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Report Summary ( )

Ovolo Hotels’ vision is ‘Shiny Happy People All Around’. This vision 
is manifested through a 3 tiered mission 1) making guests’ lives 
effortless so that every day shines; 2) ensuring happy and productive 
workplaces for employees; and 3) making meaningful contributions 
to people and society, while delivering outstanding value to all 
stakeholders.

Management have set and implemented the vision, mission and 
values of Ovolo through fostering an open, active work environment 
with a fairly flat reporting structure that allows time for frequent 
brainstorming sessions and quick decision making in a startup type 
atmosphere. The company takes an active role in society through 
management and staff participation in monthly CSR activities. 

Ovolo operates comprehensive employee induction programs, 
including leadership direct involvement from initial interviews 
through operational training. Management help each employee set 
annual personal development goals alongside business objectives. 
Departments are encouraged to work together. Performance 
expectations are communicated on annual and weekly basis.

Ovolo maintains detailed manuals for all aspects of our operations 
which cover all environmental, health and safety compliance issues. 
Staff receive regular training updates to ensure they are fully aware 

of any daily exceptions that occur to SOP, ensuring prompt follow-up.

Ovolo’s strategy is nimble and adaptable. Recognizing that the 
demand for short-term stays in Hong Kong far outstripped the supply, 
the company transitioned the core business from serviced apartments 
to hotel properties in 2011. This enabled Ovolo to take advantage of 
the surge in tourist and business arrivals, and helped compensate for 
softening demand for serviced apartment stays. 

Expansion strategy minimises risks through leveraging the 
appreciating value of upgraded properties to support new ventures. 
This enabled Ovolo to grow from one successful Hong Kong property 
to seven in quick succession.

Ovolo investigates opportunities for converting properties in a variety 
of geographies into signature branded residences. Different to others, 
Ovolo directs designers to develop hotels within their existing 
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architectural structure, as in the retention of industrial style and 

Hang area was regenerating from industrial to a cultural and business 

hotel in Hong Kong. 

Within the properties, project and financial teams ensure resources 

organization is sustained through intra-company networking events 
and retreats that address communication skills and nurture new 
business ideas across departments. 

Ovolo uses its understanding of today’s traveller to eliminate common 
barriers and points of annoyance in hotels for its customers. The 
headache of high incidental charges is removed by an all-inclusive 
service package that includes Daily Breakfast, Wi-Fi, all-day drinks 
and snacks, minibar and more for free. Travel planning is made 

readily available free self-laundry, allowing light packing. There are 
no access restrictions, with 24/7 executive lounge and gym available 
to all. Even guest e-devices are thought of with intuitive room 
designs that keep multiple sockets and adapters within reach for easy 
charging. It all adds up for a uniquely effortless hotel experience that 
is supported by highly personalized guest service. 

This offering is continually updating based on customer research. 
Seeing the increased importance of guest Wi-Fi, Ovolo this year 
updated its speeds and also became the first hotel group in Hong 
Kong to provide city-wide access to Wi-Fi hotspots. 

Guest satisfaction is closely monitored using both in-house survey 
and 3rd party software collecting all online customer views. All 
data is collected and analyzed monthly. Within property, in-house 
Ovolo Ambassador and Management teams develop close customer 
relationships, respond to all guest concerns within 24 hours and even 
allow direct contact to our COO for any feedback. 

Ovolo survey every guest upon checkout and respond personally 
to all feedback. This feedback is compiled weekly for review in 
operations meetings. Interaction with guests is further maintained 
by growing social media followers and readers of the OMG 
e-newsletter. Particular attention is paid to comments regarding the 
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unique amenities of each hotel, so that Ovolo may optimise their 
attractiveness and distinctiveness of each facility. 

By analyzing changes in traveler behavior Ovolo innovate and reach 
more market segments. Ovolo measured the purchase journey on their 

maximize bookings. As a result ovolohotels.com now receive 30% 
more direct bookings from mobile devices.

Each property is assessed each month against its budget, revenue 
and Trip Advisor ranking targets. Third party software is further 
used to collect customer ratings across many platforms to benchmark 
performance against competitors. Each staff person is responsible 
for a portion of these targets, tailored to each’s specific role and 
responsibility. Ovolo’s targets for occupancy rates are consistent 
with market averages in Hong Kong, but we aspire to higher overall 
customer satisfaction ratings than our peers. Four of our hotels are 
ranked in the Top 40 of the 700+ pool of Trip Advisor-rated Hong 
Kong properties and our three Australia hotels rank 6, 21 & 27 
respectively. 

Unlike traditional hotel chains who are pure operators, as owners-
operators Ovolo have the freedom to sell an experience, rather than 
just a room. Building on this concept the company recruit staff from 
outside the hotel industry, who bring with them a unique perspective 
and fresh ideas. In a crowded market, thinking outside the box is 
essential to allow to standing out. 

HR recruit and mould productive team members through a measured 
training program. Staff are rewarded through recognition programs, 
including education allowance, annual awards and performance 
awards. Ovolo further encourage enrolment in programs offered by 
POLYU School of Hotel & Tourism Management and support staff 
attending conferences and seminars to develop a greater understanding 
the hospitality industry. 

Ovolo prioritise internal promotions and nurture career development, 
including transferring staff between departments to develop multiple 
skills and experience. Recruitment is handled by a complete HR team, 
performance is monitored weekly, and appraised yearly to fall within 

and continued ability to promote from within. 
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Overall, staff are empowered to take responsibility and ownership. 
We stand behind every action, we don’t make empty promises. 
Transparency is paramount and innovation is the key to Ovolo’s 
success.

This commitment to maximizing productivity has been extended to 
our internal operations. Ovolo have pioneered a hotel management 

all departments’ immediate access to the information required to 
make strategic decisions swiftly for each property. As a result sales 
and operations team save substantial time on admin, and direct focus 
to guests and clients.

Staff furthermore stay in and test every room to experience what 
guests do. This innovation was key in Ovolo’s decision to become an 
all-inclusive hotel brand, breaking away from tradition by providing 
complimentary breakfast, wifi, laundry, minibar, and networking 
opportunities through happy hour drinks. 
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