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The Marco Polo Hongkong Hotel,

The Marco Polo Gateway and

The Marco Polo Prince Hotel are

located on Canton Road,

Tsimshatsui, in Hong Kong. The

three hotels comprise 1,500

guestrooms and 14 restaurants

and bars. The hotel group aims

to create a secure living and

w o r k i n g  e n v i r o n m e n t

incorporating user-friendly

technology,  to enable i ts

customers to comfortably

achieve the purpose of their

travels. The key strengths of the

hotel group are highlighted in the

following categories:

Leadership
The hotel group has clearly defined its

corporate beliefs, values, and mission. In

2003, five key messages were launched

through the Service Excellence Program to

help reinforce the service mindset of its

associates. The senior leaders of the hotel

group maintain close communications with

staff and obtain feedback from staff with

a view to improving the leadership

effectiveness and leadership style.

The hotel group supports charity and

environmental protection activities.It also

provides training opportunities for tertiary

students of hotel management programmes.

Strategic Planning
The hotel group has good understanding of

the competitive environment and its strength

relative to competitors. On this basis,

marketing plans with clear goals, objectives

and timeframes are worked out annually.

Performance indicators are set to monitor

business performance on a monthly basis.

Customer and Market Focus
The hotel group endeavours to capture

customer and market knowledge through

extensive methods and channels. Various

surveys are conducted to collect customer

feedback and sat isfact ion levels.  I t

responds promptly to customer feedback,

especia l ly  those that  are negat ive.

Frontline associates are empowered to

respond to guest complaints immediately.

Information and Analysis
Key performance indicators gathered

from designated systems and sources are

discussed daily at the morning briefing

sessions.Financial performance, including

market, competitor and debtor data, is

analysed regularly. System audits on

applications and procedures are carried

out annually.

Human Resource Focus
The hotel group sets clear objectives

every year for staff and maintains

effect ive communications between

ma n a g eme n t  a n d  s t a f f .  S t a f f

performance and development are

reviewed to be realigned with business

objectives.

Various programmes are launched

regularly to ensure quality service and

strengthen the corporate culture. Work

safety, security, food and recreation

issues are monitored through staff

opinion surveys.

Process Management
In-room questionnaires, opinion cards,

guest comments and feedback are

handled immediately.  In addi t ion,

service audits and third party surveys

are implemented to identify and reduce

service failure or error.

Various performance indicators are

used to measure the effectiveness of

business processes. The hotel group

a lso  takes s teps to  cont inuous ly

improve performance.

Business Results
While the hotel group achieved very high

ratings for guest satisfaction, the gross

operating profit and yield position also
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improved in 2002. The results of loyalty

programs, partnership programs, and

sec re ta ry  i ncen t i ve  schemes  a re

improving as well.

In order to maintain service qual i ty,

over  95 per  cent  o f  the assoc ia tes

are cert i f ied in the Job Cert i f icat ion

Program.  The hote l  g roup has put

e x t r a  e f f o r t  t o  ma i n t a i n  a  g r een

environment for i ts employees.
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