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Company Background

Ovolo Hotels is an independent hospitality company founded in
Hong Kong in 2002. It owns and operates five hotels, two serviced
apartments and several food and beverage outlets in Hong Kong.
The company has now expanded its horizon to Australia with hotels
located in Sydney and Melbourne. Ovolo has remained a 100%
private family owned business with a philosophy of giving back to

the local community.
Leadership

Senior leaders have a clear Vision — “Shiny Happy People All
Around”, and they foster an open work environment and quick
management decision. Operation team leaders have acted as role
models in articulating the company’s commitment to cultivate the
company Vision. Daily briefing sessions and in-house training
programmes are in place to engage with staff. Annual personal
development goals are assigned to all staff in alignment with the
business objectives in order to promote accountability for high
performance, ethical behavior, and continuous improvement. Senior
leaders and staff have actively participated in various community

activities with a strong commitment to societal responsibilities.
Strategic Planning

Senior leaders have positioned the company to provide
accommodation for visitors with short-term stays in Hong Kong. They
have conducted SWOT (Strength, Weakness, Opportunity and Threat)
analysis to identify Key Performance Indicators that are aligned with
the values of the company. The company explores opportunities for
converting and renovating the industrial properties into hotels or
apartments. Designated task forces have been deployed to carry out
action plans and monitor the progress of projects.
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Customer Focus

The company has established several channels to obtain the voice of
current and potential customers. For example, customer feedback is
collected by conducting in-house surveys. Also customer satisfaction
is monitored by tracking the feedback posted on third party websites
such as TripAdvisor. Data collected from social media are used
to anticipate the needs and wants of guests in order to adjust the
products and services offered. For example, the company engages
with customers by offering an all-inclusive service package with
daily breakfast, in house Wi-Fi, all-day drinks, free minibar, free self-
laundry, free gym access and free Wi-Fi hotspots throughout Hong
Kong.

Measurement, Analysis and Knowledge Management

Key Performance Indicator system is in place to assist the senior
management to improve and innovate product and service offerings
promptly and effectively. The company has compared its performance
with hotels of similar catchment areas, target customers, advertised
room rates, perceived similar hotel class, brand awareness and
services offered. Their Sales team manages the yield in a systematic
approach.

Workforce Focus

The company has adopted an open-door and causal management
culture with a fairly flat reporting structure. The company utilizes the
performance management process to ensure that the performances of
the staff are aligned with the strategic and operational objectives.

As the business of the company is expanding, the senior management
must maintain a balance of interest between different stakeholders
such as shareholders, customers and staff in order to build a
workforce conducive to high performance work.
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Operations Focus

Operation team works with the Human Resources Department to
design and implement guest-centric work processes. For example,
complimentary room nights are granted to staff to understand and
experience the design and functionality of products and services.
Regular Quality Strategy Meetings are held by senior leaders to

deliberate and decide the policy, strategies and targets.

The management has identified opportunities to control cost early
at the budget preparation stage. In order to control the costs, the
procurement and finance teams will send clear messages and updates
to their managers to ensure the company stock supplies are with good
quality and competitive prices. The company also promotes “Doing it
right the first time” in order to prevent defects and service errors.

Results

The company has provided information demonstrating its strong
financial position with all financial related Key Performance Indicators
achieved as expected by their senior leaders. The company has also
won several awards related to services and products. Furthermore,
the company has effectively engaged with their customers via social

media.

To sustain the success in the competitive hotel business world, extra
attention shall be given to attract and retain talents at all levels.
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