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Dean’s Message

Message from

Dean of School
A

t the SHTM we know that education is just the beginning of a career path, but such an important beginning it is.
In this issue of Horizons we cover the 20th PolyU Congregation (SHTM), highlighting the benefits our students
have gained while they have been with us, and foreshadowing their industry contributions to come. We also
profile our SHTM Outstanding Alumni recipient for 2014, Ms Sylvia Chung of the L’hotel Management Company.
Turning to Guilin in Guangxi, we report on the combined Second International Forum on Tourism and Training and Ninth
China Tourism Forum that the School co-organised with the World Tourism Organisation. We also cover the earlier
UNWTO/Pacific Asia Travel Association Forum on Tourism Trends and Outlook, for which the School was a collaborator.
Back in Hong Kong, we proudly hosted the Women in Leadership in Hospitality Mini-Forum during October. As we
explain in this issue, the event offered staff, students and visitors alike a glimpse of the challenges faced by and triumphs
of key female executives in the local hospitality industry. While focusing on hospitality, we also provide an update of
developments at Hotel ICON, the School’s world-renowned teaching and research hotel.
Other features of the issue include highlights of the School’s corporate social responsibility and service learning activities,
and an introduction to our cutting edge doctoral programmes and their remarkable graduates. We also put the spotlight
on our recent research findings, cover student activities and showcase our recent food and beverage innovations.
As a new batch of graduates is starting the latest phase of their lives, we are busy anticipating the future in which they
will thrive.

20th PolyU Congregation (SHTM)

Time to Shine

“Every voyage”, the old saying goes, “starts with a single step”. For many of the 775 graduates at
the 20th PolyU Congregation (SHTM) on 7 November 2014, that was a bold step into the unknown,
chasing career dreams and entering a new phase of personal development. Having been nurtured in
a truly international, forward-thinking School, 3 Ph.D., 14 D.HTM, 140 MSc, 428 BSc, 46 BA and
144 HD graduates readied themselves to make their own marks on the world.
Conducted over three sessions in the Hong Kong Jockey Club Auditorium on the PolyU Campus,
each of which began in the traditional SHTM procession of staff and students led by bagpipers,
the Congregation captured not only the joy but also the aspirations of the assembled students.
Commenting before the ceremonies, Professor Kaye Chon, SHTM Dean and Chair Professor,
expressed his belief that the School’s ground-breaking programmes would “inspire a new generation
of passionate, pioneering professionals and students to take their positions as leaders in the hospitality
and tourism industry”.

Positioned for Success

F

ollowing Dean Chon’s declaration of the first session open,
Mr Thomas Mehrmann, Chief Executive of the Ocean Park
Corporation, spoke about the opportunities that awaited
the departing graduates. “You could not be graduating, I personally
believe, at a better time”, he said. “The tourism industry in Asia
is growing by leaps and bounds”. After discussing the qualities
essential to being a leader – such as curiosity and retaining a sense
of humour – Mr Mehrmann told students to “control the controllable
and keep things in perspective, and you will be well-positioned
for success”.
Speaking after the first batch of conferrals was valedictorian
Ms Li Ka Ki, Kalista, who graduated from the Bachelor of Science
in Tourism Management programme with First Class Honours.
Building on Mr Mehrmann’s remarks, she commented that although
the graduating class might well forget many small details of their
education in the years to come, “the one thing I am certain is that
we won’t forget what the key to our success is – it is the ability and
the set of skills which we have developed during our study at
the SHTM”.

Professor Kaye Chon
Dean and Chair Professor
Walter Kwok Foundation Professor in International Hospitality Management
School of Hotel and Tourism Management
The Hong Kong Polytechnic University

Mr Thomas Mehrmann

Ms Kalista Li

Speaking at the second session, Mr William Mackay, Senior VicePresident of Hotel Operations – Asia Pacific at Four Seasons Hotel
and Resorts, compared graduation ceremonies to hotel openings.
Both require a great deal of work, he said, and like graduation,
“opening day is only the beginning of a hotel’s journey”.
“Make no mistake that, unfortunately, the race is starting, and it’s
not a dress rehearsal”, he explained. “No athlete wins a gold medal
for coming first in a training heat”.
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20th PolyU Congregation (SHTM)

Leading Alumni in a Global World

Session valedictorian Ms Wong Chuk Wing, Mary, who graduated
with a Bachelor of Science in Tourism Management (First Class
Honours), later explained how the School had very much prepared
the graduating class for the main event. “Here at the SHTM”, she
said, there were the “student exchange programme, mentorship
programme and practical subjects which allowed students to even
organise a real conference. The opportunities were endless”.

Ms Mary Wong

The session culminated in the presentation of the Outstanding
PolyU SHTM Alumni Award 2014 to Ms Sylvia Chung, MSc in Hotel
and Tourism Management graduate and Executive Vice President
of the L’hotel Management Company. Former Chair of the School’s
Industry Advisory Committee, Ms Chung is profiled elsewhere in
this issue.

A

Friend Indeed

Sylvia Chung is the epitome of a hospitality executive. When describing what led her to a career
in the field, the SHTM Outstanding Alumni 2014 and SKAL International Hong Kong Business
Leader of the Year 2013 explained that “I’m a person who likes to meet people”. Even the
clients she befriended in the years before she became a hotelier remain her friends.

Mr William Mackay

S

ylvia makes just as many friends among her staff, which is “the way
that you build up relationships with people around you”. Her intention is
to avoid making business seem too boring, and she combines that with
developing her company’s brand, having opened hotels over the last five years
in Kwun Tong, Aberdeen and Mong Kok as Executive Vice-President of the
L’hotel Management Company.

Professor Haiyan Song, SHTM
Associate Dean (left), with
SHTM Outstanding Alumni
2014 Ms Sylvia Chung

Sylvia is enthusiastic about her company’s decision to locate hotels in nontraditional districts, and as a female executive is thoroughly familiar with the
need to embrace challenges. “You have to try harder if you have a family
and kids”, she said, “because of the time management,” she said. These
twin concerns of business development and personal management were
firmly on display recently when Sylvia spoke at the SHTM’s Women in
Leadership in Hospitality Mini-Forum on 20 October.

Ms Sonia Cheng

Daring to Dream

S

peaking before the conferral of degrees in the final session,
Ms Sonia Cheng, CEO of the Rosewood Hotel Group, advised
the audience that “the biggest rewards come to those who
dare to dream and act on their aspirations”. Errors were inevitable,
but “it’s because of these mistakes that you will learn”, she said.
“Sometimes stepping off the ledge is the only way for you to learn
how to fly”.

Ms Karen Tang

That had already been the case for session valedictorian Ms Tang
Hoi Kei, Karen, who graduated with a Bachelor of Science in Hotel
Management (First Class Honours). Explaining that she had not
gained very good grades at high school, she was fortunate to be
offered a place at the SHTM as a Higher Diploma student.
A transition to join the Bachelor programme a year later saw her soar,
to the extent that she was one of the first students to be selected
for Hotel ICON’s Elite Management Programme. With a year of
shadowing Hotel ICON managers behind her, and a wealth of other
opportunities grasped during her time at the School, Ms Tang exhorted
her fellow graduates, “let’s shine and be one of a kind!”
The School congratulates all 775 graduates, and offers sincere thanks
to the guests of honour for their inspiring words. The voyage has well
and truly begun.

4

By no means a stranger to the School, Sylvia not only graduated
in 2010 with an MSc in Hotel and Tourism Management but has also
served as Chair of the Industry Advisory Committee and played an
important role as a hotel management consultant as the idea of Hotel
ICON was shaped into a reality.

Expressing pride in the SHTM’s overall development, Sylvia offered
important advice to its students. “They have to be patient, diligent and
down to earth”, she said, and must “really have a passion” for the
industry. When developing young staff Sylvia also looks for the ability
to differentiate between traditional customers wanting deferential
service and younger generation customers who “want friends”.

Assured that the School is helping its students to develop such skills, Sylvia commented that
SHTM graduates “are well received” by the industry, and find themselves within an ever-widening
network of alumni in different areas of hospitality and tourism. From Sylvia’s perspective, at work
and in their network they are always among friends.
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2nd IFTET and 9th CTF

Unique Forum Targets
Training and 			
			Development
The SHTM works tirelessly to ensure that success builds on success. As a follow up to the very
successful first International Forum on Tourism Education and Training held in 2007, the second
Forum on 16-18 October was held together with the ninth China Tourism Forum at the Guilin
Institute of Tourism in Guilin, China. Co-hosted and co-organised by the School and the Guilin
Institute of Tourism, and supported by the World Tourism Organisation (UNWTO) Knowledge
Network, the event immediately followed the UNWTO/PATA Tourism Trends and Outlook
Forum, covered elsewhere in this issue.

E

unji Tae, Coordinator of the UNWTO Knowledge Network, commented before the event that support
from the two institutions would “strengthen our effort in stimulating an effective knowledge sharing
between educational institutions, knowledge generators, policy makers and practitioners”. This, she
noted, would help to enhance “the international competitiveness of tourism education and development in China
and the world”.
Describing the event as a “unique two-in-one-forum, co-chairs Professor Kaye Chon, SHTM Dean and Chair
Professor, and Professor Lin Na, Chairperson of the Guilin Institute of Tourism, expressed pride in offering an
“exceptional platform” on which delegates could “connect, network and exchange ideas and insights”. Indeed,
there was a distinct link between the two parts of the event.

The aim of the second International Forum on Tourism Education and Training was to draw together tourism
educators, industry practitioners and policy makers to exchange information and discuss emerging issues related
to tourism education and training. At the 9th China Tourism Forum, participants had the opportunity to discuss
experiences related to tourism education, training and development in their countries and regions.

2nd IFTET and 9th CTF

Lively
Programme

T

he Forum’s opening ceremony was hosted by Professor Yang Jie, President, Guilin Institute of Tourism,
and officiated at by Professor Chon; Professor Lin; Ms Tae; Mr Yu Changguo, Associate Director of the
Personnel Department, China National Tourism Administration and Assistant Mayor of Guilin; and Mr Jia
Yucheng, Associate Director of the Tourism Development Committee, Guangxi Zhuang Autonomous Region.
The first Plenary Session, moderated by Professor Brian King, SHTM Associate Dean, explored the theme of
“Hospitality and Tourism Education: Balancing the Theory and Practice.” Featured speakers included Professor
Dai Bin, President of the China Tourism Academy; Dr Fabien Fresnel, Dean of Education and Research, Ecole
hôtelière de Lausanne; and Ms Margaret Heng, CEO of the Singapore Hotel Association and its Tourism
Education Centre.
The second Plenary Session, with the theme of “Tourism Research and Education: Creating an Impact”,
featured Professor Haiyan Song, SHTM Associate Dean and Chair Professor; Professor Bao Jigang, Dean of
the School of Tourism Management and Director of the Centre for Tourism Planning and Research, Sun Yat-sen
University; and Professor Elizabeth Roberts,
Head of the School of Tourism and Hospitality
Management, Southern Cross University.

Professor Kaye Chon
(third from left) moderating a
plenary discussion with students

A highlight of the second day was the third
Plenary Session, entitled “Dialogue with
Students”, at which Dean Chon moderated
a discussion on career planning, tourism
development issues, the role of social media in tourism development,
leadership and role models. Speaking during the session were a student from the Guilin Institute of Technology,
students from the Guilin Institute of Tourism, and Miss Tam Kit Man and Mr Tse Yu Tien, both Year 2 SHTM students.
The final Plenary Session, addressing “Best Practices in Tourism and Hospitality Education” featured Professor
David Jones, Chair of the Department of Hospitality Management at the School of Management, University of
San Francisco; the SHTM’s Professor King; and Dr Joseph Tormey, Director of the International School of Hospitality and
Tourism Management, Fairleigh Dickinson University.
A series of concurrent sessions were also held over the first two days of the Forum, with the first featuring such topics as
“Education and Collaboration”. The second session covered “Education and Training” and “Tourist Behaviour”, among other
topics, and the third included themes such as “Sustainable Destinations”.
Preceding a third day of optional technical visits, the Forum was closed by Dean Chon and Professor Yang of the Guilin
Institute of Tourism. The School thanks the Institute for a very fruitful partnership, the UNWTO Knowledge Network for its
invaluable support and all participants for their commitment to advancing tourism education, training and development.
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a discussion on career planning, tourism
development issues, the role of social media in tourism development,
leadership and role models. Speaking during the session were a student from the Guilin Institute of Technology,
students from the Guilin Institute of Tourism, and Miss Tam Kit Man and Mr Tse Yu Tien, both Year 2 SHTM students.
The final Plenary Session, addressing “Best Practices in Tourism and Hospitality Education” featured Professor
David Jones, Chair of the Department of Hospitality Management at the School of Management, University of
San Francisco; the SHTM’s Professor King; and Dr Joseph Tormey, Director of the International School of Hospitality and
Tourism Management, Fairleigh Dickinson University.
A series of concurrent sessions were also held over the first two days of the Forum, with the first featuring such topics as
“Education and Collaboration”. The second session covered “Education and Training” and “Tourist Behaviour”, among other
topics, and the third included themes such as “Sustainable Destinations”.
Preceding a third day of optional technical visits, the Forum was closed by Dean Chon and Professor Yang of the Guilin
Institute of Tourism. The School thanks the Institute for a very fruitful partnership, the UNWTO Knowledge Network for its
invaluable support and all participants for their commitment to advancing tourism education, training and development.
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Drawing Connections

in

Professor Kaye Chon delivering opening remarks

Guilin

Tourism thrives on connections, between individuals, industries, cities
and regions, just to name a few. Never has this been more apparent than
at the eighth World Tourism Organisation (UNWTO)/Pacific Asia Travel
Association (PATA) Forum on Tourism Trends and Outlook, held at the
Shangri-La Hotel in Guilin, China from 13 to 15 October. Organised by the
UNWTO and PATA in collaboration with the Guilin Municipal People’s
Government and the SHTM, the annual Forum brought together policy
makers, senior officials, industry professionals and academics to consider
how connections and their consequences influence tourism policy, industry
practices and overall tourism development.

W

ith an explicit theme of “Enhancing Connectivity in Tourism”, the event highlighted the need for action
at all levels. Reflecting on the local situation during the forum, Professor Kaye Chon, SHTM Dean
and Chair Professor, said that “Guilin has done a great job in marketing of its tourism” but that it was
now “necessary to integrate Guilin’s natural beauty with the ethnic minority cultures so as to maintain the city’s
charm”. This would involve developing connections between government departments and economic sectors
such as the transport, education and tourism-related sectors, he suggested.
Mr Zhu Shanzhong, former Vice Chairman of the China National Tourism Administration who attended the Forum
in his new capacity as Executive Director of Technical Cooperation and Services at the UNTWO, put the theme in
even broader context: “every individual in the tourism industry chain is a promoter and builder of Guilin. With joint
efforts, the objective will be realised.”

Stimulating Broader
Reflections
An Exchange of
Views

T

he first day of the Forum offered technical sessions
and panels that allowed participants to exchange
views on the pressing issues surrounding connectivity
both globally and locally. The theme of the day’s introductory
session, moderated by Dean Chon, was “Setting the Scene”,
with speakers including Michael Julian, Technical Coordinator
of the UNWTO Tourism Market Trends Programme, and John
Koldowski, PATA Special Advisor and Lead Researcher of
UNWTO/PATA Report. SHTM Associate Dean Professor Brian
King spoke on enhancing the connectivity between education
and career development in tourism.
The remainder of the day was given over to panels, with
the first focused on “Connectivity: The Key to Convenience,
Profitability and Sustainability in Tourism”. The second panel,
themed “Enhancing the Connectivity of Tourism Research for
Better Practice”, was moderated by SHTM Associate Dean
Professor Haiyan Song. In the day’s final session, Dr Honggen
Xiao of the SHTM, served as moderator of a discussion on
“Connectivity and Guilin Tourism Development”.
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T

he Forum’s official opening marked the start of the
second day. Hosted by Mr Tang Congyuan, Mayor of
Guilin, the opening session was officiated at by
Mr Zhu Shanzhong; Mr Martin Craigs, the then CEO, PATA;
Dean Chon; Mr Zhao Leqin, Secretary of the Guilin Municipal
Party Committee and Head of the Municipal People’s Congress
Standing Committee; and Mr Du Jiang, Vice Chairman, China
National Tourism Administration. The keynote session that
followed focused on “Enhancing the Connectivity of Tourism”.
Moderated by the SHTM’s Professor King, the session
featured Dean Chon speaking on tourism mega-trends in Asia
and the Pacific and their implications for research and practice.
Discussions continued after lunch with a panel session on
“Connectivity and the Way Forward: Summative Reflections
and Open Debate”, with a group of lively panellists including
the SHTM’s Professor Haiyan Song. The Forum came to
a formal conclusion with a closing session in the afternoon,
featuring remarks from Mr Harry Hwang of the UNWTO, Wu
Bo of PATA China and Ms Chen Lihua, Vice Mayor of Guilin.
Having reflected during the proceedings on the connections
inherent in China’s leading role in global outbound tourism
development, particularly in driving the construction of hotels
and transport infrastructure, Mr Hwang commented that
“international tourists to China may generate the same effect”.
The third day rounded out the event with a tour of Guilin, taking
in the local Club Med, the Guilin Institute of Tourism, a cruise
on the Li River and visits to scenic spots. Given the many
connections highlighted, and not a few established between
the participants, the School is very much looking forward to
playing a strong supporting role in next year’s Forum.
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Women Leaders Inspire
Next Generation
Although career opportunities for women have expanded
considerably over the last 40 years, female executives still
face challenges breaking into the hospitality industry.
With an eye on educating the next generation about those
challenges, the School held the Women in Leadership in
Hospitality Mini-Forum on 20 October.

S

ylvia Chung focused on the challenge of creating the
L’hotel brand, emphasising that a manager has to deal
with even the smallest details of a project. In response
to a later question she also mentioned that confidence in one’s
own practices and the ability to always think critically were
vital for hospitality managers, two elements of her own career
that had benefited from time spent studying for a Master of
Science in Hotel and Tourism Management at the SHTM.
Managers, Ms Chung said, not only have to master routine
information but they also need to think in new and different
ways. She explained that she was now spending time “learning
how to connect with nature” to appreciate how humans fit into
a wider network of life and “open up new thought patterns”.

Ms Betty Simpson
Ms Alison Yau

Being Different

Ms Sylvia Chung

T

he event attracted SHTM staff, students and visitors eager to learn from the rich
experiences of four very high-achieving women. Ms Betty Simpson, General Manager of
the Helena May, received a SKAL International Hong Kong Unsung Hero Award 2011.
Ms Alison Yau, SHTM Alumni of the Year 2009, is Regional Director of Sales and Marketing at
the Rhombus International Hotels Group.

This sort of differentiation can, and probably must, extend to
attitude. Rainy Chan rounded out the mini-forum by recalling
when she interviewed for her first job in Hawaii. “I was the
most well-dressed person in the interview. Everyone was

Ms Sylvia Chung received the SKAL International Hong Kong Business Leader of the Year Award
in 2013 and the SHTM Alumni of the Year 2014 award the month after the mini-forum. She is
a former Chair of the School’s Industry Advisory Committee and serves as Executive Vice
President of the L’hotel Management Company. The final speaker, Ms Rainy Chan, is Regional
Vice President of Peninsula Hotels and General Manager of The Peninsula Hong Kong.

wearing flip-flops; I had shoes on.” The hiring manager was
very impressed that she treated the interview with the respect
it deserved and she was offered the position, a lesson that all
students in the audience took to heart.
Ms Chan also revealed some of the frustrations associated with
being different, as the first female Chinese front office manager
at The Peninsula Hotel. When she joined the hotel, she said,
guests would assume she was a secretary, but that spurred her
on to prove herself. Overall, she emphasised the importance of
having empathy for guests and developing “a group of people in
your life that will support you”.
Drawing the proceedings to a close, Dean Chon presented
each speaker with a copy of Leading the Way: The Story of
SHTM and Hotel ICON as a token of the School’s appreciation.
As he commented, the audience surely found the testimony of
these accomplished women to be invaluable.

In his introductory remarks, Professor Kaye Chon, SHTM Dean and Chair Professor,
described the event as a “very unique forum”, and the guest speakers as leaders who had
taken on “very important roles in our industry” as it transformed itself with an Asian focus.
He also pointed out the relevance of the careers under discussion, with over 70% of the
School’s student body being female, but emphasised that both young women and men could
learn from the experiences described.
Ms Rainy Chan

Determination Matters

L

eading off the discussion, Ms Simpson highlighted the
significance of determination in establishing a career.
She stressed that it was important to embrace starting
at the bottom: “if you get hands-on knowledge, it will help
you in your career, in your future job”. She also recalled the
choice she had to make five years after graduation: “there was
a much longer career path than now, so if I was to stay in the
housekeeping department, it would have been many years
before I would be Executive Housekeeper”, she explained.
An administrative position followed, and eventually General
Manager positions.
In response to a later question, Ms Simpson acknowledged
that balancing work and family life is difficult for women in the
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hospitality industry, and discussed the importance of family
support and the need to plan in case of emergencies.
Ms Yau continued with the theme of determination, looking
back at her 20 years in the hospitality industry. To pursue the
career she wanted to make a success, she found it necessary
early on to work at four part-time jobs. Later, when working
in mainland China, she found it difficult to hire qualified staff
because parents were discouraging their adult children from
working in service positions. A less determined hotelier may
have despaired, but Ms Yau overcame the challenge in a novel
way – she invited parents to stay at her hotel for free so they
could see first-hand the value of their children’s work.

(From left) Professor Brian King, Professor Kaye Chon, Ms Sylvia Chung, Ms Rainy Chan,
Ms Alison Yau and Ms Betty Simpson with 2 SHTM students
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Hotel ICON

The Future

Today

Hotel ICON
From its inception, Hotel ICON has had the mandate of
advancing hospitality teaching, research and development.
The SHTM’s teaching and research hotel is constantly
fulfilling those obligations, moving the industry ahead
through its innovative approaches. General Manager,
Mr Richard Hatter, recently described the hotel’s unique
place in hospitality. “In the industry”, he observed,
“traditionally, you’re either an academic or a hotelier.
This is the first time it’s ever really come together as one”.
The hotel, he said, was “bridging that gap between what
the industry needs and what hotel schools are putting out”.

Research Edge

A

nother highly significant element of the hotel is
the research that it allows SHTM academics to
carry out. Since opening, it has hosted 29 projects,
the most recent of which were under the spotlight in late
September at the hotel’s Silverbox Ballroom as part of the
second Hotel ICON Research Presentation Session.
For instance, Dr Tony Tse, SHTM Assistant Professor and
Programme Director (Industry Partnerships), discussed a
project he conducted with Professor Rob Law on guest
perceptions of in-room technology at Hotel ICON. With
the objectives of helping to guide the hotel’s strategic
planning and providing insights for the hotel sector about
the technology-related priorities of hotel guests, they found
that in-room technology did indeed matter and that more
should be done to provide easy-to-follow device manuals
in Chinese.

Guestrooms for the Next Generation

T

o achieve this, the hotel and the School are constantly thinking ahead. Mr Hatter mentioned the Tomorrow’s
Guestrooms design competition – of which he is Co-Chairman – that was open for entries from 1 September 2014
to 31 January 2015. He described it as a way of setting “a blueprint for how a hotel room should really be designed”.

At a later media briefing, Professor Kaye Chon, SHTM Dean and the competition’s other Co-Chairman, spoke of the need
for hotels to address the emergence of the “experience economy”. Many guests now belong to the next generation of high
spending young world travellers who demand both style and substance, and are technologically savvy.
These are the people whose demands the competition is designed to anticipate. Young architects, architecture studios and
other businesses in the industry along with design students from tertiary education institutions around the world were
invited to submit proposals individually or as teams to showcase their visions of hotel room design for these guests of
the future.

Among other projects under discussion was that of
Professor Haiyan Song, SHTM Associate Dean, and
Professor Cathy Hsu. Having conducted tastings under
various conditions to determine perceptions of wine
branding and willingness to pay, the researchers found that
customers were more sensitive to price when no
information about the wine was given, but not if the wine’s
place of origin was revealed. The results, they suggested,
will be “very useful for wine producers, distributors and
retail shops to market their wines effectively to different
customer segments”.

Awards Highlight
Training Excellence

T

he SHTM’s commitment to advancing hospitality
and tourism through Hotel ICON was also evident
in the training field recently, with the hotel receiving
three awards at the Hong Kong Management Association’s
Awards for Excellence in Training and Development during
September. The hotel’s resourceful contributions to and
innovative tailoring of the School’s Work-Integrated Education
programme earned it an Excellence Award under the
Skills Training category, and its Hotel Management Trainee
programme received the same under the Development
category.
In announcing the awards, the HKMA praised Hotel
ICON for challenging students to “think proactively” and
providing them with “opportunities to survey other hotels to
understand the competition and imbibe the best practices
that the industry has to offer”. As an added bonus, the hotel’s
Assistant Human Capital Manager, Ms Dianna Yu, won the
Best Presentation Award under the Skills Training category.
Speaking on behalf of all those involved, Mr Richard Hatter
said the awards were “definitely the best applause for our
team, who aim to create a new generation of passionate,
well-informed, pioneering hoteliers”. As always, Hotel ICON
and the School are looking resolutely to the future.

Entries will now be reviewed by an expert panel according to functionality in design and creativity in implementation.
Winners will have the opportunity to have their design realised in Hotel ICON’s designated Tomorrow’s Guestrooms. The
student winner will also be given the opportunity to develop their design during a mentoring internship at Conran and
Partners in London.

12

13

Hotel ICON

The Future

Today

Hotel ICON
From its inception, Hotel ICON has had the mandate of
advancing hospitality teaching, research and development.
The SHTM’s teaching and research hotel is constantly
fulfilling those obligations, moving the industry ahead
through its innovative approaches. General Manager,
Mr Richard Hatter, recently described the hotel’s unique
place in hospitality. “In the industry”, he observed,
“traditionally, you’re either an academic or a hotelier.
This is the first time it’s ever really come together as one”.
The hotel, he said, was “bridging that gap between what
the industry needs and what hotel schools are putting out”.

Research Edge

A

nother highly significant element of the hotel is
the research that it allows SHTM academics to
carry out. Since opening, it has hosted 29 projects,
the most recent of which were under the spotlight in late
September at the hotel’s Silverbox Ballroom as part of the
second Hotel ICON Research Presentation Session.
For instance, Dr Tony Tse, SHTM Assistant Professor and
Programme Director (Industry Partnerships), discussed a
project he conducted with Professor Rob Law on guest
perceptions of in-room technology at Hotel ICON. With
the objectives of helping to guide the hotel’s strategic
planning and providing insights for the hotel sector about
the technology-related priorities of hotel guests, they found
that in-room technology did indeed matter and that more
should be done to provide easy-to-follow device manuals
in Chinese.

Guestrooms for the Next Generation

T

o achieve this, the hotel and the School are constantly thinking ahead. Mr Hatter mentioned the Tomorrow’s
Guestrooms design competition – of which he is Co-Chairman – that was open for entries from 1 September 2014
to 31 January 2015. He described it as a way of setting “a blueprint for how a hotel room should really be designed”.

At a later media briefing, Professor Kaye Chon, SHTM Dean and the competition’s other Co-Chairman, spoke of the need
for hotels to address the emergence of the “experience economy”. Many guests now belong to the next generation of high
spending young world travellers who demand both style and substance, and are technologically savvy.
These are the people whose demands the competition is designed to anticipate. Young architects, architecture studios and
other businesses in the industry along with design students from tertiary education institutions around the world were
invited to submit proposals individually or as teams to showcase their visions of hotel room design for these guests of
the future.

Among other projects under discussion was that of
Professor Haiyan Song, SHTM Associate Dean, and
Professor Cathy Hsu. Having conducted tastings under
various conditions to determine perceptions of wine
branding and willingness to pay, the researchers found that
customers were more sensitive to price when no
information about the wine was given, but not if the wine’s
place of origin was revealed. The results, they suggested,
will be “very useful for wine producers, distributors and
retail shops to market their wines effectively to different
customer segments”.

Awards Highlight
Training Excellence

T

he SHTM’s commitment to advancing hospitality
and tourism through Hotel ICON was also evident
in the training field recently, with the hotel receiving
three awards at the Hong Kong Management Association’s
Awards for Excellence in Training and Development during
September. The hotel’s resourceful contributions to and
innovative tailoring of the School’s Work-Integrated Education
programme earned it an Excellence Award under the
Skills Training category, and its Hotel Management Trainee
programme received the same under the Development
category.
In announcing the awards, the HKMA praised Hotel
ICON for challenging students to “think proactively” and
providing them with “opportunities to survey other hotels to
understand the competition and imbibe the best practices
that the industry has to offer”. As an added bonus, the hotel’s
Assistant Human Capital Manager, Ms Dianna Yu, won the
Best Presentation Award under the Skills Training category.
Speaking on behalf of all those involved, Mr Richard Hatter
said the awards were “definitely the best applause for our
team, who aim to create a new generation of passionate,
well-informed, pioneering hoteliers”. As always, Hotel ICON
and the School are looking resolutely to the future.

Entries will now be reviewed by an expert panel according to functionality in design and creativity in implementation.
Winners will have the opportunity to have their design realised in Hotel ICON’s designated Tomorrow’s Guestrooms. The
student winner will also be given the opportunity to develop their design during a mentoring internship at Conran and
Partners in London.

12

13

SHTM Corporate Social Responsibility and Service Learning Activities

SHTM Corporate Social Responsibility and Service Learning Activities

Responsibility for
Sustainable Development
A considerable part of the drive for excellence underpinning the SHTM’s
rise to global prominence in tourism and hospitality education and
research has been the desire to give back to the industry and communities
that support it. In numerous corporate social responsibility activities and
student-focused service learning projects, SHTM staff and students have
worked towards the ultimate goal of sustainable tourism development.
Recently they have lent a hand to those in need across the region, in
Cambodia, Vietnam, Sichuan province in mainland China and at home in
Hong Kong.
Qing Ping, Sichuan

Around the Region

Closer to Home

P

W

Putting their pre-trip training at Hotel ICON and the School’s Vinoteca Lab to good use, the students not only assisted
with the Inn’s operations but they also formulated new marketing and promotional materials, and provided training in
hotel operations, workplace English and marketing. Even Professor Timothy W. Tong, PolyU President, became involved,
demonstrating how to make Hong Kong-style milk tea. The guesthouse’s staff were very appreciative of the learning
opportunities provided.

The group’s first task was to help local community understand the basic
concept and benefits of ecotourism, after which they worked with locals to
design ecotourism activities, brochures and a website to promote the area.
The students further formulated marketing plans and provided training in
itinerary planning, tour guidance and event planning, before organising an
ecotourism-related fun fair. Over the relatively short period of six days, the
highly appreciative locals demonstrated great progress in becoming effective
tourist guides.

hnom Penh in Cambodia was the destination of a service learning trip led by the SHTM’s Dr Pearl Lin and
Mr Raymond Kwong from 11 to 23 June. Including 17 PolyU students, 11 of whom were from the SHTM,
the tour group was organised by the university’s Office of Service Learning and focused on Green Pasture Inn,
a guesthouse that creates employment opportunities for young people and donates 40% of its profits to non-government
organisations that support at-risk children and exploited women.

Turning to Vietnam, the School has developed a significant social responsibility partnership with the Hospitality School of
Ho Chi Minh City in recent years. The Hospitality School is a non-profit institution operated by the Vietnamese Department
of Labour, Invalids and Social Affairs that provides hospitality training to disadvantaged youths and street children.
Given the SHTM’s vital input into a one-year certificate course in Housekeeping Management at the School, developed by
Dr Eric Chan, Professor Kaye Chon, SHTM Dean and Chair Professor, was invited to speak at its graduation ceremony on
30 June. He commented that the hospitality and tourism industry was growing rapidly around the world, and that Vietnam
was no exception. The Hospitality School, he said, would continue to benefit from the SHTM’s assistance as part of its
corporate social responsibility activities.
Ho Chi Minh City, Vietnam

ith a focus on determining the potential for eco-tourism as an
antidote to poverty, over summer the SHTM’s Dr Alan Wong and
Ms Chloe Lau led 29 PolyU students on a service-learning trip
to Qing Ping, a formerly beautiful town heavily affected by the devastating
Sichuan earthquake in 2008.

In Hong Kong, a summer focus was on the “P.S. I Love You – The Stolen
Yesteryears” community event. Cooperating with the Windshield Charitable
Foundation on 8 June, 21 Year Two SHTM students undertook a servicelearning project to raise awareness of community heritage, values and
tradition by promoting Ping Shek Estate, a public housing development in the
Kwun Tong district.

Ping Shek Estate, Hong Kong

In an effort to introduce sustainable community tourism to the estate, the students organised a very
well received Volunteer Community Ambassadors project in which women who had recently migrated
to Hong Kong from the mainland acted as tour guides for more than 600 participants. A fun fair and
Back to the 70s Exhibition held on the day created a sense of belonging among residents by revitalising
collective memories of the 1970s and 1980s.
No institution should set itself apart from those whom it should be serving. The School is very proud of
its students and staff for these highly constructive efforts and will continue to encourage them to reach
out in the future. Not only will they help make sustainable tourism development an achievable goal, but
they will also develop themselves and their sense of contributing to the betterment of humankind.

Phnom Penh, Cambodia
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Doctoral Programmes and Graduates

Executive Development Programmes

Outstanding

Advancing

Doctoral Graduates

Executive Education

in
Asia

Dr Fred Mayo teaching at the
Certified Hospitality Educator Workshop

Dr Joanne Yoo

Dr Yong Chen

Dr James Mabey

Dr Joe Tormey

Dr Edward Roekaert
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With its world-leading research and scholarship and a unique education model grounded in the significance of Asia to
the advancement of global tourism, the SHTM provides its doctoral students with outstanding career opportunities. In
recent times, graduates of the Doctor of Philosophy (Ph.D.) in Hotel and Tourism Management and Doctor of Hotel
and Tourism Management (D.HTM) programmes have taken on both academic and industry roles that reflect their
enhanced skillsets and leadership aspirations.

I

n the highly competitive Ph.D. programme, students
prepare for careers in education and research, benefiting
from the School’s critical mass of globally recognised
researchers and its “East meets West” environment.
Graduates have gone on to impressive academic careers.
Dr Joanne Jung-Eun Yoo, from the class of 2005, is now
with the University of Delaware as an Assistant Professor
at the Department of Hotel, Restaurant and Institutional
Management. Dr Yong Chen, from the class of 2012, moved
into academia following graduation and is now an Assistant
Professor at the world-famous Ecole hôtelière de Lausanne
in Switzerland.
Now in its eighth year, the ground-breaking D.HTM programme
attracts experienced practitioners, government representatives
and academics from as far and wide as Ghana, Peru and the
United States. With its distinct Asian focus, the programme
offers a unique combination of subjects and research, fitting
the hectic schedules of its participants with a flexible
delivery pattern.
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D.HTM alumni can claim significant professional and academic
success in recent years. Taking examples from the class of
2013 alone, Dr James Mabey is now Senior Vice President of
Development – Asia Pacific at the Jumeirah Group and was
recently appointed Adjunct Associate Professor at the Emirates
Academy of Hospitality in Dubai. Dr Joe Tormey has been
appointed Director of the International School of Hospitality and
Tourism Management at Fairleigh Dickinson University in New
Jersey, USA. From the class of 2014, Dr Edward Michael Roekaert,
former President of the Unversidad San Ignacio de San Loyola, is
now Rector of the Peruvian University of Applied Sciences in Lima.
The School’s doctoral programmes are clearly avenues for
advanced career development. Those who are interested in joining
a very select group of students and high achieving graduates
can find more information at www.polyu.edu.hk/htm/phd and
www.polyu.edu.hk/htm/dhtm.

mid the Asian wave of hospitality and tourism
development, the School is eagerly meeting local
training needs with specially tailored executive
development programmes. SHTM staff members recently
visited countries across the region, training hospitality
managers and tourism educators in a broad range of areas.
In July, SHTM staff delivered a nine-day hotel management
programme for teachers from Jinhua Polytechnic in Zhejiang,
China. Attracting seven enthusiastic attendees, the sessions
covered the intricacies of delivering world-class hospitality
education, including teaching methods, curriculum design,
the use of ‘professors for a day’ to enrich teaching, industry
partnerships and Hotel ICON as a teaching and research hotel,
among other areas.
From August to October, the School conducted one-day
programmes in Guangzhou for 30 delegates from LN
Hospitality Management Company Limited, covering such
issues as the impact of social media and the use of branding
and distribution strategies. This was followed by two-day
programmes on hotel operations in Shanghai from September
to December for 33 participants from the China Jin Mao Group.
In November, the SHTM and China Travel Services (Hong Kong)
collaborated on a three-day programme for the Fujian Provincial
Tourism Bureau, with 24 industry executives in attendance.
Further afield, the School cooperated with Dusit Thani College
in Thailand during September to conduct the first of three
seminars for academics and industry executives, focusing on
hotel service quality leadership and attracting 42 participants.
Teaming up with the Banyan Tree resort chain, SHTM staff also
presented workplace conflict handling sessions, one in Al Wadi,
the United Arab Emirates in October and another in Chongqing,
China during November.

Professor Kaye Chon (first

In relation to central Asia, School staff
row, middle), Dr Tony Tse
(first row, first from left)
delivered a three-day programme for six
and Dr Barry Mak (first
lecturers from tertiary education institutes
row, first from right) with
in Kazakhstan at the request of Asia Travel, teachers from Kazakhstan
focusing on topics such as Hong Kong’s
education system, industry partnerships and the
use of information technology in hospitality education.
At home in December, the SHTM hosted the latest Certified
Hospitality Educator Workshop on its premises, attracting
25 participants. Following four days of intensive training, an
examination and the presentation of videos to demonstrate
their teaching, the candidates awaited expectantly for news of
their certification.
Both at home and abroad, the School works tirelessly to
improve the global hospitality and tourism industry.

Dr Henry Tsai
(first row,
middle) with
participants
from the Jin
Mao Group

Professor Kaye
Chon (first row,
fourth from left)
with participants
from Dusit Thani
College
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High-speed Rail Boosts Chinese
Domestic Tourism Demand

I

n pioneering study, SHTM Professor Hanqin Qiu
and two co-authors have found that China’s highspeed railway has increased domestic tourism
demand. The researchers investigated the effects of
the 1,070-kilometre Wuhan-Guangzhou stretch of the
railway on domestic tourism receipts in three Chinese
provinces, finding that it has produced significant
benefits for tourism in Guangdong and Hunan, with
Hubei lagging behind. Yet the overall situation, they
suggest, broadly confirms that “transport infrastructure
is a necessary precondition for the development of the
tourism industry”.

Transportation and Tourism
Advancements in transportation technology have long
been “regarded as one of the three pillars underlying
the prosperity of modern tourism”, according to the
researchers, with the other two being disposable income
and adequate leisure time. They explain that China has
seen major strides in all three since launching its opendoor policy in 1978, and the benefits for tourism are
clear. The country’s growing middle class, with higher
salaries and more free time than ever before, is fuelling
domestic tourism. The number of domestic tourist visits
totalled 1.6 billion in 2010, they note, generating revenue
of RMB777 billion.
In a country as vast as China, robust transport
infrastructure is needed to move all those people around
– a feat partly accomplished by China’s high-speed
rail network. Yet the project has not been without
controversy over safety and huge costs. The researchers
believe that a study of the relationships between highspeed train operations and “tourism development in local
destinations” will go a long way towards addressing these
concerns and demonstrating the network’s important
economic contributions.

Although it is relatively well accepted that transport
is critical to destination development, with trains in
particular promoting sustainable tourism, the news
for the tourist trade is not always positive. The
researchers note that some evidence suggests that the
expansion of China’s high-speed rail network has
deprived hotels of guests by making certain destinations
too accessible, “with gains for one destination being
losses for another along the route”. They thus set out to
determine the overall economic value of the network
“in tourism terms”.

Determining a Rail Network’s
Economic Value
The researchers selected the Wuhan-Guangzhou stretch
of the high-speed rail network because it is the longest,
spanning 11 destinations with various levels of economic
and social development. Hubei, Hunan and Guangdong
provinces also differ in the extent to which they host
tourism activities and have developed the appropriate
infrastructure. The decision was made to concentrate
on domestic rather than international tourism because
receipts from domestic tourists far outstrip those from
international visitors. The researchers note that domestic
tourism receipts in 2011 were US$30.6 billion in Hubei,
$27.3 billion in Hunan and $62.4 billion in Guangdong
compared to international receipts of $0.94 billion,
$1 billion and $13.9 billion, respectively.
To ensure that they captured the situation both before
and after the opening of the Wuhan-Guangzhou railway,
which reduced the travel time between the two cities
from 11 hours to 3, the researchers studied two periods:
from January 2008 to December 2009, and from January
2010 to December 2011. They used tourism receipts in
the three provinces to approximate tourists’ disposable
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income, and sought to determine the tourism-related
economic effect of the opening of the high-speed line.

Unbalanced Effect of the Railway
The researchers report that there were significantly higher
domestic tourism receipts in Guangdong and Hunan than
in Hubei after the Wuhan-Guangzhou section of the highspeed railway commenced operations. Indeed, receipts in
Huebi shifted very little. On a more positive note, they
suggest that if the respective characteristics of Guangdong
and Hunan are taken into account, the railway’s
economic effects are “more widespread and pronounced”
than would at first seem obvious, with the relatively lessdeveloped inland province of Hunan experiencing greater
growth than its more developed coastal counterpart.
Also of interest are the railway’s “spill-over effects”,
the researchers note, citing reports indicating that even
nearby destinations not on its route have benefitted, with
some achieving 100% growth since the line opened. They
take this as evidence that “transport can contribute to the
optimization of tourism product structure and enhance
the overall attractiveness of the broader region”. Their
findings also indicate “new opportunities for interdestination cooperation and integration”, as Guangdong
has traditionally been the major tourist source market
for Hunan.
The railway has also had considerable “knock-on
effects”, according to the researchers. These have
included competition-induced reductions in airfares,
greater flexibility in flight schedules and a major boost
for short-haul weekend tours. The end result, they argue,
is “a wider range of choices for the tourist”, which has
influenced “many aspects of their ‘travel career’ beyond
increased spending”.

Overcoming Disparities
Given that Hubei province seems to have missed out
on the railway’s benefits, the researchers cautiously
suggest that “high-speed rail should not be treated as
a panacea for tourism”, with no attention paid to the
existing tourism infrastructure and attractions in a
given destination. They emphasise, however, that they
focused on a period soon after the railway commenced
operations, and “positive impacts may be manifest in the
longer term” for Hubei.
In addition, the researchers measured the railway’s
economic effects in the form of tourism receipts and,
with the exception of its capital Wuhan, Hubei features

II

Research Horizons Volume 9. Issue 1. February 2015

Highly Popular Drama Influences
Perceptions of Korea

few attractions other than the natural landscape. Hence,
without the development of more attractions, the railway
can offer little economic benefit to the tourism industry
and may even be detrimental to the hotel and hospitality
sector by reducing the need for overnight stays.
The continued popularity of the Wuhan-Guangzhou
high-speed railway despite its relatively high ticket
price – RMB450 one-way versus RMB330 for a normalspeed train – indicates that “it has become a tourist
attraction in its own right”, the researchers believe. The
way forward, they note, is more “regional cooperation,
enrichment of tourism products and integration of the
broader tourist transport infrastructure”. This could be
complemented by marketing campaigns that emphasise
the benefits of high-speed rail travel, and travel packages
and itineraries that incorporate rail components and
“experience optimisation”.

Clear Economic Benefit to Tourism
Despite finding few short-term economic benefits for
Hubei province, the researchers believe that they have
provided “solid evidence for the positive effects of the
high-speed railway on the development of an industry
that is assuming rising significance in the Chinese
economy”. This, they hope, will spur the tourism sector
towards more creative ways of capitalising on the railway
to achieve further growth. Most importantly, their
findings should provide the very important service of
helping to dispel criticisms of the high-speed railway’s
economic value for the country as a whole.

Points to Note
• Transport is critical to tourism development.
• The Wuhan-Guangzhou high-speed railway
in China has boosted tourism receipts in
Guangdong and Hunan but not in Hubei.
• Yet, the railway has had spill-over and knockon effects on other destinations and sectors.
• More should be done to enhance regional
cooperation to broaden the railway’s economic
benefits.

Yan, York Qi, Zhang, Hanqin Qiu and Ye, Ben Haobin (2014).
“Assessing the Impacts of the High-speed Train on Tourism
Demand in China”. Tourism Economics, Vol. 20, No. 1,
pp. 157-169.

V

iewers of the immensely popular television
drama Daeganggeum (Jewel in the Palace) are
keen to try Korean food and have a positive
image of the country, according to the SHTM’s Dr
Samuel Seongseop Kim, Dean and Chair Professor
Kaye Chon and a co-researcher. In a recently published
study of customers at Korean restaurants in Hong
Kong, Taiwan and Thailand, the researchers find that
the drama’s portrayal of Korea and its national cuisine
provides a strong impetus for people to visit
the destination.

Jewel in the Palace
In today’s media-dominated world, films and television
programmes can have an “enormous” influence on the
locations they portray, the researchers suggest. Many
tourists are interested in “film destinations or film
story-related destinations” and want to visit the places
portrayed in them. At the same time, food has become
“an important attraction for a tourism destination”,
given that it can strongly affect a potential visitor’s
expectations about that locality. When translated into an
actual visit, this helps to generate “economic benefits to
the tourist-receiving community”, note the researchers.
Although infrequently considered in this light, when
film and food converge in perceptions of a destination,
they are likely to form “a very effective contributor to
attract tourists”, in the researchers’ words. Fitting well
into this scenario, the Korean television drama series
Daeganggeum features a “cooking maid’s experience
amid political conspiracies and faction fighting” in a
king’s palace, highlighting “the use of Korean traditional
cuisine and medicine”.
This highly popular series comprising 70 episodes was
first aired in Korea in 2003 and has since been shown
in 55 other countries. It is particularly popular in Asia,
and the researchers note that it has been “connected to
the enhancement of the national image of Korea” and
an increase in tourism to the country. In particular, the
drama’s use of Korean food storylines is believed to have
had a positive effect on tourists’ images of and intention
to visit Korea.

However, given the scant evidence available to support
this belief, the researchers set out to determine the
precise effects of Daeganggeum on tourists’ perceptions
of Korea’s national image and food, and whether it
increased their intention to visit the country for
“food tourism”.

Korean Restaurant Customers Surveyed
The researchers conducted their study in three Asian
countries to determine whether the drama had different
effects on people from different cultures. In all three
places, Daeganggeum had been “extremely popular”.
Hong Kong SAR, China, was chosen because the series
was the most watched in its broadcasting history, with
an average audience of 37%. Daeganggeum was equally
successful in Taiwan, the second country considered,
and following its airing in Thailand, the third country
selected, there was an increase in demand for Korean
restaurants, language courses and holidays.
Customers at five Korean restaurants in each country
were surveyed. In Hong Kong, four of the restaurants
were located on Hong Kong Island and one in Tsim Sha
Tsui. Of the Taiwanese restaurants, three were located
in Taipei and two in Kaoshiung. In Thailand, all five
were located in Sukhumvit Plaza in the part of Bangkok
known as “Little Korean Town”.
Offered a brief questionnaire to complete while waiting
to eat, the customers indicated their reasons for preferring
Korean food, such as because it was healthy and low in
calories or it allowed them to experience another culture.
They were also asked whether they were influenced by
Daeganggeum, posters of which often appear in Korean
restaurants overseas, whether eating Korean food
had changed their image of Korea and whether it had
increased their intention to visit the country.
The majority of the customers were in their 20s and 30s
and they generally had a high level of education, with
more than 70% having a college degree or higher. More
than half of those surveyed in Hong Kong had visited
Korea, while just over 40% of those from Thailand and
21% from Taiwan had visited.
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Influence of Daeganggeum

Winning Combination of Drama and Food

For customers in all three places, the researchers found
that television and radio were the most influential
sources of information in making them want to try
Korean cuisine, followed by newspapers and magazines.
Their experience of Korean food gave many customers,
especially those from Hong Kong, a more positive
image of the country, confirming that “food may be an
influential medium in changing the national image of
Korea”, note the researchers.

Overall, the researchers confirm that Daeganggeum has
increased the preference for Korean food among Hong
Kong, Taiwanese and Thai customers. They conclude
that combining the portrayal of food with a destination
in a film or television programme can enhance the image
of the country and may act as a “magnet” to visitors who
want to experience the places and foods portrayed.

Around half of the customers indicated that they had
become interested in eating Korean food through
watching Daeganggeum. This, suggest the researchers,
reflects the “strong effects this TV drama has had on
these countries”. Furthermore, many of the customers
agreed that watching the programme had made them
keen to visit Korea to experience the food.

Different Preferences Revealed
There were, however, some differences in the elements of
Korean dining and the drama that influenced customers
in the three places. For instance, those in Hong Kong
and Thailand were particularly taken by the “variety
and harmony” of Korean food. A practical implication
for Korean restaurants in these places, the researchers
suggest, is to make their menus “more visually appealing”
with the use of “diverse decorations” to “influence the
national image of Korea” formed by Hong Kong and
Thai customers.
The Hong Kong customers were also attracted by the
healthy aspects of Korean food. The researchers propose
that Korean restaurants in the city take advantage of this,
providing menus with “natural and health-conscious
ingredients rather than a large amount of meats or
instant foods”.
Among the Taiwanese and Thai customers, the
“uniqueness of Korean food culture” as portrayed in
Daeganggeum was important. This aspect, the researchers
recommend, should be emphasised in restaurant décor
through the use of “traditional wooden paper or curtains
using natural dyed material” and the creation of “an
interior ambience that uses natural acoustics such as the
sounds of wind, rain or birds”.

IV

Points to Note
• A combination of televisual portrayals of a
destination and the appeal of its food can have
a sizable economic impact on that destination.
• The food-centric Korean drama Daeganggeum
has had a strong influence on perceptions
of Korean cuisine and Korea as a tourist
destination.
• Hong Kong, Taiwanese and Thai customers of
Korean restaurants overseas were influenced
in largely similar ways, with some important
differences.
• Korean restaurant owners could harness
these different national preferences to attract
particular customers.
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Acculturation Determines Consumer
Responses to Service Failures

C

hinese American consumers react differently to
service failures depending on the extent to which
they have integrated into American culture,
suggest Dr Karin Weber and Professor Cathy Hsu of the
SHTM and a co-author. In a recently published research
paper, they report the results of a study that considered
the reactions of Chinese Americans with different levels
of acculturation to customer service failure. As measured
by the need to maintain “face”, the extent of customer
satisfaction with the service experience and repeat
purchase intention, the respondents’ “acculturation
status influenced their reaction to the service failure”,
the researchers note.

Multi-Ethnic Societies and Acculturation
In increasingly multi-ethnic societies, it is particularly
important for hospitality marketers and service providers
to understand the perceptions and behaviours of people
from different cultures. Consider the situation in the
United States. Chinese Americans, the researchers note,
are the largest ethnic group among Asian Americans,
and their higher than average salaries “make them an
attractive target segment for marketers”.
Yet presuming the homogeneity of any ethnic group
can be problematic. The researchers suggest that the
perceptions and behaviours of ethnic consumers who
migrate to other countries may differ depending on the
extent to which they maintain their original cultural
identities or assimilate with the new cultures. They were
thus interested in determining the “impact of different
acculturation strategies” – integration, assimilation and
maintenance of separation – on the reactions of Chinese
Americans to service failure, which they describe as “an
unfortunately common situation”.

Service Failure Scenario
The researchers conducted a survey among Chinese
Americans who had lived in the United States for at
least five years. The participants were asked to imagine
themselves “as an aggrieved customer” at a luxury hotel
who experiences “subtle discrimination” while European
guests are given “preferential treatment”. The scenario
described a situation in which a member of staff failed
to make an important dinner reservation for the guest,

who then had to make alternative arrangements, with
the hotel employee making no attempt to resolve the
situation. The researchers presented four variants of the
scenario based on differences in the ethnicity of the staff
member involved – Western or Chinese – and “the hotel
brand’s county of origin” – whether an Asian country or
the United States.
Once they had read the scenario, the participants rated
how satisfied they were with the hotel and how likely
they were to return. They also answered questions
designed to assess “loss of face”, which occurs, the
researchers explain, when “service providers fail to
recognise guests’ importance and do not accord them
due respect”. They emphasise that the concept of face is
particularly important in Chinese culture, and is linked to
“a person’s status and position in society”.
To give an indication of the survey’s representativeness,
those who completed the questionnaire were equally
divided in terms of gender, and almost 60% were aged
26 to 55. Their level of education was relatively high –
more than half had Bachelor degrees and a quarter had
postgraduate degrees. Around 60% were born in the
United States, 40% had arrived there in the 1990s and
30% had arrived since 2000.

Acculturation Influences Satisfaction
To explore how the participants reacted to the customer
service scenario, the researchers first grouped them into
three categories according to their degree of acculturation
– the extent to which they retained their “identification
with their culture of origin” and attempted to “conform
to the host culture”. The assimilated participants did
not seek to maintain their original Chinese culture and
sought daily interactions with the local American culture.
Their integrated counterparts attempted to maintain their
Chinese culture but also sought daily interactions with
American culture. The separated participants, in contrast,
held onto their Chinese culture and did not attempt to
interact with the local culture.
Considering differences in responses to the scenario,
the researchers found that the culturally separated
participants were most satisfied with the service described
and were most likely to return to the hotel. At the same
time, they were also more concerned than the other two
V
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suggest, is to make their menus “more visually appealing”
with the use of “diverse decorations” to “influence the
national image of Korea” formed by Hong Kong and
Thai customers.
The Hong Kong customers were also attracted by the
healthy aspects of Korean food. The researchers propose
that Korean restaurants in the city take advantage of this,
providing menus with “natural and health-conscious
ingredients rather than a large amount of meats or
instant foods”.
Among the Taiwanese and Thai customers, the
“uniqueness of Korean food culture” as portrayed in
Daeganggeum was important. This aspect, the researchers
recommend, should be emphasised in restaurant décor
through the use of “traditional wooden paper or curtains
using natural dyed material” and the creation of “an
interior ambience that uses natural acoustics such as the
sounds of wind, rain or birds”.
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guests are given “preferential treatment”. The scenario
described a situation in which a member of staff failed
to make an important dinner reservation for the guest,
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brand’s county of origin” – whether an Asian country or
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designed to assess “loss of face”, which occurs, the
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recognise guests’ importance and do not accord them
due respect”. They emphasise that the concept of face is
particularly important in Chinese culture, and is linked to
“a person’s status and position in society”.
To give an indication of the survey’s representativeness,
those who completed the questionnaire were equally
divided in terms of gender, and almost 60% were aged
26 to 55. Their level of education was relatively high –
more than half had Bachelor degrees and a quarter had
postgraduate degrees. Around 60% were born in the
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To explore how the participants reacted to the customer
service scenario, the researchers first grouped them into
three categories according to their degree of acculturation
– the extent to which they retained their “identification
with their culture of origin” and attempted to “conform
to the host culture”. The assimilated participants did
not seek to maintain their original Chinese culture and
sought daily interactions with the local American culture.
Their integrated counterparts attempted to maintain their
Chinese culture but also sought daily interactions with
American culture. The separated participants, in contrast,
held onto their Chinese culture and did not attempt to
interact with the local culture.
Considering differences in responses to the scenario,
the researchers found that the culturally separated
participants were most satisfied with the service described
and were most likely to return to the hotel. At the same
time, they were also more concerned than the other two
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groups about the need to maintain “face”, which should
have been detrimental to their perceptions of customer
service. The researchers explain this seeming incongruity
by noting that the culturally separated participants had
little contact with mainstream American culture. They
were thus less familiar with the service environment and
perhaps less aware of discrimination. Furthermore, the
high value placed on “modesty and conservatism” in
Chinese culture may have made them reluctant to express
“extreme opinions”.
In contrast, the assimilated and integrated participants,
more in tune with the mainstream culture, had low levels
of satisfaction with the service and did not intend to
return to the hotel. The researchers speculate that those
who make greater efforts to assimilate into a host culture
“are not focused on maintaining their original identity”
and consequently may respond more negatively when
they “feel discriminated against by a service provider”.
Furthermore, their expression of dissatisfaction could
be an indication of their “learned ‘freedom of speech’
American value”.

Ethnicity of Staff and Origin of Hotel
Degrees of acculturation also influenced the way the
participants reacted to the ethnicity of the hotel staff
member portrayed in the scenario. The culturally
integrated participants were much more likely to indicate
that they would visit again if the employee was Chinese
rather than American. Perhaps those who try hard to “fit
into mainstream society” have greater empathy for other
Chinese trying to do the same, suggest the researchers.
Alternatively, they may feel more discriminated against
by Western staff because such treatment highlights that
they “continue to be treated differently”.
The assimilated participants, in contrast, were more likely
to indicate they would return if they were served by an
American. Assimilators, the researchers suggest, may find
it easier to forgive a failure by an American than by a
Chinese employee because they want to be accepted into
the new culture, while distancing themselves from the
old one.
Interestingly, whether the hotel was part of an American
or Asian hotel chain brand made little difference to any
of the participants, but this may not be as inconsistent
as it might seem. The researchers explain that the
expansion of Asian brands into the United States means
that consumers now “hold similar expectations for these
brands as they do for any other Western brands’.
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Hotel Employees’ Efforts Key to Successful
Implementation of Green Practices

Chinese Americans Not a Homogeneous
Market
Given that the level of acculturation is so important in
responses to hospitality service failures, the researchers
suggest “marketers should realize that Chinese Americans
do not represent a homogeneous market”. Taking this
logic a step further, they conclude that hotels should
provide “not only culture-specific training but intraculture-specific training”. This will ensure awareness
of the “nuanced differences” among Chinese American
consumers, and by extension their mainland Chinese
counterparts visiting the United States.

Points to Note
• Chinese in the United States integrate with the
mainstream culture to varying degrees.
• Differences in acculturation influence Chinese
American responses to hospitality service
failures.
• Culturally separated consumers are less likely
to respond negatively to service failures than
their culturally integrated and assimilated
counterparts.
• Hotel staff training can improve awareness of
intra-cultural differences.

Weber, Karin, Hsu, Cathy and Sparks, Beverley (2014).
“Consumer Responses to Service Failure: The Influence of
Acculturation”. Cornell Hospitality Quarterly, Vol. 55,
No. 3, pp. 300-313.

H

otels in Hong Kong that are looking to
implement environmentally friendly policies
should consider the knowledge, awareness,
attitudes and behaviour of their employees, according
to the SHTM’s Drs Eric Chan, Alice Hon, Wilco Chan
and a co-researcher. Attempting to implement new
policies with employees who are unwilling to change
their behaviour could increase staff turnover and
reduce the success of the programme. Selecting the
right employees and providing in-depth training on
environmental issues are thus important strategies for
ecologically conscious hotels.

A Green Future for Hotels
As concerns about the effects of human behaviour on the
environment continue to rise, laws are being introduced
in an attempt to increase awareness of environmental
issues and change people’s behaviour. The researchers
point out that hotels are consequently becoming
more concerned about balancing “environmental
performance, limited resources, public legitimacy,
burdensome litigation and profitability”. Although most
hotel chains already have policies designed to reduce
their environmental impact, it is hotel staff who must
implement those policies. The attitudes and behaviour of
hotel employees thus ultimately determine whether green
policies are implemented effectively.
As the researchers suggest, although some employees
appreciate and derive greater job satisfaction from
working for environmentally aware companies, there
is concern among hotel managers that the introduction
of environmental policies can “result in resistance
from employees” who are unwilling to change their
routines. They emphasise that this resistance to change
is normal, as most people prefer to stick to what they
call “habitual behaviour”.
One of the key elements in resistance to environmental
policies is the increased workload their implementation
brings. The researchers note that office staff may be
“asked to use double-sided printing or photocopying”
and chefs may be told to “turn on cooking equipment
only as needed”. Furthermore, some employees may feel
threatened not only by change, but also by “their own
lack of environmental knowledge”.

According to the researchers, the introduction of
unpopular policies is a particular concern in the hotel
industry, which has always been associated with
high staff turnover rates. To ensure the success of
environmental programmes and minimise the negative
effects on employees, hotel managers need to gain
the support of their staff. To do so, they need to
understand what influences employees’ attitudes towards
environmental issues, and how these attitudes affect their
“intentions to implement green hotel practices”.

Environmental Knowledge, Awareness
and Concern
The researchers set out to provide hotel managers with
a better understanding of how employees’ attitudes
and behaviour influence their intentions to implement
green practices, and to suggest management strategies
that could enhance those intentions. They distinguished
between environmental knowledge, awareness and
concern, and how these related to the employees’ actual
behaviour and intention to implement green practices in
the hotels they worked in.
Environmental knowledge is likely to affect behaviour,
note the researchers, because people tend to avoid
situations where they do not have “enough knowledge
to guide their behaviour”. Conversely, having more
knowledge about environmental issues motivates people
to engage in environmentally responsible behaviour.
Greater awareness of the effects of human behaviour
on the environment should also motivate people to buy
products with eco-labels and participate in recycling
programmes.
Environmental concern refers to the beliefs and attitudes
that people have towards environmental issues. Although
it might be assumed that people who express greater
concern will behave accordingly, the researchers point
out that the attitudes that people hold do not always
predict how they will actually behave.
The researchers thus sought to determine whether hotel
employees’ knowledge, awareness and concern was
associated with their actual ecological behaviour, such as
how often they reused shopping bags, recycled paper and
tried to save energy. The aim was to discover whether
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have been detrimental to their perceptions of customer
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of satisfaction with the service and did not intend to
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“are not focused on maintaining their original identity”
and consequently may respond more negatively when
they “feel discriminated against by a service provider”.
Furthermore, their expression of dissatisfaction could
be an indication of their “learned ‘freedom of speech’
American value”.
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integrated participants were much more likely to indicate
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into mainstream society” have greater empathy for other
Chinese trying to do the same, suggest the researchers.
Alternatively, they may feel more discriminated against
by Western staff because such treatment highlights that
they “continue to be treated differently”.
The assimilated participants, in contrast, were more likely
to indicate they would return if they were served by an
American. Assimilators, the researchers suggest, may find
it easier to forgive a failure by an American than by a
Chinese employee because they want to be accepted into
the new culture, while distancing themselves from the
old one.
Interestingly, whether the hotel was part of an American
or Asian hotel chain brand made little difference to any
of the participants, but this may not be as inconsistent
as it might seem. The researchers explain that the
expansion of Asian brands into the United States means
that consumers now “hold similar expectations for these
brands as they do for any other Western brands’.
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Hotel Employees’ Efforts Key to Successful
Implementation of Green Practices

Chinese Americans Not a Homogeneous
Market
Given that the level of acculturation is so important in
responses to hospitality service failures, the researchers
suggest “marketers should realize that Chinese Americans
do not represent a homogeneous market”. Taking this
logic a step further, they conclude that hotels should
provide “not only culture-specific training but intraculture-specific training”. This will ensure awareness
of the “nuanced differences” among Chinese American
consumers, and by extension their mainland Chinese
counterparts visiting the United States.

Points to Note
• Chinese in the United States integrate with the
mainstream culture to varying degrees.
• Differences in acculturation influence Chinese
American responses to hospitality service
failures.
• Culturally separated consumers are less likely
to respond negatively to service failures than
their culturally integrated and assimilated
counterparts.
• Hotel staff training can improve awareness of
intra-cultural differences.
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understand what influences employees’ attitudes towards
environmental issues, and how these attitudes affect their
“intentions to implement green hotel practices”.
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The researchers set out to provide hotel managers with
a better understanding of how employees’ attitudes
and behaviour influence their intentions to implement
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that could enhance those intentions. They distinguished
between environmental knowledge, awareness and
concern, and how these related to the employees’ actual
behaviour and intention to implement green practices in
the hotels they worked in.
Environmental knowledge is likely to affect behaviour,
note the researchers, because people tend to avoid
situations where they do not have “enough knowledge
to guide their behaviour”. Conversely, having more
knowledge about environmental issues motivates people
to engage in environmentally responsible behaviour.
Greater awareness of the effects of human behaviour
on the environment should also motivate people to buy
products with eco-labels and participate in recycling
programmes.
Environmental concern refers to the beliefs and attitudes
that people have towards environmental issues. Although
it might be assumed that people who express greater
concern will behave accordingly, the researchers point
out that the attitudes that people hold do not always
predict how they will actually behave.
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the extent to which individuals practised such ecological
behaviour would influence their intentions to implement
green practices in the hotels.

change by equipping employees with “necessary
environmental knowledge so that they know how their
duties and decisions will affect the environment”.

Behaviour Influences Environmental
Intentions

Once the training is underway, the researchers emphasise
that evaluation of its effectiveness is also essential to
ensure it is well received. Effective in-depth training will
not only build staff commitment to the environmental
programme, but will also “improve the employability and
marketability” of the hotel employees.

The researchers conducted a survey at ten Hong Kong
hotels, eight of which were 4 or 5 star and two of
which were 3 star hotels. Half of the respondents were
female, and the majority were aged between 20 and 49.
Fewer than half had a Bachelor degree or higher level of
education, and just over half had worked for their current
employer for more than 5 years.
Encouragingly, the employees who took part in the
survey generally had positive views on environmental
green practices. Those who indicated greater knowledge,
awareness and concern about environmental issues
were also more likely to indicate positive intentions
to implement green practices in their hotels. Yet, the
strength of those intentions was influenced by the
extent to which the employees already engaged in
environmentally friendly behaviour. In other words,
even those who were highly knowledgeable and aware,
and expressed concern about environmental issues, were
unlikely to implement a hotel’s green policy if they did
not make a habit of practising ecological behaviour in
their daily lives.

Strategies for Increasing Green Practices
Based on their findings, the researchers suggest several
strategies for hotels looking to make their businesses
more environmentally friendly. For instance, when
hiring staff, human resource managers could find out
more about applicants’ “eco-friendly practices and
environmental experiences” to ensure they hire people
with good green credentials.
Likewise, managers should “share their company’s
green culture with potential employees”, because many
applicants would prefer to work for environmentally
friendly companies. To ensure they attract the right
applicants, hotels could publicise their green initiatives on
the company website and in job descriptions.
To enhance ecological behaviour among their current
employees, the researchers suggest that hotels should
consider providing environmental training to “upgrade
employees’ skills and environmental knowledge”. Such
training would help to change attitudes and overcome
some of the barriers associated with organisational
VIII

A Win-Win Situation for Hotels and Employees
As hotels come under increasing pressure to demonstrate
their environmental credentials, managers need to
do all they can to ensure that their employees are
willing to implement new green policies. As attitudes
are notoriously difficult to change, selecting people
who already have “good environmental knowledge,
awareness, concerns and behaviour” may be the best
policy, as the researchers put it.
Employees who personally follow ecological
environmentally friendly practices are more likely to be
committed to acting similarly in the workplace and more
committed to their jobs because they prefer to work for
environmentally friendly companies. By adopting the
researchers’ strategy suggestions, hotels in Hong Kong
and elsewhere stand to not only increase the adoption of
green practices among employees but also to reduce the
risk of staff turnover associated with the introduction of
new policies.

Points to Note
• Hotels face increasing pressure to adopt
ecologically friendly practices.
• Hotel employees are the key to successful
implementation.
• Greater knowledge, awareness and concern
increase ecologically friendly behaviour.
• Selecting the right staff and providing training
are essential strategies in implementing effective
green practices.

Chan, Eric S.W., Hon, Alice H.Y., Chan, Wilco and Okumus,
Fevzi (2014). “What Drives Employees’ Intentions
to Implement Green Practices in Hotels? The Role of
Knowledge, Awareness, Concern and Ecological Behaviour”.
International Journal of Hospitality Management, Vol. 40,
pp. 20-28.

Performance Gains needed in Chinese
State-Owned Hotels

C

hinese state-owned hotels need to enhance
their performance and market competitiveness,
according to the SHTM’s Dr Kam Hung and
Professor Hanqin Qiu, along with co-researchers, in a
recently published research article. Having conducted
in-depth interviews with managers and other employees
of state-owned hotels in Hangzhou, they identify little
distinction between the ownership and management of
the hotels, the lack of a profit motive, the absence of
staff incentives and the inability to match private sector
competitors as causes of concern. Yet stable workforces
and entrenched locational advantages suggest that
these hotels “have the potential to become profitable
businesses”, the researchers argue.

State-Owned Hotel Sector
As the first market opened to foreigners after the
introduction of the open door policy in 1978, China’s
hotel and tourism industry was once “considered a
pioneer of economic reform”, the researchers observe.
They note how the industry expanded rapidly with the
help of strong government support and a favourable
business environment, to the extent that by 2009 there
were 14,237 star-rated hotels in China. As the industry
expanded, the proportion of state-owned hotels reduced
from 59% in 2001 to 38% in 2009.
Yet a major problem in the industry, the researchers
note, is that many of these state-owned hotels continue to
experience low profit margins or losses and suffer from
inefficiency in their operations. Although state ownership
is recognised as a “major cause of such inefficiency”, it
seems that the Chinese government has no intention of
privatising large-scale, state-owned enterprises. Given
that the ownership of these hotels is unlikely to change,
the researchers highlight that it is “important to identify
and remedy the problems plaguing” them.

In-Depth Interviews
To identify the challenges facing Chinese state-owned
hotels and provide suggestions on how to resolve
them, the researchers conducted interviews with hotel
employees in Hangzhou, one of the “fastest growing
second-tier cities in mainland China in terms of tourism
development”. By the end of 2007, there were 250

star-rated hotels in the city, with annual revenue of
RMB793.2 million. Additionally, many well-known
international hotel brands have a presence in Hangzhou,
creating “fierce competition in the local market” and
raising concerns about the “survival and effective
management” of their state-owned counterparts.
Of the fifteen interviewees, three were general managers,
two assistant general managers, four department
managers and six non-managerial employees. They had
worked in the industry for around 16 years on average,
although the managers had considerably more experience
than the non-managers, at 24 years versus 3 years.
During the interviews, the employees were asked to
describe the “current conditions” of their hotels and
identify the challenges they faced. In particular, they were
prompted to discuss issues such as the hotel’s operations,
human resources and market positioning.

Problems of Ownership and Management
The interviewees identified a number of problems
arising from the lack of a clear distinction between the
ownership and management of state-owned hotels.
For instance, “constant intervention” by government
officials results in “low efficiency, unprofitability and
less of an ability to compete” with other hotels, the
researchers report. Managers are not free to make their
own decisions, and any decisions they do make are often
subject to lengthy delays while awaiting approval.
Moreover, profit making is not regarded as an
“important objective” for these hotels. Rather, the
interviewees indicted that priority is given to providing
hospitality services to government officials, which is in
conflict with aims such as enhancing asset value and
making a profit. The researchers argue that this priority
has “become an operational burden” for the hotels,
and “explains their underperformance” compared with
privately owned hotels.
Not surprisingly, then, the interviewees all regarded
international hotels as having “superior management
systems” and “more experience” than state-owned hotels.
Although the researchers note that some state-owned
hotels have attempted to implement changes in their
management systems, most such attempts have been
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the extent to which individuals practised such ecological
behaviour would influence their intentions to implement
green practices in the hotels.

change by equipping employees with “necessary
environmental knowledge so that they know how their
duties and decisions will affect the environment”.

Behaviour Influences Environmental
Intentions

Once the training is underway, the researchers emphasise
that evaluation of its effectiveness is also essential to
ensure it is well received. Effective in-depth training will
not only build staff commitment to the environmental
programme, but will also “improve the employability and
marketability” of the hotel employees.

The researchers conducted a survey at ten Hong Kong
hotels, eight of which were 4 or 5 star and two of
which were 3 star hotels. Half of the respondents were
female, and the majority were aged between 20 and 49.
Fewer than half had a Bachelor degree or higher level of
education, and just over half had worked for their current
employer for more than 5 years.
Encouragingly, the employees who took part in the
survey generally had positive views on environmental
green practices. Those who indicated greater knowledge,
awareness and concern about environmental issues
were also more likely to indicate positive intentions
to implement green practices in their hotels. Yet, the
strength of those intentions was influenced by the
extent to which the employees already engaged in
environmentally friendly behaviour. In other words,
even those who were highly knowledgeable and aware,
and expressed concern about environmental issues, were
unlikely to implement a hotel’s green policy if they did
not make a habit of practising ecological behaviour in
their daily lives.

Strategies for Increasing Green Practices
Based on their findings, the researchers suggest several
strategies for hotels looking to make their businesses
more environmentally friendly. For instance, when
hiring staff, human resource managers could find out
more about applicants’ “eco-friendly practices and
environmental experiences” to ensure they hire people
with good green credentials.
Likewise, managers should “share their company’s
green culture with potential employees”, because many
applicants would prefer to work for environmentally
friendly companies. To ensure they attract the right
applicants, hotels could publicise their green initiatives on
the company website and in job descriptions.
To enhance ecological behaviour among their current
employees, the researchers suggest that hotels should
consider providing environmental training to “upgrade
employees’ skills and environmental knowledge”. Such
training would help to change attitudes and overcome
some of the barriers associated with organisational
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A Win-Win Situation for Hotels and Employees
As hotels come under increasing pressure to demonstrate
their environmental credentials, managers need to
do all they can to ensure that their employees are
willing to implement new green policies. As attitudes
are notoriously difficult to change, selecting people
who already have “good environmental knowledge,
awareness, concerns and behaviour” may be the best
policy, as the researchers put it.
Employees who personally follow ecological
environmentally friendly practices are more likely to be
committed to acting similarly in the workplace and more
committed to their jobs because they prefer to work for
environmentally friendly companies. By adopting the
researchers’ strategy suggestions, hotels in Hong Kong
and elsewhere stand to not only increase the adoption of
green practices among employees but also to reduce the
risk of staff turnover associated with the introduction of
new policies.

Points to Note
• Hotels face increasing pressure to adopt
ecologically friendly practices.
• Hotel employees are the key to successful
implementation.
• Greater knowledge, awareness and concern
increase ecologically friendly behaviour.
• Selecting the right staff and providing training
are essential strategies in implementing effective
green practices.

Chan, Eric S.W., Hon, Alice H.Y., Chan, Wilco and Okumus,
Fevzi (2014). “What Drives Employees’ Intentions
to Implement Green Practices in Hotels? The Role of
Knowledge, Awareness, Concern and Ecological Behaviour”.
International Journal of Hospitality Management, Vol. 40,
pp. 20-28.

Performance Gains needed in Chinese
State-Owned Hotels

C

hinese state-owned hotels need to enhance
their performance and market competitiveness,
according to the SHTM’s Dr Kam Hung and
Professor Hanqin Qiu, along with co-researchers, in a
recently published research article. Having conducted
in-depth interviews with managers and other employees
of state-owned hotels in Hangzhou, they identify little
distinction between the ownership and management of
the hotels, the lack of a profit motive, the absence of
staff incentives and the inability to match private sector
competitors as causes of concern. Yet stable workforces
and entrenched locational advantages suggest that
these hotels “have the potential to become profitable
businesses”, the researchers argue.

State-Owned Hotel Sector
As the first market opened to foreigners after the
introduction of the open door policy in 1978, China’s
hotel and tourism industry was once “considered a
pioneer of economic reform”, the researchers observe.
They note how the industry expanded rapidly with the
help of strong government support and a favourable
business environment, to the extent that by 2009 there
were 14,237 star-rated hotels in China. As the industry
expanded, the proportion of state-owned hotels reduced
from 59% in 2001 to 38% in 2009.
Yet a major problem in the industry, the researchers
note, is that many of these state-owned hotels continue to
experience low profit margins or losses and suffer from
inefficiency in their operations. Although state ownership
is recognised as a “major cause of such inefficiency”, it
seems that the Chinese government has no intention of
privatising large-scale, state-owned enterprises. Given
that the ownership of these hotels is unlikely to change,
the researchers highlight that it is “important to identify
and remedy the problems plaguing” them.

In-Depth Interviews
To identify the challenges facing Chinese state-owned
hotels and provide suggestions on how to resolve
them, the researchers conducted interviews with hotel
employees in Hangzhou, one of the “fastest growing
second-tier cities in mainland China in terms of tourism
development”. By the end of 2007, there were 250

star-rated hotels in the city, with annual revenue of
RMB793.2 million. Additionally, many well-known
international hotel brands have a presence in Hangzhou,
creating “fierce competition in the local market” and
raising concerns about the “survival and effective
management” of their state-owned counterparts.
Of the fifteen interviewees, three were general managers,
two assistant general managers, four department
managers and six non-managerial employees. They had
worked in the industry for around 16 years on average,
although the managers had considerably more experience
than the non-managers, at 24 years versus 3 years.
During the interviews, the employees were asked to
describe the “current conditions” of their hotels and
identify the challenges they faced. In particular, they were
prompted to discuss issues such as the hotel’s operations,
human resources and market positioning.

Problems of Ownership and Management
The interviewees identified a number of problems
arising from the lack of a clear distinction between the
ownership and management of state-owned hotels.
For instance, “constant intervention” by government
officials results in “low efficiency, unprofitability and
less of an ability to compete” with other hotels, the
researchers report. Managers are not free to make their
own decisions, and any decisions they do make are often
subject to lengthy delays while awaiting approval.
Moreover, profit making is not regarded as an
“important objective” for these hotels. Rather, the
interviewees indicted that priority is given to providing
hospitality services to government officials, which is in
conflict with aims such as enhancing asset value and
making a profit. The researchers argue that this priority
has “become an operational burden” for the hotels,
and “explains their underperformance” compared with
privately owned hotels.
Not surprisingly, then, the interviewees all regarded
international hotels as having “superior management
systems” and “more experience” than state-owned hotels.
Although the researchers note that some state-owned
hotels have attempted to implement changes in their
management systems, most such attempts have been
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thwarted by various obstacles, the most important of
which is their inability to “separate management from
ownership”.
To overcome these difficulties, the researchers suggest
that managers should be given “more power in the
decision-making and implementation process”. If they are
to remain state owned, the operation and management
of these hotels should resemble those of privately owned
hotels. It is also important to remove the social objectives
of state-owned hotels, argue the researchers, because the
need to provide hospitality to government officials makes
it difficult to determine whether such losses are caused
by “bad management” or because the hotels must “fulfil
these social objectives”.

Human Resources
Yet the interviewees noted several positive aspects of
working in state-owned rather than privately owned
hotels. The managers of state-owned hotels seem to
be more loyal to their employers than those in the
private sector, and the style of management is more
“humanised”. Furthermore, while the tourism industry
is renowned for its high staff turnover rates, this does
not seem to be a problem among employees of stateowned hotels, who enjoy regular staff meetings, social
activities and “abundant training and internal promotion
opportunities”.
Nevertheless, the researchers note the lack of staff
motivation in state-owned hotels, which provide job
security but no incentives for employees to excel. If these
hotels are to become profitable while in the hands of the
state, the “iron rice bowl policy ought to be eliminated”,
they argue. They also suggest that state-owned hotels
should introduce “incentives and competitions” to
enhance staff motivation. Indeed, the stability of the
workforce provides “greater incentives to train workers”,
which could result in “higher quality and more consistent
levels of service”.

Competition
Many of the interviewees noted that state-owned hotels
have limited competitive power against other types
of hotel, as they operate independently and lack the
advantages of international hotel chains. The researchers
thus suggest that management be shifted to the regional
level, which would remove competition among local
state-owned hotels and “elevate” their competitive power
in the market.
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They also suggest that these hotels have some advantages
that could be further exploited in their marketing. One
such advantage is the “premium geographical location”
of many state-owned hotels. The researchers explain that
state-owned hotels in Hangzhou were established before
other types of hotel, and hence often “possess the best
locations in the city”. As many such hotels also have a
“rich history” in accommodating important political
leaders, they could use this “celebrity effect” in their
advertising to attract guests and increase profitability.

Performance without Sacrifice
The researchers conclude that because privatisation
“does not fit the political agenda of Chinese leaders”,
state-owned hotels need to find ways to enhance their
performance “without selling the major government
assets”. Their focus on Hangzhou should be extended to
other cities, they note, because state-owned hotels across
China certainly have the potential to become profitable.

Points to Note
• State-owned hotels still represent a large
proportion of China’s hotel industry.
• They face a number of challenges to their
operations and profitability.
• Greater separation of ownership and
management is urgently needed.
• State-owned hotels could exploit their existing
advantages to increase their competitiveness.

Hung, Kam, Zhang, Hanqin, Lam, ChiFung, Yang, Guoqiang,
Pang, Daixin, Chen, Zhongwen, Li, Jing, Yang, Fuying,
Yan, Linquan, Wang, Chenfei and Deng, Yuan (2014).
“Managing State-Owned Hotels in China: The Challenges
and Remedies”. Journal of Hospitality and Marketing
Management, Vol. 22, No. 7, pp. 752-769.

Daily Smartphone Use Substantially
Influences Travel Experience

T

he everyday use of smartphones spills over
to the tourist experience, show the SHTM’s
Dr Dan Wang and co-authors in a recently
published research article. The researchers argue that
“understanding how the smartphone shapes the tourist
experience cannot be separated from the way it is used
in one’s everyday life”, to the extent that “everyday life
and travel should not be viewed as completely separated
entities, but rather special cases of each other”. The
impact of technology on travel evolves, they suggest, “as
the traveler gains experience using new technologies” and
the benefits those technologies bring.

Mobile Technology Transforming Travel
Smartphone use is most definitely transforming our daily
lives, allowing us to listen to music, take photographs,
socialise with friends, obtain information and make
purchases wherever we want. This should have clear
implications for travel, but the researchers note that
tourism is still seen as somehow distinct from everyday
life. It is time that travel is no longer seen as “a
temporary reversal of everyday activities” that essentially
involves “a no-work, no-care, no-thrift situation”, they
argue. With friends and family – and the workplace –
now just a swipe away, it is increasingly difficult to
truly switch off, leading to a “decapsulation” of the
tourist experience.
The researchers argue that there is a “mutual penetration
of the experiences from the travel context and everyday
life context”. Although keeping in constant contact
with those at home and having a wealth of information
about the destination in one’s pocket may diminish
the sense of adventure and escape, it can enhance the
travel experience. Yet even though there is a great deal
of evidence that tourists use mobile technology before,
during and after their trips, a thoroughly convincing
explanation for why that is occurring has not been
put forward.
Most often, technology adoption is seen as being
influenced by perceived usefulness, ease of use and the
potential for risk, without any appreciation of how
that adoption takes place over time. This, argue the
researchers, “contributes little to our understanding of
how smartphone use actually shapes trip planning and,

consequently, the tourist experience”. Instead, they
suggest that smartphones structure our everyday lives in
certain ways, which in turn influences how we travel.

Interviews Reveal Smartphone Use
To determine the extent to which smartphone use spills
over from everyday life into tourism, the researchers
carried out in-depth interviews with experienced US
travellers. The interviewees owned and used smartphones
running one of the top three operating systems – iOS,
Android and Blackberry. They had also travelled for
leisure at least three times in the past year, with at least
one trip occurring in the three months leading up to the
interview. Finally, they subscribed to unlimited data
plans, which was likely to encourage the most frequent
smartphone use.
The interviewees were fairly evenly divided between
the sexes and represented a wide range of age groups,
from 18-30 to 61-70. They were asked about their
everyday use of smartphones, the subsequent changes
in their communication and information consumption,
and whether smartphones had influenced both their
“travel planning and experience” and the “functions and
information services” they used while travelling.

Everyday Use
The uses to which the interviewees put smartphones
in their daily lives fell into five broad categories:
communication, entertainment, online social networking,
information search and acquisition, and facilitation
(of services such as banking and navigation). Although
the uses varied by interviewee, a remarkably common
narrative emerged. Most interviewees would wake up to
the smartphone alarm and then browse the news, connect
to a social network or read email. They tended to listen
to the radio or music on the way to work, periodically
check the weather, news and stock prices during the day,
shop, collect travel ideas or pay bills during lunch hours,
and watch TV and/or surf the Internet in the evening.
The majority of the interviewees said that “smartphones
were more or less part of their life”. The devices made
them feel “more connected”, “more informed”, “more
innovative” and “more productive”.
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thwarted by various obstacles, the most important of
which is their inability to “separate management from
ownership”.
To overcome these difficulties, the researchers suggest
that managers should be given “more power in the
decision-making and implementation process”. If they are
to remain state owned, the operation and management
of these hotels should resemble those of privately owned
hotels. It is also important to remove the social objectives
of state-owned hotels, argue the researchers, because the
need to provide hospitality to government officials makes
it difficult to determine whether such losses are caused
by “bad management” or because the hotels must “fulfil
these social objectives”.

Human Resources
Yet the interviewees noted several positive aspects of
working in state-owned rather than privately owned
hotels. The managers of state-owned hotels seem to
be more loyal to their employers than those in the
private sector, and the style of management is more
“humanised”. Furthermore, while the tourism industry
is renowned for its high staff turnover rates, this does
not seem to be a problem among employees of stateowned hotels, who enjoy regular staff meetings, social
activities and “abundant training and internal promotion
opportunities”.
Nevertheless, the researchers note the lack of staff
motivation in state-owned hotels, which provide job
security but no incentives for employees to excel. If these
hotels are to become profitable while in the hands of the
state, the “iron rice bowl policy ought to be eliminated”,
they argue. They also suggest that state-owned hotels
should introduce “incentives and competitions” to
enhance staff motivation. Indeed, the stability of the
workforce provides “greater incentives to train workers”,
which could result in “higher quality and more consistent
levels of service”.

Competition
Many of the interviewees noted that state-owned hotels
have limited competitive power against other types
of hotel, as they operate independently and lack the
advantages of international hotel chains. The researchers
thus suggest that management be shifted to the regional
level, which would remove competition among local
state-owned hotels and “elevate” their competitive power
in the market.
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They also suggest that these hotels have some advantages
that could be further exploited in their marketing. One
such advantage is the “premium geographical location”
of many state-owned hotels. The researchers explain that
state-owned hotels in Hangzhou were established before
other types of hotel, and hence often “possess the best
locations in the city”. As many such hotels also have a
“rich history” in accommodating important political
leaders, they could use this “celebrity effect” in their
advertising to attract guests and increase profitability.

Performance without Sacrifice
The researchers conclude that because privatisation
“does not fit the political agenda of Chinese leaders”,
state-owned hotels need to find ways to enhance their
performance “without selling the major government
assets”. Their focus on Hangzhou should be extended to
other cities, they note, because state-owned hotels across
China certainly have the potential to become profitable.

Points to Note
• State-owned hotels still represent a large
proportion of China’s hotel industry.
• They face a number of challenges to their
operations and profitability.
• Greater separation of ownership and
management is urgently needed.
• State-owned hotels could exploit their existing
advantages to increase their competitiveness.
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Yan, Linquan, Wang, Chenfei and Deng, Yuan (2014).
“Managing State-Owned Hotels in China: The Challenges
and Remedies”. Journal of Hospitality and Marketing
Management, Vol. 22, No. 7, pp. 752-769.

Daily Smartphone Use Substantially
Influences Travel Experience

T

he everyday use of smartphones spills over
to the tourist experience, show the SHTM’s
Dr Dan Wang and co-authors in a recently
published research article. The researchers argue that
“understanding how the smartphone shapes the tourist
experience cannot be separated from the way it is used
in one’s everyday life”, to the extent that “everyday life
and travel should not be viewed as completely separated
entities, but rather special cases of each other”. The
impact of technology on travel evolves, they suggest, “as
the traveler gains experience using new technologies” and
the benefits those technologies bring.

Mobile Technology Transforming Travel
Smartphone use is most definitely transforming our daily
lives, allowing us to listen to music, take photographs,
socialise with friends, obtain information and make
purchases wherever we want. This should have clear
implications for travel, but the researchers note that
tourism is still seen as somehow distinct from everyday
life. It is time that travel is no longer seen as “a
temporary reversal of everyday activities” that essentially
involves “a no-work, no-care, no-thrift situation”, they
argue. With friends and family – and the workplace –
now just a swipe away, it is increasingly difficult to
truly switch off, leading to a “decapsulation” of the
tourist experience.
The researchers argue that there is a “mutual penetration
of the experiences from the travel context and everyday
life context”. Although keeping in constant contact
with those at home and having a wealth of information
about the destination in one’s pocket may diminish
the sense of adventure and escape, it can enhance the
travel experience. Yet even though there is a great deal
of evidence that tourists use mobile technology before,
during and after their trips, a thoroughly convincing
explanation for why that is occurring has not been
put forward.
Most often, technology adoption is seen as being
influenced by perceived usefulness, ease of use and the
potential for risk, without any appreciation of how
that adoption takes place over time. This, argue the
researchers, “contributes little to our understanding of
how smartphone use actually shapes trip planning and,

consequently, the tourist experience”. Instead, they
suggest that smartphones structure our everyday lives in
certain ways, which in turn influences how we travel.

Interviews Reveal Smartphone Use
To determine the extent to which smartphone use spills
over from everyday life into tourism, the researchers
carried out in-depth interviews with experienced US
travellers. The interviewees owned and used smartphones
running one of the top three operating systems – iOS,
Android and Blackberry. They had also travelled for
leisure at least three times in the past year, with at least
one trip occurring in the three months leading up to the
interview. Finally, they subscribed to unlimited data
plans, which was likely to encourage the most frequent
smartphone use.
The interviewees were fairly evenly divided between
the sexes and represented a wide range of age groups,
from 18-30 to 61-70. They were asked about their
everyday use of smartphones, the subsequent changes
in their communication and information consumption,
and whether smartphones had influenced both their
“travel planning and experience” and the “functions and
information services” they used while travelling.

Everyday Use
The uses to which the interviewees put smartphones
in their daily lives fell into five broad categories:
communication, entertainment, online social networking,
information search and acquisition, and facilitation
(of services such as banking and navigation). Although
the uses varied by interviewee, a remarkably common
narrative emerged. Most interviewees would wake up to
the smartphone alarm and then browse the news, connect
to a social network or read email. They tended to listen
to the radio or music on the way to work, periodically
check the weather, news and stock prices during the day,
shop, collect travel ideas or pay bills during lunch hours,
and watch TV and/or surf the Internet in the evening.
The majority of the interviewees said that “smartphones
were more or less part of their life”. The devices made
them feel “more connected”, “more informed”, “more
innovative” and “more productive”.
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The researchers identify five distinct ways in which
smartphones changed the interviewees’ lives: increased
communication with family and friends, the filling of
all downtime, increased information search activities,
greater interest in exploring technology and the partial
replacement of laptops/desktops. The latter change
in particular is transforming activities that were
once location-specific to those that can be performed
anywhere. That transformation is further fuelled by the
multifunctional nature of smartphones, the researchers
note. Everyday activities such as listening to music,
navigation and taking photos used to be completed
separately with mp3 players, GPS and cameras before
smartphone use, but now these can be performed “with
only one device”.

From Everyday to Tourist Use
Given that smartphones are concentrating our use of
technology and making us more aware of its benefits,
it should not be surprising that the researchers found
considerable overlap between the everyday and travel
uses of smartphones. Uses during travel largely originated
in the interviewees’ daily lives “because of habits and
social norms and obligations”.
Of the activities that smartphones influenced or reshaped
during daily life, only a handful differed when it came
to the travel experience. These understandably included
such travel-specific activities as flight tracking and checkin and hotel booking. When describing their smartphone
use during travel, the interviewees were explicit about the
“spillover” effects. For instance, they noted “that they
felt more social obligations during trips because they got
used to frequent communication” in their daily lives.
Hence, “routines and habits were carried to the context
of travel”, the researchers explain.
When the interviewees described the changes in the
tourist experience brought about by smartphone use,
they were almost universally positive and largely in
accord with those experienced in everyday life. The
greater connectivity that the devices afforded helped
the informants to feel “more connected with family
and friends”, “more secure” and “less isolated”.
The entertainment options made available allowed
the interviewees to “be themselves” while travelling.
Facilitation apps afforded greater convenience, and
enhanced information acquisition and search abilities
provided the flexibility to re-plan and re-schedule
while travelling.
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A New Tourist Experience
As the researchers put it, smartphone use “clearly has the
potential to substantially alter the tourist experience”,
largely through extending “the structures and spirit of
smartphones” to the travel context. This, they write,
helps to “de-exoticise” tourism by confirming it as “a
special state of technology use that is connected with
other settings”. Practitioners should be aware of “the
interconnectedness of different locales, contexts, and
channels of information and communication for today’s
smartphone-equipped tourists”, they conclude.

Points to Note
• Smartphone use is transforming the activities of
everyday life.
• Everyday uses of smartphones are spilling over
into travel.
• Smartphone using travellers are more connected
with home, carry over new technology-focused
habits into travel and are better able to organise
and reorganise their itineraries.
• Smartphone use is essentially de-exoticising the
tourist experience.

Wang, Dan, Zheng, Xiang and Fesenmaier, Daniel R. (2014).
“Smartphone Use in Everyday Life and Travel”. Journal of
Travel Research, Vol. 53, No. 3, pp. 1-12.
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Dr Fred Mayo teaching at the
Certified Hospitality Educator Workshop
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Dr Yong Chen

Dr James Mabey

Dr Joe Tormey

Dr Edward Roekaert

A

With its world-leading research and scholarship and a unique education model grounded in the significance of Asia to
the advancement of global tourism, the SHTM provides its doctoral students with outstanding career opportunities. In
recent times, graduates of the Doctor of Philosophy (Ph.D.) in Hotel and Tourism Management and Doctor of Hotel
and Tourism Management (D.HTM) programmes have taken on both academic and industry roles that reflect their
enhanced skillsets and leadership aspirations.

I

n the highly competitive Ph.D. programme, students
prepare for careers in education and research, benefiting
from the School’s critical mass of globally recognised
researchers and its “East meets West” environment.
Graduates have gone on to impressive academic careers.
Dr Joanne Jung-Eun Yoo, from the class of 2005, is now
with the University of Delaware as an Assistant Professor
at the Department of Hotel, Restaurant and Institutional
Management. Dr Yong Chen, from the class of 2012, moved
into academia following graduation and is now an Assistant
Professor at the world-famous Ecole hôtelière de Lausanne
in Switzerland.
Now in its eighth year, the ground-breaking D.HTM programme
attracts experienced practitioners, government representatives
and academics from as far and wide as Ghana, Peru and the
United States. With its distinct Asian focus, the programme
offers a unique combination of subjects and research, fitting
the hectic schedules of its participants with a flexible
delivery pattern.
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D.HTM alumni can claim significant professional and academic
success in recent years. Taking examples from the class of
2013 alone, Dr James Mabey is now Senior Vice President of
Development – Asia Pacific at the Jumeirah Group and was
recently appointed Adjunct Associate Professor at the Emirates
Academy of Hospitality in Dubai. Dr Joe Tormey has been
appointed Director of the International School of Hospitality and
Tourism Management at Fairleigh Dickinson University in New
Jersey, USA. From the class of 2014, Dr Edward Michael Roekaert,
former President of the Unversidad San Ignacio de San Loyola, is
now Rector of the Peruvian University of Applied Sciences in Lima.
The School’s doctoral programmes are clearly avenues for
advanced career development. Those who are interested in joining
a very select group of students and high achieving graduates
can find more information at www.polyu.edu.hk/htm/phd and
www.polyu.edu.hk/htm/dhtm.

mid the Asian wave of hospitality and tourism
development, the School is eagerly meeting local
training needs with specially tailored executive
development programmes. SHTM staff members recently
visited countries across the region, training hospitality
managers and tourism educators in a broad range of areas.
In July, SHTM staff delivered a nine-day hotel management
programme for teachers from Jinhua Polytechnic in Zhejiang,
China. Attracting seven enthusiastic attendees, the sessions
covered the intricacies of delivering world-class hospitality
education, including teaching methods, curriculum design,
the use of ‘professors for a day’ to enrich teaching, industry
partnerships and Hotel ICON as a teaching and research hotel,
among other areas.
From August to October, the School conducted one-day
programmes in Guangzhou for 30 delegates from LN
Hospitality Management Company Limited, covering such
issues as the impact of social media and the use of branding
and distribution strategies. This was followed by two-day
programmes on hotel operations in Shanghai from September
to December for 33 participants from the China Jin Mao Group.
In November, the SHTM and China Travel Services (Hong Kong)
collaborated on a three-day programme for the Fujian Provincial
Tourism Bureau, with 24 industry executives in attendance.
Further afield, the School cooperated with Dusit Thani College
in Thailand during September to conduct the first of three
seminars for academics and industry executives, focusing on
hotel service quality leadership and attracting 42 participants.
Teaming up with the Banyan Tree resort chain, SHTM staff also
presented workplace conflict handling sessions, one in Al Wadi,
the United Arab Emirates in October and another in Chongqing,
China during November.

Professor Kaye Chon (first

In relation to central Asia, School staff
row, middle), Dr Tony Tse
(first row, first from left)
delivered a three-day programme for six
and Dr Barry Mak (first
lecturers from tertiary education institutes
row, first from right) with
in Kazakhstan at the request of Asia Travel, teachers from Kazakhstan
focusing on topics such as Hong Kong’s
education system, industry partnerships and the
use of information technology in hospitality education.
At home in December, the SHTM hosted the latest Certified
Hospitality Educator Workshop on its premises, attracting
25 participants. Following four days of intensive training, an
examination and the presentation of videos to demonstrate
their teaching, the candidates awaited expectantly for news of
their certification.
Both at home and abroad, the School works tirelessly to
improve the global hospitality and tourism industry.

Dr Henry Tsai
(first row,
middle) with
participants
from the Jin
Mao Group

Professor Kaye
Chon (first row,
fourth from left)
with participants
from Dusit Thani
College
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Mainland China Programmes

Mainland China Programmes

Taking the first step in any education journey is always the most difficult, especially when the field is relatively new
and the associated market is changing rapidly. This is especially true in China, where the rapid growth of domestic and
inbound tourism is fuelling ever-increasing demand for very well-trained hospitality and tourism talents. Knowing well the
importance of effective preparation, the SHTM ensured that the students in its mainland programmes got exactly the right
start this academic year, with carefully planned orientation ceremonies in Xi’an, Hangzhou and Hong Kong.

Nurturing
Professionals

T

he Xi’an Tongli Programme Management
Centre at Xi’an Jiaotong University
(XJTU) was the setting on 30 August
for the tenth Orientation Ceremony of the
Bachelor of Arts (Honours) in Hotel and Catering
Management programme offered jointly by the
SHTM and XJTU. Officiating at the ceremony
was Dr Zhu Changxin, Associate Dean of the
Centre, who was joined by Professor Wang
Zhongmin, Director of the Centre; Dr Wilco Chan,
SHTM Undergraduate Programme Director; Ms
Chloe Lau, BA(Hons) Programme Co-ordinator;
Professor Yang Runhui, Vice President of the
Shenzhen Polytechnic; and Professor Luo Gang,
Dean of the School of Management at Shenzhen
Polytechnic.

The

Right

O rientation
Advancing
Careers

C

hanging location to the Xixi campus of Zhejiang
University (ZJU) in Hangzhou, on 13 September
the School welcomed a new batch of students to
the Master of Science in Hotel and Tourism Management
programme that it offers in conjunction with ZJU. Following
a highly competitive enrolment process for the 2014/15
academic year, 70 industry executives were admitted into the
programme, with 43 to study in Hangzhou and 24 in Shenzhen.

Dr Chan spoke on behalf of the School,
introducing the programme’s cutting-edge
curriculum and highly experienced teaching
faculty to the 54 new students. He stressed
the SHTM’s international ranking in research
and scholarship, more than 10,000 alumni and
“dream team” of faculty members who support
the School and its students.
The two-year conversion programme has
graduated almost 430 professionals since it
was launched in 2005. With constant updates
to the curriculum and other aspects of the
programme, students experience personal
growth commensurate with the ever-changing
expectations of the labour market.
As Professor Wang commented, of the 338
million jobs created globally each year, hospitality
provides around 72 million. The students had
made a “wise choice” of vocations, he reflected,
and had many opportunities ahead of them.
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Officiating at the ceremony were Professor Brian King,
SHTM Associate Dean; Professor Zhou Lingqiang, Head of the
Department of Tourism Management at ZJU; Dr Xu Weiqing,
Director of the Zhejiang University-Hong Kong Polytechnic
University International Executive Development Centre;
Dr Bai Honghai, Director of the PolyU Shenzhen Research
Academy; and Dr Alan Wong, MSc Programme Leader.
The dignitaries welcomed the elite batch of students, who
spent the rest of the day in an ice-breaking session designed to
build team spirit within the programme. The following day saw
further group activities, with students from around the country
taking the opportunity to get to know each other better.

Students from the D.HTM
programme in mainland China

Earlier, in Hong Kong, the more-research focused mainland
Doctor of Hotel and Tourism Management (D.HTM) programme
launched for its second year, with an orientation ceremony cum
residential workshop on 28 August. A programme appealing
broadly to executives, government officials and educators, the
D.HTM – jointly offered by the School and ZJU – enrolled 25
students for the year.
The event attracted another roster of dignitaries, including
Professor Angelina Yuen, PolyU Vice President (Institutional
Advancement and Partnership), the SHTM’s Professor
Brian King, Professor Zhou Lingqiang and Dr Xu Weiqing of
ZJU, and the SHTM’s Dr Qu Xiao, D.HTM Programme Leader.
Students were briefed on the histories and achievements of
the two collaborating institutions, and the scope of
the programme.
To ensure that the programme serves the needs of
professionals in the Chinese hospitality and tourism industry,
the SHTM and ZJU have carefully monitored the demand for
and trends of tourism education in the mainland since the
Ministry of Education approved the programme in 2013. The
result has been a highly tailored educational offering, now
ready to provide a new cohort of students with the integrated
research exposure and operational skillsets they need to
advance both their own careers and the development of
their industry.
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In Brief

Agreement Signed with Nanjing
Institute of Tourism and Hospitality

T

he SHTM signed a collaborative agreement with the
Nanjing Institute of Tourism and Hospitality on 8 October
to promote interaction between Jiangsu province and Hong Kong,
drawing on the School’s strengths in tourism education, research
and training.
Under the terms of the three-year agreement, Institute staff will take part
in the School’s executive development programmes, Institute teachers will
attend the SHTM as visiting scholars, and the two parties will work together
to advance tourism education, research, consultancy and information
exchange between Jiangsu province and Hong Kong.

Tripartite Master of Science in
Global Hospitality Business Launched

A

t a ceremony held in Lausanne, Switzerland on 8 December, the tripartite Master of Science (MSc) in Global
Hospitality Business programme was officially launched. The ceremony was officiated at by Professor Kaye Chon,
SHTM Dean, Mr Denis Berthiaume, Vice Rector of the HES-SO, Professor Michel Rochat and Dr Fabien Fresnel of
Ecole hôtelière de Lausanne and Professor John Bowen of the University of Houston. This one-of-a-kind programme is
offered by three world-leading hospitality education institutions with three intense semesters on three campuses across
three continents. It will provide students with exposure to three distinct markets and three diverse cultures as well as
access to three alumni networks. Awarded with three professional certificates, students will be groomed to become the
next generation of business leaders who can think globally and locally.

Colourful Support for
World Tourism Day

Students Excel in MICE
Marketing Contest

S

L

HTM staff and students celebrated World Tourism
Day on September 29 by dressing in orange, the
School’s colour. Dr Pearl Lin won the “Most Orange
Staff” award and Ms Carol Zhang the “Most Orange Student”
award for their fashion efforts.

ed by SHTM instructor Dr Jinsoo Lee, a team of
five students from the BSc(Hons) in Convention and
Event Management programme, Mr Chan Yikho, Felix, Miss Hong Hiu-hung, Karen, Miss Hung
Pui-shan, Alisa, Mr Ma Wai-kwan, Son and Mr
Wong Ho-yin, Sam, placed third in the 2014 MICE
Destination Marketing Contest in Taipei, Taiwan
on 16-18 September 2014. Their project, “Greentival”,
envisaged a carnival designed to promote Hong Kong as a
green MICE destination, raise awareness of green living and
promote green business concepts. The School is delighted
with their success.

Education Partnership Established
with Singapore Hotel Association

T

he School signed a memorandum of understanding with
the Singapore Hotel and Tourism Association Education
Centre, the training arm of the Singapore Hotel Association, on 21
November that will see the launch of an SHTM BSc(Hons) in Hotel
Management (Conversion) in Singapore. Speaking at the signing
ceremony, SHATEC Chief Executive Miss Margaret Heng, said that “with
the SHTM, SHATEC has taken another step ahead in its endeavour to
support the industry with new and innovative programmes.”
Professor Kaye Chon, SHTM Dean and Chair Professor, signed the
agreement on behalf of the School and delivered an address entitled
“Innovations in the Hospitality Industry”, providing insights into both
tangible and intangible innovations in hospitality design and service.
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SHTM Murals

HFTP-SHTM Asia Research Office
Established

A

T

Visual Journey

he SHTM and Hospitality Financial and Technology
Professionals (HFTP) signed an agreement on 26
August to establish a joint research office at the
School with the aim of enhancing the education and professional
development of hospitality practitioners in Asia. HFTP donated
US$100,000 for the initiative, and the two parties also agreed that
a HFTP Student Exchange Scholarship would be established to
enhance students’ all-round development and their understanding of
cultural emersion.

Not all buildings are the same. Only the SHTM premises can take you on a voyage around the
world in just minutes. Capturing the essence of global hospitality and tourism, a series of newly
painted murals at the School highlights the distinctive qualities of the fields and regions that staff
and students study.

SHTM Staff Honoured for Excellence

P

T

hree SHTM faculty members were recently rewarded for excellent performance in their respective fields.
Dr George Liu received an SHTM Teaching Excellence Award for his student-centred philosophy
that uses a wide range of active learning methodologies. Dr Alice Hon, author and co-author of 17 refereed
papers in a variety of prestigious international journals, received an SHTM Research Excellence Award.
Dr Nelson Tsang received an SHTM Service Excellence Award for his dedicated service to professional
bodies and active participation in numerous fields, all of which has enhanced the SHTM’s image.

Staff
Update

22

M

s Helen Chan
joined the SHTM as
an Assistant Officer
on 29 September 2014. She
is responsible for matters
related to research students
and research projects.

Ms Sarah Choi joined
the School as an
Administrative Assistant
on 29 September 2014.

ainted by local artist Ms Claire Lau with the help of Ms
Michelle Bok and Ms Lindsay Qian, the murals initially
rose up the stairwell from the third to eighth floors,
depicting Australia and Oceania, the Americas, Africa, Europe,
Asia and the poles along the way. Ms Lau commented that her
aim was to take stair climbers “on a visual journey around the
globe while improving health, helping the environment, and
even saving time”.
The stairwell images are a careful blend of human and natural
elements. For instance, the staircase between the third and
fourth floors is now adorned with an iconic image of the
Sydney Harbour Bridge and Opera House, alongside Australian
marsupials, reptiles and fish. As a self-described “advocate for
environmental conservation”, Ms Lau also hoped to evoke the
importance of preserving environmental and cultural heritage.
The South American rainforests depicted on the fourth floor are
reminders of the former, with the latter captured by images of
Angkor Wat, Chichen Itza and Machu Picchu on the fourth and
seventh floors.

Describing the process as “a huge challenge”, Ms Lau
explained that she devoted the wider wall spaces on the
landings to landscapes and the less accessible spaces above
the staircases to “single architectural landmarks or animals”.
The result is a procession of images that draws the viewer
from one major ‘destination’ to the next.
The School was so pleased with the effect that it invited
Ms Lau back to adorn the walls of basement two, which
houses Bistro 1979, the School’s training restaurant, and
various production labs. She chose a food and beverage
theme in keeping with the area’s use, depicting both Asian
and Western food and wine.
Reflecting on her efforts, Ms Lau described the work as
“one of the most exciting and fulfilling projects I have ever
undertaken”. She went on to comment that “I would like to
give my heart-felt thanks to the SHTM for providing me with
this opportunity.” The School is proud to display Ms Lau’s
globe-spanning efforts, and encourages everyone who visits
to take in the sights.

Miss Ella Fung joined the
SHTM as an Executive
Assistant for the Food
and Beverage office on
12 January 2015.
Ms Claire Lau
(front) and
Ms Michelle Bok
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NoOrdinary

Fare

Engaging the Community

S

hifting from the protection of nature to enhancing
society, three SHTM students contributed to the
school’s community service mission as part of the
PolyU Serves Showcase on 21-23 November. Following
the Second Summit on University Social Responsibility and
Inaugural International Conference on Service-learning, both
of which were held on the PolyU campus, the Showcase
highlighted the university’s accomplishments in service
learning and students’ commitment to the concept.

Other activities that connected the School to the broader
community in recent times included collaboration with a
Korean overseas culinary institute to host a three-day workshop
for 30 Korean restaurant operators in Hong Kong.
A two-week course in food and beverage training for students
at the Hong Kong Community College was also provided.
Mr Mackenzie said that the School hopes to expand its
involvement in such classes, offering a broader range of
courses in food and wine management in the future.

The SHTM students worked together with School of Nursing
counterparts to demonstrate healthy and attractive recipes for
low-fat and low-sugar diets to parents and schoolchildren.

As always, the SHTM is constantly looking for new experiences
to offer and new ways to advance food and beverage learning
for the benefit of all.

Highlighting Sustainability
Food and beverage activities at the SHTM are
never run of the mill. Students and staff are
constantly put in new situations, expanding
their experience, deepening their appreciation
of environmental sustainability and developing
a sense of community engagement.
For students, learning in unusual environments
can have major benefits, highlighting aspects
of the culinary arts that they might otherwise
have taken for granted. With this in mind,
the School accepted an invitation from the
Agricultural Trade Office and the Consulate
General of the United States to visit the
amphibious assault ship the USS Makin Island
when it moored in Hong Kong during late
August. The students eagerly explored the
ship’s cooking facilities and learned about the
daily life of the crew.
The SHTM attended the International Wine
and Spirits Fair held at the Hong Kong
Convention and Exhibition Centre on 6-8
November and hosted a booth at the event to
introduce the School’s new Master of Science
in International Wine Management. SHTM
Professor of Practice Jeannie Cho
Lee also led a master class for
over 90 industry professionals,
previewing the new programme
that will launch in September.

Mr Murray Mackenzie
(right) showing how to
cook discarded food at
10 Day Fest 2014

24

W

ith an eye firmly on environmental sustainability,
a group of 30 plus students teamed up with
professional chefs and low-income families to learn
how to cook discarded food on 9 October. Co-organised by
the School of Design and the Hong Kong Jockey Club Design
Institute for Social Innovation as the kick-off event for its 10
Day Fest 2014, Vernissage: Social Gastronomy drew attention
to the usefulness of food waste.
Mr Murray Mackenzie, SHTM Education Specialist (Integrated
Learning), commented that “people at the event got the idea
that there are perfectly good items that there are uses for,
even among products that are deemed not suitable for sale”.
Another event that highlighted environmentally friendly food
preparation was the Fine Italian SalumiAmo Hits workshop
organised by the School’s Food and Wine Academy and held
in the Western Food Lab on 26 November. Andrea Spagoni,
Executive Chef at Armani/Aqua, introduced the public to the
cooking culture of Italian salumi, or cured meat. According
to Mr Mackenzie, the event not only helped members of the
public to become more comfortable with an unfamiliar type of
food, but also demonstrated that cured meats are both safe to
eat and environmentally sustainable.
In an even more substantial step toward enhancing the
School’s environmental stewardship, Bistro 1979 – the SHTM’s
student-operated training restaurant – received its second
Level 1 CarbonCare® Label for a 5% reduction in carbon
output on 21 October. As students are involved in
conducting carbon audits and ensuring that lowcarbon practices are followed in the School’s food
and beverage facilities, the award is helping
them to develop a sense of environmental
responsibility. “It’s something that I teach in
my classes”, said Mr Mackenzie, “and the food
and beverage staff are asked to incorporate it
in their lessons”.

Workshop for Korean restaurant operators

Chef Andrea Spagoni introducing the cooking
culture of Italian salumi, or cured meat

Professor Jeannie Cho Lee

U
SHTM student at the Poly
Serves Showcase

Mr Raymond Kwong (second row, second from left), SHTM Instructor,
receiving the CarbonCare® Label 2014 Award on behalf of Bistro 1979

25

F&B Activities

F&B Activities

NoOrdinary

Fare

Engaging the Community

S

hifting from the protection of nature to enhancing
society, three SHTM students contributed to the
school’s community service mission as part of the
PolyU Serves Showcase on 21-23 November. Following
the Second Summit on University Social Responsibility and
Inaugural International Conference on Service-learning, both
of which were held on the PolyU campus, the Showcase
highlighted the university’s accomplishments in service
learning and students’ commitment to the concept.

Other activities that connected the School to the broader
community in recent times included collaboration with a
Korean overseas culinary institute to host a three-day workshop
for 30 Korean restaurant operators in Hong Kong.
A two-week course in food and beverage training for students
at the Hong Kong Community College was also provided.
Mr Mackenzie said that the School hopes to expand its
involvement in such classes, offering a broader range of
courses in food and wine management in the future.

The SHTM students worked together with School of Nursing
counterparts to demonstrate healthy and attractive recipes for
low-fat and low-sugar diets to parents and schoolchildren.

As always, the SHTM is constantly looking for new experiences
to offer and new ways to advance food and beverage learning
for the benefit of all.

Highlighting Sustainability
Food and beverage activities at the SHTM are
never run of the mill. Students and staff are
constantly put in new situations, expanding
their experience, deepening their appreciation
of environmental sustainability and developing
a sense of community engagement.
For students, learning in unusual environments
can have major benefits, highlighting aspects
of the culinary arts that they might otherwise
have taken for granted. With this in mind,
the School accepted an invitation from the
Agricultural Trade Office and the Consulate
General of the United States to visit the
amphibious assault ship the USS Makin Island
when it moored in Hong Kong during late
August. The students eagerly explored the
ship’s cooking facilities and learned about the
daily life of the crew.
The SHTM attended the International Wine
and Spirits Fair held at the Hong Kong
Convention and Exhibition Centre on 6-8
November and hosted a booth at the event to
introduce the School’s new Master of Science
in International Wine Management. SHTM
Professor of Practice Jeannie Cho
Lee also led a master class for
over 90 industry professionals,
previewing the new programme
that will launch in September.

Mr Murray Mackenzie
(right) showing how to
cook discarded food at
10 Day Fest 2014

24

W

ith an eye firmly on environmental sustainability,
a group of 30 plus students teamed up with
professional chefs and low-income families to learn
how to cook discarded food on 9 October. Co-organised by
the School of Design and the Hong Kong Jockey Club Design
Institute for Social Innovation as the kick-off event for its 10
Day Fest 2014, Vernissage: Social Gastronomy drew attention
to the usefulness of food waste.
Mr Murray Mackenzie, SHTM Education Specialist (Integrated
Learning), commented that “people at the event got the idea
that there are perfectly good items that there are uses for,
even among products that are deemed not suitable for sale”.
Another event that highlighted environmentally friendly food
preparation was the Fine Italian SalumiAmo Hits workshop
organised by the School’s Food and Wine Academy and held
in the Western Food Lab on 26 November. Andrea Spagoni,
Executive Chef at Armani/Aqua, introduced the public to the
cooking culture of Italian salumi, or cured meat. According
to Mr Mackenzie, the event not only helped members of the
public to become more comfortable with an unfamiliar type of
food, but also demonstrated that cured meats are both safe to
eat and environmentally sustainable.
In an even more substantial step toward enhancing the
School’s environmental stewardship, Bistro 1979 – the SHTM’s
student-operated training restaurant – received its second
Level 1 CarbonCare® Label for a 5% reduction in carbon
output on 21 October. As students are involved in
conducting carbon audits and ensuring that lowcarbon practices are followed in the School’s food
and beverage facilities, the award is helping
them to develop a sense of environmental
responsibility. “It’s something that I teach in
my classes”, said Mr Mackenzie, “and the food
and beverage staff are asked to incorporate it
in their lessons”.

Workshop for Korean restaurant operators

Chef Andrea Spagoni introducing the cooking
culture of Italian salumi, or cured meat

Professor Jeannie Cho Lee

U
SHTM student at the Poly
Serves Showcase

Mr Raymond Kwong (second row, second from left), SHTM Instructor,
receiving the CarbonCare® Label 2014 Award on behalf of Bistro 1979
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Put to the Test in Amsterdam

The School prides itself in nurturing students ready to grasp every opportunity
presented to them, whether at home or abroad. In recent times they have been doing
just that around the world, serving as exemplary ambassadors for the SHTM. In May,
37 students eagerly conducted field research in Dubai, and September saw a six-strong
team from the Bachelor of Science in Hotel Management programme join the Hotel
Leaders Network Student Challenge in Amsterdam. Early December was a watershed
for MSc in International Hospitality Management student Ms Sojin Choi, who took
out the seventh Hyatt Student Prize at the competition’s final in Paris.

I

WORLD

of OPPORTUNITIES

n mid-September, six SHTM students headed to Amsterdam with funding
from the Huang Jingqin Scholarship for Student Exchange to take up a
special challenge. Joining counterparts from other renowned hospitality
management schools, they devised workable proposals for the revitalisation
of the city’s Palace of Justice, formerly the Court of Appeal, as a hotel. The
top three teams then pitched their ideas to CEOs of the world’s major hotel
groups attending the Hotel Leaders Network Conference 2014 at Hotelschool
The Hague.
The participating students were randomly divided into five teams, gaining
the opportunity to work with young people from all over the world. Shelene
Wong’s teammates were from Switzerland and the Netherlands, and she
described the “sparks and chemical reactions” when students from different
cultures thought and worked differently together.
A major challenge in devising the plans, all of the SHTM students noted, was
ensuring that they were both financially and practically feasible. As Chloe Qiu
explained, “we had to take the practical situation into account, such as the old
building’s reconstruction restrictions and owners’ financing channels”. Angel
Meng, the SHTM member of the winning team, put it this way: the ultimate
benefit was learning “how to work well in a diverse environment and how to
think in real-life cases with little idealism but considerable complexity”.

Unique Experience in Dubai

R

eflecting on the 16-23 May trip to the Middle East, SHTM
Assistant Professor Wantanee Suntikul commented that
Dubai offered “a unique experience for the students to
conduct field research in an unfamiliar place”. Before departure, the group attended lectures on the distinct
features of tourism and hospitality in the emirate, and studied its history and traditions. That knowledge was bolstered
during a visit to the Sheikh Mohammed Centre for Cultural Understanding at the beginning of the trip.
Student Andy Ko saw this as the highlight of his time in the United Arab Emirates. “The most remarkable thing I
gained was an understanding of Muslims”, he noted. Alexa Yu agreed, commenting that what she learned on the
ground far surpassed any book learning about the region.
In addition to taking in numerous tourist sites, the students visited the Emirates Academy of Hospitality Management
and two of the city’s most prestigious hotels, the Jumeirah Zabeel Saray and the Burj Al Arab. Even more importantly,
they honed their academic skills by conducting research and interviews that covered topics such as water and labour
issues, and the development of sustainable and cultural tourism.

Most Promising Student

S

ojin Choi is already familiar with real-life cases, having worked and undertaken internships in hotels on three
continents. Indeed, she describes herself as someone who is “proud to be a hotelier”. With a passion for the
hospitality industry matched only by her passion for life, Sojin is a fitting recipient of the seventh Hyatt Student
Prize for the leaders of tomorrow.
Receiving her award at a final staged in the Park Hyatt Paris-Vendôme, Sojin outperformed representatives from 19
other leading hospitality schools before a jury comprising renowned television personalities and leading lights of
the entertainment business, the arts and literature. Commenting on why the School had nominated Sojin for the
prestigious competition, Professor Kaye Chon, SHTM Dean and Chair Professor, said that she was “representing not
only our school, but in a way she is the face of the future of Asia’s hotel industry”.
Currently undertaking an internship at The Peninsula Hong Kong while studying at the SHTM, Sojin describes working
in hotels as “my dream”. Mr Raoul Hoelzle, Director of Rooms at The Peninsula, praised her work ethic, commenting
that “we’ve been very happy to have her aboard because of her positive approach and her proactive work style”.
Sojin will soon fly to Chicago in the United States to experience the working environment of the Hyatt Hotels and
Resorts head office for a week. The School is extremely proud of her and the other students featured here, and
expects big things of them in the years to come.
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Student Achievement Awards

Dean’s
List

SHTM Alumni Association

Students, parents and SHTM staff gathered in the School’s premises on
30 October to honour 72 recipients at an Academic Achievement Award
presentation ceremony. The full-time undergraduate students had all
attained GPAs of 3.7 or above during semesters two and three of the
2013-14 academic year. The School is very proud of, and offers its sincere
congratulations to, the following high achievers.

Inspiration,
Education,
Exploration

The SHTM Alumni Association is very active in organising
events that not only provide entertainment but also educate
and inspire attendees. As alumna Dilys Ko said of a recent visit
to the Lee Kum Kee factory, “this was something out of my
expectations and a very useful and fulfilling tour”.

Bachelor of Arts
(Honours) in Hotel
and Catering
Management
AU Chun Wa
TSE Yu Tien

Bachelor of Science
(Honours) in Hotel
Management
AU-YEUNG Sing Lee Michelle
CHAN Hau Yan
CHAN Yun Tao
CHENG Hei Man Maisie
CHING Tiffany Ka Mei
CHU Ying Shuen
HOU Shanshan
KWOK Ka Man
LAI Yee Mei
LAM Arnold
LEE Pui Yi
LEE Sze Chung April
LEUNG Ka Wai
LI Xiaohan
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LIANG Xiao
LIU Rongrong
MA Chang
MA Yuci
MAI Yingyi
MENG Yutong
NG Weng Kay Catherine
QIU Yao
SHEN Roujun
SHI Xinchen
SIAH Chay Nee
TAM Nok Sze
TSAI Yi Ying Yvonne
TUNG Pak Wai
WANG Xueqing
WANG Zhikun
WONG Ka Wing
XU Hengwei
YAO Siyu
YIU Wing Si Jo
YU King Yau
YU Sze Yan
YUNG Ka Ching Kathryn
ZHANG Yuye
ZHENG Shuyun

Bachelor of
Science (Honours)
in Tourism
Management

Bachelor of
Science (Honours)
in Convention and
Event Management

CHAN Lok Ching
CHAN Oi Ting
FUNG Yuet Kwan Bernice
LAM Lai Lai
LAU Lok Tung
LAU Wing Yin
LAW Yu Ling
LIU Chun Ho
MA Ka Po
NGAN Wai Sum
PANG Wing Yee
TANG Chun Wing
WAN Wai Mei
WANG Siqi
WONG Chuk Wing
YAU Sau Man
YU Po Qing

SIN Wing Shan
LEE Man Hei Manwick
LEUNG Yee Man
TSANG Chun Ming

Higher Diploma in
Hotel Management
CHAN Hoi Yin
CHAN Mei Yi Irene
CHEUNG Ka Ming
FAN Ching Lam
GAST Carmen
KOT Chun Ting Benjamin
LAM Li Yee
MAN Mei Po
TAN Huaxi
WONG Yuk Fung

Camaraderie, that unbreakable sense of togetherness, is
also a critical element of all that the Association does, from
happy hours and networking to even the longer tours. Having accompanied
Association members on their trip to Okinawa in July, Professor Brian
King, Associate Dean, commented that “there was a strong feeling of shared
experience amongst the small group. I was the only non-Cantonese speaker but
everyone made me really welcome.”

Broadened Horizons

D

uring more recent events, members broadened their horizons in two
quite different ways. On 25 October, members and their families
visited the Helena May in Central, a private members’ club housed
in a listed monument on Garden Road. All those in attendance soaked up the
history of the building, learned about the community outreach work the club
carries out and eagerly listened to an explanation of preparations for the club’s
centennial celebrations in 2016. They also had the opportunity to tour the club’s
facilities, including the rare chance to visit the guestrooms, which are for female
residents only.
Escaping the stresses of the city on 29 November, Association members
experienced an entirely different side of Hong Kong in Sai Kung. Amid the
spectacular scenery of the Hong Kong Geopark of China, they learned the area’s
history and how the various geological formations came to be, and gazed in awe
at the spectacular 130 million year old volcanic rocks. The inspiring day came to
an end with a delicious seafood lunch in Sai Kung.

Regardless of the activity, Association members are ever willing to learn,
explore and connect. If you are a graduate and have yet to join, you can apply at
http://hotelschool.shtm.polyu.edu.hk/eng/alumni/registration.html.
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Alumni Association News

Professor-for-a-Day Programme

Alum-notes
1990s

Mr Howard Lee BA(Hons) in Hotel and Catering Management 1995
is Hotel Manager of the Royal Plaza Hotel.

Professors for a Day
The SHTM offers sincere appreciation to the outstanding industry
professionals who recently served as professors for a day.

Ms Cherry Wong BA(Hons) in Hotel and Catering Management 1995
is Director of Sales at the Hyatt Regency Hong Kong, Sha Tin.
Ms Amarjit Kaur (Neelu) Sethi HD in Hotel Management 1995
is Sales Manager at Excella Travel (HK) Limited.

2000s

Speaker	

Title And Company	

Topic

Mr David AU

Director of Engineering, InterContinental Grand Stanford Hong Kong

Hotel HVAC Systems

Mr Danny Chan BA(Hons) in Hotel and Catering Management 2006
is Food and Beverage Manager at The Peninsula Hong Kong.

Mr Francois-Xavier BORIE
Owner, Chateau Grand-Puy-Lacoste and Chateau Haut-Batailley
		

Bordeaux Wine – Grand Puy Lacoste x
Haut Batailley Master Class

Mr Leo Lam BSc(Hons) in Tourism Management 2008
is Account Manager – Travel at Regal Hotels International.

Mr Gene CAPUANO

Vice President of Convention and Exhibition Operations,
the Venetian Macao Resort Hotel

Planning of Successful Business Events

Ms Kelly Lau BSc(Hons) in Hotel Management 2008
is Senior Sales Manager at Dorsett Tsuen Wan, Hong Kong and Silka Far East, Hong Kong.

Ms Agnes CHAN

Director of Human Resources, InterContinental Grand Stanford Hong Kong

Evaluating Performance and Employee Retention

Ms Doris CHAN

Faculty Librarian (SHTM), Pao Yue-kong Library, PolyU

Library Workshop

Mr Nelson Wan BSc(Hons) 2010
is Guest Experience Supervisor at the Upper House.

Mr Kenneth CHAN

Director of Consumer Research, the Nielsen Company (Hong Kong) Limited

An Integrated Approach to Understand Mainland Travellers

Mr Zelotes Lam BSc(Hons) in Hotel Management 2011
is Guest Experience Manager at the Temple House, Chengdu.

Mr Michael CHAN

Regional Manager, Tujia.com

On the Strategy of Tujia

Mr Victor CHAN

Chairman, Hong Kong Hotels Association

Leadership in Hotel and Tourism Industry

Chef Maria Rosa
Vasquez CHAVEZ

Guest Chef, Consulate of Peru in Hong Kong

Peruvian Cuisine Workshop

Mr Zicong CHEN

General Manager of the Marketing Center, Guangdong Kaiping Diaolou
Tourism Development Corporation, Limited

Internal Resources and Marketing Strategy:
Kaiping Diaolou World Cultural Heritage

Mr Tony CHENG

Director of Engineering, JW Marriott Hotel Hong Kong

Hotel Electrical Systems

Ms Claire CHIANG

Senior Vice President, Banyan Tree Holdings Limited

Successful Story of Banyan Tree Hotels and Resorts

Ms Christine Ng BSc(Hons) 2012
is Sales Executive at the Courtyard by Marriott Hong Kong Sha Tin.

Chef Jocelyn DEUMIE

Culinary Advisor and Corporate Chef for Asia, Rougié

‘Rougie’ Foie Gras Demonstration

Mr Vincent DURIER

Director of Food and Beverage, Hotel ICON

Future Trends in Food and Beverage

Ms Angela Siu BSc(Hons) 2012
is Guest Services Officer at the Hyatt Regency Hong Kong, Sha Tin.

Chef Paolo FEDERICI

Executive Chef, Holiday Inn Golden Mile Hong Kong

Authentic Italian Cuisine

Dr Pengcheng GUO

Founder and Chief Product Officer, Cloudsscape InfoTech Company Limited

The O2O of Travelling with Smart Devices

Dr Erdogan Ekiz Ph.D. in Hotel and Tourism Management 2012
is Regional Vice President for the Middle East at the International Tourism Studies Association.
Ms Winnie Ng BSc(Hons) in Tourism Management 2012
is Project Executive – MICE at Westminster Travel Limited.
Ms Alison Leung BSc(Hons) 2012
is Account Sales Manager at the Courtyard by Marriott Hong Kong Sha Tin.

Ms Michelle Wong BSc(Hons) 2012
is Business Development Manager at the Holiday Inn Golden Mile Hong Kong.

Ms Jolene HAN
Managing Director, Asia, Clean the World Limited
		

Social Entrepreneurship Affiliated with the Lodging
Industry – Case Study of Clean the World

Dr Joe Tormey Doctor of Hotel and Tourism Management 2013
is Director of the International School of Hospitality and Tourism Management at Fairleigh Dickinson
University in New Jersey, USA.

Mr Junliang HE
President, New Concept Hotels Group and K-hotels
		

Turn an Economy Hotel into a Boutique Hotel:
The Strategic Renewal of K-hotels

Ms Margaret HENG;
Chief Executive; Deputy Director, Curricula and Standards, SHATEC
Ms Siew-beng CHUA		

Role of SHATEC in Shaping the Singapore Hospitality
Industry

Mr Kim HO
Digital Marketing Manager, Hotel ICON
		

Customer Relationship Management and e-Business:
Current Practices and Challenges

Mr Edward Lai BSc(Hons) in Hotel Management 2013
is a Consultant with Horwath HTL.
Mr Randy Lam BSc(Hons) in Tourism Management 2013
is Account Executive - Inside Sales, APAC of Telstra Enterprise and Services – International.

		

Social Media-Hotel ICON

Dr Jack Ly Tuan-Phong Ph.D. in Hotel and Tourism Management 2014
is Assistant Professor at the Macau University of Science and Technology.

Mr Eddie HO

Tourism Consultancy Projects

Dr Edward Michael Roekaert Doctor of Hotel and Tourism Management 2014
is Rector of the Peruvian University of Applied Sciences in Lima.

Mr Girish JHUNJHNUWALA Founder and CEO, Ovolo Group Limited
		

Creating and Developing a New Brand in the
Accommodation Sector

Ms Bernice Fung BSc(Hons) in Tourism Management 2014
is MICE Coordinator at the Sheraton Macao Hotel, Cotai Central.

Mr Edward KOH;
Mr YAP Chin-siang;
Ms TOH Sork-lee

Executive Director (International Group Planning);
Assistant Chief Executive and QSM (Policy and Planning Group);
Assistant Director (Hotel Industry Development), Singapore Tourism Board

Singapore’s Hotel Industry: The Past, Present and Future

Dr Kun LAI

Assistant Professor, Sun Yat-Sen University

Tourism Problemology

Mr Jackson LAO

Director of Engineering, Kowloon Shangri-La, Hong Kong

Energy and Water Conservation in the Hospitality Industry

Ms Vicky LAU

Head of Corporate Affairs, Ngong Ping 360 Limited

Customers, Products and Policies of Ngong Ping 360

Miss Kalista Li BSc(Hons) in Tourism Management 2014
is an International Operations Management Trainee with Swire Hotels.
Miss Karen Tang BSc(Hons) in Hotel Management 2014
is Events Coordinator at the Hyatt Regency Hong Kong, Tsim Sha Tsui.

Senior Manager of Student Mainland Development,
Chinese Mainland Affairs Office, PolyU

Miss Mary Wong BSc(Hons) in Tourism Management 2014
is a Delighted to Serve Agent at the Renaissance Harbour View Hotel Hong Kong.
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Professor-for-a-Day Programme

Alum-notes
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Customers, Products and Policies of Ngong Ping 360

Miss Kalista Li BSc(Hons) in Tourism Management 2014
is an International Operations Management Trainee with Swire Hotels.
Miss Karen Tang BSc(Hons) in Hotel Management 2014
is Events Coordinator at the Hyatt Regency Hong Kong, Tsim Sha Tsui.

Senior Manager of Student Mainland Development,
Chinese Mainland Affairs Office, PolyU

Miss Mary Wong BSc(Hons) in Tourism Management 2014
is a Delighted to Serve Agent at the Renaissance Harbour View Hotel Hong Kong.
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Professor-for-a-Day Programme

Professor-for-a-Day Programme

Professors for a Day
Speaker	

Title and Company	

Topic

Mr Francis LAU
Director of Human Capital, Hotel ICON
		

Human Resource Management in the Hotel Industry –
Hotel ICON Example

Professor Tak-chi LEE
Associate Dean (External Relations), School of Design, PolyU
		

A Platform for Design-Industry Collaboration in
Hong Kong and Guangdong

Mr Ian LEE
Director of Finance and Administration, Hotel ICON
		

Strategic Plan Competition: Online Travel Agency (OTA)
Conversion Consultancy Project

Ms Cynthia LEUNG

Present and Future of Hong Kong Tourism

General Manager, Corporate Affairs, Hong Kong Tourism Board

		
		

Tourism Know-How-Making Hong Kong a More
Attraction Destination

Chef Cheong LIEW

Food and Restaurant Consultant, Cheong’s Kitchen

Modern Australian Cuisine

Dr Vera LIN

Assistant Professor, Department of Tourism Management,
School of Management, Zhejiang University

Accuracy and Bias of Experts’ Adjusted Forecasts

Mr Justin LUO

Co-Founder and CEO, Tujia.com

Holiday Rental, Hotel and Tujia

Dr Jiaying LV

Associate Professor, Department of Tourism Management,
School of Management, Zhejiang University

Using Secondary Data in Recreation and Tourism Studies

Mr Euan MACKAY;
Mr Nicolas HEATH

Sales Director and Board Member, Symington Family Estates;
Marketing Director, the Fladgate Partnership

Port Wine Master Class

Mr Pascal MARCHAND

CEO, EuroCave

Eurocave – Wine by the Glass Technology

Chef Janet PARK
Executive Chef, JANG Korean Cuisine and Lounge
		

Festive Korea: The Rise of Korean Street Food
and Beverage

Mr Lucas PENG

Managing Director, IFH Asia Ltd (Hong Kong) and
IFH Asia Pacific Pte Ltd (Singapore)

Do’s and Don’ts in Consulting Practices

Mr Anthony ROSS

Executive Vice President for Asia Pacific,
Middle East and Africa, Preferred Hotels Group

Explanatory Concepts and the Service Leadership
Construct: Same Same but Different

Mr Robin SHEN

Vice President, Shimao Real Estate Group

Managing People in the China Hotel Industry

Mr Xiang SONG
Former President, HNA Hotels and Resorts Group
		

Business-Unit Level Strategy and Corporate Level Strategy
of HNA Hotels and Resorts Group

Chef Andrea SPAGONI

Made in Italy: Quality and Lifestyle

Former Executive Chef, Domani Ristorante

Mr Benson TANG
Asia Regional Director, Association of Corporate Travel Executives
		

ACTE Asia Conference: A Case Study in
Meeting Management

Ms Ziying TANG

Co-Founder and Principal, Z+T Studio

Landscape Design in Boutique Hotels

Mr Lorenzo TEDESCHI

Director, Ferrarini Pacific Ltd (Ferrarini Vismara Group)

Entrepreneurship

		
		

Gastronomy: History and Culture of Parmigiano-Reggiano
and Parma Ham

Mr Herve TUCKI

Ambassador of La Chablisienne

Burgundy Wine Master Class

Mr Martin WIEDERKEHR

CEO, La Cave de Genève SA

Cave De Geneve Premium Wine Evening

Mr Paul Matthew WISTE

Regional Director of Development – Design: Asia Pacific, Jumeirah Group

The Fundamentals of Luxury Resort Design

Dr Anthony WONG

Visiting Assistant Professor, Tourism College, Institute for Tourism Studies

Casino Tourism and Service Experience

Mr Chris WONG

Hygiene Manager, Hotel ICON

Implementing HACCP Systems

Mr Perry WONG

Sales and Marketing Director, Peak Tramways Company Limited
and the Peak Tower Limited

The Visitor Attractions Marketing

Mr Mark WU

Deputy General Manager, the Ritz-Carlton, Shenzhen

The Corporate Culture and Strategy of Ritz Carlton

Mr Jeremy XU

Vice President, China National Travel Service (HK) Group Corporation and
Executive Director, China Travel International Investment Hong Kong Limited

CTS (HK) Investment Strategies in Hospitality with a
Particular Emphasis on Investment in China

Ms Cathy YANG

Manager, Talent Resourcing Greater China, InterContinental Hotels Group

Talent Resourcing in China

Ms Sun-young YI

Assistant Vice President of Corporate Casino Marketing and
Database Analysis, Galaxy Entertainment Group

Customer Relationship Management in Casinos

Mr Eddy YIP

Strategic Planning and Development Manager,
Gullivers Travel Associates (Hong Kong) Limited

Strategic Planning and Development Consultancy 		
Project for MSc students
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20-22
MAY 2015

Event: World Conference
on Hospitality, Tourism
and
Event Research & Inte
rnational Convention and
Expo
Summit 2015, Korea
Organiser: Sejong Unive
rsity
Contact: Kwangmin Par
k
Email: kmpark@sejong
.ac.kr
Website: http://whter.se
jong.ac.kr/

March 2
015

Event: Car
eer Day 2
015
Organiser:
SHTM
Contact: C
hris Luk
Email: chri
s.luk@poly
u.edu.hk

10 -13
JUNE 2015

Asia
nference and 14th
Pacific CHRIE Co
sm,
uri
Event: 13th AsiaTo
in
h
ts Researc
Graduate Studen
nd
ala
Pacific Forum for
Ze
w
Ne
Auckland,
y
log
no
ch
Te
of
d University
Organiser: Aucklan
.nz
.co
15
20
rie
acch
Website: www.ap

14 -17
MAY 2015

nual
Association An
Pacific Tourism
ysia
ala
Event: 21st Asia
M
r,
ala Lumpu
Conference, Ku
A)
PT
(A
n
tio
Associa
Pacific Tourism
ng
Ja
Organiser: Asia
n)
w
ha
ong (S
Contact: SooChe
m
ission@gmail.co
bm
su
15
Email: apta20
15
20
ta
/ap
m/site
sites.google.co
Website: http://

15 -17
OCTOBER 2015

Event: 33rd EuroC
HRIE
Conference, Man
chester, UK
Organiser: Manch
ester
Metropolitan Unive
rsity
Website: www.eu
rochriemanchester
.org
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