January with the
receipt of a United Nations World Tourism Organisation
(UNWTO) Ulysses Award for Innovation in Enterprises
2013.
The Ulysses Awards for Excellence and Innovation
in Tourism are presented annually to recognise the
outstanding efforts of tourism leaders from around the
world. Hotel ICON was one of four finalists in contention
for the Innovation in Enterprises award, which honours the
world’s most sustainable and profitable tourism initiatives.
At a ceremony in Madrid on 22 January,
the hotel was named second runner-up
in its category. Mr Richard Hatter, Hotel
ICON’s General Manager, commented
that “we are honoured to have received the
UNWTO Ulysses Award for Innovation in
Enterprises”. He went on to explain that the
hotel “is an important facility in training
the next generation of hoteliers”, driven
to become a global centre of excellence
in hospitality and tourism education and
research.

Hotel ICON was among the honourees at the prestigious UNWTO Ulysses
Awards

Students in the Elite Management Programme: (from left) Violet Tan, Jeannie
Au, Angel Meng, Stephen Tai, Charlotte Lee, Krusty Li and Yuki Chan

Nurturing Leadership

Positioned at the heart of the SHTM’s innovative education
model, Hotel ICON hosts 150 students each year. It also
allows higher achieving students from the BSc(Hons)
in Hotel Management and BSc(Hons) in Tourism
Management programmes to advance their skills sets in
the Elite Management Programme. From June to August,
selected students rotate through the hotel’s six divisions,
and from the following January to August they shadow
the Head of one division, gaining invaluable managerial
insights.
Ms Aastha Narang, Education and Talent Development
Manager at Hotel ICON, explained that the students are
subject to a long assessment. They pass through a threephase process in which an aptitude test judges “the logic and
rationale of the students”, a group discussion detects “top
leadership, the ability to drive a group, confidence levels
and their awareness of divergent subjects” and a “JAM”
or “just a minute” assessment judges “their versatility and
on the spot thinking”. Applicants are then shortlisted for a
panel interview.
The seven exceptional students who have just finished
the first phase of the programme this year are Violet Tan,
Jeannie Au, Angel Meng, Stephen Tai, Charlotte Lee,
Krusty Li and Yuki Chan.
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Hotel ICON

At the Master’s level, Hotel ICON is hosting students
participating in the SHTM’s second-year Management
Practice course. “This is the first time that we have had
Master’s degree students interning with us, and we selected
five,” Ms Narang said. The students will spend six weeks in
an operational area and six in an administrative department.

Entries will be judged on functionality in design and
creativity in implementation. The professional winner
may have their design used in one of the rooms, and the
student winner will be given the opportunity to develop
their design during a mentoring internship at Conran and
Partners in London.

These students come to the hotel with a certain amount
of industry experience, but they are ready to gain new
perspectives. Jack Kaale from the MSc in International
Tourism and Convention Management programme
has already completed his internship, and Elina Jiang,
Lyonel Xia, Richie Wong and Tina Qin from the MSc in
International Hospitality Management programme began
theirs this month.

Building a House of Innovation

Other significantly innovative elements of Hotel ICON
are its three Tomorrow’s Guestrooms. As Mr Hatter
explained, the rooms “have been built for experimentation
of advanced concepts and creative ideas.” Following
a successful competition aimed at hotel suppliers and
providers in design, technology and well-being in 2013, a
competition will be held this year for design students and
interior or hotel design professionals, taking the theme
‘The Room of the Future’.

Timeless Lounge

The competition’s outcomes will further enhance the hotel’s
status as a ‘House of Innovation’, building on touches that
already enhance the guest experience. One example is the
hotel’s Timeless Lounge, an elegant environment open
twenty-four hours a day where guests can relax, snack or
even shower before check-in or after check out.
Also significant is the hotel’s mini-bar policy. As Professor
Kaye Chon, Dean of the SHTM, explained, “one particular
guestroom feature I insisted on is the complimentary minibar”. This, he said, negates the very many disputes that can
arise about mini-bar use.
Dean Chon recalled a comment from one American guest:
“when I travel and look at the in-room mini-bar, I am
reminded of Hotel ICON and ask myself why other hotels
are not doing it.” In time they will. At Hotel ICON, the
future is being created today.  

“Tomorrow’s Guestrooms” competition 2013: Organising Committee and
representatives of the eight winning companies
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Career Day 2014
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Employers
Flock to
Career Day
The SHTM held another of its successful career days
on 28 March, attracting 50 hospitality, catering and
tourism organisations from Hong Kong and abroad. With
exhibition booths offering information about potential
careers, undergraduate and graduate students alike had the
opportunity to start planning their careers in the hospitality
and tourism industry.
The School would like to thank the participating
organisations for their contributions to a very successful
event.  
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Accor Hotels Hong Kong
AsiaWorld-Expo Management Ltd
Auberge Discovery Bay Hong Kong
Beef & Liberty (Hong Kong) Ltd
China Travel Service (Hong Kong) Ltd
Conrad Hong Kong
Discovery Bay Clubs
Four Seasons Hotel Hong Kong
Hong Kong FRHI Hotels & Resorts
Galaxy Entertainment Group
Harbour Plaza Hotels & Resorts
Hong Kong Airport Services Ltd
Hong Kong Convention and Exhibition Centre
Hong Kong Disneyland
Hong Kong Wing On Travel Service Ltd
Hotel ICON
Hyatt Hotels Corporation
InterContinental Hotels Group
Kuoni
Langham Hospitality Group
L’hotel Management Company Ltd
Lotus Tours Ltd
Mandarin Oriental Hotel Group
Marco Polo Hotels
Marriott International Inc
MGM Macau
ONYX Hospitality Group
Ovolo Group Ltd
Panda Hotel
Pentahotel Hong Kong, Kowloon
PizzaExpress (Hong Kong) Ltd
Regal Hotels International
Rhombus International Hotels Group
Sands China Ltd
Select Service Partner Hong Kong Ltd
Shangri-La Hotels and Resorts
Sino Group of Hotels
Starwood Hotels and Resorts
Swire Hotels
Swire Travel Ltd
The Clearwater Bay Golf & Country Club
The Hong Kong Club
The Hong Kong Jockey Club
The Luxe Manor
The Mira Hong Kong/Mira Moon
The Park Lane Hong Kong
The Peninsula Hotel Ltd
The Ritz-Carlton, Hong Kong
The Royal Garden
Travel Industry Council of Hong Kong
School of Hotel and Tourism Management
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SHTM Graduates

SHTM Style at the Shangri-La

N

ot every hospitality graduate gets the chance to
launch a career in a five-star hotel, but SHTM
graduates are often ahead of the curve. Four of
our graduates recently took time out of their busy schedules
to speak about their blossoming careers with the Kowloon
Shangri-La, enthusiastically relating their achievements,
reflecting on their challenges and recalling the boost that
the SHTM gave them.
The hotel has taken on nine fresh SHTM graduates in
recent years, with these four epitomising the attitudes and
ambitions of the whole group. All are graduates of the
School’s BSc(Hons) in Hotel Management programme,
with Kirsten Leung now serving as the hotel’s Assistant
Events Manager, and Vivian Hung serving as Chinese
Operations Administration Coordinator. Chloe Mok has
been Communications Coordinator since graduation, and
Calvin Yuen was recently promoted to Service Manager at
Shang Palace restaurant.
The striking thing about the group, who are constantly
working “together on a collaborative basis” in Calvin’s
words, is the simplicity with which they describe their
daily tasks. They all communicate clearly and effectively,
which is critical in their line of work. Kirsten explained
that when she pulls together the details of events, she needs
to coordinate everything from the chefs to housekeeping
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and even engineering. Without effective internal
communication, she could not ensure the ultimate goal of
any event – to “satisfy customer needs”.
Such is also the case for Vivian, who acts as an intermediary
between the hotel’s Chinese restaurant and banqueting
service and the rest of its operations. Although she said that
her “biggest challenge is that calls are from everywhere”,
she manages to coordinate and communicate menu ideas,
the realities of kitchen capacity and promotional details
under heavy time pressure each day.
Chloe highlighted another important outcome of effective
communication that might not be immediately apparent.
Aside from preparing advertising material, she also works
with the media representatives who cover Shangri-La
promotions. This, she said, involves honing particular
messages and knowing that to gain support from the media
she needs to “build good relationships with them”.
A focus on relationship building is also an important
part of Calvin’s job. He explained that Shang Palace sees
both newcomers and regular guests, and it is important
to connect with both. “Every day we need to build up
relationships with newcomers to make them our regular
guests, and also to maintain relationships”, he said.

SHTM Graduates

The SHTM Edge
While on the job training has obviously benefited these graduates, another
critical factor has been the experience and learning they gained while at the
SHTM. Chloe, Vivian and Kirsten, for instance, all took the Special Events
course in their final year and were involved with the student organised and
managed conferences that have become a feature of the School year.
Chloe, who served as Executive Officer of the Publicity
Committee for the 11th Asia Pacific Forum for Graduate
Students Research in Tourism and International Convention
& Expo Summit 2012, explained that the conference gave
her much needed initial experience. Vivian, overall Project
Coordinator for the same conference, said
that she gained effective training for staying
Chloe on message. Kirsten, who was Leader of
the Sponsorship Committee for the 9th
APacCHRIE Conference in 2011, said that she had many
chances to communicate with sponsors. “At that time I started
to build up some networks with them”, she said, which gave her
Vivian
“a better understanding of the step up of the whole industry”.

Kirsten

“Take every chance to learn and explore” was Kirsten’s
advice to new SHTM students, pointing to the many
exchange, internship and overseas study tour opportunities
on offer. Chloe added that new students would definitely
need to prepare themselves well “because the hotel industry
is really challenging”.

Calvin spoke enthusiastically about the
value of the School’s mentorship programme, saying that
he still seeks advice from his mentor, a senior hospitality
executive. As Vice President of Young Skål, a society dedicated
to supporting young professionals and students in hospitality
and tourism, Calvin is particularly attuned to the importance
of nurturing emerging talents. He commented that “there are
lots of opportunities” in the growing Hong Kong hotel sector,
“and more important is that the industry is taking ideas from
the young generation.”

Calvin

Conversely, fresh graduates “have to be willing to learn”, commented Vivian, and
need to “work from the bottom of the hierarchy” before they can lead.  Chloe
added that despite its challenges, working in the sector was “really rewarding”.
Hospitality is a people industry, she said, and good feedback from guests is
what drives her on. The School is proud to have these fine young hoteliers as its
graduates, and is sure that much career success lies ahead for them.  
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Knowledge Sharing in India

F

eeding knowledge and experience forward to the
industry is a key element of the School’s unique
educational and research vision. From March to
May this year, three SHTM academics had the opportunity
to do just that in New Delhi as part of an Executive
Development Programme delivered at the request of the
Hotel Association of India.

Professor Bob McKercher (first row, middle)

meant accepting responsibility for the safety and security
of customers, staff and assets, developing organisational
prevention and crisis management plans, and ultimately
becoming a “Master of Disaster”.

Dr Markus Schuckert (left) listening
to a participant’s presentation

Envisioned as a series
of interactive, one-day
training modules spaced a
month apart, the programme targeted progressive middle
to senior level hotel executives. The first module, delivered
on 28 March by Dr Markus Schuckert, highlighted the
importance of social media to hospitality, stressing that
rather than being hype, “it is a widespread reality influencing
our daily life and daily business activities”. Drawing on
research results, cases and industry examples, Dr Schuckert
led participants to understand how they could drive social
media efforts away from being ‘me too’ exercises toward
being strategy-based management operations.
The
second
module,
delivered by Professor Bob
McKercher on 24 April,
emphasised the need for
hoteliers to be prepared
to encounter all manner
of crises and deal with
them effectively. This,
Professor
McKercher
noted to the participants,

HORIZONS

The programme rounded out on 30 May with
Professor Brian King leading participants
through a module on how the evolution
of Chinese tourism could provide lessons
for India. Given that China is expected to
produce 100 million outbound tourists
annually by 2015, the assembled hoteliers
had the opportunity to gain important
insights into how they could “attract more Chinese visitors
and provide appealing and relevant services”, according to
Professor King.

Professor Brian King (first row, second from right)

All three modules were highly interactive and very well
received, with all participants awarded a joint Hotel
Association of India-SHTM Certificate of Completion.
The School is proud to have been able to help advance the
hospitality and tourism industry elsewhere in Asia, and is
continually seeking opportunities to do so in the future.  

MSc Programmes

Mastering Industry Relevance

T

he Master’s programmes offered by the SHTM are renowned for
the quality of their educational experiences and the calibre of their
graduates. Innovation and responsiveness to industry needs are critical
to the programmes’ success. A very timely Master of Science (MSc) in Wine
Management is set to expand the School’s offerings next year, alongside a
ground-breaking MSc in Global Hospitality Business delivered in conjunction
with two leading international hospitality schools.
Commenting on the demand for the established
programmes, Professor Brian King, Postgraduate
Programme Director, said that “about ten people apply
for each place”. Students tend to have two to three years
of industry experience, so they are building on a solid
foundation of practical knowledge.
This head start ensures that the programmes can focus
on industry-relevant learning. The MSc in International
Professor Brian King
Hospitality Management develops international leaders,
educators and researchers for the global hospitality sector, challenging them
to shift what they have learned in the classroom to the workplace. The MSc
in International Tourism and Convention Management develops students’
knowledge and management skills by blending strategic perspectives with
effective implementations in the tourism and convention sectors.
Hong Kong Programme Leader, Dr Sylvester Yeung, commented that the
“student-centred, student-oriented” structures of the programmes, along with
many opportunities for interaction, allow the effective “exchange of experiences
and insights into particular topics”. Both programmes, and the Executive Masters
in Global Hospitality Leadership, also combine their international outlooks with
a focus on the Asian context.

Dr Sylvester Yeung (first row, fifth from left) and MSc students
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MSc Programmes

New Programme to Meet Wine Business
Demand
A similar focus led the School to propose an MSc in Wine
Management programme recently. To welcome its first
student intake in 2015, the programme will benefit from
increased interest in wine throughout Asia. Programme
Leader, Professor Haiyan Song, commented that there
has been “phenomenal growth of demand for wine in this
region” and that “Hong Kong has become a hub of the
wine trade in Asia”.
The School already has experience in offering lifestylerelated wine programmes through its Food and Wine
Academy, but this programme will be the next step up
into professional education. Professor Song explained that
“there is increasing demand for wine trade personnel” in
Asia, but no other Master’s programme to enhance their
professional competence and strategic thinking.
Targeting middle to senior management, the programme
will be available in both full-time and part-time modes.
It will draw on PolyU’s network of alumni in both the
mainland and Hong Kong, wine experts and relationships
with major players in the wine growing and production
sector to offer courses formed around three main axes:
professional, technical and international.

Tripartite Agreement for the World Stage
Pushing the SHTM’s innovative education model further
into the international arena, a second Master’s programme
to be launched in 2015 will be offered in conjunction
with Ecole hôtelière de Lausanne (EHL) and the Conrad
N. Hilton College of Hotel and Restaurant Management
(CNHC) at the University of Houston. The three parties
signed an agreement to launch a tripartite MSc in Global
Hospitality Business on 20 May.
SHTM Chair Professor and Dean Kaye Chon explained
that the idea for the three-way programme was an extension
of an earlier decision “to establish a strategic partnership on
many fronts of higher education in hospitality and tourism”
with EHL. Dr Fabien Fresnel, EHL Dean of Education and
Research, said that the programme will enhance students’
“ability to become the next generation of business leaders
who can think global and act local”.
The three institutions will develop a common curriculum
for the degree, with Dean Chon explaining that “students
from Europe, Asia and North America will spend one
semester in each of the three continents”. Professor John
Bowen, CNHC Dean, suggested that “this innovative
educational strategy will enable participants to effectively
lead organisations in a world that has become very
connected”.
Hong Kong Programme Leader Dr Catherine Cheung
elaborated that the programme would help students “to
understand the global, economic, political, social and
cultural forces that shape hospitality organisations”, allowing
them to “build a collaborative, professional network that
serves both their careers and also the wider hospitality
stakeholder environment”. On graduation, they will
receive a Master of Science in Global Hospitality Business
degree from their home institution and a Certification of
Completion issued by the other two partners.
This unique programme will most
definitely be a pioneering effort on the
world stage.  

Signing of the Tripartite Agreement:
(from left) Dean Fabien Fresnel of
the EHL, Dean Kaye Chon of the
SHTM and Dean John Bowen of
the CNHC
HORIZONS

Research Horizons
Highlights of Recent Research by the SHTM
Volume 8. Issue 2. September 2014

Promotion-Focused Advertising Increases Firm
Risk for Restaurants
Advertising expenditures lead to increased risk for publically
listed firms in the US restaurant sector, argue the SHTM’s
Dr YongHee Kim and co-authors in a recently published
research paper. The researchers analyse the financial data
of firms listed as ‘retail-eating places’ by the US Securities
and Exchange Commission and find that contrary to
intentions, advertising expenditure actually increases
total and firm-specific risk. Restaurants, they argue, need
to change the focus of their advertising from short-term
promotion-related gains to the “unique benefits” they offer
to “enjoy more stable cash flows”.

Advertising and Firm Risk

“Advertising expenditures”, write the researchers, are
usually considered to be “an essential budget item for a
firm”, with effective advertising increasing the firm’s
profitability, intangible assets such as brand equity and
customer awareness, and thus increasing stock returns.
Publically listed restaurant firms in the US spend millions
of dollars annually on advertising – US$607 million in
the first six months of 2011 alone. Yet, it has never been
entirely clear whether such efforts produce the desired
results.
Although advertising can build brand equity and help to
reduce the cost of retaining customers, the flip side of this
situation is the potential risk that publically listed restaurant
firms face when they commit to advertising expenditure.
The researchers delineate three types of relevant risk: total,
systematic and unsystematic. Total risk is the “variation
of historical stock returns of a firm”, and reflects investor
uncertainty over future cash flows. More specifically, as
the researchers put it, “total risk erodes an equity holder’s
value and impedes a firm’s strategic management”. In other
words, investors avoid firms with higher total risk.

School of Hotel and Tourism Management

Systematic risk is manifested in the extent to which
movements in the prices of restaurant stocks are associated
with general stock market movements, which are usually
caused by “market-level economic factors” such as
recessions, inflation or interest rate changes. Unsystematic
risk, in contrast, “is the variability of historical stock returns
unexplained by the stock market movement”. It reflects
how firm-specific events such as product or service defects
affect stock returns.
The effects of marketing strategies on unsystematic risk
have not received sufficient attention, argue the researchers.
They suggest that “expenditures used for sales promotion
or price-oriented media advertising” could actually increase
unsystematic risk, given that they are focused on shortterm results. This is the case simply because “restaurant
customers attracted mainly by a discounted price or sales
promotions are likely to switch to other restaurants when
the promotion ceases”.

US Restaurant Firms in the Spotlight

The researchers thus set out to determine whether restaurant
firms have short- or long-term goals when advertising, and
how that affects the level of risk they face as determined by
stock price volatility. Their main conjecture was that the
“advertising expenditures of restaurant firms increase their
total, unsystematic, and systematic risk given promotionoriented ad spending increases the volatility of future cash
flows”. They collected financial report and daily stock
return data for 89 publically listed US restaurant firms
over the 1982-2008 period, obtaining 575 usable firm-year
observations.
A key consideration in analysing the data was “the extent to
which a firm allocates its available resources to advertising”.
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In general, the firms spent 5% of their total assets on
advertising, suggesting a sizeable commitment across the
board. Also considered were firm size, the extent to which
the firms were leveraged and thus able to repay debt, return
on assets and the market-to-book ratio for each firm, which
“indicates investor expectations of greater future cash flow
growth”.

Risky Advertising Strategies

Against the grain of common expectations, the researchers
found that advertising expenditures were significantly
related to total risk – variation in historical stock returns
– and firm-specific unsystematic risk, but not marketlevel systematic risk. They explain the latter finding by
suggesting that larger amounts of advertising, regardless
of whether it is short- or long-term oriented, may create
investor “familiarity” with a stock that buffers its sensitivity
to market movements.
Yet in terms of firm-specific unsystematic risk, the market is
much more interested in the type of advertising expenditure.
The researchers argue that generally, “investors consider
high advertising spending of restaurant firms as a signal
of high volatility of future profits”. More specifically, it
seems that the stock market does not view the promotional
type of advertising in which these firms generally engage to
build firm equity, a key market-based asset.
Returning to the concept that short-term advertising
strategies increase customers’ price sensitivity, the researcher
note that when this occurs “their advertising harms the
stability of future earnings and increases the cost of capital
for funding the firms’ operations in the long run”. In short,
price-based promotions harm publically listed restaurant
firms.

What, then, is the way forward? “Restaurant firms may
need to shift their advertising focus from price competition
and sales promotion to product differentiation”, the
researchers believe. Customers are willing to pay a
premium for healthier and other specialty items, and thus
advertising messages that emphasise the particular benefits
that a restaurant has to offer customers are likely to have
a larger impact on firm value than those emphasising
usual offerings at slightly lower prices. Yet the researchers
do caution that they did not differentiate the firms they
considered by segment, such as fine dining establishments
versus fast food outlets, and there may be some variation
in the firm risk that advertising expenditures pose to
individual firms.

Implications for the Hospitality Sector

Ultimately, as the researchers put it, their findings
“provide restaurant firms with a better understanding of
the effectiveness of their current advertising campaigns in
terms of risk reduction”. With advertising expenditures
that not only fail to reduce risk but actually increase total
and unsystematic risk, restaurants’ experience should
sound a more general warning to the entire hospitality
section. The researchers express the hope that their efforts
will “encourage managers in hospitality firms to look into
their advertising expenditures and help them to allocate
their marketing budgets more effectively”.

Points to Note
n

The effectiveness of advertising expenditures
should be determined by the level of risk they
generate.

n

Most advertising by publically listed restaurant
firms in the US is price- and promotionorientated and focused on the short term.

n

These advertising practices increase total and firmspecific risk over the long term, as reflected in
stock price variations

n

Advertising focused on product differentiation is
likely to reduce such risk.

Product Differentiation the Way Forward

Although price promotions may bring immediate
increases in customer traffic, they do not boost customer
loyalty. Hence, suggest the researchers, they “may raise
advertising costs with little contribution to the creation of
market-based assets”. The short-term focus of restaurant
advertising also leads to another problem – promoting
“the consumption of unhealthy food”, which “undermines
public health”. This, in turn, leaves listed restaurant firms
open to charges of social irresponsibility and creates
negative reputational effects that will ultimately influence
their market performance.
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Kim, Yong Hee, Kim, Min Chung and O’Neill, John W.
(2013) “Advertising and Firm Risk: A Study of the
Restaurant Industry”. Journal of Travel & Tourism
Marketing, Vol. 30, No. 5, pp. 455-470.

School of Hotel and Tourism Management

Research Horizons

Volume 8. Issue 2. Sep 2014

Online Customer Reviews Key to Understanding
Customer Satisfaction
Online customer reviews can provide crucial aid to
hotel managers in understanding the drivers of customer
satisfaction, argue the SHTM’s Professor Rob Law and coauthors. In an article published recently, the researchers
examine the content of online hotel reviews, identify the
hotel features to which customers attach most importance,
and highlight those features with which customers are most
and least satisfied. The analysis, suggest the researchers,
reveals a number of areas that hotel managers may wish to
consider in the drive to “improve their hotels and satisfy
more customers”.

Reviews Crucial Sources of Information

According to the researchers, understanding the features
and services that customers value most highly is the
“crucial point” in achieving customer satisfaction in the
hospitality industry. They define customer satisfaction as
“levels of service exceeding expectations”, and note that
it is most often assessed through customer surveys. Yet
surveys have noticeable limits in this context. They cannot
provide a full picture because the important features that
might influence customer satisfaction need to be decided
in advance, so that they can be included for evaluation.
A second problem, argue the researchers, is that asking
customers how satisfied they are with particular features
does not indicate which features those customers actually
pay most attention to when evaluating a hotel.

managers seeking a strategic edge on their competitors
in emerging markets such as China. The researchers thus
looked into the Chinese market “to illustrate that online
hotel reviews can be used to identify determinants of
traveller satisfaction” and to provide hotel managers with
specific “guidance on how best to improve satisfaction”.

Content Reviewed

To collect a sufficiently large number of reviews, the
researchers turned their attention to daodao.com, the
official Chinese website of TripAdvisor, one of the earliest
adopters of user-based content. From the site they collected
42,866 online reviews of 774 star-rated hotels in Beijing,
China. They then analysed the review content to identify
the specific factors that influenced customer satisfaction
and counted how many times each feature was mentioned
as an indication of how important it was to customers.
Next, the researchers examined customers’ “emotional
responses” to the hotels by separating the reviews into
“positive”, “neutral” and “negative” to indicate whether
the customer “thought the service exceeded, met and did
not meet their expectations”. Finally, they compared the
reviews for luxury (four and five star) and budget (three
star or below) hotels.

Areas for Improvement Indicated

Given this situation, an alternate method of determining
customer satisfaction with hotels is needed. The online
review seems to be a promising candidate, although it
has gained insufficient research attention to date. The
researchers note that the number of online hotel reviews
in China, for instance, increased by 45% in 2010, and
this “exponential growth” in their popularity reflects the
importance that consumers attach to the “power of word
of mouth”.

The hotel features that customers rated most highly and also
attached high importance to were transport convenience,
food and beverage management, convenience for tourist
destinations and value for money. The researchers suggest
that “hotel managers should retain service performance” in
these areas to maintain high levels of customer satisfaction.
One interesting suggestion is that hotels could provide
additional low-cost services such as “hand-drawn maps”,
which customers would appreciate because they give high
priority to proximity to tourist destinations.

Even more importantly, online review sites offer a
“potentially rich source of information” on consumer
behaviour, including the hotel features that customers
consider to be most important and how highly they rate
those features. This information could be vital to hotel

The features of the hotel room itself were mentioned most
often in the reviews, indicating that customers attached
the most importance to the room when providing a review.
Yet despite their importance, room features were at the
bottom of the rankings in terms of satisfaction, with most
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customers expressing dissatisfaction with the room size,
decoration and comfort of the bed. The researchers suggest
that hotel managers should “focus on these factors and
make immediate improvements”. Although there is little
they can do about size, focusing on other areas such as the
“layout of rooms” would improve customer satisfaction.

hotel customers rated sound insulation more highly than
budget hotel customers, which the researchers suggest is
because budget hotels “have smaller rooms to save costs”
which inevitably leads to poor sound insulation. Creating
a quiet environment would be a “good weapon” for owners
of budget hotels to attract more customers, they suggest.

Another area that the Beijing hotels should concentrate on
improving is their customer service, as service performance
generally failed to meet customers’ expectations. The
online reviews indicated that customers were often
disappointed with the attitudes of hotel staff, the speed
of the check-out process and careless housekeeping. The
researchers explain that these are “basic attributes” that
hotel customers expect, and so should be the focus of
immediate improvements.

Luxury hotel customers, in contrast, were less satisfied
with cleanliness and maintenance, particularly bathroom
sanitation and bedding replacement. In this light, the
researchers pointedly remind luxury hotel managers of
a simple tenet of customer care: that it is important to
“clean rooms more frequently and carefully”.

Areas of Marginal Gain

Shifting from the factors that customers considered
most important to their satisfaction, factors such as the
presence of a network and parking were generally rated as
satisfactory but fewer customers mentioned them. As the
researchers suggest, managers looking to cut costs could
“reduce the performance of these factors” with little effect
on overall customer satisfaction.
This narrowing of focus could also be applied to factors
that customers indicated they were dissatisfied with if
those factors were not sufficiently significant. For instance,
the researchers note that even though customers expressed
general dissatisfaction with hotel lobbies, bathrooms, air
conditioning and television, these were not considered
particularly important features. Hotel managers who
improved such areas could please some customers, but
doing so would have only “marginal efficiency” on overall
customer satisfaction.

Toward Review-Informed Strategies

Although the reviews unambiguously indicated that
Beijing hotels “still have a long way to go” in improving
customer satisfaction, the researchers acknowledge that
their findings should be “interpreted cautiously”. There
might be, they argue, important information still to be
gleaned from the people who do not write online reviews.
Yet the researchers’ efforts do demonstrate that usergenerated online content can be used to explore customer
satisfaction and in turn give hotel managers “a better idea
of the priorities of key factors that influence customer
satisfaction”. This, they argue convincingly, can help
managers to “make strategic decisions” about how best to
spend their finite resources.

Points to Note
n

Online hotel customer reviews offer information
crucial for determining customer satisfaction.

n

Reviews of Beijing hotels indicate distinct
areas for improvement and others in which
improvement would only have marginal effects on
satisfaction.

n

Overall, luxury hotel customers are more satisfied
than budget hotel customers, but no less critical.

n

Online reviews should feature in hotel managers’
strategic decision making.

Luxury Hotel Guests More Satisfied

Overall, the customers who wrote reviews on luxury hotels
were more satisfied than those who wrote them on budget
hotels. According to the researchers, this indicates that the
“standards and minimum facilities” of budget hotels “do
not match the price”, and that customers of these hotels
expect better service.
Although the customers of both types of hotel were in
agreement about the importance and satisfaction levels
of many features, there were “subtle differences across
customers staying in luxury and budget hotels”. Luxury
4
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Distance Differentiates Business Travellers
The business tourism market is not homogenous, show
the SHTM’s Professor Bob McKercher and Grace Ho in
a recently published research paper. The “filtering effect”
of distance influences the tourist profiles and behavioural
patterns of business visitors from short- and long-haul
source markets. Focusing on in-bound tourists to Hong
Kong, the researchers reveal that despite general similarities,
the two types of visitor have different profiles and travel,
activity and expenditure patterns. Knowledge of these
differences, they argue, will be beneficial to hospitality and
tourism enterprises and the local destination marketing
organisation.

Travel Distance “Filters” Tourists

Knowledge about who travels to a destination and
how they behave once there can be vital to the tourism
industry. The researchers point out that one important
factor influencing the profiles and behaviour of tourists
from source markets is the distance travelled to reach a
destination. Travel distance can act as a “filter”, they write,
because long distances effectively exclude certain people.
For instance, long-haul visitors are more likely to travel
alone or with their spouses, whereas short-haul visitors are
more likely to travel with relatives, friends and business
associates. Offering a local example, the researchers note
that long-haul visitors are more likely to “explore Hong
Kong’s cultural heritage”, while short-haul visitors tend
to engage in activities that reflect “rest, relaxation and
escape”.
There is, however, a particular type of travel that should be
differentiated within this overall picture. Business travel
is “fundamentally different” from pleasure travel, suggest
the researchers, given its “non-discretionary nature” and
because business trips are often paid for by employers
rather than the travellers. Consequently, what the tourism
industry knows about leisure travellers might not be
applicable to the business tourism sector.
The researchers thus set out to “compare and contrast
the profile of business tourists from short- and long-haul
markets” to discover whether there are any differences in
the behaviour of the two groups. If there were differences,
the point was to determine “whether they can be attributed
to the intervening effect of distance”.
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Visitors to Hong Kong Considered

The researchers selected 14 major source markets for
inbound travel to Hong Kong and classified them into
short- and long-haul according to physical distance and air
travel time from the destination. The short-haul markets
were Taiwan, Japan, South Korea, Indonesia, Malaysia,
Philippines, Singapore and Thailand, and the long-haul
markets were the USA, Canada, the UK, Germany, France
and Australia.
Next, the researchers collected tourism-related
information from the Hong Kong Tourism Board’s Visitor
Profile Report – 2010. The report is based on interviews
with travellers leaving the city, and includes information
on a wealth of travel-related items such as the places that
tourists visited and the activities they participated in, the
shopping items they bought, their spending patterns and
satisfaction with their trip.

Distance Travelled Influences Visitor Type

In a general sense, the distance travelled seems to have
had a bearing on whether a tourist was likely to visit
Hong Kong for business. The researchers note that only
up to a quarter of visitors from short-haul source markets
were businesspeople, with up to two-thirds visiting for
pleasure. Yet there was a discrepancy worth noting: Japan
and Singapore were sources of more business tourists than
their short-haul counterparts.
For the long-haul markets, the percentages of business
tourists increased to around one third of the total, but
pleasure tourists still constituted around half, depending
on the market. The researchers point out another two
interesting discrepancies here. As Hong Kong is the first
major northward destination for Australian travellers
despite the distance, they tend to have profiles similar to
short-haul travellers. Canadians similarly complicate the
picture, given the number who visit relatives in Hong
Kong as a direct effect of increased migration to Canada
before the handover of Hong Kong’s sovereignty to China
in 1997.

Not All Business Tourists are Alike

Turning their full attention to business tourists, the
researchers note that “while the profile of the long-haul
business market is largely internally consistent, the profile
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of the short-haul business market is not”. Short-haul
business tourists tended to be in their early forties, but
other characteristics varied. There was some difference
between source markets in terms of whether these people
travelled together or alone. Korean, Singaporean and Thai
business tourists were likely to travel with others, but their
Japanese and Filipino counterparts were not. There were
also more women business visitors from the Philippines
(40% of the total), but many fewer from Japan and Korea.
In contrast, long-haul business tourists tended to have a
more distinct profile. They were older than their shorthaul counterparts, with a mean age of 45, most travelled
alone (from 57 to 62% depending on the source market),
and there were dramatically fewer women among them.

Distance Determines Behaviour

Not surprisingly given the nature of the travel involved, the
researchers write that few business travellers participated in
sightseeing and recreational activities while visiting Hong
Kong. For instance, across all source markets, less than
20% of them visited popular attractions such as the Peak
Lookout and the Star Ferry, and fewer than 10% visited
theme parks. Yet, “short-haul business tourists engaged in
far more discretionary expenditure than their long-haul
counterparts”. These tourists visited theme parks slightly
more often and were more active shoppers, with more
cosmetics and leather goods bought as a reflection of the
higher proportion of women tourists.
Long-haul business tourists, of whom only up to a third
visited Hong Kong alone, seemed to see less novelty in
their visits. They did, however, ride the Star Ferry more
often and visited the Stanley market area more commonly
than their short-haul counterparts.
In terms of expenditure per person each night for an average
3-5 night stay, short- and long-haul business tourists
differed little, but there were significant differences in how
budgets were allocated. Among the short-haul business
tourists, hotel costs were only 30-40% of the overall
budget, whereas shopping took up 40-45%. In contrast,
the long-haul business tourists allocated 50-60% of their
budgets to accommodation and 3-5% to entertainment.
The researchers suggest that this discrepancy can be
explained by the age differences in the two groups, with
long-haul travellers more likely to be senior executives
with greater interest in better quality accommodation and
some entertainment.
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Differences Create Opportunities

Encouragingly, the researchers note that the business
tourists from both groups of source markets were
generally quite satisfied with their visits to Hong Kong.
This is an important point to make because it suggests
that if hospitality and tourism operators understand
that business travellers are not homogeneous, they could
develop targeted products and services. Hotels, for
instance, could “consider the source of the tourist when
developing in-house and in-room services”. The local
destination marketing organisation could also better
target business tourists rather than solely emphasising
meetings, incentives, convention and exhibition services.
“Opportunities exist to increase yield through focused
efforts that recognise differences between segments”, the
researchers conclude.

Points to Note
n

Distance travelled has a “filtering effect” on
business tourists, influencing their profiles and
behaviour while in destinations.

n

Short-haul source markets send smaller
proportions of business tourist to Hong Kong
than do long-haul markets.

n

The two groups of tourists differ in terms of
demographics, behaviour and expenditure
patterns.

n

Tourism stakeholders in Hong Kong should
recognise this heterogeneity to better target
business tourist segments.

Ho, Grace and McKercher, Bob. (2014) “A Comparison
of Long-Haul and Short-Haul Business Tourists of
Hong Kong”. Asia Pacific Journal of Tourism Research,
Vol. 19, No. 3, pp. 342-355.
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Opportunities Abound for Medical Tourism
in Korea
To maximise the potential of its medical tourism
industry, Korea needs to maximise its strengths, “utilise
its opportunities, overcome its weaknesses and prepare for
threats”, argue Drs Samuel Seongseop Kim and Jinsoo Lee
of the SHTM. In a research paper recently published with
a co-author, the pair investigate the general trends in the
medical tourism market and how they affect Korea. By
identifying the strengths and weaknesses in the Korean
medical tourism industry, they show the path the country
could take to “become one of the premier destinations for
medical tourism” in the world.

Medical Tourism on the Rise

Medical tourism has become an increasingly important
sector in recent years. In 2010, six million tourists from
the US alone travelled abroad to receive medical care,
and this number is expected to increase to 23 million by
2017. The researchers note that approximately 45% of
medical tourists from the US travel to Asia, attracted by the
relatively low cost of medical care. Asian medical tourists
are also a huge potential market, as “93% of all medical
tourists originating in Asia remain in Asia”.
This is at least in part due to the economic fallout from the
Asian financial crisis in 1997. The researchers comment that
with “stunted national and regional economies”, several
countries in the region began to promote medical tourism
as “one means of increasing economic development”.
Thailand and India, the “vanguards in the international
tourism industry”, have since been highly popular with
medical tourists from both the US and Asia due to low
costs and high medical standards.
Korea, however, has yet to fully benefit from the Asian
medical tourism market. The researchers point out that the
country did receive 81,789 foreign medical tourists in 2010
for an annual growth rate of 36%, but their spending on
medical care amounted to only US$100 million. Compare
this to the US$1.4 billion that foreign patients spent in
Singapore during the previous year. Various challenges
must still be met before the country reaches the “level of its
advanced and well-established competitors”.
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The Situation in Korea

The researchers thus set out to fully understand the current
situation in Korea and “suggest measures to secure a
competitive advantage” over its competitors. They first
analysed content related to medical tourism in Korean
newspapers, magazines, advertising materials, websites and
government documents, and then conducted in-depth
interviews with experts in an “initial effort to explore the
overarching characteristics” of Korea’s medical tourism
industry.
Fifteen “primary stakeholders” from Korea’s medical
tourism industry were selected to participate in the
interviews, including two high-level officials from the Korea
Tourism Organisation, eleven administrative staff members
from the medical tourism sections of large hospitals and
two plastic surgeons. They were asked questions focused
on the traditional areas of SWOT analysis – strengths,
weaknesses, opportunities and threats – such as “What
opportunities could assist Korea in becoming a medical
tourism destination in Asia?” and “What solutions can you
suggest to overcome the obstacles and take advantage of the
strengths or opportunities that you identified?”

Strengths and Weaknesses

Drawing on the information they gained from the
interviews and publications, the researchers found that
Korea has “high-quality medical staff and offers advanced
medical services”. It is highly competitive in a number
of areas, including cancer surgery, and is well known for
its state-of-the-art technologies and medical staff in fields
such as cardiovascular care, robotic surgery and stem cell
treatments. Many patients seek treatment in hospitals that
specialise in particular treatments, such as ophthalmology,
fertility treatment and plastic surgery. These strengths are
being further boosted by the Korean government’s strong
support, with the aim of making the country “a major
medical tourism destination”, according to the researchers.
However, Korea does have major weaknesses as a medical
tourism destination. The researchers highlight the lack of
promotion in the industry, explaining that efforts currently
focus on highlighting “advanced medical technology or
7
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personnel”. Publicising the “outcomes of empirical medical
research”, they argue, would lead to better evaluations of
Korea’s medical institutions. Furthermore, government
agencies and institutions are not centralised, with each
local government having to “develop its own laws” and
“implement its own policies”. Such disjointedness reduces
the effectiveness of cooperative marketing ventures.
In overcoming these weaknesses, the industry would
benefit from marketing strategies that differentiate it from
its competitors in other emerging Asian economies. The
researchers suggest that more patient-oriented services
could be introduced, offering “one-stop services”. Medical
institutions should also take advantage of the “cutting-edge
IT offerings” that give them an advantage over counterparts
in countries such as India, Singapore and Thailand.
Other areas for improvement according to the researchers
include the lack of medical professionals in the industry.
Needed are professionals who should ideally be
“multilingual, understand other cultural backgrounds,
and be competent in both medicine and tourism”.
Further limitations are caused by the “lack of supporting
legal systems for medical visa issuance, medical disputes,
insurance, or indemnification”, with low levels of legal
liability not conducive to attracting medical tourists in
comparison to the situations in Thailand and India.

Opportunities and Threats

Conversely, the researchers identify opportunities for the
Korean medical tourism industry, given that it is part of
an international market experiencing “soaring demand”.
Currently, the global market is “estimated to produce
US$60 billion in business” with an annual growth rate of
20%. The Korean government is aware of this situation
and is providing strong support for the industry, recently
implementing a number of “strategies that aim to attract
more foreign patients”. Various institutions have also hosted
medical tourism conferences, international exhibitions and
tour programmes, all of which the researchers note are
“helpful tools for promoting Korean medical services”.

Saudi Arabia improve. The researchers also mention that
the “anti-Korean cultural movement among Japanese farright groups” has discouraged Japanese from visiting Korea
for medical treatment, and that the “critical press in China”
may put off visitors from the mainland.
A final point is that the researchers found the cost of medical
treatment in Korea to be internationally competitive but
still above what tourists could expect in destinations such
as Thailand and India, mainly due to higher labour costs.
The Korean government, they suggest, should “monitor
the price” of medical services to address this threat and
“maintain a transparent pricing system”.

An Optimistic Outlook

Ultimately, the outlook for medical tourism worldwide
is optimistic and the situation in Korea should be no
different. Despite the weakness and threats identified,
the researchers suggest that if the stakeholders in medical
tourism cooperate effectively, the country will play an
increasingly substantial part in the expected growth of
medical tourism in Asia over the next few years.

Points to Note
n

Medical tourism is a booming global industry
with high expected growth.

n

Korea still plays a relatively minor role in the
industry, but has strong potential.

n

Promotional strategies need to be improved and
more professionals trained to encourage medical
tourism in Korea.

n

Medical service quality should also be enhanced
and pricing and legal issues need to be addressed.

Kim, Seongseop, Lee, Jinsoo and Jung, Jishim. (2013)
“Assessment of Medical Tourism Development in Korea
for the Achievement of Competitive Advantages”. Asia
Pacific Journal of Tourism Research, Vol. 18, No. 4, pp.
421-445.

Nevertheless, various threats to the industry need to be
overcome, including the continuing growth in established
Asian destinations. Taiwan has also emerged as a new
competitor, attracting Chinese patients from the mainland
and overseas. Meanwhile, the number of visitors from
the Middle East is expected to decrease as the quality of
medical services in countries such as the UAE, Qatar and
8
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Business Motivation Determines SMTE Learning
Preferences and Industry Engagement
The extent to which the proprietors of small-and mediumsized tourism enterprises (SMTEs) are motivated by
career or lifestyle concerns determines their knowledge
acquisition preferences and industry engagement according
to the SHTM’s Professor Brian King and co-authors. In
a recently published paper, the researchers categorise the
proprietors of Australian SMTEs as either “growers” or
“lifestylers” and examine whether the two groups differ
in their “preferred information and learning channels”.
The differences that emerge suggest that business support
organisations should tailor services for the two groups to
“suit the strategic priorities of destinations and relevant
industry sectors”.

With this in mind, the researchers set out to “identify the
ambitions of SMTE proprietors” and examine how those
ambitions influence their business practices, what kind of
information they seek, where they seek it and how they
make use of it.

Information, Knowledge and Training

The proprietors were asked about their preferred types of
information and training. They were also asked about their
primary business goals and the extent of their engagement
with the industry through tourism associations, business
networks and so on. Depending on the responses, the
researchers grouped the proprietors into “growers” and
“lifestylers” according to whether they “planned to grow
their business over the subsequent 12-month period”.
Growers, they write, were more likely to have established
their businesses as “more of a career choice”, whereas
lifestylers were more likely to be located outside of the
competitive urban environment in rural and regional areas.

The acquisition of knowledge and development of skills
are essential to the survival of all types of enterprise. Yet
the researchers note that smaller businesses are generally
disadvantaged relative to their larger counterparts because
they tend to be “less well informed”, lack resources and
finance and “struggle to adopt new technologies”.
This is particularly germane to the tourism industry,
which is dominated by small- and medium-sized tourism
enterprises. Many proprietors are motivated more by
lifestyle factors than “commercial objectives and profit
maximisation”, the researchers observe. For instance,
tourism start-ups are often prompted by redundancy or
long-term unemployment, and women in particular tend to
be drawn to the industry in search of flexibility. However,
the proprietors of small tourism businesses often have no
explicit financial objectives or intentions to expand.
The researchers note that destination marketing
organisations can sometimes appear frustrated by the
reluctance of such enterprises to improve productivity.
However, it is possible that business owners with different
motivations may place different levels of emphasis on
“knowledge development and information consumption”.
Hence, it could be possible to identify better ways of
engaging different types of SMTEs if more could known
about how they access information, engage in learning and
develop knowledge.
School of Hotel and Tourism Management

Australian SMTEs

The researchers initially conducted interviews and focus
groups with industry stakeholders to identify the issues that
should be covered in a questionnaire for SMTE proprietors.
The questionnaire was distributed via email to SMTEs
throughout Australia with the help of various tourism
associations and organisations.

Information and Training Preferences

When considered as an undifferentiated group, the
proprietors most often sought marketing and sales-related
information, with the Internet “overwhelmingly the most
significant source”, according to the researchers. Indeed, the
intense use of search engines and websites contradicts “the
widely held view that SMTE proprietors are technophobic
and unwilling to engage with the digital environment”.
The proprietors considered tourism and industry associations
“trusted sources of information” and support for “both
day-to-day operations and longer term development”, the
researchers observe. However, external sources such as
government bodies, consultants and advisors were the only
sources that they frequently used for long-term decision
making.
9
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Despite the extensive use of the Internet as an information
source, tourism proprietors made limited use of social
networks, webinars, blogs and podcasts. The researchers
explain that this lack of enthusiasm may be “less related
to technology and more about the nature, structure,
organisation and delivery of relevant information”.
Although such sources may offer “interesting narratives and
reflections”, they can be frustrating for proprietors seeking
specific information.
Likewise, the proprietors showed little interest in online
training, preferring alternatives that allowed interactions
between participants with leaders acting as facilitators. The
majority of proprietors also said they would not participate
in formal training unless they could not access the
information elsewhere. A minority of 13% said they would
be unwilling to contemplate attending formal training
“under any circumstances”, the researchers relate.

Lifestylers versus Growers

When comparing the lifestylers and growers, the researchers
found that growers were more likely to identify increased
customer numbers and improved profitability as business
goals. Lifestylers were more likely to identify goals such as
improved quality of life and achieving a work-life balance.
Compared with lifestylers, growers generally sought more
information and used a “greater diversity of media”, which
they also found more helpful.
In terms of their engagement with tourism and business
organisations, growers were more likely to be engaged
with business communities and to be members of
organisations such as chambers of commerce. Lifestylers,
in contrast, were more likely to be active participants in
tourism-related organisations. The researchers explain that
lifestylers want to “reach out and feel connected to” a wider
community of tourism operators who “share common
lifestyle aspirations”, whereas growers have “more explicit
objectives” when building social networks, and seek contact
with “experienced and knowledgeable people” who can
help them build a successful business.

considerable resources to identifying the businesses that are
likely to engage most actively”. These organisations should
make the best use of their resources by understanding what
type of information is “most likely to elicit a response” from
which type of business.
For instance, it would be helpful for organisations to
recognise that growers are more interested in seeking
knowledge and “pursuing business-related outcomes”, the
researchers argue. Lifestylers are more interested in “pursuing
industry-related outcomes”. The researchers also emphasise
that the “traditional approach to SMTE development” is
only likely to work for operators interested in “developing
the commercial performance of the business”. Lifestylers,
in contrast, “seek to ‘do tourism well’” and merely make a
sustainable living.

Next Steps

In short, there can be no effective “one-size fits all” approach
to information provision for SMTEs. Recognition of the
important differences between growers and lifestylers
is a first step in ensuring the provision of appropriate
information, training and engagement opportunities. The
researchers suggest that next steps could include examining
how their different characteristics influence other aspects
of SMTE operations, such as profitability, competitiveness
and longevity.

Points to Note
n

Knowledge acquisition and skill development are
essential to enterprise survival.

n

The proprietors of Australian small- and mediumsized tourism operations can be classified as either
“growers” or “lifestylers”.

n

Growers seek more information and training and
build business networks, whereas lifestylers focus
on customers and build social networks.

n

These differences suggest the need for targeted
support from government and other bodies.

Focusing Business Support Services

Given the explicit differences in the information and
training preferences of growers and lifestylers, there should
be a good deal of scope to tailor support services for them.
This is particularly important because, as the researchers
note, government departments, training bodies, service
providers and economic development agencies “devote
10
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(2014). “Hungry for Growth? Small and Mediumsized Tourism Enterprise (SMTE) Business Ambitions,
Knowledge Acquisition and Industry Engagement”.
International Journal of Tourism Research, Vol. 16, No.
3, pp. 272-281.
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Important Differences Between Chinese Gamblers
in Macao
Chinese casino customers in Macao display important
subcultural differences across a range of behaviours. In
a recently published research article, the SHTM’s Dr
Samuel Seongseop Kim and his co-authors discuss the
observations of long-time casino staff members in Macao
who described variation between gamblers from mainland
China, Hong Kong and Taiwan. By understanding these
differences and becoming familiar with the profiles of
the three groups of gamblers, “the managers of Macao’s
casinos can improve the quality of service offered to these
guests”, argue the researchers.

Rise of Macao as Gaming Destination

Gaming has been integral to Macao’s economy since its
early days as a Portuguese colony, the researchers note.
Today it accounts for 50% of gross domestic product,
14% of total employment and 80% of government
revenue. The gaming sector has grown enormously since
the handover of sovereignty to China in 1999, now far
outstripping even Las Vegas in terms of annual revenues.
Although the mainland is clearly an important source
market, given that Macao is the only part of the country
in which gambling is permitted, other Chinese cultures
also provide significant numbers of gamblers to Macao.
The researchers observe that although just over half of the
gamblers in the city are from mainland China, a little over
a quarter are from Hong Kong and around four per cent
are from Taiwan. “Despite the many commonalities of
Chinese subcultures”, they write, “it would be unrealistic
to assume that any group comprising 1.6 billion people
would have completely homogeneous attitudes or
behaviour”.
Yet they also note that “dissimilarities among members of
a group are often overlooked through oversimplifying or
overgeneralising the overall culture”. Chinese are generally
considered to have a firm grounding in Confucian
teachings that emphasise norms, group obligations and
harmony, solidarity and respect for authority, and they are
usually thought to avoid uncertainty while being strongly
collectivistic and displaying face-saving behaviour. The
researchers wanted to determine whether mainland
School of Hotel and Tourism Management

Chinese, Hong Kongers and Taiwanese, who “have lived
through different pasts” and live within very different
political systems, carry these similarities to or display
behavioural differences on the gaming floor.

Drawing on Casino Staff Perceptions

Having consulted senior casino staff and experts, the
researchers conducted face-to-face interviews to survey
more than 300 dealers and pit managers or supervisors
from all 33 of Macao’s casinos. The staff members
interviewed were predominantly Chinese in ethnicity
(81.3%), with Portuguese (11.7%) and Malaysians (6%)
the next two largest groups. Most were men aged over 25,
and just over a third held university degrees. Most had
worked for casinos for three to six years, although nearly a
quarter had tenures of six to eight years.
The staff members were asked about their perceptions
of only those customers they felt certain came from a
particular locale. The researchers note that although
mainland Chinese, Hong Kongers and Taiwanese, “are
similar in appearance”, the staff members were “able to
recognise customers well because of their daily interactions
and years of working in a casino”. Their responses allowed
the researchers to categorise casino customers according to
whether they participated passively and the extent to which
they displayed untidy/disruptive, generous, complaining/
active, game-focused, chip/money-holding and cautious
behaviour.

Significant Yet Subtle Differences

The researchers found differences between the three
groups in six of these seven areas. Only in terms of betting
behaviour were the three groups similar, such as in the
way they confirmed the number of chips that the dealer
had paid. The remaining differences, the researchers write,
confirm that “not all Chinese behave in the same way”.
For instance, the staff members perceived the mainland
Chinese to be the least tidy and most disruptive of the
three groups, whereas they perceived Hong Kongers more
positively in both regards. However, there was widespread
agreement that Hong Kong gamblers were the most likely
11
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to complain and ask for favours or promotional items,
although they were also the most likely to follow the
dealer’s guidance.
Hong Kongers reportedly enjoyed the challenge of new
games, whereas mainland Chinese preferred to avoid
novelty at the gaming table unless they received detailed
explanations. Taiwanese customers were viewed as the
most passive and most likely to play games alone. Finally,
although none of the groups were “free with their cash”,
Taiwanese customers were thought to be slightly better
tippers.
These observations, write the researchers, highlight the
dangers of overgeneralising cultures and importance
of avoiding stereotypes. Yet there is also one worrying
trend that suggests a particularly resistant stereotype at
work among the staff members themselves. “We were
concerned”, comment the researchers, “about what can
only be called the staff’s negative perceptions of mainland
Chinese, given that they are Macao’s casinos’ number one
customer segment.” They suggest that cultural sensitivity
training for staff and clearly posted guidelines and rules
for customers could help to rectify the situation. After all,
they state, given mainlanders’ clear desire “to be part of a
group, it makes sense to set expectations for how to behave
in a casino”.

Three Behavioural Profiles

Based on the intracultural differences they identified,
the researchers developed distinct profiles of the three
groups of Chinese gamblers that will be very useful to
Macao’s casino operators. First, Hong Kongers can best
be described as “focused gamblers” who enjoy playing new
games, exhibit a peak-and-valley betting pattern, enjoy
playing in tidy surroundings, and expect good service and
will probably complain in its absence. The researchers
recommend promotional offers and special new game
training sessions for this group.
Mainland Chinese gamblers are “sociable”, suggest the
researchers. They like “gathering together in groups,
observing others play, playing a game together, and enjoying
having a smoke together”. Although often suspicious of
unfamiliar games, slots in particular, they do enjoy them
once provided an opportunity to learn the rules. Assigning
more staff members to the slot and electronic table games
area could help to overturn mainland Chinese patrons’
overwhelming preference for traditional table games, the
researchers suggest.
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In contrast to the mainland Chinese profile, Taiwanese
gamblers are “passive and game-focused gamblers” in
the researchers’ classification. They are the most likely to
play alone and, although they spend less than the other
two groups, are perceived as valuable customers because
“they are relatively easier to serve, create less trouble,
and tip more”. The researchers recommend that casinos
implement more focused marketing efforts to expand their
share of this customer group.

Broader Implications

Although they focused on particular subcultural groups of
gamblers, the researchers suggest that their findings also
have more general implications. They demonstrate that
tourism marketers should “take into account not only
a tourist’s place of origin but also their socioeconomic,
education, ideological and political background”. Each
culture, in short, has much difference inside it. Moving
out from Macao onto the global stage, “an understanding
of subcultural differences will help casino and hospitality
operators generally understand their customers’ behaviour,
design efficient marketing strategies and meet the needs of
distinct cultural groups”. With greater understanding will
always come an improved bottom line.

Points to Note
n

Nearly 90% of Macao’s casino customers are of
Chinese origin.

n

There are subtle yet important intracultural
differences amongst Chinese gamblers in Macao.

n

Hong Kong, Taiwanese and mainland Chinese
gamblers also have distinct behavioural profiles.

n

Casino and tourism operators worldwide should
pay more attention to subcultural differences.

Wan, Penny Yim King, Kim, Samuel Seongseop and Elliot,
Statia. (2013) “Behavioral Differences in Gaming
Patterns among Chinese Subcultures as Perceived by
Macao Casino Staff”. Cornell Hospital Quarterly, Vol.
54, No. 4, pp. 358-369.
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Dr Catherine Cheung (first row, fifth from left), SHTM Instructor Ms Chloe Lau (first row, fourth from
left) and Xian BA students

P

Students, Excel!

reparing to achieve first and then knowing how to rise ever further in a
career are the two key element of success in the hospitality and tourism
industry. The SHTM’s Associate Dean responsible for international
programmes and quality assurance, Dr Catherine Cheung, emphasised these
traits and offered tips on honing them in an open lecture to students in the
joint PolyU-Xian Jiaotong University Bachelor of Arts (Honours) in Hotel and
Catering Management programme on 7 March.
Speaking in Shenzhen as part of an induction ceremony for new students, Dr
Cheung stressed that careers had to be built and that the students would need
time to prepare themselves to succeed. Foregrounding her discussion with an
overview of the SHTM’s success and Hotel ICON’s role as the world’s first
fully integrated teaching and research hotel, she explained the hospitality career
ladder from intern to regional manager and gave examples of specific career
paths.
Critical for the students to develop, Dr Cheung explained, would be the
career competencies of “effective listening, hard work, positive attitude and
communication effectiveness”. They would also need to know why they were
embarking on hospitality careers, develop the relevant networks and contacts,
and develop specific career-related skills to contribute to both their own
knowledge bases and those of their employers.
In a specific appeal to Generation Y students, Dr Cheung urged them to
develop the belief that they are capable and that their contributions do matter.
Their ability to be independent, she said, was a bonus, and they would need
to persevere. Maintaining health was also important, because “you can’t learn
anything if you’re sick and hungry”.
Dr Cheung rounded out her talk by recalling Steve Jobs’ exhortation to students
at Stanford University to “stay hungry and stay foolish”. She said that the students
in Xian could even go one step further and stay “MAD”, by which she meant
they should always be striving to “make a difference”. By thinking differently
and always looking for new ways to solve problems they would always be able to
change things for the better.
School of Hotel and Tourism Management
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Making a Difference in Hangzhou
The new D.HTM class at the Zhejiang University-The Hong Kong Polytechnic
University International Executive Development Center in Hangzhou is already
accustomed to success, and always looking for new ways to enhance their careers.
As the following reflections suggest, the only way is up for these committed
professionals.

Mr Yongbiao Yang, Vice President, Jinling Hotels and Resorts
Hospitality was one of the first sectors opened to the world when China
launched its economic reform programme in the late 1970s, but now
it is the industry with the lowest happiness index for staff. Why is this
the case? The key reason for the decline is human resources. China
has become a top destination and mass tourism is developing by
leaps and bounds. Tourism is moving ahead and the government is
going all out to transform and update the industry. Yet tourism and
hospitality need more leaders, innovators and professional managers
with technical competencies. The D.HTM programme was created to
meet that demand and will have a lasting impact on the development of
tourism and hospitality in China. As a student in the first D.HTM cohort, I
have benefitted from a combination of theories and practice, with an emphasis
on up to date technologies and resource integration among industries. My
decision making has improved and my vision broadened. The programme
will definitely remain a source of reference for the Jinling Group in practical
executive development.

Ms Furong Yang, Associate Dean, College of Economics and Management,
Hangzhou Normal University
The repetitive daily work I faced in my career had made everything I
did routine, until the D.HTM programme opened up a new world
to me. The programme has most definitely helped me to develop
new perspectives and critical thinking. The student cohort draws
together senior executives from tourism, hospitality and related
industries, ensuring that discussions and debates are full of
inspiring ideas, benefitting all classmates. The knowledgeable and
resourceful faculty members have opened up research fields for us
one after another, which was invaluable when I began thinking about
my research project. In pursuing a D.HTM I have found companions
and wise guides while experiencing a process of constant thinking, sharing, and
growing before pushing through conceptual bottlenecks. It has indeed been an
experience of “no pain, no gain!”  
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SHTM News

In Brief

year students who have excelled in both academic and
non-academic pursuits. Awardees are presented with prizes
and their names are inscribed on a plaque on the PolyU
campus.

Dean Chon Recognised as Leading
Hotelier

Seminar Advances Teaching and
Learning

Professor Kaye Chon,
SHTM Dean and
Chair Professor was
honoured as one of the
“Top 10 Hoteliers of
the Year in China” at
the 9th China Hotel
Starlight Awards held
in Shenzhen on 12-13
March 2014. Known as
the “Oscar Awards” of
the China hotel industry,
the China Hotel Starlight
Awards recognise the leading hotel groups, operators
and individuals for their remarkable achievements and
outstanding contributions. The award is strong testament
to Dean Chon’s commitment, perseverance and relentless
efforts in establishing the Hotel ICON brand and
managing the Hotel ICON business and education model.

Displaying its
commitment to
advancing at the
frontiers of learning, the
School held a School
Learning and Teaching
Committee seminar for
staff and students on 4
April entitled “Online Learning, E-Learning and Blended
Learning in SHTM”. Chaired by Professor Hanqin Qiu,
the seminar attracted 25 attendees and featured talks by
Dr Basak Denizci Guillet, Dr Denis Tolkach and Ms
Chloe Lau.

SHTM Student Most Outstanding
at PolyU
Mr Ken Tran NhatQuang, a final year
student in the BSc(Hons)
in Hotel Management
programme, received both
the “Outstanding Student
Award of School” and “The
Most Outstanding PolyU
Student Award, 2013” at
PolyU’s Outstanding Student
Award ceremony on 17
February. Presenting the awards to Mr Tran was Professor
Timothy W. Tong, PolyU President. The Outstanding
Student Awards are granted annually to full-time final-

SHTM Honoured for Commitment
to Faculty Certification
The School recently received
a special award from the
American Hotel & Lodging
Association Educational
Institute for its commitment
to faculty development and
classroom excellence. Presented
to Dean Chon at the Asia-Pacific
CHRIE conference in Kuala
Lumpur on 21-24 May, the
award recognised the SHTM for its strong endorsement of
the Certified Hospitality Educator (CHE) Programme.
Since first hosting the programme in 1995, the School’s
annual CHE workshops have produced more than ten
percent of the Certified Hospitality Educators in the
world. On 8-12 July, this year’s workshop was held on
the SHTM’s premises, with 25 SHTM faculty members,
postgraduate students and hospitality educators from
Hong Kong and overseas adding to their ranks.
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SHTM Faculty Successful in
Receiving Government Research
Funding
Research proposals submitted by SHTM faculty members
were recently awarded funding from the General Research
Fund (GRF) of the Hong Kong Research Grants Council.
The successful applicants were Professor Cathy Hsu,
Professor Rob Law, Dr Henry Tsai, Dr Sam Kim,
Dr Andrew Chan, Dr Nelson Tsang and Dr Markus
Schuckert. Dr Lorenzo Masiero and Dr Stephen
Pratt were successful with Early Career Scheme (ECS)
applications. Professor Cathy Hsu was also successful
with a Public Policy Research (PPR) application.

Staff Update
Dr Norman Au was promoted to Associate
Professor, with effect from 1 July.
Dr Barry Mak was promoted to Associate
Professor, with effect from 1 July.
Dr Honggen Xiao was
promoted to Associate
Professor, with effect from 1 July.
Dr Qu Xiao was promoted to
Associate Professor, with effect from 1 July.
Professor Metin Kozak
joined the School as a Visiting
Professor on 1 August.
Dr Po-Ju Chen joined the
School as a Visiting Associate Professor on
1 August.
Dr Denis Tolkach has been appointed
an Assistant Professor with effect from 1
August.
Miss Tiffany Cheng was promoted to
Instructor with effect from 1
August.
Ms Karen Kwan was promoted
to Instructor with effect from 1 August.

Padma and Hari Harilela
Scholarships
D.HTM students Ms Lee Mei-sang, Amy and Ms
Poon Chau-min received Padma and Hari Harilela
Scholarships in July 2014. The scholarships were
established in 2011 by Dr Hari N. Harilela, head of
the Harilela Group, which plays a significant role in the
professional development of the hotel industry.

Mr Andrew Lo joined the School as
Restaurant Manager of Bistro 1979 on 1
August.
Miss Vera Lau joined the SHTM as an
Assistant Officer on 11 August.
Dr Suna Lee joined the
SHTM as an Assistant Professor in 18
August.
Dr Vincent Tung joined the SHTM as an
Assistant Professor in 25 August.
Dr Shuo Wang joined the SHTM as a
Visiting Assistant Professor in 1 September.
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SHTM Students’ Association

Just the Right Start

W

hen explaining why the latest executive
committee of the SHTM Students’ Association
had chosen the name ‘Jovial’, new president
Sherman Leung commented that it was “in the hope that we
can always serve our members with a cheerful and friendly
attitude”. Launching the 10th session of the Students’
Association at PolyU’s Chiang Chen Studio Theatre on 18
April, the committee certainly had the right attitude for
aspiring leaders of the hospitality and tourism industry.
Ms Leung, a Year One student in the School’s BSc(Hons)
in Hotel Management programme, will be leading the
15-member executive committeee until 28 February
2015. Their intention is to act out the theme of the
inauguration ceremony – ‘Soar with Courage. Transcend
our Impeccability’. Aware of the challenges ahead of them,
they will need to learn how to fly in their own way. Ms
Leung added that the executive would have the courage to
“do more than our very best to fulfill our duties and serve
our members”.
Professor Kaye Chon, SHTM Dean and Chair Professor,
noted that the Students’ Association “plays an important
role in cultivating a sense of belonging among our students,

fostering team spirit and acting as a bridge between the
School and the student body”. It was, he said, “an ideal
organisation for our students to learn and practise many
skills crucial for a successful career in the future”.
There was also the opportunity for Students’ Association
members to play a role on a bigger stage, Dean Chon
remarked. Not only do the Association’s activities “deepen
students’ understanding of the issues in society, they also
give them the opportunity to voice their opinions on
important issues in the SHTM as well as PolyU”.
That sort of influence can begin with what others might
consider onerous tasks. Most recently, the Association
organised group leaders to mentor freshmen at its annual
Orientation Camp in late August. Association members
also participated in the School’s annual registration day in
August, helping incoming students to learn more about the
Association and the SHTM.
With a fresh, energetic and always friendly executive
committee spurring them on, Association members have
already begun their leadership journeys.  
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Student Activities

Extra Effort,
Extra Reward

A

key element of the SHTM’s approach to hospitality and tourism education
is ensuring that students have ample opportunities to engage in and excel at
extracurricular activities. In the last few months a new group of outstanding
students has been welcomed into the PolyU chapter of the Eta Sigma Delta honours
society, two students have represented the School at the Young Hoteliers Summit in
Switzerland, and students from Xian have ventured into Korea on a research expedition.

Eta Sigma Delta Excellence
Fellow students and staff
gathered at the SHTM premises
on 22 April to celebrate the
induction of a new batch of
student achievers into the
PolyU chapter of Eta Sigma
Delta, a society administered
by the International Council
on Hotel, Restaurant and
Institutional Education for
students who maintain a grade point average of
3.5 or above. Ken Tran, chapter president, said
that it was the society’s “great honour to invite
Mr Wilson Lee, General Manager of the Hyatt
Regency (SHTM Outstanding Alumni 2010) as
our guest speaker this year”.
Two days later the chapter members held a silent
auction to raise funds, supported by gifts with a
face value of $20,000 donated by leading Hong
Kong hotels. The proceeds from these generous
donations will provide a definite boost to the
society’s activities in assisting SHTM students.

The Future of Hospitality
Commenting on her experience at the Young Hoteliers
Summit hosted by Ecole Hôtelière de Lausanne in
Switzerland on 17-19 March, second year BSc(Hons)
in Hotel Management student Queena Li said that she
had been given the opportunity to “see the future of
hospitality”. Accompanied by final year student and ESD
PolyU chapter president Ken Tran, Queena represented
the SHTM at the event, which was themed “Future
Leaders in Tourism: How the new generation can build a
more sustainable and responsible tourism sector?”.
The future was “not just about
technology, economics or
skills”, Queena explained,
but about people. She said
that the student delegates
impressed her very much with
“their intelligence and passion
for what they were doing” as
they competed in an FRHI
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Student Activities

Korean Trip a Vital Learning
Experience
Back in Asia, 45 students from the joint PolyU-Xian Jiaotong
University BA(Hons) in Hotel and Catering Management programme,
accompanied by the SHTM’s Dr Alan Wong and Ms Annabel Chan,
visited South Korea from 11 to 17 May. Designed to allow the
students to assess tourism issues at an international destination, the
field trip involved conducting primary research on tourism operations
in the capital, Seoul.
The students spent two days visiting national parks and attending
lectures at local universities. They also had the opportunity to visit the
renowned COEX convention centre for a seminar and do some sight
seeing. Most importantly they carried out their own research for two
days, including data collection at different locations in the capital.
Violet Yuen, whose research
group focused on the role of
local food in promoting Korean
inbound tourism, commented
that although this was not her first visit to Seoul, she did get
to see more of COEX and had the “fantastic experience”
of being chosen to make a one-minute video broadcast at
Kyung Hee Cyber University.
Yuen Ka Lai, who was even more familiar with the country,
still described the visit through the Chinese proverb that
“it is better to travel ten thousand miles than to read ten thousand books”. Commenting on the
overall tour experience, Li Wai Yin placed it within the SHTM’s “ongoing drive for excellence
in hospitality and tourism research and education”. It would, she said, “encourage students to
contribute more to the hospitality and tourism industry in the future”. That is certainly the
intention.
Hotels & Resorts creativity challenge to implement the
value proposition of ‘CONNECT – GROW – LIVE’ to
draw together the three brands of Fairmont, Raffles and
Swissôtel.
Commenting that the brainstorming process “will
definitely be a precious memory” when she looks back on
her university life, Queena was delighted that the company
intended to put ideas from each group to work. She said
that she now finds herself “enjoying being a hotelier rather
than just a student studying hotel management” and
advised other students to “love what you are doing now
and be proud of being a young hotelier!”
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Student Achievement Awards

O

Excellence
pays off

ver 150 undergraduate students were honoured
for their academic excellence in Semester One
2013/14 at an Academic Achievement Award
Presentation Ceremony held on 24 March. The awards
were open to full-time students who maintained GPAs for
3.7 or above during the semester.

Bachelor of Arts
(Honours) in
Hotel and Catering
Management
AU Chun Wa
LEUNG Wing Yin
TAM Kit Man
TSE Yu Tien
WONG Pak Hau
WU Yifan
XIE Huiying
Broad Discipline of
Hotel and Tourism
Management
KUM Chun Fung
Bachelor of Science
(Honours) in Hotel
Management
AU-YEUNG Sing
Lee Michelle
BRAUN Kristina
Barbara Maria
CHAN Lai Ching
CHAN Leung Yee
CHAN Wun Ting
CHAN Yuen Shan
CHAN Yuk Hang
CHAN Yuk Ting
CHAN Yuk Wing
CHENG Hei Man
Maisie
CHEUNG Hoi Lam
CHONG Kai Ling
CHOW Wai Wun
HORIZONS

CHU Jingxian
CHU Sing Lung
FALCHI Pierandrea
FU King Yin
FUNG Ka Ki
FUNG Sheung Yee
FUNG Tat Yin
HUI Mei Chun
HUNG Fong
Susanna
IP Cheuk Ling
IU Shuk Yi
KOK Hoi In
KUNG Cho Tsing
KWOK Ka Man
LAI Yee Mei
LAM Ka Lo
LAM Wing Yan
LAW Chi Ho
Torrance
LAW Hiu Tung
LEE Hin Ting
LEE On Man
LEE Pui Yi
LEE Sze Chung
April
LEE Sze Lok
Charlotte
LEE Wai Ching
LEE Wai Yan
LEUNG Candice
LEUNG Jessica
LEUNG Sau Mui

LEUNG Sin Yee
LEUNG Suet Yee
LEUNG Tsz Hin
LI Claudia Lok Yee
LI Xiaohan
LIU Kwan Yee
LIU Rongrong
LO Wing Yiu
MAK Pui Wan
MENG Yutong
MO Yin Man
MOK Ho Ching
NG Hoi Tung
Natalie
NG Wa Yan
NG Wai Yin
NG Weng Kay
Catherine
NG Yeuk Yu
PUN Ka Wa
QIU Yao
SIAH Chay Nee
SIN Kai Ho
SIU Ching Ting
TAI Hiu Lam
TAM Yuk Lam
TANG Tsz Wai
TANG Wai Yung
Julia
TEE Le Lyng
TRAN Nhat-Quang
TSE Wai Tsz

Also attending the ceremony and the subsequent Dean’s
Reception were the awardees’ family members, SHTM
staff, research postgraduate students and D.HTM students.
The School offers its sincere congratulations to the following
award recipients, future leaders all.
TUNG Pak Wai
WANG Xueqing
WANG Zhikun
WONG Hang Han
WONG Hiu Lam
WONG Sin Ching
Anna
WONG Yat Lo
WONG Yat Shan
WONG Yin Shan
WU Pui Ting
XU Hengwei
YIH Hoi Yin
YIU Wing Si Jo
YU Songming
YUNG Ka Ching
Kathryn
ZHANG Yuye
ZHAO Boying
ZHENG Shuyun
Bachelor of
Science (Honours)
in Tourism
Management
CHAN Lok Ching
CHAN Siu Mei
CHAN Wing Shan
CHEUK Hoi Yi
CHEUNG Ka Yan
CHO Ka Wing
CHOW Hiu Yan
CHOW Mei Shan
CHOW Tsz Tung

FONG Chi Hang
HO Hiu In
HO Ka Yan
HUNG Chi Pui
HUNG Lee Lee
KWOK Wing Lam
LAI Hok Yi
LAI Wing Hang
LAI Yin Kwan
LAM Lai Lai
LAM Sze Man
LAU Lok Tung
LAU Mandy
LAU Wing Yin
LAW Yin Lam
LEE Fung Ki
LEUNG King Man
LEUNG Sin Hang
LI Ka Ki Kalista
LIANG Ka Yee Irene
LIU Chun Ho
MA Ka Po
MOK Tsz Nga
NGAN Wai Sum
POON Ching Man
SHAO Peiyuan
SHI Ying
TAM Hoi Ting
WAN Cheuk Nam
WANG Huihan
WONG Ka Yan
WONG Lai Shan

WONG Lui
WONG Yin Man
YIP Chi Wai
YU Ka Wai
YU Po Qing
YU Tsz Yan
YUNG Che Ho
Marco
Bachelor of Science
(Honours) in
Convention and
Event Management
CHAN Lai Ting
CHING Wing Jing
HUI Chun Ho
LAM Oi Man
LEE Cho Yin Kristy
LI Yan Wing
TSANG Wai Ying
Higher Diploma in
Hotel Management
CHAN Wing Ki
CHEUNG Man
Fong
FAN Ching Lam
GAST Carmen
LAM Li Yee
LAM Sze Ki
NG Mung Sze

SHTM Mentorship Programme 2014

Helping Young Talents

S

ince the practice emerged in ancient Greece,
mentoring has been a key feature of how young
talents full of promise become the leaders of
tomorrow. The SHTM Mentorship Programme, launched
for undergraduates in 2002 and extended to Master’s
students in 2013, follows in that venerable tradition,
pairing students with seasoned industry professionals to
meet regularly throughout the year and achieve agreed
upon learning objectives.
The first meeting of mentors and mentees for the 2014
version of the programme took place at PolyU’s Staff
AGONOY Lily
Managing Director, BCD Travel
AU Michael
Executive Director, Realty Travel Service Ltd
AU Po-ying
Assistant Administration Manager,
Hong Thai Travel Services Ltd
BANH Benjamin
Director of Sales and Marketing,
Swire Hotels/The Upperhouse
BILFINGER Tim
Executive Assistant Manager,
Le Meridien Cyberport
CHAN Heinsen
Director of Human Resources,
Crown Plaza Hong Kong Kowloon East/
Holiday Inn Express Hong Kong Kowloon East
CHAN Ivy
Assistant Director of Human Resources,
Auberge Discovery Bay Hotel
CHAN Jacky
Front Office Manager,
Courtyard by Marriott Hong Kong

Restaurant on 1 March. With 104 mentors recruited from
the hospitality and tourism industry, 51 mentors and 105
students attended the event. The mentors in attendance
then visited Hotel ICON and the SHTM premises.
If you would like to serve as an SHTM Student Mentor to
help our promising young talents, please contact Dr Eric
Chan (tel: 3400-2163; email: eric.sw.chan@polyu.edu.hk)
for details. The School extends its heartfelt thanks to the
following mentors for their participation and support this
year.  

CHANG Colin
Manager, Front of House Staffing,
Hong Kong Disneyland Resort

CHEUK Jess
Human Resources Manager,
The Langham, Hong Kong

CHAN Clarence
Club Manager, China Club

CHEUNG Carol
Assistant Human Resources Manager,
The Langham, Hong Kong

CHENG Alex
Assistant Front Office Manager,
Gateway Marco Polo Hotels

CHEUNG Nancy
Director, Sales,
The Leading Hotels of the World

CHENG Anna
Learning and Development Manager,
Hyatt Regency Hong Kong, Tsim Sha Tsui

CHIU Bryan
Executive Assistant Manager,
InterContinental Hong Kong

CHENG Cindy
Corporate Director of Human Resources
Development, Rosewood Hotel Group

CHIU Cici
Manager, Food and Beverage Operations,
Hong Kong Disneyland Resort

CHENG Mazy
Director of Human Resources,
Sheraton Hong Kong Hotel & Towers

CHOW Vida
Area Director of Human Resources,
Grand Hyatt Hong Kong

CHENG Paul
Assistant General Manager – Terminal Operations,
Airport Authority Hong Kong

CHU Gary
Front Office Manager,
Bishop Lei International House

CHENG Simon
Regional Director Asia, LWH Hotels

CHU Regina
Director of Learning and Development,
InterContinental Hong Kong

CHAN Patrick
Human Resources Manager,
Courtyard by Marriott Hong Kong Shatin

CHENG Steve
General Manager, Nan Fung China Ltd

CHAN Sophia
Regional VP – Human Resources ASPAC,
Hyatt International – Asia Pacific Ltd

CHENG Yvonne
Director of Finance,
Hyatt Regency Hong Kong, Tsim Sha Tsui

CONDON William
Hotel Manager, Ovolo Hotel Group
CONKLIN Mark
General Manager, JW Marriott
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DAVIS Lincoln
Director of Quality Management,
InterContinental Grand Stanford Hotel HK

LEE Christopher
Director of Customer Sales,
Shangri-La International Hotels and Resorts

DEMPSEY Sarah
Director of People,
Pret A Manger (Hong Kong) Ltd

LEE Francis
Human Resources Manager, PizzaExpress (HK) Ltd

DICARLO Bill
Deputy Managing Director,
Hong Kong Convention and Exhibition Centre
DRUMMOND John
Resident Manager,
InterContinental Grand Stanford Hong Kong
FONG Jason
Assistant Manager – Grand Hyatt Steakhouse,
Grand Hyatt Hong Kong
FUNG Chloe
Learning Manager, The Ritz-Carlton, Hong Kong
GALLAS Guillaume
Executive Assistant Manager, The Mira Hong Kong
HO Amy
Senior Catering Sales Manager,
Mandarin Oriental Hong Kong
HO Patrick
Assistant Director of Human Resources,
Four Seasons Hotel Hong Kong
HO Ronald
Director of Finance,
JW Marriott Macau and Ritz-Carlton Macau
HOEBORN Thomas
General Manager, Conrad Hong Kong
HUI Maggie
Director of Rooms,
Holiday Inn Golden Mile Hong Kong
KIM Renee
Deputy General Manager, Regal Airport Hotel
KAI George
General Manager, Business Travel and MICE,
China Travel Service (HK) Ltd
KONG Polly
Director, Destination,
Discovery Bay – HKR International Ltd
KWOK Philip
Human Resources Manager,
Hong Kong Gold Coast Hotel
LAI Jackson
Associate Manager, Staffing, Hong Kong Disneyland

LEE Timothy
Learning & Development Manager,
Mandarin Oriental Hong Kong
LEE Wilson
General Manager,
Hyatt Regency Hong Kong, Shatin
LEUNG Fred
Director and General Manager, HK YWCA
LEUNG Meg
Human Resources Manager/EMS Manager,
Hotel Nikko Hong Kong
LEUNG Ray
Group Director of Quality,
Langham Hospitality Group
LI David
Senior Operations Manager, Maxim’s Caterers Ltd

LIEN Chu
Director of Talent Acquisition,
Shangri-La International Hotel Management Ltd
LO Andrew
Brands – Project Manager, Langham Hospitality
LOCK Michael
Corporate Director of Rooms,
Rosewood Hotel Group
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TSANG May
General Manager, Peak Tramways Co Ltd

TSE Gottfrid
Director of Rooms, Gold Coast Hotel
TSE Leslie
Director of Food and Beverage,
Regal Kowloon Hotel
TUNG James
Senior Manager – Trade Development,
Hong Kong Tourism Board
WAI Kenneth
Area Director of Human Resources,
Island Shangri-La Hotel

MAK Sherwin
Director, Any Tours Enterprises Ltd

WONG Ada
Director of Human Resources, Conrad Hong Kong

MAN Ankely
Group Revenue Manager, Sino Group of Hotel
NHAN Nary
Associate Services Manager – Business Solutions and
Events, The Walt Disney Company (Hong Kong
Disneyland)

POON Sunny
Director of Sales & Marketing,
New Astor Travel Service Ltd

LEE Celia
Manager – Managing Director’s Office,
Hopewell Holdings Ltd

TCHEN Paul
Group General Manager, Operations,
The Hongkong and Shanghai Hotels, Ltd

LUI Charles
Group Director of F&B, Sino Group of Hotels

LAU Francis
Director of Human Capital, Hotel ICON

LEE Carol
Human Resources Manager,
Harbour Plaza 8 Degrees

TAN Steven
General Manager, The Hong Kong Jockey Club
(Happy Valley Clubhouse)

TSE Gigi
Hotel Manager, Ovolo Hotel Group

PARK Patrick
Director of Rooms, Gateway Hotel

LEE Angela
Training Manager,
Sheraton Hong Kong Hotel & Towers

TAM Wai-fan
Director of Sales and Marketing,
InterContinental Grand Stanford Hong Kong

LI Wallace
General Manager – Racecourse Catering
Operations, The Hong Kong Jockey Club

LAM Nicky
Training Manager, Island Shangri-La

LAW Kate
Corporate Marketing Manager, Turkish Airlines

TAI Mandy
Assistant Training Manager,
InterContinental Grand Stanford Hong Kong

TSANG Porsche
Area Quality Improvement Manager,
Island Shangri-La Hong Kong

OOI Lay-peng
Vice President – Human Resources Development,
Rosewood Hotel Group

LAU William
Executive Director, Asia Pacific Travel Ltd

SUNG Simon
Group Director of Human Resources,
Sino Group of Hotels

LI Johnny
Director of Quality and Training,
Holiday Inn Golden Mile Hong Kong

LAI Janet
Human Resources Director, PizzaExpress (HK) Ltd

LAU Lilian
Communications Manager, The Peninsula Hotel

SHNG Sherona
Hotel Manager, The Langham, Hong Kong

SAWYER Martyn
Group Director,
The Hongkong and Shanghai Hotels, Ltd

WONG Ayse
Group Director of Human Resources,
Regal Hotels International
WONG Chris
Chief of Guest Service and Safety,
Langham Place Hotel
WONG Christine
Group Director of Human Resources,
L’hotel Management Co Ltd
WONG Leo
Front Office Manager,
InterContinental Grand Stanford Hong Kong
WONG Perry
Sales and Marketing Director,
The Peak Tower and Peak Tramways

SHAM Signory
Human Resources Manager,
Sheraton Hong Kong Hotel & Towers

WU Abby
Learning and Development Manager,
Conrad Hong Kong

SHEK Charise
Guest Relations Manager,
Hong Kong Business Aviation Centre Ltd

WU Alex
General Manager, The Cityview

SHEK Jason
Director of Sales and Marketing,
Mandarin Oriental Macau
SHIH Louis
Director, Old Stone Hotels Company Ltd

YEUNG Janet
Director of Intellectual Capital and Quality,
Langham Place Hotel Hong Kong
YIP Lawrence
Director and Head of China,
Millennium & Copthorne Hotels

Food and Beverage Activities

The World on a Platter

T

he SHTM has continued to draw the world to its
doorstep through food and beverage activities over
the last few months. Food and Wine Academy
events have featured a wealth of innovative and delectable
Italian, French, Spanish and organic cuisine, and superb
wines and other beverages from various regions. Bistro
1979, the School’s training restaurant, has also seen a rise
in demand, with a new à la carte menu drawing attention
from both within PolyU and around the tourist district of
Tsim Sha Tsui East.
Mr Murray Mackenzie, Education Specialist (Integrated
Learning), said that the School has also been working “with
more consulates and chambers of commerce”, aligning
its food and beverage activities with the various national
food and culture festivals that take place in Hong Kong
throughout the year. The objective, he explained, was
always “to develop more linkages”.
In late June and early July, for instance, the School
cooperated with the Italian Chamber of Commerce in
Hong Kong and Macau as part of the Made in Italy 2014:
Quality & Lifestyle Festival, to offer two very well received
workshops. On 28 June, Chef Paolo Federici from the
Holiday Inn Golden Mile Hong Kong gave a workshop on
preparing homemade Pappardelle with Pork Ragout and
Pecorino Cheese. Chef Andrea Spagoni, former Executive
Chef of Domani Ristorante, followed on 4 July, teaching
students how to prepare a risotto of peas, pancetta and
onion from northern Italy.

Chef Andrea Spagoni (centre) and his team with students after the Italian
cookery workshop

Students Engaging With Industry

Mr Mackenzie explained that these sorts of activities
allowed students to “learn about the cultures of the
countries” involved. “Obviously they learn about the wine
and cuisines”, he said, “but also the customs”. He was also
keen to emphasise that “the students are really going out
and using their knowledge in industry now”, pointing out
that interaction with the British consulate had helped gain
one student employment.
In a broader sense, SHTM students are always ready to be
involved in industry events. Earlier, on 12 March, Dilmah
held the Hong Kong version of its Real High Tea Challenge
at Hotel ICON, the School’s teaching and research hotel,
with SHTM student helping with the event’s staging. They
were also present, this time as participants, in the South
African Wine Festival held at Hotel ICON on 16-25 April.

Chef Paolo Federici demonstrating
how to make Pappardelle
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Given the blossoming interest in wine and growth of the
wine business throughout Asia, that participation was
particularly timely. Mr Mackenzie explained that the
School was now able to offer Level 2 courses in conjunction
with the Wine and Spirit Education Trust (WSET),
and would soon embed the WSET approach “into some
of the wine courses we have here”. SHTM students are
“developing and educating their palates”, he said, with two
recent events benefitting that process.

in the Left Bank Bordeaux Cup. A competition exclusively
for university students, the Cup involves training in wines
from the Bordeaux region of France before a final in which
the students were asked to pick specific appellations or
vintages during blind tastings.
A French touch also featured in a particularly important
event recently, with Rémi van Peteghem from Gaddi’s
restaurant at The Peninsula Hong Kong working with
SHTM students to prepare an outstanding meal during
the optional Dinner with Speakers at Global 2014 & 11th
ATF on 19 May. Appropriately for a student organised and
managed conference, SHTM students arranged all aspects
of the dinner.
Given that sort of readiness to excel, it is fitting that 27 May
saw high achieving food and beverage students receiving
Outstanding Student Awards, with prizes very generously
donated by leading hospitality organisations. The School
offers its heartfelt congratulation to the following awardees
for their success.  

Mr Luca Martini introducing the wines

On 27 March, the 2013 World Champion Sommelier
Luca Martini visited the School and conducted a wine
workshop with the students. A month later, three second
year students represented the School at the Grand Hyatt

Food and Beverage Outstanding
Student Awards
Food and Beverage outstanding student awardees

Semester 1 Awardees
Decanter Wine Studies Award

MAN Mei Po, Mabel

Fonterra Best Patisserie Award

TO Fan Yu, Edmund

Most ICONIC Student Award

WANG Xue Qing

Peninsula Leadership Award

KIM Eun Young, Clara

Ritz-Carlton Spirit Service Award

MAK King Yan

Swire Coca-Cola Entrepreneurship Award

PO Lai Ting

WELHOME Best Barista Award

MASANGKAY LOK, Sarina Creechie

Semester 2 Awardees
JW Marriott Excellence Award

LAM Oi Man, Tanya

Mandarin Oriental Chef de Cuisine Award

KOT Chun Ting, Benjamin

Miele Highest Achievement Award

WONG Ho Lam, Helen

HORIZONS

SHTM Alumni Association News

Twenty Years Young

A

nniversaries are special times, and dual anniversaries
even more so. Along with the School celebrating its
35th year in 2014, the SHTM Alumni Association
has been celebrating its own 20th anniversary, reflecting
on how it has gone from strength to strength and looking
forward to an even brighter future. Major events for the
Association have included a very successful community
day, a 20th anniversary dinner, a visit to the Lee Kum Kee
factory in Xinhui and summer tour to Okinawa, Japan’s
equivalent of Hawaii.

Community Day with Minority Students

Continuing its tradition of working with the community,
the Alumni Association organised a meaningful hotel visit
for a group of Secondary 5 ethnic minority students on
28 February. Initiated and planned by Stephen Tai, the
2013 SHTMAA scholarship winner, the visit to Hotel
Panorama by Rhombus in Tsim Sha Tsui was co-organised
by CHEERS catering.
Ms Alison Yau, Association
member and Regional
Director of Sales and
Marketing at the Rhombus
International
Hotels
Group, introduced the
hotel to 25 students and
teachers and led them
around to inspect the various operating departments. The
visit strengthened the message that the hotel industry is
dynamic, embracing staff from various cultures and offering
a promising future.

Anniversary Dinner

The Association held its 20th anniversary dinner
on 29 March in the Jockey Club Box at the Hong
Kong Jockey Club’s Shatin Clubhouse. With more
than 230 members and their friends attending the
event, the four-course dinner, superb wine pairings
and entertainment delighted all.
Special guests for the evening included, among many others,
Professor Timothy W. Tong, PolyU President; Professor
Kaye Chon, SHTM Dean; Mr James Lu, Chairman of the
Hong Kong Hotels Association; Dr Lillian Wong, Principal

of the School for Higher
and Professional Education
at the Vocational Training
Council; and Mr Charles
Barker, Chairman of the Club
Managers’ Association.
Attendees were treated to an opening dance medley
performed by all Association committee members, live
music and songs performed by celebrity MC Stanley
Cheung, received over 100 prizes in a lucky draw and were
each presented with a set of exquisite artistic plates by Peter
Ting, the award-winning designer who has created pieces
for the British royal family. Also featuring on the night
was the awarding of the 2014 SHTMAA scholarship to
Miss Evelyn Ho, a Year One student in the School’s BSc
in Hotel Management programme. Evelyn received the
HK$5,000 scholarship for demonstrating her enthusiasm
and detailed planning in organising a community outreach
activity to help new immigrants adapt to local culture and
life.

Exclusive Factory Visit

As a further way of celebrating
the Association’s 20th year,
members undertook a very
exclusive one day tour of the Lee
Kum Kee and Infinitus plants
in Xinhui on 27 May. They
had the invaluable opportunity to gain an understanding
of the food production process, and also learned about the
market for Chinese herbal health products.

Enchanting Summer
Tour

10-13 July saw another
highlight of the year so
far – the Association’s
summer tour, which took
in Okinawa in Japan.
Members and their families
explored historical landmarks, took part in handicraft
activities, enjoyed the sunshine and beaches, and marvelled
at the cuisine on offer. Over four glorious summer days,
they had a truly enchanting time.  
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Alum-notes
Ms Vivian Lo Diploma in Institutional Management
and Catering Studies 1981 is Director of Cleverland Real
Estate Company Limited.

Alum-notes

30

Mr Simon Sung HD in Institutional Management and
Catering Studies 1990 is Group Director of Human
Resources at the Sino Group of Hotels.

Ms Michelle Yam HD in Hotel and Catering
Management 1993 is Director of Human Resources at the
Landmark Mandarin Oriental, Hong Kong.

Mr Hugo Cheng BSc(Hons) in Hotel Management 2003
is Director of Food and Beverage at the Landmark Hotel.

Ms Nancy Huang MSc in Hotel and Tourism
Management 2011 is Resident Manager of the Interlaken
OCT Hotel, Shenzhen.

Mr Michael Chen MSc in Hotel and Tourism
Management 2004 is Deputy General Manager of China
Jin Mao Group Company Limited.
Mr Philip Kwok HD in Hotel Management 1998,
BA(Hons) in Hotel and Catering Management 1999,
MSc in Hotel and Tourism Management 2004 is Human
Resources Manager at the Hong Kong Gold Coast Hotel.
Mr Morgan Shen MSc in Hotel and Tourism
Management 2005 is Director of Sales and Marketing at
the Zhejiang Narada Grand Hotel.
Ms Sandy Yau BA(Hons) in Hotel, Catering and
Tourism Management (Catering Management) 2006 is
Human Resources Manager of W Hong Kong.
Mr Albert Chu MSc in Hotel and Tourism Management
2008 is National Director (China) of T.H. Studio Shanghai.
Ms Michelle Somin Lee MSc in Hotel and Tourism
Management 2008 is Senior Sales Executive at the Grand
Hilton Seoul.
Mr Barry Zhang MSc in Hotel and Tourism Management
2008 is General Manager of the Grand Metropark Hotel
Nanjing.
Mr Oliver Chen MSc in Hotel and Tourism Management
2011 is General Manager, Club and Hotels Company,
Shenzhen OCT Properties Company Limited.
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Mr Jason Fong HD in Hotel Management 2008,
BSc(Hons) in Hotel Management 2010 is Assistant
Manager of the Grand Café at the Grand Hyatt Hong
Kong.
Dr Soyon Paek Doctor of Hotel and Tourism
Management 2011 is Assistant Professor at the Macau
University of Science and Technology.

Mr Billy Li BSc(Hons) in Tourism Management 2011 is
Assistant Quality and Learning Manager at the Ritz-Carlton
Shanghai, Pudong.

Ms Catherine Wong BSc(Hons) in Tourism Management
2011 is Senior Business Development Executive at Swire
Travel Limited.

Mr Calvin Yuen BSc(Hons) in Hotel Management 2012
is Service Manager at Shang Palace, Kowloon Shangri-La
Hong Kong.
Mr Jack Feng MSc in International Tourism and
Convention Management 2013 is Operations Officer at
Holiday World Tours Limited.
Ms Elaine Wong BSc(Hons) in Convention and Event
Management 2013 is Project Executive, Destinations and
Events Management, at Swire Travel Limited.

Mr Robin Shen MSc in Hotel and Tourism Management
2014 is Vice President of Shimao Group and General
Manager of Shimao Hotel Management Corporation.

Professor-for-a-Day Programme

Outstanding Professors for a Day
To the outstanding industry professionals who recently served as professors for a day, the School
offers its heartfelt thanks.

Speaker
Master Chef Jean-François
ARNAUD

Title and Company

Topic

M.O.F France’s Master Chef

Premium High-Tea Set Workshop

General Manager and Owner,
Gani Hotel Philippines
Director, Taronja School, Spain
Managing Director, Worldwide Cruise Terminals (Kai Tak
Cruise Terminal) and Worldwide Flight Services (WFS)
General Manager – Sales and Leasing, Ovolo Group
General Manager (Hong Kong, Philippines and Taiwan),
Turkish Airlines
Director of Human Resources,
InterContinental Grand Stanford Hong Kong
Senior Manager, Projects and Maintenance,
Maxim’s Group
CEO, International Guoshu Association

Feedback from Student Assignments/ Starting Up a Hotel in the
Philippines and the Use of Technology
Learning Spanish the Fun and Tasty Way – Student Workshop

Menu Planning

Mr Kelvin FU

Assistant Director – Food and Beverage, Hotel ICON
Representative in Hong Kong,
Macau Government Tourist Office
Marketing and Corporate Communications Manager,
HKTraveler.com Ltd
General Manager, Terminal 1,
Hong Kong Airport Authority
Director of Operations, Institutional Division,
MCI Hong Kong
Director of Engineering and Environmental
Management, Hotel ICON
General Manager – F&B,
AsiaWorld-Expo Management Ltd
Visiting Senior Research Fellow, Asia Research Institute,
National University of Singapore
Chief Concierge, The Mira Hong Kong
Vice President – Revenue Management,
Shangri-La International Hotel Management Ltd
Strategy Planning Manager, Hong Kong Tourism Board

Mr Walter FUNG

Teaching Fellow, Department of Computing, HK PolyU

Information Security and Knowledge Management

Mr Claude GIRAUD

Owner, Champagne Henri Giraud

Champagne Henri Giraud Masterclass

Mr Neil GRANT

Chairman, South African Sommeliers Association
Professor, Department of Applied Biology and Chemical
Technology, HK PolyU
Assistant Corporate Purchasing Manager,
Shangri-La International Hotel Management Ltd

Discover the Diversity of South African Wine Masterclass

Mr Thomas ARTHUR
Chef Fernando BATALLA
Mr Jeff BENT
Ms Franscisca BUYTAERT
Mr Akin CARKCI
Ms Agnes CHAN
Mr Ray CHAN
Mr Hing CHAO
Mr Hugo CHENG
Mr Kenneth CHENG
Ms Tan-mei CHEUNG
Ms Vivian CHEUNG
Mr Lester CHIN
Mr Edmond CHOI
Mr Kenneth CHUI
Dr Hilary DU CROS
Mr Christian ESPINO
Ms Siv FORLIE

Professor Georges HALPERN
Mr Gary HO
Mr Kim HO

e-Business Manager, Hotel ICON

Mr Thomas HO

Mr Brandon LAU

Operations Manager, Tourico Holidays
Executive Director, Operations and Entertainment,
Ocean Park Hong Kong
Founder and General Manager,
Inntie Hotel Management Consultants Co Ltd
Chief Operating Officer,
Travel Expert (Asia) Enterprises Ltd
Director, Hong Kong Oriental Travel

Mr H.W. LAU

Acting Deputy CEO, AsiaWorld-Expo Management Ltd

Mr Steven LAU

Learning and Development Manager,
Hotel ICON

Mr Ian LEE

Director of Finance and Administration, Hotel ICON

Mr Jerome LEE
Ms Shanna LEE;
Ms Suki HO
Mr Ray LEUNG

Director of Engineering, Mandarin Oriental Hong Kong
Front Office Manager;
Guest Relations and Club Floor Manager, Hotel ICON
Group Director of Quality, Langham Hospitality Group

Mr Ray LEUNG;
Ms Candy NG

Group Director of Quality;
Regional Quality Manager,
Greater China, Langham Hospitality Group

Mr Todd HOUGLAND
Mr Shengyang HU
Mr Alfred KAM

The Operation and Management of the Kai Tak Cruise Terminal
Fast Track to Career Advancement
Fleet Planning and Capacity Management
Industry Expectations from Hotel and Tourism Management
Graduates
Leadership in Hospitality and Tourism
Events and Culture
Heritage Tourism in Hong Kong
Plan an Eco-Tour: Case Studies in Hong Kong and Worldwide
Management and Operation in the Terminal Area
Meeting Management: The MCI Approach
Electrical Systems
The Role of Food and Beverage in Mega Events
Asian Independent Youth Cultural Tourists in Hong Kong and
Macau
Concierge and Quality Guest Service
Inventory Controls and Challenge of Hotel Distribution
Research for Strategic Destination Marketing

Wine IS Chemistry – Student Workshop
Procurement in Hotel Industry Trends in Asia
Online Purchase Behavior, Stages of the Purchase Cycle and
Decision Factors
Role of Travel Wholesaler
Developing and Managing Special Events in Ocean Park
Economy Hotel Chains in China
Technology Strategy in the Hospitality and Tourism Industry
Selling Cruise Products in Hong Kong
Challenges, Opportunities, and Future Directions of AsiaWorld-Expo
How to Use Training to Improve Complaint Handling Skills and
Service Recovery
ICON Stars Initiative
Restaurant Costing
HVAC Systems
Club Floor Management
Service in Langham Style
The Quality Assurance System at the Langham Hospitality Group
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Professor-for-a-Day Programme

Mr Luca MARTINI

Senior Lecturer in Events Management,
Leeds Metropolitan University
Manager, Infrastructure Management and
Development, Hong Kong Airport Authority
General Manager, Racecourse Catering Operations,
Hong Kong Jockey Club
Food and Beverage Operations Manager;
Executive Chef, Hong Kong Football Club
Senior Operations Officer (Air Services) 2,
Air Services Division, HKSAR Civil Aviation Department
Sommelier, Osteria da Giovanna

Mr Francis MIOT

President of the French Master Jam Makers

French Master Jam Maker – Student Workshop

Mr Lothar NESSMANN;
Mr Golden WHITEHEAD;
Mr Howard HO

Chief Operating Officer;
Director – Special Projects;
Assistant Director, Traders Hotels

Rebranding of Traders Hotels

Ms Ivy NG;
Ms Shannon CHEUNG

Director of Corporate Planning and Development;
Assistant Event Planning Manager,
AsiaWorld-Expo Management Ltd

Challenges of Convention Centre Management and Operation

Mr Kaivin NG

Area General Manager, Holiday Inn Express
– Hong Kong and Taiwan, and General Manager,
Holiday Inn Express Hong Kong SoHo

A Green Hotel and its Tangibles and Intangibles

Mr Jason NOBLE

Crossroads Foundation

Contemporary Tourism Issues

Chef Enrique OLVERA

Owner, Pujol Restaurant

Central American Cuisine Demonstration – Student Workshop

Chef Bojern PANEK

Chef de Cuisine, WHISK, The Mira Hong Kong

Modern European Cuisine – Student Workshop

Mr Jason PANG
Mr Jason PANG;
Ms Shanna LEE

Future Trends / Developments in IT / Technology

Mr Datta SHANKAR

Director of Technology and Innovation, Hotel ICON
Director of Technology and Innovation;
Front Office Manager, Hotel ICON
Executive Director, Hotel and Hospitality,
Ocean Park Hong Kong
Founder and General Manager, Veryeast.cn
Twinings Brand Ambassador;
HoReCa Manager, South China and Hong Kong,
Twinings
Founder, Café Deco Group
Senior Vice President Sales and Marketing,
Dorsett Hospitality International
Food and Beverage Department, Hotel ICON

Mr Patrick SIN

Director of Revenue, Hotel ICON

How to Write a Marketing Plan

Mr Chris SNYDER

Director, Professional Services,
Revenue Science Corporation, Bangkok, Thailand

Practical Application of Revenue Management

Mr Squall SONG

Training Manager, Kerry Hotel, Beijing

Quality Customer Service and Hotel Training and Development

Mr Chester TAM

Director, Hong Kong Coffee Academy

Coffee Culture Appreciation – Student Workshop

Mr Norbert TAN

Mr Frankie TSANG

Director, Coffee Concepts (Hong Kong) Ltd
Regional Director, Asia,
Association of Corporate Travel Executives
Talent Rocker, Rock Training Consultants Ltd

Starbucks in Hong Kong
Introduction to the Corporate Travel Industry and Strategic
Meeting Management Program
Talent Management

Mr Eric WALDBURGER

President, Marco Polo Hotels

Red Ring Philosophy

Mr Mike WILLIAMS

Senior Partner, Gaining Edge
General Manager, Hong Kong and Taiwan, Select
Service Partner, The Food Travel Experts, Hong Kong
PR and Marketing Manager, Virgin Atlantic Airways Ltd
Chief of Guest Service and Safety,
Langham Place, Mong Kok Hong Kong
Director of Housekeeping,
Island Shangri-La Hong Kong
Assistant Professor, School of Business,
Sun Yat-sen University

Convention Bureau Insights
Challenges in Addressing Varying Needs of Consumers in the
Hospitality and Tourism Industry
The Marketing Strategy of Virgin Atlantic Airways

Dr ShiNa LI
Mr Thomas LI
Mr Wallace LI
Mr Ken LO;
Mr Patrick LAU
Ms Bella LUK

Mr Paul PEI
Mr Yi QIAO
Mr Stuart RAWLINSON;
Mr Yu-ching WONG
Mr Graeme READING
Mr Philip SCHAETZ

Mr Benson TANG

Mr Andrew WONG
Ms Angelina WONG
Mr Chris WONG
Ms Christine WONG
Dr Doris WU
Ms Janet WU

Director of Sales and Marketing,
Hotel ICON

Mr Lawrence ZHANG

Market Support Manager,
Abacus Distribution Systems (Hong Kong) Ltd
Co-founder and General Manager,
Fresh House Hotel Management
General Manager, Angel Garden Boutique Hotel

Mr Hui ZHAO

Chairman, Club Vac

Mr Kent ZHU

Chief Marketing Officer,
Shangri-La International Hotel Management

Ms Liza YIP
Mr Dazhi ZHANG

HORIZONS

The Economic Impact of Events
Current and Future State of HKIA Development
Retaining Loyal Customers
Club Event Management
Open Skies Policy in Hong Kong
World Champion Sommelier – Student Workshop

Technology Strategy in Hotel ICON
The Ocean Park Story – From Adversity to Opportunities and
Success
A Serial Entrepreneur in the Hospitality and Tourism Industry
English Tea
Multi-Unit Restaurant Management
Hospitality Revenue Management
Indian Cuisine

Hotel Security Department Operations
Housekeeping Management: Inventory Control, Infection Control
and Hygiene Policy
Cluster Analysis
How to Write Marketing Plan
Restaurant Marketing Through Social Media
Serving MICE Delegates in a Hotel
Global Distribution System
From Cost Leadership to Differentiation Strategy: The Case of Fresh
House
My Learning and Career Development
The Importance of Innovation Models in the Hospitality Industry –
What is the Vacation Ownership Model?
Global Marketing

Calendar of Events

Date

Event

Organiser

Contact

6-9
October 2014

32nd EuroCHRIE Conference,
Dubai, UAE

The Emirates Academy of
Hospitality Management

John Fong
Email: John.Fong@emiratesacademy.edu
Website: www.eurochrie2014.com

13-15
October 2014

8th UNWTO/PATA Forum on UNWTO, PATA, SHTM
Tourism Trends and Outlook,
and Guilin Municipal
Guilin, China
Tourism Bureau

Honggen Xiao
Email: honggen.xiao@polyu.edu.hk
Website: http://asiapacific.unwto.org/
event/8th-unwtopata-forum

16-18
October 2014

2nd International Forum
on Tourism Education and
Training and 9th China
Tourism Forum, Guilin, China

SHTM and Guilin Institute
of Tourism

Leslie Fung
Email: leslie.fung@polyu.edu.hk
Website: www.polyu.edu.hk/htm/
conference/9CTF/

22-24
October 2014

33rd Annual Conference of
the International Society of
Travel and Tourism Educators,
St Louis, Missouri, USA

Paul Stansbie
International Society of Travel
Email: stansbp@gvsu.edu
and Tourism Educators
Website: www.istte.org/conference.html

9-12
December
2014

2014 New Zealand Tourism
and Hospitality Research
Conference, Hamilton, New
Zealand

Department of Tourism and
Hospitality Management,
The University of Waikato

Chris Ryan
Email: caryan@waikato.ac.nz
Website: http://ihtmsiamu.wix.com/
nztmevent2014

8-10
January 2015

20th Annual Graduate
Education and Graduate
Student Research Conference
in Hospitality and Tourism,
Tampa, Florida, USA

College of Hospitality and
Technology Leadership,
University of South Florida
Sarasota-Manatee

Wan Yang
Email: info@usfgradconference.com
Website: http://usfgradconference.com/

27 March 2015

Career Day 2015

SHTM

Chris Luk
Email: chris.luk@polyu.edu.hk

14-17
May 2015

21st APTA Conference, Kuala
Lumpur, Malaysia

Asia Pacific Tourism
Association (APTA)

Website: www.apta.asia

20-22
May 2015

World Conference on
Hospitality, Tourism and Event
Research & International
Convention and Expo Summit
2015, Korea

Sejong University

Kwangmin Park
Email: kmpark@sejong.ac.kr

10-13
June 2015

13th Asia-Pacific CHRIE
Conference and 14th Asia
Pacific Forum for Graduate
Students Research in Tourism,
Auckland, New Zealand

AUT University
(Auckland University of
Technology)

Website: www.apacchrie2015.co.nz

15-17
October 2015

33rd EuroCHRIE Conference,
Manchester, UK

Manchester Metropolitan
University

Website: www.eurochriemanchester.org
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