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Report Summary

Marco Polo hotels embody the ethos of discovery, creating unique guest
experiences and drawing on the key philosophies of its namesake, Marco
Polo: the explorer, global traveller, entrepreneur and connoisseur of
culture - just as Marco Polo’s modern travellers are today.

Managed by Wharf Hotels, the three Marco Polo properties in Hong Kong,
namely Marco Polo Hongkong Hotel, Gateway Hotel and Prince Hotel,
form Marco Polo Hotels — Hong Kong (MPH-HK). The hotels are a wholly
owned subsidiary of The Wharf (Holdings) Ltd, a Hong Kong-listed
company with core business interests in property and investments in
communications and container-terminal operations. Other Marco Polo
properties extend into mainland China and the Philippines.

Leadership

MPH-HK’s commitment to providing unparalleled customer service stems
from the guiding principles set forth by the brand’s Vision, Mission, Strategic
Objectives and Values. The Vision of becoming Asia’s leading deluxe hotels
for business and leisure travellers establishes the direction for everything
that we do. Our Mission, Strategic Objectives and Values cater to this Vision
by defining the core beliefs and actions that are instilled onto our Executive
Committee members, Management staff, and all Front-of-house and Back-
of-house Associates. The level of dedication that goes into service
excellence extends well beyond the hotel and into the development and
enrichment of local communities and the environment.

Strategy

The cohesive strategic planning process plays a critical role in the
organisation’s short and long-term success via alignment with our desired,
measureable and strategic outcomes. MPH-HK develops strategic planning
within a short-term and long-term framework. Short-term planning involves
processes that show results within a year while long-term planning includes
the overall goals of our company set 5 years in the future. A close monitor
on our departmental Key Performance Indicators (KPIs) help track progress
and address any needs for changes in our process systems.
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Customers

In order to wholly satisfy each customer, a comprehensive guideline is
established detailing the expectations and needs of different customer
groups. MPH-HK has identified two major groups of business in which
all customers fall into; Rooms and Restaurants, Bars & Events. Within
these two large groups, smaller subgroups are identified to further
develop personalised experiences. For Rooms, these subgroups consist
of Best Available Rate (BAR), Corporate, Wholesale and MICE. For
Restaurants, Bars & Events, these subgroups consist of Local
Customers, In-House Guests, Events, and Corporate. The use of a broad
range of communication channels exists to extract critical information
from all subgroups to ultimately provide world-class hospitality and
strengthen customer loyalty.

Measurement, Analysis, and Knowledge Management

In order to effectively track daily operations, overall performance and
make sure organisational goals are met, select data in areas of Associates,
customers, business results, environment and communities are
consistently evaluated. Data is collected through a range of processes
specific to the different areas and are later aligned and integrated with
the help of tools such as Property Management System (PMS), STR
Reports, and Point of Sales (POS) systems. Progress is monitored through
arelevant tracking process that defines strategic objectives and focuses;
identifies action steps to achieve the defined goals; identifies person(s)-
in-charge and team members; identifies required resources; and
determines milestones and deadlines.

Workforce

Hospitality is an industry that is very reliant on the capabilities of
individuals and as a result, a heavy emphasis is placed upon the
acquisition, development, nurturing, and retention of individuals who
comprise the workforce in MPH-HK. From the moment new Associates
join MPH-HK, a comprehensive list of skill assessment tasks are set in
place on both short-term and long-term horizons. Additionally, assessment
on an organizational and departmental level takes place to ensure the
execution of the Marco Polo Values is attained on a broad level.
Recognition and workforce engagement is another topic of heavy
importance and the “3 R’s Associate Activities” framework strengthens
the bond between employer and employee. This framework consists of
Rewards (i.e. internal competitions, award ceremonies), Recreation (i.e.
sports tournaments, staff sales) and Rapport (i.e. external gatherings,
day trips).
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Operations

Products, services and facilities provided require contribution and
cooperation from a diverse range of departments. In addition to
implementing this cooperation in an efficient and consistent manner, a
system of evaluation and internal audits exists to closely monitor
operational standards and service sequence. MPH-HK’s key processes
are achieved by fulfilling and exceeding customers’ expectations. The
different customer-related processes employed at MPH-HK are broken
down into different steps from reservation/inquiry stage through to post-
service care.

Results

The effective instilment of the Marco Polo Vision, Mission, Strategic
Objectives and Values ultimately dictate the degree of success that stems
from the countless processes that are deployed throughout the
organization. In order to achieve the goal of complete customer
satisfaction, a great deal of effort is invested into the very people that
deliver this service, evident by the increase in overall guest satisfaction,
repeat guest ratio, workforce engagement, and Associate attitude,
amongst other factors.
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