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Report from the Board of Examiners

Located next to the Victoria Harbour front in Tsim Sha Tsui, there are
three hotels operated under Marco Polo Hotels - Hong Kong, namely
Marco Polo Hongkong Hotel, Gateway Hotel and Prince Hotel. The
senior management team, named as Executive Committee (“ExCom”),
of the three hotels manages in total 1,459 guestrooms and suites, and
9 Food and Beverage outlets with around 900 full time employees.

The key stakeholders consisting of employees, ExCom and owner jointly
contribute their ideas in the early stage of the Vision, Mission and Core
Values (“VMV”) development. They strive for providing “Exceptional and
personalized service, exceeding expectations, and inspiring a
connection to our brand in the experiences we provide”. The ExCom
deploys the Seven Core Values, Exceptional Service; Integrity; Respect;
Teamwork; Passion; Continuous Improvement; Corporate Citizenship,
in the daily work.

The hospitality industry is highly labour intensive, and the success of
operating the business significantly depends on the contributions of
employees who interact with the guests and potential guests. In order
to engage their employees, the senior management address their
employees as “Associates”, and multiple communication channels are
established to interact with the workforce so that the business objectives
are well cascaded to all levels. On the other hand, conversations with
ExCom are highly encouraged to promote two-way communication with
Associates.

Numerous measurements are in place to engage their customers. For
example, the Marco Polo HongKong Hotel offers complimentary smart
phone with unlimited 3G mobile internet, Wi-Fi hotspot and unlimited
local and international calls to five designated countries to the room
guests, ensuring their guests are well connected anywhere in Hong Kong.

To monitor the daily operations and overall organizational performance,
the ExCom adopts a structured and holistic approach to collect and share
the data and information on the four key areas including Associate, Guest,
Business and Environment & Community.

The performance of hotels is measured by a set of pre-determined Key
Performance Indicators (“KPIs”), and review meetings are conducted on
a regular basis to ensure that actions will be taken proactively to the
changing circumstances. The compensation of Associates, including
annual bonus and salary adjustment, is linked to the results of the KPlIs.

To conclude, the ExCom and Associates demonstrate exceptional passion
and professionalism in serving their guests, and the culture of the Marco
Polo Way is internalized in their daily work.
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