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Message from

Dean of School

T

here is no better time than an anniversary to look back in pride and forward in confidence.
As the SHTM celebrates its 35th year, we take the opportunity in this issue of Horizons to
recall the milestones on our long path to success. We also look to the future, reporting on
the 19th Congregation (SHTM) in November, when a new batch of graduates set off on their paths
to becoming the hospitality and tourism leaders of tomorrow.
This issue also covers the seventh United Nations World Tourism Organisation (UNWTO)/PATA
Forum on Tourism Trends and Outlook held in Guilin during October, an event the School coorganised that considered the sustainable development of tourism in China and around the world.
Also covered is the UNWTO Knowledge Network Symposium and TedQual Information Seminar,
held at the School in November to promote capacity building in tourism.
Turning to corporate social responsibility, we detail the efforts of staff in Mongolia and for a
Cambodian institute, and report on a student service-learning visit to Cambodia led by SHTM
academics. We further outline a recent SHTM study on the difference that frontline travel trade staff
members can make to tourism’s carbon footprint.
Later in the issue we report on the resounding success of the first batch of students in Hotel ICON’s
11-month Elite Management Programme, the focus on competitive advantage at the Hong Kong
PolyU Winter School 2014 and the innovative nature of our newly launched Executive
Masters in Global Hospitality Leadership programme.
Also featuring are the results of recent research by SHTM academics, news on staff, student
and alumni achievements, and coverage of food and beverage activities, including the very
pleasing growth of our Food and Wine Academy. We have come such a long way in 35
years by striding out into the future in everything we do.

Professor Kaye Chon
Dean and Chair Professor
School of Hotel and Tourism Management
The Hong Kong Polytechnic University
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SHTM’s 35th Anniversary Celebrations

Years of Success

A

nniversaries are ideal times to celebrate and
reflect, to look back with pride and take stock
of achievements. The SHTM is doing just that this year as it
marks its 35th anniversary. “In just 35 years, our School has achieved remarkable
progress”, commented SHTM Dean and Chair Professor Kaye Chon. “From a small diplomagranting programme, we have grown into one of the largest and most prestigious schools of hospitality
and tourism management in the world.”
The SHTM was founded in 1979 as the Department of Institutional Management and Catering
Studies (IMCS) with just five academic staff and 64 full-time and 50 part-time students. When former
department head Brian Slater attended the 10th anniversary dinner back in 1990, he remarked that
“I never dreamed there would one day be 400 full-time and 150 part-time students and 29 academic
staff.” He would be even more astonished today – the SHTM now boasts 65 academic staff from 20
countries and regions, and well over 2,000 students.
One early IMCS graduate, Dr Simon Wong, was on hand to witness much of that growth. Looking
back on his days as a student, he recalled that “we Year 3 students were charged with organising the
annual ball” that was held in PolyU’s Main Building, once a campus landmark but since demolished
in the march of progress.
In 1992, tourism was added to the mix, and with it a name change to the Department of Hotel and
Tourism Management (HTM). Among the first tourism graduates was Mr Benson Tang, who went
on to play a key role in developing the SHTM Alumni Association. “I always marvel at the first-class
facilities SHTM students enjoy today”, he said.
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SHTM’s 35th Anniversary Celebrations

Less than a decade later, the HTM was designated a School.
This increased significance within the university mirrored
the transformation in tourism throughout Hong Kong. In
1979, when the IMCS welcomed its first batch of students,
the city played host to 2.2 million visitors. Today, it hosts
that many each month, with arrivals last year totalling 54.2
million.

A New Leader Takes the Helm

Of course, a world-class organisation serving a rapidly
growing industry needs a world-class leader, and the
SHTM has certainly found one in Dean Chon, who took
the helm in 2000. Several years earlier, former PolyU
President, Professor Chung-kwong Poon, identified him as
the man for the job, but attracting him to the university
was not straightforward. Professor Poon joked that he had
to “imitate Liu Bei to persuade Professor Chon to join us”,
referring to the Story of the Three Kingdoms in which Liu
Bei has to visit Zhuge Liang three times to convince him
to join the team.
The effort was certainly worth it. Under Dean Chon’s
leadership the School has gone from strength to strength.
This was highlighted in 2009 when a study published in the
Journal of Hospitality and Tourism Research found that the
SHTM was ranked second in the world among hospitality
and tourism schools in terms of research and scholarship.
Dean Chon’s vision for the School reached its apex with
the launch of its unique teaching and research hotel, Hotel
ICON, in 2011. As current PolyU President Timothy Tong
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put it last year, the hotel has ensured that
PolyU is “uniquely positioned to cultivate
the human resources needed to drive the
overall development of the industry”. This was recognised
in 2012, with the School receiving the prestigious
I-CHRIE McCool Breakthrough Award for its innovative
educational model with the hotel at its centre.
Yet Dean Chon would be the first to admit that he has
had an impressive foundation on which to build, with
the achievements garnered by the SHTM and its earlier
incarnations stretching right across its 35 years. The HTM
gained United Nations World Tourism Organisation
(UNWTO) recognition in 1992, when it was accepted as
an affiliate member. Just seven years later, it became one
of the UNWTO’s then 16 global Education and Training
Network Centres. In 2003, the International Society
of Travel and Tourism Educators honoured the School
with an institutional achievement award for its longterm innovation and contributions to the field of tourism
education.
These are just a few of the milestones that the School is
celebrating as it looks back proudly over its illustrious
35-year history. Celebrations will culminate in the joint
Global Tourism & Hospitality Conference and Asia
Tourism Forum, organised and managed by SHTM
students and staged at Hotel ICON on 18-20 May. With
an outstanding heritage, an equally bright future is most
certainly on the horizon.

Nineteenth Congregation (SHTM)

Goodbye

T

Hello

Alma Mater,
New Chapter!

he PolyU 19th Congregation (SHTM), held on
15 November 2013 in the Hong Kong Jockey
Club Auditorium, saw the School’s latest cohort
of graduates say goodbye to their alma mater and hello
to a new chapter in their lives. Having grown in leaps
and bounds since its birth in 1979 as a small diplomagranting department, the SHTM required three sessions
to accommodate the burgeoning number of graduates in
14 programmes.

Accepting their academic awards last year were 6 Ph.D.,
9 D.HTM, 3 MPhil, 153 MSc, 1 PgD, 418 BSc, 50 BA
and 204 HD graduates. SHTM Dean and Chair Professor
Kaye Chon noted that the graduates would take their place
among the over 13,000 alumni who have in the past 35
years “contributed at different levels to the hospitality and
tourism industry”. He added that “with Hotel ICON
now in full operation, we will be producing even more
quality graduates destined to rise as hospitality and tourism
leaders”.

One of those leaders
in attendance was Mr
Victor Chan, General
Manager of the Kowloon
Hotel and Chairman of
the Hong Kong Hotels
Association. Little did
Mr Chan know back in
1985 when he accepted
his Higher Diploma in
Mr Victor Chan
Hotel Management from
the then Department of Institutional Management
and Catering Studies that 28 years later he would be on
campus to accept the SHTM Outstanding Alumni Award
2013. In his acceptance speech during the Congregation’s
first session, Mr Chan looked back over 25 years in the
business and assured his young counterparts that they were
about to embark on a “rewarding and fulfilling career by
contributing to one of Hong Kong’s core pillar industries,
which offers endless opportunities”.
Among the fresh graduates eager to
avail themselves of those opportunities
was new BSc holder Mr Randy
Lam, who delivered the first-session
valedictory speech. After reading out a
poem he had written in honour of his
fellow graduates, Mr Lam addressed
Mr Randy Lam
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Nineteenth Congregation (SHTM)

them directly: “Graduates, the tourism and hospitality
sectors are your oysters, and the School has already given
you the fork!”

Ms Ho also noted the shift to
Asia, remarking that Hong Kong
is particularly well placed to
capitalise on the world’s fastestgrowing tourism market, China,
given the shared culture, language
and heritage. In cautioning
against the recent less-thanMs Pansy Ho
positive views of mainlanders in
the press, she reminded graduates that
“travel is the one social phenomenon that
can overcome the ‘fear of the other’” and
that “a meaningful tourism experience
can change prejudice and stereotyping”.

His fellow valedictorians and
BSc graduates, Miss Ellen Lam
and Miss Vivian Lee, addressing
the second and third sessions,
also praised the SHTM for
equipping them with the tools
needed for success through
internships, exchanges and
other practical experiences. Miss
Lee recalled organising the 11th
Miss Vivian Lee
Asia Pacific Forum for Graduate
Students Research in Tourism and International
After citing an impressive range of
Convention & Expo Summit 2012. “It is easy to
industry-related figures in support of his
describe a process theoretically”, she said, “but in
contention that tourism is “one of the
Miss Ellen Lam
reality it is always easier said than done”. Such
major socio-economic phenomena of
practical experience provided “a strong foundation upon our times”, Mr Favilla also emphasised tourism’s positive
which to build our careers and our future”, Miss Lam intercultural role. “We cannot take for granted the power
added.
of tourism in bringing people together, in promoting
understanding between countries and respect for other
Joining the valedictory speakers cultures”, he said. “Travelling makes each one of us a
in offering inspiring words were better person.”
three distinguished guests of
honour: UNWTO Executive
Director Mr Márcio Favilla,
Lotte Hotels and Resorts
President and CEO Dr Song
Yong-Dok, and Shun Tak
Holdings Managing Director
Mr Márcio Favilla
Ms Pansy Ho. All three noted
that the graduates were entering
the industry at an exciting time
when, in Dr Song’s words, “the
centre of gravity has shifted to
These were inspiring words indeed for the latest cohort of
Asia with its welcoming cultures
graduates about to embark on exciting new careers, who left
and attention to detail as a
the auditorium with the words of their school song ringing
hallmark of service quality”.
in their ears: “Alma mater SHTM, the School that makes us
proud, Alma mater SHTM, forever ours to share.”
Dr Song Yong-Dok
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Seventh UNWTO/PATA Forum on Tourism Trends and Outlook

A

Banquet

W

ith an eye on sustainability at all levels of
tourism development, the United Nations
World Tourism Organisation (UNWTO)
and the Pacific Asia Travel Association (PATA) staged the
seventh UNWTO/PATA Forum on Tourism Trends and
Outlook at the Shangri-La Hotel in Guilin, China, on 2123 October last year. Co-organised by the SHTM, the event
brought together government officers, NGOs, industry
practitioners and academics to discuss their experiences
and share their expertise under an overarching theme
of “Tourism Development: New Knowledge, Practices
and Challenges”.

of

Insights

challenges”, he said, as are many other destinations, and
although it has “good infrastructure and attractions” its
service needs “much improvement” to enhance tourist
satisfaction and comfort.

Insights on Offer

Welcoming participants and speakers, Mr Huang
Junhua, Mayor of Guilin, said he hoped the Forum
would “benefit us in making use of new knowledge,
advancing new practices and yielding new fruits”.
Commenting on Guilin’s role in hosting the Forum,
he emphasised the progress the city has made in the
development of tourism in China, and hoped the Forum
would help Guilin in achieving its aim of becoming an
“international first-class destination”.

During the opening session, Mr
Márcio Favilla, Executive Director
for Competitiveness, External
Relations and Partnerships at the
UNWTO, praised the Forum’s
“dedication to promoting tourism”
and its increasing influence
within the tourism industry. He
emphasised the importance of
Mr Márcio Favilla
the “booming tourism industry”
in strengthening global links and creating new job
opportunities. By helping participants to gain valuable
insights and exploring the trends in and outlook for the
industry, the Forum plays an important role in enhancing
the sustainable growth of tourism, he said.

Extending this theme, Dr Honggen Xiao, Assistant
Professor at the SHTM and liaison officer for the event,
acknowledged that although the infrastructure of a
destination is important, “tourists nowadays care more
about the ‘software’, which includes service quality
and service consciousness”. Guilin is “facing the same

Mr Favilla’s introduction was followed by a “Setting up
the Scene” session. In the first talk, Mr Wang Shuo, from
the UNWTO’s Regional Programme for Asia and the
Pacific, discussed the new challenges apparent in world
tourism trends. Mr John Koldowski, Special Advisor to
the CEO, PATA, provided an overview of the challenges
School of Hotel and Tourism Management
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Seventh UNWTO/PATA Forum on Tourism Trends and Outlook

on tourism developments around the world, from the key
outbound tourism markets in Southeast Asia to the effect
of ‘netnography’ on the Chinese and Brazilian outbound
tourism markets.

Aiding Tourism Development
Professor Haiyan Song

and implications of tourism development. Professor
Haiyan Song, Associate Dean and Chair Professor of the
SHTM, followed with a presentation on the five-year
tourism forecasts his team completed for PATA last year.
The morning session on “Tourism Research in Support
of Policy, Development and Industry Practices” gave
participants the opportunity to learn about the innovation
displayed by tourism SMEs in New Zealand, and the
development of a regional competitive framework in Asia
and the Pacific. This was followed by an afternoon session
led by Mr John Koldowski on “Issues and Challenges in
Tourism Development”.
The keynote session on the theme of “Tourism
Development: New Knowledge, Practices and Challenges”
took place on the second day, with Mr Favilla speaking
about how visa facilitation helps
to stimulate economic growth and
development. The SHTM’s Dean,
Professor Kaye Chon, contributed
to the lively session with a talk on
innovations and entrepreneurship
in hospitality and tourism. In the
final session, participants had the
opportunity to hear a variety of talks

Bringing the Forum to a close,
Ms Chen Lihua, Vice Mayor of
Guilin, commented that it had
been a “gathering of wisdom and
banquet of insights”. She also
confirmed that Guilin would
continue to lend its support by
“carrying on its obligations as the
permanent host”.

Ms Chen Lihua

Mr Wu Wenxue, Vice Chairman
of the China National Tourism
Administration, expressed his
congratulations to the organisers,
and remarked that the joint
efforts of UNWTO and PATA,
with support from Guangxi,
Guilin and the participants,
Mr Wu Wenxue
had helped to “provide more
experience and outcomes for the development of tourism
in China, the region and the world”.
The SHTM is proud of its continued support of the Forum
as part of its ongoing efforts to aid in the sustainable
development of tourism in Asia and the Pacific, and
beyond.

Professor Kaye Chon

SHTM faculty members
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UNWTO Knowledge Network Symposium and TedQual Information Seminar

Seeking Synergy
Through Cooperation

T

he continued growth of tourism relies very much on the ability of
disparate organisations to collaborate in terms of education, research
and training. With that in mind, the SHTM joined its long-term
collaborative partner the United Nations World Tourism Organisation
(UNWTO) in hosting the UNWTO Knowledge Network Symposium and
TedQual Information Seminar at Hotel ICON, the School’s teaching and
research hotel, on 16-17 November.
Comprising more than 130 institutions, organisations and enterprises from 40
countries, the UNWTO Knowledge Network collaborates with organisations
that exhibit research competency and notable experience in tourism development
and innovation. The overall aim is to develop a global community of scientific,
technological and procedural knowledge related to tourism.
In introducing the Symposium, SHTM Dean and Chair Professor Kaye Chon
remarked that the School’s involvement with the Knowledge Network grew out
of its designation as a UNWTO Global Education and Training Centre in 1999.
Now, he commented, the School was working with the UNWTO “to ensure
that tourism educational institutions at all levels have an appropriate platform
at the Symposium to discuss their experiences in promoting capacity building in
tourism through research, education and training”.

School of Hotel and Tourism Management
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UNWTO Knowledge Network Symposium and TedQual Information Seminar

TedQual Programme Explained

Panellists speaking at the conference

Officiating at the Symposium’s opening ceremony on
16 November were Dean Chon and Mr Márcio Favilla,
Executive Director for Competitiveness, External Relations
and Partnerships for the UNWTO. Earlier Mr Favilla
expressed his gratitude to SHTM for hosting the event,
and portrayed the School as a “valued partner that has
always proven great commitment and active membership”.
He described the Symposium and the Seminar to follow as
“great platforms to boost synergy and improve the quality
of programmes for those in attendance”.
The first session following
the opening ceremony,
moderated by SHTM
Associate Dean Professor
Haiyan Song, addressed
the role of knowledge
management in the highly
competitive
tourism
environment. With a focus
Professor Haiyan Song
on innovation in tourism
education, the parallel
second session, moderated by the SHTM’s Dr Sam Kim,
explored how best to keep the dissemination of knowledge
fresh and relevant to motivate students to become the
tourism leaders of tomorrow.
The third and fourth sessions again ran in parallel, with the
SHTM’s Dr Kam Hung moderating the Chinese version.
Both it and the English version examined tourism research
in action, with participants gaining a general overview of
recent tourism scholarship, followed by geographically and
culturally specific looks at the factors driving research.
The Symposium wrapped up with a final session on linking
theory and practice in tourism partnerships, featuring
perspectives from Malaysia, Hong Kong and Thailand.

HORIZONS

The following morning saw attendees return to Hotel
ICON for a half-day UNWTO TedQual Information
Seminar. TedQual is internationally recognised voluntary
certification programme that ensures the continual
improvement of tourism education, training and research
programmes through a set of quality standards. Attendees
at the Seminar gained first-hand information on applying
for TedQual accreditation and how the accreditation audit
process works.
Commenting earlier about the School’s own link with
the programme, Dean Chon noted that “in 2002, we
became one of the first educational institutions to receive
the UNWTO’s TedQual Certification”. This, he recalled,
had led over the years to collaboration “extended to many
fields”, and he expressed his delight that the Seminar and
Symposium alike were again allowing the collaborators to
“turn innovative ideas into meaningful collaborations”.
The Seminar opened with Mr Favilla and Mr Omar Valdez,
Executive Director of the UNWTO Themis Foundation,
explaining the TedQual programme, focusing on its
mission, vision and values. Following their informative
presentation, Ms Aurora Pedro, UNWTO TedQual
Auditor, gave attendees an overview of how the certification
system and its attendant audit process works.
Continuing into the early
afternoon, the Seminar
culminated with a panel
discussion on quality
assurance and certification
for educational institutions
chaired by Ms Pedro.
Offering accounts of their
experiences and providing
insights for the attendees
Mr Márcio Favilla
was a group of speakers
including Professor Song of the SHTM.
The School holds its long-standing relationship with the
UNWTO in high esteem, taking pride in its position as
the organisation’s major partner university in Asia. The
combined Symposium and Seminar are further evidence of
the fruitfulness of this collaboration.

CSR and Service-Learning Activities

Giving Back and Moving On

Dr Jinsoo Lee (first row, fifth from left), Dr Steve Pan (first row, sixth from left) and students from Mongolia
International University

H

elping to develop sustainable tourism is one
of the SHTM’s most significant priorities. It
not only allows the School to give back to the
industry that supports it, but also helps other organisations
in their efforts to move on and better the lives of their
stakeholders. In recent times, staff and students have been
able to do this through corporate social responsibility
(CSR) activities and service-learning initiatives.

lectures on urban tourism to a class of 31 students with
good English proficiency from various years.

Although a much-hyped concept, CSR is not always
executed with the best intentions in mind. Yet nothing
could be further from the truth for the SHTM. In midJuly last year, Dr Jinsoo Lee and Dr Steve Pan spent
time in Ulaanbaatar, capital of Mongolia, to serve as
volunteer lecturers and design a curriculum for Mongolia
International University (MIU).

In a similar effort over summer 2013, SHTM academics
provided assistance to the Horizon Vocational Training
Institute in Phnom Penh, Cambodia. Founded by Helene
O’Sullivan, an Irish nun in the Maryknoll Sisters order,
the Institute works with victims of human trafficking. It
recognises that rescuing and rehabilitating victims are only
first steps in a long process, and provides opportunities
for academic study, skills training and internships in the
Cambodian hospitality industry so that its students can
build better lives.

A private university founded by a Korean missionary in
2002, MIU is the sole tertiary institution in the country
with English as the medium of instruction. It has a student
population of only 800 and operates solely through funds
generated by tuition fees. With such a small income base,
MIU cannot afford attractive remuneration packages for
academics, who are equally discouraged by Mongolia’s long
and harsh winters.

The SHTM academics remarked that the “students
were smart, eager to learn and in-class interaction was
encouraging”. For their part, the students appreciated the
presence of overseas scholars who could share valuable
knowledge from different perspectives with them.

The SHTM’s Mr Raymond Kwong, Mr Martin Bugler and
Dr Pearl Lin provided assistance in curriculum design for
the Institute, and edited
some of its teaching
materials.

Given that it has a staff of only 48
academics across eight departments and
one person alone in the Department of
Hotel and Restaurant Management, MIU
was very much in need of outside help. Dr
Lee and Dr Pan boosted staff numbers from
15 to 26 July, delivering daily three-hour
School of Hotel and Tourism Management
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CSR and Service-Learning Activities

The other team, led by Ms Lau,
visited the Happy Tree Community
Development Centre elsewhere in
Phnom Penh, an establishment run
by a Hong Kong charity. The students
painted a wall and conducted a survey
and video interviews with households
in the surrounding underdeveloped
area.

Students Learn to Serve
Also involved in helping others last summer, Dr Alan
Wong and Ms Chloe Lau joined a group of 50 PolyU
(including SHTM) students on a service-learning trip to
Cambodia organised by the Office of Service Learning and
Department of Computing from 13 to 21 June. Service
learning combines classroom instruction with meaningful
service to a community in need, and in this case students
from the ‘Technology Beyond Borders’ course engaged
children in the uses of technologies that are featuring in
the twenty-first century.
While in Phnom Penh, the students split into two teams
with separate tasks. Led by Dr Wong, one team visited a
primary school in the Sen Sok district to conduct a computer
camp. They used innovative technology and digital storytelling to help the children to become computer literate,
and set up a mobile computer lab known as a ‘Lab in a
Suitcase’ on a TukTuk (a three wheeled auto-rickshaw).
Another important task was training local volunteers
to maintain the equipment and support the children in
further learning.

Story telling through a computer
HORIZONS

They also set up a server for e-books at
the House of Rainbow Bridge Hospice
Orphanage, a home for HIV+/AIDSaffected children run by the same
organisation. At the Orphanage they
taught children how to use computer applications such as
the Scratch language, and how to tell stories using stopmotion animation, before introducing them to basic
concepts in blogging and robotics.
The SHTM is exceptionally proud of these efforts, and
knows the importance of continuing them. As part of its
ongoing drive for excellence in hospitality and tourism
research and education, it will encourage further efforts to
help those in need gain a better tomorrow.

Students painting the wall

Students playing with the children

Travel Trade’s Role in Reducing Tourism’s Carbon Footprint

Study Works to Enhance
Climate Change Awareness

C

arbon
emissions
a survey of 600 frontline
and their role in
outbound travel trade staff,
global warning are
and training workshops to help
a worldwide concern, and
fill the knowledge gap evident.
no less so in the travel trade.
The SHTM’s Professor Bob
Most of the frontline staff
McKercher and Dr Barry Mak
surveyed indicated that they
recently co-led a study on
had no formal training related
the situation and found that
to climate change or carbon
although senior management
emissions. Yet there was a
Professor Bob McKercher (left) and Dr Barry Mak
and travel agency owners were
tendency to offer customers illaware of the problem, the limited availability of carbon- formed opinions about climate change and tourism’s role
efficient products hinders the promotion of low-carbon in it. Many of the staff members saw a definite need for
tourism.
formal training.
The study, entitled “Enhancing the Role of the Travel Trade
in Reducing Tourism’s Carbon Footprint” was funded by
the Council for Sustainable Development and targeted
frontline travel trade staff in Hong Kong with the aim
of initiating professional development programmes on
tourism’s contribution to climate change and how tourist
behaviour can be influenced.

Professor McKercher said that training needed to emphasise
that frontline staff really could make a difference, and that
they could be “educated about taking a more proactive role
in encouraging their clients to modify their behaviours”.
Senior management, too, should be “more active in raising
the climate change issue to suppliers”, Professor McKercher
said.

Dr Mak said that “the Hong Kong travel trade has a general
lack of awareness of its contribution to carbon emission”.
This was significant because travel agents and tour operators
are among “the key informants of tourism” and they could
be playing “an active role in providing relevant advice and
shaping tourists’ travel behaviour”.

One important outcome of the study was a digitised
educational toolkit delivered to the Travel Industry Council
that includes topics and findings introduced in the training
workshops, along with related tactics and strategies. In Dr
Mak’s words, the intention was to “contribute to a more
sustainable development of the travel trade industry not
only in Hong Kong but also worldwide”.

Carried out in two stages, the study involved in-depth
interviews with the owners and senior management of
agencies and representatives of the Travel Industry Council,

The toolkit is available online at www.climate-changetoolkit.com/index.html.

School of Hotel and Tourism Management
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Elite Management Programme
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Developing the Next Generation

S

HTM students are always eager to seek new ways to
advance their knowledge and hone their skills. Hotel
ICON offers a distinct advantage in that process,
taking on a large group of student interns and offering
places in the Elite Management Programme to the Schools’
highest performing students.

Mr Richard Hatter

“As the first teaching and
research hotel of its kind in the
world, we have an obligation to
cultivate the next generation of
hoteliers”, said Richard Hatter,
General Manager of Hotel
ICON. “We are dedicated
to nurturing the very best
industry professionals.”

Offered to second year undergraduate degree students as an
11-month sandwich year before their final year of studies,
the programme is designed to provide the management
experience, skills and knowledge necessary for supervisory
or managerial roles after graduation. Five of the first batch
of students completed the programme in August – with the
sixth to complete it in July – having worked in all of the
hotel’s divisions and then ‘mirroring’ a senior manager in
one division for the remaining eight months.
Bernice Fung, Karen Tang, Karen Tong, Nicole Siah,
Sue Wang and Ken Tran also conducted a joint
competition analysis while at the hotel. They
sought to understand the practices of
competing hotels and highlight areas
Hotel ICON could improve. Their
recommendations
covered
such areas as using reward
points in conjunction with
banquet services, providing
private check-in facilities
for Club Floor guests and
designing room packages
for weekend getaways and
special occasions.
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In their everyday duties, the students impressed the hotel’s
senior management with their diligence, friendliness and
attention to detail. Another common comment was that
the students were all willing to learn. Describing Karen
Tang, for instance, Susana Fork, the hotel’s Director of
Rooms, mentioned that she “demonstrates a high level
of self confidence and adapts to change well”. Janet Wu,
Director of Sales and Marketing, described Bernice Fung
as particularly “willing to learn and work under pressure”.
These and other skills observed by the management are
certainly what students need as they ready themselves to
enter the career marketplace. SHTM Assistant Professor
and Programme Director (Industry Partnerships) Dr
Tony Tse remarked that the first batch of students had
“completed the programme with flying colours” and would
be “much sought after by the industry”.
Hotel ICON is now witnessing the talents of a second batch
of students, who started a new round of the programme in
September.

Second batch of
students in the
Elite Management
Programme

First batch of students in the Elite Management Programme: (from left) Bernice Fung,
Sue Wang, Karen Tong, Karen Tang, Nicole Siah and Ken Tran

2014 Hong Kong PolyU Winter School®

Gaining and Maintaining 		
Competitive Advantage

T

he Hong Kong PolyU Winter School is the SHTM’s flagship executive development
programme, staged each year to allow senior industry executives to interact with
leading educators and practitioners in the field of hospitality. Held at the SHTM
premises from 10 to 22 February, the programme was co-organised by the SHTM and the
Hong Kong Hotels Association.
Featuring six in-depth modules delivered across two weeks, the Winter School provided the sort
of valuable insights needed to gain and maintain competitive advantage in the highly dynamic
hospitality sector. The first module, on service quality leadership, was delivered by Professor Kaye
Chon, SHTM Dean, and Mr Mark Conklin, General Manager of the JW Marriott Hotel Hong
Kong. Under the spotlight were the principles and practice of generating profit through service quality
enhancement and customer satisfaction.
In the second module, the SHTM’s Professor Cathy Hsu focused on branding and distribution
strategies. She guided the participants to learn how to clearly position their brands, introduced them
to the strategies and processes needed to maintain and enhance those brands, and discussed optimal
distribution channel mixes.
The third module saw Mr Murray Mackenzie, SHTM Education Specialist, and Dr Thomas A.
Maier, Assistant Professor of Hospitality Leadership at DePaul University, focusing on developing the
knowledge and skills participants could use to increase market share and profit through innovative
food and beverage concepts.
The second week began with a module on the use of social media in the hospitality industry, copresented by Dr Markus Schuckert, SHTM Assistant Professor, and Mr Jens Thraenhart, Founder
and President of Digital Innovation Asia. The fifth module, led by Dr Basak Denizci Guillet, SHTM
Associate Professor, and Mr Chris Snyder, Director of Professional Services at the Revenue Science
Corporation, addressed the increasingly important area of revenue management.
Leading the final module was Professor Denis Morisset, now with the ESSEC Business School and
formerly COO of Ralph Lauren Europe and CEO of Pierre Balmain and Giorgio Armani. Professor
Morisset covered luxury management in the hospitality industry, analysing how to create and sell longlasting dreams, retain loyal VIP customers and deliver added value.
The SHTM thanks everyone involved for making the Hong Kong PolyU Winter School a success in
2014, and looks forward to next year’s edition.
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Postgraduate Programme

Executive Masters off to
Flying Start

Dr Basak Denizci Guillet (first row, fifth from left ) and first batch of students

W

ith its first batch of students already eagerly
engaging in new ways of learning, the SHTM’s
Executive Masters in Global Hospitality
Leadership programme is off to a flying start. Launched
last November and targeting executives seeking specialised
training to advance their careers, the programme has drawn
students from both within and outside the hospitality sector.
Programme leader Dr Basak Denizci Guillet spoke with
great enthusiasm about the intake, noting that “among
these 10 people we have more than 200 years of managerial
level experience”. The students, she said, included a
General Manager, Director of Housekeeping, senior duty
managers, a Director of Rooms and a Director of Food and
Beverage. Also included is a student who owns and operates
a consultancy.
Emphasising the reach of the programme, one of the
students is from the luxury brand sector. “She wants to
get the degree so she can do a better job in luxury brand
management”, Dr Denizci Guillet explained. The student
already has an MBA, but thinks that “it is hospitality that
is doing quality service best at the luxury level”. Indeed,
the programme emphasises this point by including a course
on “Global Branding and Luxury Experience”, delivered by
HORIZONS

Professor Denis Morisset of the ESSEC Business School.
With a teaching panel drawn from Hong Kong, France,
the US and the UK, the Executive Masters programme has
a distinctly global flavour. It also has an innovative course
menu. Aside from conventional courses covering such areas
as finance and strategic management, it includes courses
on “corporate ethics, governance and the environment,
and technology and innovation”, Dr Denizci Guillet said,
mirroring their importance in business today.
Even the more conventional courses are delivered in
innovative ways. Dr Denizci Guillet explained that because
students attend short courses that run from a Friday
evening to the following Sunday she wanted to connect
them both during and after her “Financial Management
for Hotel Leaders” course. She did so by conducting an
online management simulation, in which teams “competed
to get the highest profits for their hotels”. The competition
culminated in class but continued to run after the course
had finished, simply because “it’s online and convenient for
everyone to use”.
It also helps to have such an enthusiastic batch of driven
students.

Research Horizons
Highlights of Recent Research by the SHTM
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Job Creativity Requirements Cause Stress in
Chinese Service Workers
Employer expectations of job creativity can cause high stress
levels in service employees, according to the SHTM’s Dr
Alice Hon. In a recently published research article, Dr Hon
shows that given pressure to ensure high quality customer
service and lacking the time to change their approach, service
personnel can suffer from stress, emotional exhaustion and
reduced morale. Yet having conducted a survey of hotel
and service organisations in Shanghai, Dr Hon also shows
that helpful and supportive coworkers, and managers who
encourage employee teamwork and mutual support, can
alleviate this situation. Having creative employees might
be critical in today’s business environment, but it should
be approached in just the right way.

Dr Hon argues that these obstacles to creativity could
cause job-related stress in employees who are required to
be creative as part of their jobs. That stress could result
in emotional exhaustion, whereby the employee becomes
“overly tired from the emotional demands of a task”. There
is much evidence that stress at work is associated with a
variety of negative outcomes, such as reduced performance,
low morale, disloyalty and absenteeism. These negative
effects may be compounded in service employees, many of
whom already work long hours under considerable time
pressure. This can result in depersonalisation, or what Dr
Hon describes as “an unconcerned and cynical attitude
toward service recipients”.

Pros and Cons of a Creative Workforce

Dr Hon postulates that two other factors might influence
the relationship between creativity, work-related stress and
job performance. The first is the organisational climate.
Service-oriented organisations place a strong emphasis
on high-quality customer service, and working in such
an organisation may help employees to understand the
importance of providing excellent customer service. The
second factor is a supportive work environment. Supportive
colleagues can reduce job-related stress by helping to solve
problems, share information and provide encouraging
feedback, which should make it easier for employees to be
creative.

The positive effects of having a creative workforce are well
known, and many firms emphasise job creativity in the
belief that it will improve service performance. Providing
excellent customer service is one of the best ways to increase
customer satisfaction and loyalty, and hence increase
profitability and long-term survival. Nevertheless, Dr
Hon notes that there may be a downside to encouraging
creativity.
For a start, creativity can require a much hard work and
may entail “uncertainty, apparent riskiness and potential
for failure”, according to Dr Hon. Yet many people avoid
tasks that have a high risk of failure and tend to “resist
changing away from their normal way of thinking and
doing, which stymies creativity and inhibits innovation”.
A further obstacle is that supervisors and co-workers
are likely to resist the ideas that creative employees
come up with, because these are likely to “challenge the
established organisational policies, work methods and task
relationships”.

School of Hotel and Tourism Management

The Situation in Shanghai

To investigate these issues and determine the extent to which
“service firms provide work environments appropriate to
the creativity required by such jobs”, Dr Hon surveyed
employees and their managers at 48 hotel and service
organisations in Shanghai. The employees were asked to
rate their job-induced stress levels, their perceptions of the
organisation’s service climate and the amount of support
they received from colleagues at work. Their managers were
1
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asked to provide information on the level of job creativity
required and the service performance of these employees.

deliver such service. They may instead resort to “habitual
and routine schedules to perform tasks”.

Expectations Generate Higher Stress

In such a climate, rather than improving performance,
requiring employees to be creative merely increases
their workload and responsibility, so that their service
performance becomes worse. A possible solution, Dr Hon
writes, is to “allow managers or supervisors to provide
training to those stressed employees to cope with their job
problems”.

As Dr Hon expected, if the environment does not provide
enough time, training, and methods, those employees with
jobs that required them to be creative reported higher levels
of job-related stress than those who were not expected to be
so. Employees who reported higher stress levels were also
more likely to be rated by their managers as having worse
performance.
In other words, employees with heavy workloads and time
pressure who were expected to be creative experienced
more stress than other employees, and this affected their
performance at work. Dr Hon thus argues that “requiring
employees to generate creative activities is risky and may
lead to unintended costs for individual employees”. It may
also “ultimately stymie organisational efforts to encourage
creativity and decrease service performance”.

Supportive Colleagues Important

The negative effects of job-induced stress on work
performance were not as pronounced for those employees
who had helpful and supportive co-workers. This, Dr
Hon suggests, implies that organisations could reduce the
negative effects of stress and improve service performance
by encouraging employees to be more supportive towards
one another. A supportive environment not only provides
immediate support, but also “means that those who are
suffering from stress, depression and anxiety have a social
safety net upon which they can rely”.
Dr Hon emphasises that managers should “encourage
teamwork and arrange employees into cooperative and
supportive workgroups” in which they are willing to share
knowledge and help one another. Such arrangements
provide both physical and psychological advantages –
employees receive advice and assistance that can help them
perform their jobs better, and the sense of being part of a
supportive team improves their feelings of well-being.

Employees Need Support to be Creative

Dr Hon concludes that service employees “play a crucial
role in service performance” and job creativity is one of
the “pivotal factors” contributing to high-quality service
performance. However, managers should also realise that
“a service-oriented climate will improve employee service
performance only when subordinates can cope with the
job stress induced by a job requirement of creativity”.
Employees are better able to cope with stress if they are part
of a supportive team and “avenues for seeking help directly
from supervisors and coworkers” are available.

Points to Note
n

Job creativity is an important means of improving
service performance.

n

Yet a creativity requirement may cause additional
stress and reduce performance.

n

Shanghai service workers suffer in this way,
especially those in more service-oriented firms.

n

A supportive environment can reduce stress and
improve performance.

Hon, Alice. (2013) “Does Job Creativity Requirement
Improve Service Performance? A Multilevel Analysis of
Work Stress and Service Environment”. International
Journal of Hospitality Management, Vol. 35, pp. 161170.

Service-Oriented Climates May Increase Stress

In contrast, Dr Hon found the negative effects of jobinduced stress were more pronounced for those working
in more service-oriented organisations. Although
emphasising excellent customer service is an effective
business strategy, Dr Hon suggests that employees who are
already experiencing job stress may find it difficult to put
aside additional time and make the extra effort required to
2
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Differentiation Needed for South Pacific
Destinations
Australian tourists tend to consider South-Pacific
destinations as largely similar, notes SHTM Assistant
Professor Stephen Pratt in a recently published research
article. Destinations, he shows, are broadly substitutable
for each other. Yet there is sufficient scope to enhance
the attractiveness of less well-known islands to this, the
region’s largest tourist group. Dr Pratt assesses Australian
tourist perceptions of similarities and differences among
four South-Pacific destinations, and argues that marketing
organisations need to strike a balance between promoting
the region as a homogeneous whole and highlighting the
distinct attractions of particular destinations.

‘Tropicalisation’ of the South Pacific

The images, representations and perceptions of the South
Pacific have been created and reinforced over several
centuries, Dr Pratt notes, which mirrors the case in
“other previously colonised areas of the world where the
colonizers are responsible for the collective representation
of ‘Other’”. This process, known as ‘tropicalisation’ by
researchers, tends to ignore “cultural, environmental, and
geographical diversity” and produce “a singular concept of
what a tropical South Pacific island should look like”. That
concept, which largely originated with the first Europeans
to visit the region in the 1700s as explorers, adventurers,
traders and missionaries, has been reinforced over the
years in art, films, literature, music and advertising.
Early tourism advertising featured “untouched scenery
and voluptuous native women”, Dr Pratt notes, combined
with other familiar images such as swaying palm trees,
golden beaches, crystal clear waters and perpetual sunshine.
In short, this was paradise. Even today these images are
appealing, and not entirely inaccurate – the South Pacific
Tourism Organisation (SPTO) understandably uses them
to attract tourists to the region as a whole and distinguish
it from competitor regions. Yet they do favour more
familiar destinations. The problem lies in finding away to
differentiate individual destinations in the region.
Fiji is the most established South Pacific destination,
with a 59% share of the Australian market, and thus
benefits most from the SPTO’s regional campaigns. Fiji
School of Hotel and Tourism Management

Tourism’s successful tagline “FijiMe” implies, in Dr
Pratt’s words, that visitors will be “Fiji’ed”. Knowing
that it is preaching to the converted, Fiji Tourism then
focuses on such niches as “CruiseMe”, “RomanceMe”
and “DiveMe”. The destination marketing organisations
(DMOs) of the region’s less-familiar destinations tend to
emphasise discovery, as in the Solomon Islands’ “Discover
Somewhere Different”, with the unstated implication that
the islands are different from Fiji, thus allowing them to
be “defined by their competition”, as Dr Pratt notes.
Australia is far and away the South Pacific’s largest source
market. Of the region’s roughly 1.4 million international
tourists in 2010, 529,000 were Australians. The majority
(311,000) went to Fiji, followed by Papua New Guinea
and Vanuatu. The remaining destinations have less than
a 4% market share each. Hence, Dr Pratt emphasises,
there is an urgent need “to know to what extent each
South Pacific destination has its own unique identity or
destination image”, at least in the minds of Australians.

Destination Brand Attributes Investigated

Dr Pratt administered an online questionnaire survey to
residents of Sydney and Melbourne, Australia’s two largest
metropolitan areas, targeting those who had been on an
international holiday within the past 12 months or were
planning one in the next 12. The questionnaire focused
on past visit behaviour, visit/revisit intention, destination
awareness and desired destination if time and money were
no obstacle.
The questionnaire also highlighted four South Pacific
destinations – the Cook Islands, Fiji, Samoa and Vanuatu
– and asked the importance of 13 brand attributes.
These included “ideal place to relax”, “People known for
friendliness and hospitality”, “A chance to get involved
in local culture”, “Ideal for couples”, “Romantic”, “Easy
to get to by air”, “Great for adventure”, “Good for
families”, “Value for money”, “Range of accommodation
for all budgets, “Well priced travel packages”, “Good for
shopping” and “Destination advertised regularly”.
The respondents were evenly split between the sexes and
3
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the two cities. The average age was 39, more than half
had an undergraduate degree or higher, and the average
household income was higher than the metropolitan
average. Just over half of the respondents had previously
visited a South-Pacific destination, and just under half
planned to in the future.

Different but Largely Similar

The respondents’ perceptions of the destination attributes
were ranked by salience and turned into perceptual maps
to allow visual comparison. The aim, Dr Pratt writes,
was to allow DMOs to understand their current market
positions, “see which attributes they are most closely
associated with in the mind of the potential tourist”
and identify the ‘competitive sets’ of their brands, or the
“uncontested attributes that represent an opportunity for
repositioning away from the competition”.
Unsurprisingly, Fiji ranked highest on many of the
attributes, including being easy to get to by air, having
people known for their friendliness and hospitality, and
representing good value for money, among others. There
were, however, a few divergences from this pattern. Samoa
was perceived as an undiscovered adventure destination
and the Cook Islands as romantic. Many of the attributes
were also shared by all four destinations. Indeed, in the
minds of Australian tourists, Dr Pratt suggests, all four
destinations are “synonymous with friendly people,
good climate, beautiful scenery, and a range of water
activities”. In other words, they are very attractive but
indistinguishable.

Standing out from the Island Crowd

Given their high degree of substitutability, how can each
destination distinguish itself in the marketplace? Dr Pratt
believes that the less-frequented destinations in the region
must differentiate themselves from Fiji. This will involve,
he explains, “positioning themselves as a tropical paradise
with all the attractions that such a holiday offers but is not
Fiji”.

countries to capitalise on South Pacific brand attributes
while developing destination-specific niche markets.

Balancing Regional and Destination-specific
Attributes

The issues Dr Pratt identifies will be familiar to DMOs
in other areas with strong regional identities such as the
Caribbean and Europe. Although Europe may feature
more obviously distinct destinations that the South
Pacific or Caribbean, there is still a fine balance to be
achieved between motivating tourists to visit a region and
encouraging them to go to a particular country within it.
Ultimately, Dr Pratt writes, destinations in tourist regions
must move beyond “ubiquitous imagery” to achieve “the
right mix of being the same (as other regional destinations)
but different”.

Points to Note
n

The South Pacific is often imagined as a
homogeneous “tropical paradise”.

n

Australia is by far the largest source market for the
South Pacific islands.

n

Fiji is the most popular South Pacific destination.

n

South Pacific countries should differentiate
themselves by finding niche markets.

Pratt, Stephen. (2013) “Same, Same but Different:
Perceptions of South Pacific Destinations Among
Australian Travelers”. Journal of Travel & Tourism
Marketing, Vol. 30, No. 6, pp. 595-609.

Dr Pratt suggests that a country could emphasise its
friendly laid-back populace in contrast to the aggressive
taxi-drivers at Fiji’s Nadi Airport, its white sandy beaches
unspoilt by the roar of jet-skis or its more authentic
cultural souvenirs lacking a “made in China” label. He
also notes that the Cook Islands are seen as a romantic
destination for couples and Samoa is associated with
rugby. There is thus enough scope for the less well-known
4

School of Hotel and Tourism Management

Research Horizons

Volume 8. Issue 1. Feb 2014

Tourism Policy Implementation Hampered at
Local Level in China
The effectiveness of tourism policy implementation at the
local level is limited by factors at both the national and
local levels in China, claim the SHTM’s Dr Dan Wang
and Dr John Ap in a recently published research article.
The researchers interviewed tourism-related officials at the
national, provincial and local levels, focusing the latter two
investigations on Yunnan province with its burgeoning
tourism economy. They found that “inappropriate
administrative arrangements”, while offset by facilitating
factors such as the increased economic relevance of tourism
and networks of personal relationships, will require “the
reform of the overall institutional arrangements”.

Role
of
Tourism
Organisations

Administrative

The making and implementation of tourism policy is an
important but complex issue that should be considered
from two distinct yet intertwined perspectives, the
researchers note. Policymakers, on the one hand, consider
which policies should be formulated and which should be
implemented. On the other hand, local communities and
officials on the scene must always negotiate with higherlevel authorities to “formulate mutually agreeable policy”.
China is an ideal environment to consider how these
two perspectives come together because tourism policy
in the country involves coordination and cooperation
at various levels. Tourism administrative organisations
(TAOs) have been established by the central government
to “guide, regulate and boost” tourism development at
local and national levels. However, to implement policies
the TAOs must often rely on and cooperate with other
related government organisations. This context, suggest
the researchers, offers an opportunity to explore the
factors that help TAOs to “overcome the shortcomings of
bureaucratic mechanisms” in policy implementation.
China is also an increasingly popular tourism destination,
and with that, argue the researchers, comes the need to
manage tourism development “in a sustainable manner”. As
the central government plays a pivotal role in “organising,
coordinating and promoting” tourism, poor policymaking
or implementation would “hinder the continuing growth
of tourism”. A better understanding of how this process
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works in practice “will provide important implications for
TAOs in policy-making and implementation in China”.

Officials Interviewed

The researchers focused their investigation at the national
level in Beijing and at the local level within Yunnan
province. In Beijing, they interviewed one former official
from the China National Tourism Administration,
two from the Tourism Research Centre of the Chinese
Academy of Social Sciences, and one from a state-owned
enterprise with tourism investments.
Yunnan is significant because it has a high level of ethnic
minority diversity and features tourism as one of the
five pillars of the economy. At the provincial level, the
researchers interviewed three officials from the Yunnan
Provincial Tourism Bureau and one from a chain hotel.
At the local level they focused on Kunming, which serves
as a transport hub for the region, and Lijiang, which
contains the UNESCO world heritage listed Old Town. In
Kunming the researchers interviewed three officials from
the Kunming Tourism Bureau and one from the Kunming
Municipal Government. Of the seven interviewees in
Lijiang, three were from the Lijiang Tourism Bureau, one
from the Lijiang Tourism Industry Association, two from
bureaus related to the Old Town and one from a hotel.
The interviews were designed to reveal how TAOs
implement tourism policies and the factors that constrain
and facilitate their implementation. The researchers
also examined a wide variety of secondary sources,
such as “internal government documents, government
publications and newspapers, and magazines”.

National Constraints

Although tourism policy is implemented at the local level,
the researchers write that coordination between the China
National Tourism Association and other national-level
organisations can “considerably influence implementation
at the local level”. If there is no inter-organisational
agreement at the national level, then problems are likely to
remain unsolved at the local level for the lack of a practical
implementation plan.
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The researchers also note that the government has failed to
establish a “national supervisory/monitoring system” for
the implementation of tourism policy. With little or no
criteria for implementation and no way of measuring its
effectiveness, tourism policy often depends on “negotiation
and coordination”, which can be challenging for TAOs
due to their low administrative status when compared
with the more powerful and better resourced government
agencies responsible for construction and commerce.

Local Constraints

The main difficulty for local tourism administration
according to the researchers is the “unclear division of
government authority and responsibility”. Different
departments manage various sectors such as “transportation,
souvenir shops and scenic areas”. Although the TAOs
are responsible for tourism development, they have very
limited authority. According to the officials interviewed,
other organisations can thus be reluctant to cooperate
with the TAOs in the implementation of tourism policy.
A lack of understanding of the role of the TAOs also seems
to hinder cooperation at the local level. For instance, the
researchers note that the Transportation Administration,
the Industry and Commerce Bureau and the Construction
Bureau are all involved in various aspects of tourism
development, yet one of the interviewees claimed that
officials in these organisations “barely considered or paid
attention to suggestions from the TAO” because they did
not understand its role and responsibilities.
A further problem the researchers identify is a lack of
“incentive/sanction mechanisms” for inter-organisational
cooperation. Even when regulatory documents imply that
sanctions may be imposed, they are not well defined and it
is unclear who is responsible for imposing the penalties or
what the penalties might be. Without such mechanisms,
other organisations lack any “incentive, encouragement
and pressure” to cooperate with the local TAOs.
The combination of government and state-owned
enterprises causes a further problem, the researchers
suggest, because “government organisations can be
involved in owning and managing tourism businesses”.
This practice has “distorted the market mechanism”,
encouraging the “abuse of administrative authority” due
to “initiatives based on self-interests”.

Facilitators of Tourism Policy Implementation

The researchers also identified facilitators of policy
implementation, mainly related to the social-economic
6

context. For instance, tourism’s increasingly significant
economic contribution means that officials have a better
understanding of the role of tourism, which “improves
the influence of the local TAO”. In Kunming, the local
government, city mayor and Communist Party Secretary
strongly support the tourism industry because of the
economic growth and benefits it brings to the region. This
support makes it much easier for local TAOs to secure
the cooperation of other organisations to ensure effective
policy implementation.
Special tourism events organised in Kunming have also
been helpful in “changing the tourism administrative
arrangements of the city”, the researchers note. As these
events attract national and even international attention,
they can influence how other organisations view the role
of tourism, resulting in “increased inter-organisational
coordination and cooperation”.
The researchers also identify guanxi, or personal
relationships, as playing an important role in the
implementation of tourism policy, particularly with the
lack of institutional regulatory mechanisms. Guanxi offers
an “efficient and transaction-cost-lowering” mechanism
that improves coordination between the TAOs and other
government organisations.

Implications for the Future

Overall, the researchers’ focus on the real-world context of
policy implementation offers an “insider’s perspective” that
will be valuable in ensuring the effective implementation
of China’s tourism policy.

Points to Note
n

Implementation of tourism policy in China
depends on cooperation between government
organisations at various levels.

n

Better coordination with national government
organisations is needed.

n

The roles and responsibilities of local
organisations are often unclear.

n

Recognition of tourism’s economic contribution
is an important facilitator of tourism policy
implementation.

Wang, Dan and Ap, John. (2013). “Factors Affecting
Tourism Policy Implementation: A Conceptual
Framework and a Case Study in China”. Tourism
Management, Vol. 36, pp. 221-233.
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More Precise Understanding of Hotel Spa
Attractiveness Needed in Hong Kong
Hotel spa facilities are becoming ever more important to
inbound travellers in Hong Kong, observe the SHTM’s
Dr Deniz Kucukusta, Ms Loretta Pang and Ms Sherry
Chui in a research paper. Yet hoteliers know little about
exactly what these potential guests are looking for in hotel
spas.
Having conducted a survey of inbound travellers, the
researchers found that the demographics of spa seekers
are changing, although relaxation, pampering and
beautification are still the understandable main reasons
for visiting hotel spas. With “professional skills, product
and service knowledge, sense of privacy, range of facilities,
and product branding” identified as the most important
criteria for hotel spa selection, the researchers suggest
that Hong Kong hotels can now “allocate resources more
economically and efficiently to meet and satisfy the needs
of their targeted markets”.

The Rise of the Hotel Spa

Burgeoning interest in health and wellness along with a
shift in emphasis from “passive cures for ailments to the
proactive maintenance of one’s well-being” has led to the
inexorable rise of the spa industry, the researchers observe.
Hotels have been quick to catch on, adding hotel spas to
a list that also includes day, club and cruise spas. Industry
statistics show that more than 90% of the world’s luxury
resort hotels now boast spas, and the figure for high-tariff
A hotels in Hong Kong is 100%.
The researchers point out that Hong Kong is among the
20 largest spa-going locales worldwide in terms of revenue,
and hotel spas account for 30% of its total spa market. The
Hong Kong Tourism Board estimates that the average spa/
health club revenue per available hotel room is HK$3,533.
Yet despite these impressive figures, hoteliers have been
largely in the dark about customers’ spa choice. As the
researchers note, “to become a preferred hotel spa provider
in Hong Kong, hoteliers must understand consumer needs
and the underlying selection criteria”.
The traditional spa goer – or at least the stereotype of
one – is an upper-class woman with ample funds and
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leisure time. However, the “current wave of consciousness
about health and wellness has changed the spa market
considerably”, the researchers write, and the demographic
is shifting. One-third of spa-goers are now men. They
are also getting younger, and are not necessarily well-off.
Consumers in different demographic categories are likely
to have different preferences and selection criteria.

Identifying Potential Hotel Spa Visitors

The researchers thus set out to “gain insight into how
demographic factors and travel characteristics affect sparelated decisions”. Having first conducted exploratory
interviews with hotel spa professionals and hospitality
academics, they developed a questionnaire for inbound
tourists in Hong Kong.
Potential spa visitors were identified at Hong Kong
International Airport and on the Avenue of Stars near the
Tsim Sha Tsui waterfront, and interviewed face-to-face.
Slightly more than half were men, just over half were aged
18-27 and most were university graduates. The interviewees
had a fairly wide range of income levels, although very
few were in the upper-income bracket. Almost half were
leisure visitors, and a third were visiting Hong Kong on
business. Roughly half had visited hotel spas before.

Why Visitors Select Spas

The interviewees revealed that their three most important
reasons for hotel spa visits were relaxation, pampering and
beautification. In actually deciding to use spas they were
most heavily influenced by the therapists available, prices
and product, and treatment types. Breaking this down
further, the researchers note that the most important
selection criteria were professional skills, product and
service knowledge, sense of privacy, range of facilities and
product branding.
In essence, staffing decisions are very important. The
researchers emphasise that “finding the right therapists
with adequate qualifications is one of the challenges of
the spa industry”. Neglecting this area can negate hard
work in other areas. Unsurprisingly, price was a greater
issue for lower-income groups, but important to all. The
7
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researchers thus recommend that “treatment prices should
be set according to the calibre and category of the hotel”.
Other potential price-related options tailored to higherincome groups are loyalty programmes and treatment
packages.
The spa product itself is also significant, both in terms of
the treatments on offer and the products used in those
treatments. “Branded spa products might guarantee quality
and provide extra value and prestige”, the researchers note.
They also comment that distinctive products such as Dead
Sea oil are attractive to women, whereas younger spa
goers seek novelty and choice. Hence, a fruitful direction
for Hong Kong hotel spas could be distinctly Chinese
treatments such as Zhang-style Chinese massage.

Spas Not Just for Leisure Travellers

The interviewees confirmed that spa facilities were an
important factor in their hotel choices. Interestingly,
leisure travellers were not alone in this, with business
travellers also expressing the desire for a spa experience.
This particular set of travellers is often exhausted after a
full day of meetings, and more inclined to relax in the
hotel than go shopping or sightseeing.

Points to Note
n

Hong Kong’s hotel spa market is growing rapidly.

n

Relaxation, pampering and beautification are the
main reasons for inbound travellers visiting Hong
Kong hotel spas.

n

Spa-goer demographics are shifting towards men,
the younger generation and business travellers.

n

Overall, in-bound travellers consider spa facilities
important in Hong Kong hotels.

Kucukusta, Deniz, Pang, Loretta and Chui, Sherry. (2011)
“Inbound Travelers’ Selection Criteria for Hotel Spas in
Hong Kong”. Journal of Travel & Tourism Marketing,
Vol. 30, No. 6, pp. 557-576.

As the researchers put it, “a 50- or 80-minute spa treatment
in the hotel is an ideal way for business professionals to
unwind”. Hotels would certainly do well to target this
captive segment, particularly as business travellers are less
cost-conscious than their leisure counterparts. Yet, for all
of the travellers that the researchers interviewed, relaxation
was far and away the most important reason to visit a hotel
spa. A relaxing spa design is thus of the utmost importance.

Capitalising on a Trend

Spas have become an essential part of the travel experience
for inbound travellers in Hong Kong. Nearly half the
interviewees had been to spas, with a sizable number being
“spa enthusiasts” who had visited hotel spas up to 10 times
in the past year. Thanks to the researchers, Hong Kong
hoteliers now have the necessary knowledge to capitalise
on that enthusiasm and deliver the exact spa experiences
that various categories of guests are looking for.
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Virtual Reality Ideal for Co-Branding Studies
Virtual worlds are ideal places for co-branding case
studies, write the SHTM’s Dr Basak Denizci Guillet
and a co-author in a published research paper. The
researchers chose the popular online space Second Life
to investigate the co-branding preferences of a diverse
range of participants in a hotel environment, something
that would have been prohibitively expensive and time
consuming in the real world. Their immersive approach
could not only help hotels to gain competitive advantage
through determining an optimal co-branding mix, but
should also provide a model for future hospitality research.

Virtual Worlds Bigger than You Think

Virtual worlds, online environments in which real human
beings interact through avatars – virtual representations
of idealised or stylised selves – are growing increasingly
popular, attracting the attention of educators, researchers,
marketers and the general public. Second Life, one of the
largest and best-known virtual worlds, has 19.1 million
‘residents’ who spent more than 1 billion hours in world
– roughly 115,000 years – from 2003 to 2010. What
they do in their second life is not all that different from
what they do in their first: socialise, shop, attend concerts,
travel and spend. Asians alone spend around US$5 billion
annually on everything from virtual clothing to e-pets.
What makes Second Life particularly interesting, note the
researchers, is “the intense interest amongst both large
organisations and individual entrepreneurs” in conducting
real business in virtual environments. More than 140
internationally known brands and 1,200 businesses have
an active presence in the world, using it both for marketing
and data collection. Moreover, unlike other virtual worlds,
Second Life is ‘self-determined’ – there are no defined
character roles, quests or missions. The researchers explain
that users, from 195 countries, “take part in experiences
similar to those in a real world context”. Hence, their
brand-related and purchase behaviour tends to mirror that
in the real world.
Although marketing researchers and educators have been
quick to recognise and capitalise on Second Life’s potential,
with more than 500 higher education institutions
having a Second Life presence, tourism and hospitality
researchers have lagged behind. This is rather surprising,
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the researchers suggest, as “the virtual environment offers
an opportunity for researchers to reach a global audience,
conduct the research in a relatively short time frame and
do the research inexpensively”.
These advantages make virtual worlds, particularly Second
Life, well suited to researching hotel co-branding, or as
the researchers put it, the “competitive strategy that
involves at least two brands working together to reach
their objectives”. Examples of co-branding in the real
word include the combination of Starwood Hotels and
Starbucks, and Best Western Hotels and Harley Davidson.
In general, though, co-branding possibilities for hotels
range from tea/coffee to toothpaste and televisions, with
the optimal level/mix maximising the “brand equity of the
hotel while maintaining strong brand identity”.

Virtual Co-Branding Case Study

To conduct a co-branding study in the real world, the
researcher note, participants would have to be asked “to
stay in a hotel and sample a range of brands in a variety
of hotel settings and a mix of hotel types and grades.”
Obviously, this would be a very costly exercise and it
would be difficult to ensure an international mix of guests
who are representatives of usual hotel patrons. In contrast,
and at almost no expense, the researchers invited a large
number of virtual ‘guests’ to visit hotel rooms, review
the brands on offer and choose their brand preferences,
all within the Second Life environment. The virtual hotel
they used, one of the tallest buildings in Second Life, was
a 3D replica of Hotel ICON, the SHTM’s teaching and
research hotel.
The guests were recruited via invitations on Second
Life educator/researcher lists and ‘travel scanning’, or
“transporting the research avatar around the thousands
of islands/destinations” in Second Life, the researchers
explain. In their first lives they came from 39 countries,
with just over half living in the US and Canada. Most
were aged between 18 and 45.
Once in the virtual hotel, the guests were asked to visit
3D hotel rooms patterned after rooms in typical 4-star
hotels. In the first part of the study, they reviewed a
range of amenities that could be branded, expressed
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their preferences and nominated brands. The second
stage then offered 22 room concepts with various brand
combinations and room rates for preference ranking. The
researchers adopted what they describe as “an enhanced
immersive experience”: participants completed the survey
while immersed in the virtual environment, guided by a
research avatar.

More is Less in Co-Branding

The virtual guests displayed distinct preferences for four
branded amenities: coffee, TV, toothpaste and shampoo/
shower gel. These amenities, the nominated brands and
three room-rate options were then analysed to determine
the trade-offs that hotel customers are willing to make in
their purchase decisions as well as in developing pricing
strategies”, the researchers explain.
Perhaps not surprisingly, room rate had the greatest
influence on overall preferences, followed by the TV,
coffee, toothpaste and shampoo brands. The preferred
combination of co-branding options was “Colgate
toothpaste, a Sony TV, Starbucks coffee, Pantene shampoo
and a room rate of HK$794”, the researchers note, with
some differences between men and women and guests
with different levels of education and travel experience.

Model for Future Research

Although these findings will undoubtedly be of interest to
hoteliers, the study’s most significant long-term impact is
likely to be the model it presents for future research. The
researchers demonstrate that virtual world findings are
applicable to the real world, thereby opening up endless
possibilities for investigation. As they note, “virtual
economic behaviour follows real-world problems, and
players are very real and quite rational in the aggregate
level”.
The researchers suggest several “takeaways for hospitality
researchers that would like to conduct research in
virtual worlds”. Among the advantages of such research,
beyond the ability to access a large group of international
participants and collect data relatively quickly and
inexpensively, is the potential to build a participant
database for future studies. Once a participant’s avatar
name and contact details are recorded, the same person
can be contacted for participation in subsequent studies.

X and Y, who are more comfortable with and adept at
navigating cyberspace. Such research also enhances
“experimental realism”, overcoming the limitations of
artificial lab settings. The use of avatars allows a form of
“physical presence”, the researchers write, which is known
to positively influence “consumers’ brand-self connection,
as well as their evaluation of spokes-avatar credibility”.
Finally, and importantly in today’s environmentally
conscious world, virtual world studies are highly ecofriendly.

The Future is Virtual

The possibilities for hospitality and tourism research
in virtual worlds such as Second Life appear as limitless
as those worlds themselves, particularly as technology
continues to advance. The researchers note that immersive
research techniques make automated data collection
possible, which in turn raises the possibility of 24-hour
collection without direct researcher involvement. There are
still validity concerns, given that virtual world inhabitants
might not precisely represent real world purchasers, but
the future of hospitality research could indeed be virtual.

Points to Note
n

The popularity of virtual worlds makes them
promising sites for hospitality research.

n

Second Life can be used effectively for cobranding case studies.

n

Virtual hotel guests display co-branding
preferences that can be transferred to real-life
scenarios.

n

Immersive techniques used in virtual worlds
could advance hospitality research.

Denizci Guillet, Basak and Penfold, Paul. (2011)
“Conducting Immersive Research in Second Life: A
Hotel Co-Branding Case Study”. International Journal
of Hospitality & Tourism Administration, Vol. 14, No.
1, pp. 23-49.

The researchers also point to the value of the immersive
approach they adopted for studies targeting Generations
10
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Education and Social Networking Key for
Convention Attendees
Convention attendees value opportunities for education
and social networking more highly than features relating
to the convention site itself, according to the SHTM’s
Dr Jinsoo Lee and a co-author. In a recently published
article, the researchers identify the sensitivity of attendees
to a multidimensional conceptualisation of value. The
ultimate objective, they note, is to provide suggestions for
convention planners on how best to cultivate attendees
who are sensitive to not only functional value but also
emotional and social value, thus generating loyalty and
additional profit.

Value Can Have Multiple Dimensions

How customers perceive the value of goods and services
is an important issue because such perceptions are closely
related to “customer loyalty and profit”, thus providing
a “sustainable competitive advantage” for provider.
However, the researchers argue that our understanding
of this issue is too narrowly focused on functional or
economic value, such as whether the service offers value
for money. They suggest, in the context of convention
attendance, that value should instead be considered
multidimensional, covering social and emotional as well
as functional value.
The first dimension, emotional value, is particularly
important for assessing the value that attendees gain from
conventions, suggest the researchers, because attendees are
“excited and pleased to learn and exchange knowledge”.
The second dimension, social value, is significant because
opportunities to “develop social networks and gain peer
recognition” are important motivations for convention
attendees. The third dimension, functional value, while
seeming to be of less significance is still relevant, with
the researchers explaining that the cost of attending
conventions can be high. Value for money is an important
part of the decision to attend.

Convention Goers Surveyed

To investigate the plausibility of their multidimensional
perspective, the researchers surveyed attendees at three
international academic conventions held at the COEX
Convention and Exhibition Centre in Seoul, South Korea,
School of Hotel and Tourism Management

one of the leading convention facilities in the region. Their
objective was to explore the “motivators, facilitators, and
inhibitors” of convention attendance in a broad crosssection of academic and industry attendees.
The attendees were asked to rate the convention quality
according to the three aspects of multidimensional value:
emotional, social and functional. They were also asked to
rate the extent to which another six dimensions influenced
their perceptions of multidimensional value: accessibility
in terms of time and convenience; extra-convention
opportunities such as entertainment and shopping; the site
environment, including the climate and hospitality; social
networking; professional education; and staff service.
Importantly for convention organisers, the attendees
were finally asked about their intentions to revisit or to
recommend the convention to others.
More than 65% of the respondents were academics, and
the remainder worked in industry. Only around a third of
the total were female, and the largest single age group was
36-45 years. Statistics that should be of particular interest
to convention organisers are that 43% of the attendees had
been to the same event between 2 and 5 times, and 19%
had attended more than six times.

Professional Status Influences Perceptions
of Convention Value

The researchers categorise the attendees into groups with
low, medium and high sensitivity to multidimensional
value according to how they rated the importance of the
value three dimensions. Looking at whether the groups
differed in terms of demographic characteristics, they show
that there were more doctoral degree holders among the
group highly sensitive to multidimensional value than the
other groups, mainly because there were more academics
in that group. It seems, then, that the academics were
more likely to rate the value of all three dimensions higher
than were the industry attendees.
Between 33% and 46% of attendees in each group were
attending the convention they were interviewed at for the
first time. However, those in the groups with medium
11
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and high sensitivity to multidimensional value were more
likely to have attended more than eight times. In other
words, regular attendees rated the emotional, social and
functional benefits higher than less regular and first-time
attendees.

Effects on Groups Distinguished

The researchers also identify which of the various factors
that best distinguished the groups with low, medium and
high sensitivity to multidimensional value. Functional
value, such as value for money, was the most important
factor in all three groups, suggesting that convention
attendees relied more on “cognitive, economic evaluation
of what they received and what they paid” when judging
multidimensional value. First-time attendees were more
sensitive to “value for money” than to emotional and social
values, presumably because they had “no prior experience
with and less attachment to” the convention.
Convention-specific dimensions of quality, such as
educational and social networking opportunities, better
explained the three groups than site-specific dimensions,
such as the site environment, extra-convention
opportunities and accessibility. The researchers note that
the attendees placed more emphasis on education and
networking opportunities than on the quality of the site
when judging the value of the convention. However, those
with high sensitivity to multidimensional value rated both
the convention-specific and site-specific dimensions higher
than those with the lowest sensitivity to multidimensional
value.
Word of mouth distinguished between the groups better
than their stated intention to revisit, observe the researchers.
Those attendees highly sensitive to multidimensional value
were more likely to report that they would be willing to
“spread positive word of mouth communication”, whereas
attendees with low sensitivity to multidimensional value
were more likely to provide negative referrals.
The researchers suggest that word of mouth is a “more
reliable and powerful” indicator of how people will act,
because those who state that they intend to revisit may do
for reasons other than genuine loyalty. That is, they may
intend to revisit because there is no alternative, or because
finding an alternative would be too costly.

Implications for Convention Organisers

The researchers suggest that convention organisers should
12

pay particular attention to providing opportunities for
“professional education and social networking” because
these features are the most highly valued by attendees.
For example, they could “assign volunteer greeters and
connectors to each session” to maximise networking
opportunities. Speakers could also be asked to generate
networking opportunities, such as by arranging
brainstorming sessions in small groups.
To improve educational opportunities, speakers could
be encouraged to “clarify learning outcomes and identify
teaching formats”, the researchers state. Collecting
feedback could be helpful in evaluating whether learning
outcomes have been achieved, and identifying whether
“specific changes could produce more relevant and
rewarding learning opportunities”. The researchers also
suggest that there is little point selecting a convention site
that exceeds expectations, because site features have little
influence on attendees’ value perceptions.

Higher Profitability from Selecting the
Right Attendees

The researchers conclude that attendees more sensitive to
multidimensional value “are a highly profitable attendee
group for convention organisers” because they are more
likely to provide positive recommendations, attend more
frequently and evaluate the convention more favourably.
In contrast, attendees less sensitive to multidimensional
value provide little benefit to convention organisers
because they are more likely to perceive the convention
negatively and are unlikely to return.

Points to Note
n

Perceptions of value are multidimensional,
covering social, emotional and functional value.

n

Convention attendees highly value education and
networking opportunities.

n

Site-specific features are of lesser importance.

n

Willingness to provide positive recommendations
is a good indicator of value.

Lee, Jin-Soo and Min, Chung-ki. (2013). “Examining
the Role of Multidimensional Value in Convention
Attendee Behavior”. Journal of Hospitality and Tourism
Research, Vol. 37, pp. 402-425.
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Mainland China Programmes

Honing Professionals for the

Chinese Tourism Boom

W

ith China expected to lead the world in inbound tourism numbers
by 2020, there is an ever increasing importance placed on developing
professionals to meet both current and future demand. The SHTM
is at the forefront of related educational efforts, having offered a Master of Science
in Hotel and Tourism Management in Hangzhou since 2000 and Shenzhen since
2009, and a Bachelor of Arts (Honours) in Hotel and Catering Management in
Xian since 2005. Last September the School launched the mainland version
of its world-renowned Doctor of Hotel and Tourism Management (D.HTM)
programme, again in Hangzhou.
The BA(Hons) in Hotel and Catering Management, offered in
collaboration with Xian Jiatong University, draws in part-time
students from all over China, equipping them with academic,
operational and professional knowledge from an international
perspective. Programme Coordinator, the SHTM’s Ms Chloe
Lau, said that “we have a wide range of students. We have
students who have just graduated with Higher Diplomas all the
way up to senior management”.
The quality of the programme’s intake is exemplified by recent graduates
including Arthur Lau, General Manager of the Sheraton Zhongshan, and Shi
Hu, Deputy General Manager of the Chateau Star River Hotel in Taiyuan.

Ms Chloe Lau

One of the major benefits of the programme, Ms Lau explained, is that aside
from the lectures being delivered in Putonghua and materials being given in
both English and Chinese, the courses are the same as those run at the SHTM
in Hong Kong. This ensures that students in both places receive the same highquality education, which is advantageous not only in their jobs but also when
they are pursuing further education.
Other than joining the SHTM’s MSc in Hangzhou or Hong Kong, graduates
have pursued Master’s degrees in the US and Canada. The programme thus
provides them with an ideal starting point for their higher education journey,
Ms Lau said.
The SHTM’s MSc programme was launched in collaboration with Zhejiang
University in Hangzhou during 2000, and has since divided into two classes,
with one in Shenzhen. Programme Leader Dr Alan Wong commented that
demand for places is always very high, with seasoned professionals seeking
higher qualifications to advance even further in the industry.
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Mainland China Programmes

Dr Wong said that the programme attracts “very experienced
hotel industry professionals” of the directorial grade and
above, “as well as from government tourism bureaus”. He
noted that the class last year had an average minimum
industry experience of 5-7 years.
Outstanding recent graduates of the programme include
Oliver Chen, General Manager of the Hotel and Club
Management Company, and his fellow 2011 graduates Zhang
Meisheng, Director of the Zhuhai Culture Sports and Tourism
Dr Alan Wong
Bureau, and Murphy Zhu, Senior Director of Development, Greater China of
the InterContinental Hotels Group.

A New Direction

Given the success of the BA and MSc programmes,
and aware of the need to advance executive-level
hospitality and tourism education in mainland
China, the SHTM launched a version of its
unique D.HTM in Hangzhou last year. The
first cohort of students, described by Programme
Leader Dr Qu Xiao as “very senior and very active,
with excellent attitudes”, commenced their studies in
September.

Dr Qu Xiao

Dr Xiao explained the first cohort of 25 students in the participant-centric
programme contains four types of professionals. Around half are senior
executives in the hotel and tourism sectors, with those from hotels typically
“either GMs or higher – vice presidents or CEOs”. A second group are from
academia, a third comprises government officials and the final group are from
related industries such as “airlines, real estate development and even media and
communications”.
This last group, Dr Xiao, noted, “are all CEOs or presidents” who “either have
projects related to hotels or are graduates” from other PolyU programmes in the
mainland. Some have also graduated from the MSc programme in Hangzhou,
“so they know us well”, Dr Xiao said.
The students have so far completed two courses, Dr Xiao’s “Environmental
Analysis and Strategies in Hotel and Tourism Management” and Professor
Hanqin Qiu’s “Qualitative Research Methods for Hospitality and Tourism
Management”. The research methods course has been particularly important in
preparation for the theses students will write towards the end of the programme.
Some of the students “already have a very clear idea about what they want
to do with the thesis,” Dr Xiao remarked, but they still need to develop
effective research mindsets. With crucial help from the SHTM, these seasoned
professionals will soon have those mindsets and be widening their influence in
an already rapidly growing industry.
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SHTM News

In Brief
Hotel ICON Recognised with
Ulysses Award
Hotel ICON, the SHTM’s unique teaching and
research hotel, was shortlisted for the coveted
United Nations World Tourism Organisation
Ulysses Award for Innovation in Enterprises
during December. The award acknowledges the
world’s best commercially sustainable tourism
initiatives.
The hotel was subsequently awarded second
runner-up status at an award ceremony held in
Madrid, Spain, on 22 January 2014, a fitting
acknowledgement of the effort it puts into
innovation and training.

Excellent Performance Rewarded

World Tourism Day Unity

Two SHTM academics were recently recognised for
outstanding performance in their fields. Dr John Ap
received an SHTM Teaching Excellence Award for his
proactive and student-centred philosophy that features a
wide range of active learning methodologies. Dr Basak
Denizci Guillet, who has published 22 refereed papers
in prestigious international journals, received an SHTM
Research Excellence Award. The School congratulates
them both and thanks them for their hard work and
dedication.
To celebrate World Tourism Day on 27 September,
SHTM staff and students dressed in orange, the School’s
colour. The display doubled as a show of unity for the
SHTM and its education model.
World Tourism Day is an official designation of the
United Nations World Tourism Organisation, and the
theme this time was Tourism and Water – Protecting our
Common Future.

School of Hotel and Tourism Management

19

20

SHTM News

Cooperation with EHL to Expand

Student Scholarships Awarded

The SHTM and Ecole
hôtelière de Lausanne
(EHL) in Switzerland
signed a Memorandum
of Understanding on
16 October to exchange
students for periods of
one semester or one year.
Following a recently
inaugurated visiting
scholars programme
between the two institutions, the Memorandum will help
to develop students, particularly in the areas of global
outlook and cultural appreciation.

D.HTM students Mr Tung Yi-fan and Ms Wang Weiheng received Padma and Hari Harilela Scholarships in
July 2013. The Scholarships were established in 2011 by
Dr Hari N. Harilela, head of the Harilela Group, which
plays a significant role in the professional development of
the hotel industry.

The two institutions will send 15 students each year to
each other. The SHTM is proud to be associated with the
EHL, the origin of hospitality education on a global basis,
and to be producing future leaders for global hospitality
education.

Encouraging the Next Generation
Dean Chon and Dr Markus Schuckert led two of the
five sessions at the Pacific Asia Travel Association’s PATA
Youth Symposium held at the Chengdu Polytechnic
Huayuan campus on 13 September last year. With a theme
of “China, World and Your Career in Hospitality and
Tourism”, the Symposium attracted young professionals
and students as a prelude to the 2013 PATA Travel Mart.
Dean Chon played a key role in developing the
Symposium’s programme and delivered a seminar on
“Preparing Yourself for a Successful Career in Tourism and
Hospitality”. Dr Schuckert spoke on “Development and
Dynamics in the Asian Aviation Markets”.
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Research Grant Success
Five SHTM academics successfully obtained research
grants as Principal Investigators in the most recent
University Grants Committee research funding exercise.
Receiving General Research Fund (GRF) grants were
Professor Haiyan Song for a project on tourism demand
forecasting, Dr Honggen Xiao for an investigation of
hospitality and tourism consultants as knowledge brokers,
and Dr Alice Hon for a project on the trickle-down effects
of abusive supervision on employee service performance in
Chinese hotels.
Dr Kam Hung, along with Dr Basak Denizci Guillet
and Dr Hanqin Qiu as Co-Investigators, received GRF
funding to study the development of Hong Kong as a
luxury shopping destination. Dr Nelson Tsang received
funding from the Early Career Scheme for a project on
developing Hong Kong’s Travel Outbound Alert into
an Asian benchmark. The School congratulates all of the
recipients for their success.

SHTM News

Hoteliers of the Future Shine
Miss Liu Rongrong, a final year student in the BSc(Hons)
in Hotel Management programme, and two exchange
students were selected as one of the five best teams from
a field of 100 at the “Take Off! Student Challenge 2013”
organised by Accor. They presented their proposal on the
direction that the Novotel chain should take by 2020 to
Accor Asia Pacific leaders in Singapore on 27 November
2013.

Professor Song Receives Lifetime
Achievement Award
SHTM Associate Dean
Professor Haiyan Song
received the Michael D.
Olsen Award from the
University of Delaware for
his lifetime contributions
to research at the 19th
Annual Graduate
Education and Graduate
Student Research
Conference in Hospitality and Tourism in Houston, USA
on 3-5 January 2014. The School congratulates Professor
Song on receiving this prestigious award.

Staff Update

Dr Catherine Cheung
assumed the role of
SHTM Associate Dean
on 1 December 2013. Dr
Cheung’s main responsibilities
as Associate Dean are
international programmes and
quality assurance.

Dr Paul Whitelaw joined the SHTM
as a Visiting Associate Professor on
6 January 2014. Dr Whitelaw is
currently a Senior Lecturer at Victoria
University, Australia. His research
interests include professionalisation
within the hospitality industry,
focusing particularly on career
progression and development,
harnessing technologies to enhance the guest experience
and applying advanced analytics to improve operating
efficiencies.

Miss Grace Yeung joined the
SHTM as an Assistant Officer
on 13 January 2014.

At the same conference, Dr
Mimi Li and MSc student
Mr Charles Qiu received
one of the four Best Paper
Awards for their paper
entitled “Testing the
Value-Attitude-Behavior
Hierarchy in Tourism”.
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S

UNESCO World Heritage Sites
in the Kingdom of Saudi Arabia

hrouded in mystery and suffering from negative
stereotypes, the Kingdom of Saudi Arabia may not
readily come to mind when thinking of attractive
tourist destinations. However, visiting KSA as part of a
consulting team, the SHTM’s Dr Karin Weber found a
country boasting fabulous sights waiting for tourists to
explore.
Two UNESCO World Heritage sites, Mada’in Saleh and
Al-Dir’iyah, are key among these. Mada’in Saleh was the
southern gateway to the Nabatean Empire, strategically
located on one of the most important ancient trade routes.
This well-preserved archeological site features more than
100 rock-cut tombs dating back to the first century BC,
most with elaborate ornamental facades.
The Saudi Commission for Tourism and Antiquities has
heavily invested in the site’s promotion and development,
and collaboration with France is ensuring further research
and preservation. Adding to the area’s appeal are lovingly
resorted remnants of the Hejaz railway built in the early
twentieth century to link the Levant with the Arabian
Peninsula to ease travel for pilgrims of the annual Haj and
consolidate the Ottoman Empire’s power.
Despite being typically considered a business destination,
Riyadh, the Saudi capital, is host to several well-planned
attractions, ranging from skyscrapers with cutting-edge
architectural designs to the Old quarter of Deera and the
excellent ‘treasure trove’ National Museum.
On the outskirts of Riyadh, another major tourism project
is taking shape. Al-Dir’iyah served as the capital of the
first Saudi dynasty from 1744-1818. The Atturaif district
gained UNESCO World Heritage status in 2010.
With this designation
came very specific
requirements
for
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the restoration and reconstruction of the site’s many mudbrick structures.
Sean O’Sullivan, the Project Manager, explained that
historical materials (clay, sand, straw and water) and
methods (a 30 day fermentation process and a seven day
drying process) have to be used in rebuilding the structures.
The redevelopment also entails the construction of a
new visitor centre, numerous museums and a traditional
market, complemented by multimedia shows, to transform
the site into a ‘living museum’.
When completed in late 2014, Dir’iyah will delight visitors.
Hopefully, tourist visas to the country, suspended in 2010,
will soon be reinstated so
that Mada’in Saleh, AlDir’iyah and numerous
other sites can welcome the
international visitors they
so richly deserve.

Dr Karin Weber (right) and Mr
Sean O’Sullivan

Industry Attachment Programme

The Peninsula Experience

S

ervice, style and reputation are hallmarks of
a luxury hotel. They are also what the School
needs its hospitality students to fully understand
before embarking on careers in the sector. With that in
mind, SHTM instructor
Mr Raymond Kwong and
Assistant Professor George
Liu recently spent separate
weeks at the Peninsula Hotel
as part of the School’s Industry
Attachment Programme.
The Peninsula has a pedigree
second to none in Hong
Kong. Officially opened
Mr Raymond Kwong
in 1928, it has long been
an embodiment of luxury. Behind the scenes there is
extraordinary attention to detail, as Mr Kwong found over
a week in August last year. His time at the hotel began as
a participant in two days of orientation training, which he
undertook as though he were a new recruit.
The programme, Mr Kwong remarked, “was quite unusual
and different from the past”, using techniques such as role
plays and similar activities, with the hotel’s senior executives
voting on the best teams. “The new staff also thought it
was quite interesting”, Mr Kwong said, and appreciated the
opportunity to interact rather than be lectured to about
procedures and practices.

Mr Kwong also spent time in the kitchens and dining
areas of the Peninsula’s two main restaurants – Chesa
and Gaddi’s. From this he gained valuable insights into
customer service that he has already shared with his final
year lunch project students, emphasising how the floor
manager needs to frequently communicate with guests to
understand their needs.
Spending a week at the Peninsula in September, Dr
George Liu chose the hotel because it had a reputation of
being “legendary” among its peers. That made it an ideal
subject for a case study that he could use in his strategic
management class. Yet, what he found was even more
impressive than he had imagined.
Having interviewed long-term
staff members, Dr Liu realised
that they were uniformly
positive about the hotel, feeling
that they were treated like family
regardless of their positions.
He cited the case of one room
cleaner who had worked at
Dr George Liu
the Peninsula for more than a
decade, doing relatively mundane chores but expressing
happiness with his work environment.
Staff satisfaction is clearly one way a hotel can differentiate
itself from its competitors, and something that Dr Liu’s
students will be taking careful note of in their future
careers.
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Food and Wine

Workshops
Blossom

S

ince the beginning of 2011 the SHTM, in
cooperation with Hotel ICON – its teaching and
research hotel – has offered a range of workshops
for students and the general public under the Food and
Wine Academy banner. With an objective of enhancing
knowledge and skills from a broad international perspective,
the workshops have become increasingly popular, covering
cuisines and wines from around the world.
“This semester has probably been the busiest semester
we’ve had so far”, said Mr Murray Mackenzie, the SHTM’s
Education Specialist (Integrated Learning). Mr Mackenzie
explained that the workshops now attracted SHTM
students, students from other parts of PolyU, hospitality

industry professionals and the general public. Particularly
encouraging are the growing number of students in
attendance and the increased involvement of a range of
SHTM food and beverage staff, usually as workshop hosts.
“It’s really blossomed”, Mr Mackenzie said, and has been
“hugely beneficial to all the stakeholders concerned”. Last
semester has already seen 19 workshops, with 8 more
scheduled to take place by the end of April. In total over
the past two years, close to 100 workshops have been held.
The Academy has attracted 2694 participants, including
582 members of the public, 942 SHTM students and 633
non-SHTM students, among others.

An International Mix

Interest in the workshops is maintained by carefully
varying the topics, ensuring the widest possible coverage of
cuisines, customs and cultures. In September, for instance,
cooperation with the Mexican consulate made possible
a Mexican food and tequila tasting workshop for the
general public. In October, following a fundraising dinner
organised by the PolyU Alumni Affairs and Development
Office, the 2-star Michelin Chef Diego Guerrero and
his team presented a Spanish cuisine workshop to students, showcasing highly
professional cooking and presentation skills.
Chefs from Hotel ICON, including Chef Ho from Above & Beyond restaurant
and four others, also led a dim sum workshop for students
early in the semester. Breaking new ground, the
School cooperated with the Korean consulate
in October for a hands-on public workshop
focused on ‘Bibim Bahb’, a signature Korean
dish. In late November, students had the
opportunity to learn about Filipino cuisine,
with Chef Claude Tayag giving a cooking
demonstration and speaking about the
culture of his country.

HORIZONS

Chef Claude Tayag showing ingredients to
the students

Food and Beverage Activities

Beverage workshops also took an unconventional turn in January, when the Vinoteca
Lab hosted a soya milk workshop for students presented by Vitasoy. Earlier, in October,
SHTM Professor of Practice, Jeannie Cho Lee, gave a fresh twist to food and wine
pairing for hospitality partners, SHTM staff and Hotel ICON staff with Asian cuisine
and wine combinations. In the same month, Professor Georges Halpern from PolyU’s
Department of Applied Biology and Chemical Technology took a different approach,
hosting a tasting workshop that focused on the health benefits of wine.

Professor Jeannie Cho Lee explaining
food and wine pairing

A Taste of Luxury and a Glimpse of the
Future

Another of the features in last semester’s offerings was a
series of workshops related to fine food. In September,
students were treated to an organic farming and meat workshop presented by Lord
Newborough, an expert from the UK. The students learned about current trends in organic
meat farming and were able to sample organic beef, lamb, pork and chicken.
In October, renowned Chef Remi van Peteghem from Gaddi’s restaurant
at the five-star Peninsula Hotel demonstrated the creation of three modern
French dishes to students. This was followed in late January with Gaddi’s staff
presenting a food service training workshop to students in Bistro 1979, the
School’s training restaurant.

Lord Newborough (first row, fourth from left)
and Mr Murray Mackenzie, SHTM Education
Specialist (Integrated Learning) (first row, sixth
from left), with students after the workshop

Chef Remi van Peteghem giving a cooking
demonstration

Twinings Tea brought a beverage
orientation to fine dining in late
October, holding an afternoon tea
session for students with a very
practical workshop on etiquette with
pastries and dessert products. At
a signing ceremony in December,
Twinings also presented the School
Professor Brian King (right) receiving the cheque
with a $50,000 cheque to be used for
from Twinings on behalf of the School
five $10,000 scholarships, preferably
for food and beverage students. Mr Mackenzie explained that the scholarship
agreement means that Twinings will be renewing its commitment on a longterm basis.
Late November saw Gerard Dubois, founder and
president of La Rose Noire, present to food and
beverage entrepreneurial students. His message of
constant innovation was certainly inspirational.
With the focus next semester turning to greater use of
Bistro 1979 for Food and Wine Academy events, the
School will be looking to conduct cross promotions
Mr Gerard Dubois sharing his
with Hotel ICON, and will be investigating how
experience with students
customers respond to more interactive menus on
tablets such as iPads. As always, the focus will be on innovation and the creation
and dissemination of knowledge, which is what the SHTM does best.
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Cracking the Codes in Taipei

Priceless
MICE
Experience
‘Innovative’ and ‘eager’ are words that aptly
describe SHTM students of all types. In
the last six months two groups of students
have been standing out with these qualities,
both overseas and in Hong Kong, gaining
meetings, incentives, conventions and
exhibitions (MICE) experience that will
be invaluable in their future careers. Read
on to learn more about the students’ efforts
at the 2013 MICE Destination Marketing
Contest in Taipei during September and in
laying the groundwork for the combined
Global Tourism & Hospitality Conference
and 11th Asia Tourism Forum to be held at
Hotel ICON in May 2014.

QR codes featured prominently in an interactive map that won
a team of five final year students second runner up place in the
engaging customers segment of the annual MICE Destination
Marketing Contest held in Taipei on 11-12 September.
The contest, run in parallel with the Asia MICE Forum, is
an annual event organised by the Taiwan External Trade
Development Council to help nurture up-and-coming MICE
professionals. With a theme of being eco-friendly this year,
the contest challenged teams from 15 universities in Taiwan,
Thailand, Malaysia and Hong Kong to think innovatively
about how they could showcase their destinations.
The SHTM team, including Jessie Chau, Circle Chan, Ada
Leung, Jamie Tam and Louise Wong, accompanied by SHTM
Instructor Chloe Lau, created an interactive map of Hong
Kong featuring QR codes on attractions of note. When booth
visitors scanned the codes with their mobile phones, they
could find out more about the attractions in both Chinese and
English.
The objective was to promote Hong Kong as an attractive
MICE destination. Ms Lau remarked that the students had the
opportunity to put what they had learned in various MICE
subjects into practice, and that they rose to the challenge
of both meeting new people and interacting with industry
professionals. Indeed, the judges commented that “they
did very well in engaging the participants who attended the
exhibition”.
Team Leader Jessie Chau, a third-year Hotel
Management student, recalled that the
team spent three months brainstorming
and preparing for the contest. Aside from
the map, they devised souvenirs such as
postcards to hand out to booth visitors and
created a Facebook page to publicise their
efforts.

Ms Chloe Lau (second from left) and
team members
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The biggest benefit of participating, Jessie said, was the chance to see how other schools
“exhibited their destinations and how they promoted their own places”, which allowed the
team to gauge its own professionalism. As an added bonus, they also got to learn about
some of Hong Kong’s out-of-the-way attractions, such as Tai O on Lantau Island. For
budding professionals, there is always something more to learn.

A Conference in the Making

Dr YongHee Kim

Student Organising Committee

Shifting from MICE presentations to organisation and management, SHTM students
will again be responsible for a major conference at Hotel ICON this year. On 18-20
May, participants will converge on the School’s teaching and research hotel to attend the
combined Global Tourism & Hospitality Conference and 11th Asia Tourism Forum.
Jointly organised by the SHTM and the Taylor and Francis publishing group, the
conference will be entirely managed by students as the major focus of their final year
Special Events course.
Adding a little more pressure this year will be the fact that the conference will double as
the major celebration of the SHTM’s 35th anniversary. Assistant Professor YongHee Kim,
course lecturer, said that it would also be “the biggest in terms of attendance”, with at least
100 papers to be be presented.
Dr Kim explained that this was the students’ first professional experience, and the first
time they had been responsible for organising and managing any event let alone one on
such a large scale. As Organising Committee Chairman Leo Yip commented, “this is my
first time to be in this sort of project, and I’ve never had such practical experience”.
Leo explained that the final progress review was held earlier in February, and all of the
preparations were now in place. Yet that should not suggest everything had been easy. Leo
commented that he at first had found it difficult to organise the subcommittees, but “now
I’m learning how to manage better and also to lead all the groups”.
The School is very much looking forward to the result, which is bound to be a resounding
success for everyone involved.
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Student Achievements and Service
Recognised

T

he School’s best performing undergraduate students
and their families, along with research postgraduate
students and staff, attended an Elite of the Elite
ceremony held in October last year to honour recipients
of the Academic Achievement Award. Presented to fulltime undergraduate students who maintained GPAs of 3.7

or above during Semesters Two and Three 2012/2013, the
individual awards recognised hard work and dedication.
SHTM student ambassadors were also on hand to receive
thanks for their efforts on behalf of the School.
The School congratulates the following award recipients.

Bachelor of Arts
(Honours) in Hotel and
Catering Management

LAI Yuhang

YU Hau Yan

MAK Hoi Kei

LAM Tsz Ching

LAM Ka Lo

YU Songming

NGAN Wai Sum

LEE Sze Lok Charlotte

LAU Ho Ting

LAM Man Yuk

YU Sze Yan

PO Wing Yi

LEE Wai Yan

LAM Po Ki Webby

YUEN Shu Hang

WANG Huihan

LI Claudia Lok Yee

WANG Siqi

LI Ho Ying

WONG Wai Hong

MOK Ho Ching

YIU Hei Wan

NG Wai Yin

Bachelor of Science
(Honours) in Hotel
Management

LEE Pui Yi

Bachelor of Science
(Honours) in Tourism
Management

AU-YEUNG Sing Lee Michelle

LI Hoi Kei Jacqueline

CHAN Ka Hon Kareen

LI Ka Yan

CHAN Hwee Leng Rena

CHAN Ka Man

LIU Ka Yan

CHAN Oi Ting

CHAN Kwai Fong

LO Ngan Ting

CHEN Wai Ping

CHAN Shuk Ying

LO Wai Yan

CHENG Ting Ting Michelle

CHEN Qian

MA Chang

CHEUNG Ho Yee

CHENG Ling Wa

MENG Yutong

CHEUNG Tsz Ching

CHEUNG Ho Yan

POK Kwan Wing

DENG Naitian

CHEUNG Yiu Fung

QIU Yao

FAN Qianzhu

CHIU Ka Wai

SHEK Wai Man

FONG Chi Hang

CHONG Kai Ling

SZE Lok Yee

HAN Xiao

CHOW Wing Yan

TAM Hoi Lun

HO Ka Yan

CHU Oi Yee

TEE Le Lyng

HO Wing Sze

AU-YEUNG Tsz Ching Vanessa

CHUNG Tsz Yan

TSE Wai Tsz

HUNG Chi Pui

CHAN Hoi Yin

HO Yin

TSOI Hiu Tung

KWAN Yuen Chi

CHAN Yuen Shan

HOU Shanshan

WANG Jini

LAI Hok Yi

CHAN Yuk Hang

HUNG Fong Susanna

WONG Cheuk Ling

LAI Wan Yu

CHEUNG Ka Wai

IU Shuk Yi

WONG Suet Ping

LAM Pun Chuan Randy

CHOW Tsz Ching

KUNG Cho Tsing

WU Wenbo

LEUNG King Man

KOT Chun Ting Benjamin

KWONG Kwan Wai

YAU Lai Yan

LIU Chun Ho

LAM Sze Man
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Bachelor of Science
(Honours) in
Convention and Event
Management
CHEUNG Nga Wah
LEE Vivian
LUI Ka Yuet
NG Hiu Lai
SZE Leung Leung
TSANG Chun Ming

Higher Diploma in
Hotel Management

TAI Chun Fai
TAM Ho Leung
TAN Lok Yiu Yoyo
TSUI Man Chun Mitchell
TUNG Pak Wai
WONG Chun Yin
WONG Ka
WONG Yat Shan

Higher Diploma in
Tourism Management
CHEUNG Kit Yi
LAU Ka Yan
LAU Wing Yin
MOK Tsz Nga
TSANG Ho Wing
WONG Yim Hing Trancy
YU Po Qing

SHTM Alumni Association News

Following a Fine Tradition
The start of the 2013-2014 academic year marked the twentieth anniversary of
the SHTM Alumni Association. Since 1993, the Association has fostered links
between the School and its graduates, offering meaningful and constructive
activities, ensuring that members have every chance to build their networks and
have fun. The last six months have been no exception.

Café Latte Art

On 5 October Association members took time out for
a coffee break, but not of the usual kind. They spent
a Saturday afternoon honing
their barista skills, learning
how to make café lattes with
their own decorative designs.
Family and friends joined in
to enjoy the taste and sight of
freshly brewed coffee.

Discovering an Island Get Away

Association members visited Lantau Island on 14 November to explore the
facilities and experience the ambience of one of Hong Kong’s newest hotels.
Nestled in the newly developed northern part of Discovery Bay, the 325 room
Auberge Discovery Bay showed members how a
little piece of island tranquility can be created within
the hustle and bustle of Hong Kong.

Anniversary Appeal

As part of its 20th anniversary activities, the Association is collecting photo
memories of the SHTM community. If you are a member and have a snapshot
of an Association event or SHTM activity that you would like to share, please
send a scan or digital photo, with a short description, to Evan Mak at evan.
mak@polyu.edu.hk.
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Alum-notes

Mr Emil Leung HD in Institutional Management and
Catering Studies 1986 is Area Manager and General
Manager of Futian Shangri-La Hotel, Shenzhen.

Mr Maurice Kong HD in Hotel and Catering
Management 1993 is Assistant General Manager - Food &
Beverage of New World Development Company Limited.

Alum-notes
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Ms Cora Huen MSc in Hotel and Tourism Management
2009 is Senior Lecturer in Hospitality Management at the
YMCA College of Continuing Education.

Miss Ellen Lam BSc(Hons) in Tourism Management
2013 is Project Assistant (Exhibitions Department) at the
Hong Kong Trade Development Council.

Dr Yang Yang Master of Philosophy 2010 is Assistant
Professor, School of Hotel and Hospitality Management at
the Temple University.

Miss Vivian Lee BSc(Hons) in Convention and Event
Management 2013 is Conference and Function Officer of
the Hong Kong Institution of Engineers.

Dr Shu-Ying Lin Doctor of Hotel and Tourism
Management 2011 is Assistant Professor and Section
Chief, International Education Section of the International
Affairs Office at the National Kaohsiung University of
Hospitality and Tourism.

Miss Ophelia Wong BSc(Hons) in Hotel Management
2013 is Business Development Officer of AsiaWorld-Expo
Management Limited.

Dr Dahl Joe Doctor of Hotel and Tourism Management
2012 is Director of Training and Development at the
Ambassador Hotel Group.
Dr Yong Chen PhD in Hotel and Tourism Management
2012 is Assistant Professor at the Department of Education
and Research at Ecole hôtelière de Lausanne.
Miss Carmen Chan BSc(Hons) in Hotel Management
2013 is an International Operations Management Trainee
with Swire Hotels.
Miss Pureanae Jang BSc(Hons) in Hotel Management
2013 is Consulting and Valuation Analyst at HVS Hong
Kong.
Mr Randy Lam BSc(Hons) in Tourism Management
2013 is Management Trainee at Hutchison-Priceline
(Travel) Limited.
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Dr Jimmy Chiang Doctor of Hotel and Tourism
Management 2013 is Head of Tourism and Hospitality at
InvestHK.
Dr James Mabey Doctor of Hotel and Tourism
Management 2013 is Senior Vice President, Development
– Asia Pacific of the Jumeirah Group.
Dr Eerang Park Doctor of Hotel and Tourism
Management 2013 is Lecturer at the Lincoln Business
School.

Dr Vera Lin PhD in Hotel and Tourism Management
2013 is Assistant Professor at the School of Management at
Zhejiang University.
Dr Ahmed Salih PhD in Hotel and Tourism Management
2013 is Permanent Secretary at the Ministry of Tourism,
Arts and Culture, Republic of the Maldives.

Professor-for-a-Day Programme

Invaluable Help from Professors for a Day
The School offers heartfelt thanks to its outstanding recent professors for a day.
Speaker

Title and Company

Topic

Mr Giovanni ANGELINI

Vice Chairman, Dusit International

The Changing Landscape of the Hotel Business

Mr Charles BARKER

General Manager, The Hong Kong Club

Achieving Excellence in Club Management

Mr Ocean CAI

President, CYTS Shanshui Hotel Investment and
Management Company Limited

Innovation and Entrepreneurship: The Case of CYTS Shanshui

Mr James CAMERON

Consular and Passports Manager, Australian ConsulateGeneral Hong Kong

Embassies and Consulates – What they Can and Can’t Do for
International Travellers

Mr Akin CARKCI

General Manager – Hong Kong, Philippines and Taiwan,
Turkish Airways

Network Planning in Turkish Airways

Ms Deon CHAN

Project Officer, The Boys’ Brigade, Hong Kong

Agencies and Policies for Leisure Program Development and Leisure
Service Provision in Hong Kong

Ms Rainy CHAN

Area Vice-President – Hong Kong and Thailand,
The Peninsula Hotels and General Manager,
The Peninsula Hong Kong

Be Brave and Be Yourself

Mr Victor CHAN

General Manager, The Kowloon Hotel

The Role of a Leader in the Hospitality Industry

Mr Simon CHEAN

Senior Operations Officer, HKSAR Civil Aviation Department

Open Skies Policy in Hong Kong

Mr Dennis CHEUNG

Assistant Sommelier – Oyster and Wine Bar, Sheraton Hong
Kong Hotel and Towers

From Hotel Management Student To Assistant Sommelier – A Journey
of Steep Learning and Enjoyment

Professor Sidney
CHEUNG

Professor, Department of Anthropology, The Chinese
University of Hong Kong

Neighbourhood Tourism and Knowledge Transfer

Ms Miranda CHIANG

Country Parks Ranger Services Officer, HKSAR Agriculture,
Fisheries and Conservation Department

Conservation and Education Work of Country and Marine Parks
Authority

Ms Joyce CHUNG;
Ms Charis JIANG

Regional Operation Director; Event Director – Asia, The
Questex Hospitality Group

Event Planning

Mr Lincoln DAVIS

Director of Quality Management, InterContinental Grand
Stanford Hong Kong

Driving Towards Excellence – Quality Management at the
InterContinental Grand Stanford

Dr Geoff DICKSON

President, Sport Management Association of Australia and
New Zealand

Ambush Marketing of Sport Events

Dr Edward
DRAMBERGER

Principal, Destination Dr. Consulting

Mr Gerard DUBOIS;
Ms Yvonne WONG;
Mr Terrence CHAN

President; General Manager; Production Manager, La Rose
Noire Limited

Key Ingredients for Success, From Pâtissier to Entrepreneur

Mr Neil ELIAS

CEO, Philippines Global Service Delivery Centre, Logica
Philippines Inc

Future Trends/Developments in IT/Technology

Mr Jason FONG

Assistant Manager – Grand Hyatt Steakhouse, Grand Hyatt
Hong Kong

Hotelier in the Making: Unleashing Your Potential

Mr John GIRARD

Area General Manager (Hong Kong), Regal Hotels
International and General Manager, Regal Airport Hotel
Meeting and Convention Centre

How to Get Promoted from an Entry Position

Mr Arthur HO

General Manager, Four Seasons Hotel Shenzhen

Corporate Culture and Strategy: Four Seasons Hotels and Resorts

Mr Braydon HOLLAND

Vice President – Sales, Star Cruises

Cruises as Resort Holidays

Mr Xiaohe HUANG

General Manager, ZTE Hotel Group

Competitive Strategies of ZTE Hotel Group

Mr Girish
JHUNJHNUWALA

Founder and CEO, Ovolo Group Ltd

Looking Back…Why Being Patient Lead to My Success

Mr Andrew JONES

Guardian, Sanctuary Resorts

Resort Management

Ms Yvette JONG

Founder and Director, Craft House LLC

Challenges in Consulting Practices

Mr Maurice KONG

Director of Food and Beverage, Hong Kong Convention and
Exhibition Centre (Management) Ltd

Global Outlook for the Hospitality Industry

Mr Augustine
KWONG

Marketing Consultant, Cypress Group of Companies Hong
Kong

HRM in the Hotel and Tourism Industry: Performance Appraisals and
International Skills

Mr Gary LAM

District Judge, HKSAR

Negligence in Hospitality and Tourism

Global Tourism: Working with Public and Private Sectors
Transformation of a Tourism Destination Brand
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Speaker

Title and Company

Topic

Mr Victor LAU;
Mr George JU;
Mrs Victoria OSENTON

Regional Manager of Talent and Learning, Fairmont Raffles
Hotels International; Director of Human Resources, Fairmont
Yangcheng Lake; Director of Human Resources, Fairmont
Beijing

HRM in the Hotel and Tourism Industry: Successful Recruitment and
Selection Processes

Mr Peter LEE

General Manager of Environment Projects, Airport Authority
Hong Kong

Environmental Impact Assessment

Ms Monica LEEMULLER

Managing Director, Hong Kong Convention and Exhibition
Centre (Management) Limited

Developing a Career in the MICE Industry

Dr Paul LEUNG

Senior Manager, Strategic Planning and Research, Hong
Kong Tourism Board

Hong Kong Visitor Management

Mr David LI

Senior Operations Manager – Catering Service, Maxim’s
Caterers Ltd

Catering Service: Production and Supply

Mr Duncan LI

Assistant Chief Engineer and EMS Manager, Kowloon
Shangri-La Hotel

Fire Safety and Security

Mr B.C. LO

Vice President – Public Affairs, Hong Kong Disneyland Resort

Attractions Management in Disneyland

Mr Peter LOWE

Vice President – Operations, Hong Kong Disneyland Resort

Service Attitude

Mr James LU

Executive Director, Hong Kong Hotels Association

Leadership in the Hong Kong Hotel Industry

Ms Ruby LUI

Regional Director – Product Development (Asia Pacific),
Tourico Holidays

Role of the Travel Wholesaler

Ms Annie LUK;
Ms Mandy TANG

Director of Human Resources; Assistant Training and
Development Manager, Pentahotel Hong Kong, Kowloon

Human Resources Management in Hotels

Mr Henry MA

General Manager – Airfield, Airport Authority Hong Kong

How We Manage the Hong Kong International Airport

Ms Juanzhen MA

Deputy General Manager, Window of the World Shenzhen
Company Limited

Competitive Strategy of Theme Parks

Mr William MACKAY

Regional Vice-President and General Manager, Four Seasons
Hotel, Hong Kong

Communications in the Workplace

Ms May MAN

International Barista Examiner and Course Director, Barista
Lecturer, Coffee Lover Limited

All About Coffee and Latte Art

Ms Wendy NG

Marketing and Sales Manager, Hong Kong Convention and
Exhibition Centre (Management) Limited

My Experiences at the HKCEC

Mr Paul PEI

Executive Director – Sales and Marketing, Ocean Park
Corporation

Attitude and Passion

Mr Lucas PENG

Co-owner and Managing Director, IFH Asia Ltd & IFH Asia
Pacific Pte Ltd

Dos and Don’ts in Consulting Practices

Mr Pierre PERUSSET

General Manager, The Ritz-Carlton, Hong Kong

Operation and Organisational Culture of the Ritz-Carlton

Mr Stephen SHAW

Deputy General Manager, Shenzhenair International Hotel

Hotel Development in China

Mr Stuart
RAWLINSON;
Mr WONG Yu-ching

Tea Ambassador; HoReCa Manager – South China & Hong
Kong, Twinings

English Tea Service

Ms Shuhlin TAN

Head of Risk Management – Asia Pacific, InterContinental
Hotels Group

Resort Risk Management

Ms Betty SIMPSON

General Manager, The Helena May

Entrepreneurial Development for the Careers in the Hospitality
Industry

Mr Shalom TANG

Head of New Business Ventures – Greater China, Rovio
Entertainment Limited

Theming with Angry Birds

Mr K.S. TONG

Managing Director, TKS Exhibition Services Limited

Hong Kong’s Edge in Staging International Exhibitions

Mr Eric WALDBURGER

President, Marco Polo Hotels

The Red Ring Approach to Hospitality Leadership

Mr Martin WAN

Director of Engineering, Holiday Inn Golden Mile Hong Kong

Energy and Water Conservation in Hospitality

Mrs FrédériqueMorgane WASTIEL

Assistant Manager/Captain, Maison Eric Kayser, Hong Kong

Management of Service Organizations: Business Development and
Organisational Behaviour

Mr Raphael WEILL

Intern – Guest Experience Division, The Upper House

Management of Service Organizations: Leadership and Teamwork
Skills

Miss Amy WONG

Wine Buyer, Watson’s Wine

Exploring Burgundy Wine Production

Ms Belinda YEUNG

Executive Director and Chief Operating Officer, Regal Hotels
International Holdings Limited

Hotel Branding and Management Contract – Regal’s Path in China
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Calendar of Events

Date

Event

Organiser

Contact

28 March 2014

Career Day 2014

SHTM

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

9-10 May 2014

International Convention
and Expo Summit 2014,
Korea

Hallym University of
Graduate Studies

ICES 2014 Secretariat
Email: ices2014@hanmail.net
Website: www.ices2014.org

13th Asia Pacific Forum
for Graduate Students
14-16 May 2014
Research in Tourism,
Kaohsiung, Taiwan

National Kaohsiung
University of Hospitality and
Tourism

Pearl Lin
Email: plin@mail.nkuht.edu.tw
Website: http://demo1.nkuht.edu.tw/shm/apf/
index.html

Global Tourism &
Hospitality Conference and
18-20 May 2014
Asia Tourism Forum, Hong
Kong

SHTM and
Taylor & Francis Group

Organising Committee
Email: info.global2014@polyu.edu.hk
Website: www.polyu.edu.hk/htm/global2014

12th Asia-Pacific CHRIE
Conference and 5th Youth
21-24 May 2014
Conference 2014, Kuala
Lumpur, Malaysia

Taylor’s University School
of Hospitality, Tourism and
Culinary Arts

Email: apac-chrie@taylors.edu.my
Website: www.taylors.edu.my/tchtevents2014/

9-12 December
2014

2014 New Zealand Tourism
and Hospitality Research
Waikato Management School,
Conference, Hamilton,
The University of Waikato
New Zealand

Chris Ryan
Email: caryan@waikato.ac.nz
Website: https://gce.orbit.co.nz/ei/getdemo.
ei?id=136&s=_3EW0JF37R
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