Case Name

A "Special" Dinner - Park Hyatt Hangzhou
Theory

Brand communication; Scene Marketing
Keywords

Backstage Layout; Innovation; Customized Menu

Background Information

1.

2.

The banquet halls of hotels have always needed more creativity and utilizing them
in creative ways is somewhat tricky.

Foreign brand hotels’ “Staff Only” areas have permanently been restricted to the
public, and only guest areas are accessible to hotel customers.

Marketing Strategy

1.

On December 1, 2021, Sun Yang, a former Olympic gold medalist, celebrated his
30th birthday. Park Hyatt Hangzhou planned an exquisite birthday banquet to
celebrate his entry to a new stage of life. The hotel team has shown their creativity
and attentiveness, from the selection of the dinner venue to its decoration and
presentation. The hotel's central kitchen was permitted to be the venue of the
birthday party, which was the first time in the history of Park Hyatt Hangzhou.
The entrance to the dinner venue was cleverly decorated as a swimming pool track,
which has accompanied Sun Yang's growth. With intelligent partitioning and
setting, the kitchen aisle was transformed into a living room to welcome guests. In
addition to the simple home-style sofa, several well-selected photos of Sun Yang
with family and friends hang on the wall to create a warm ambiance.

The dinner table was placed squarely in the kitchen, making it a more family-style
gathering like at home, allowing the guests to enjoy the ongoing cooking of the
chefs. This is a fashionable and fun concept called “ chef's table.”

The hotel general manager joined the chefs and led the team to produce the dishes
orderly, making the food delicious and homey. No menu was prepared for the
dinner, and the guests were filled with anticipation and surprise for the food they
were about to enjoy.

As the dinner ended, the guests turned to the dessert table at the corner, where the
pastry chef vividly made the sugar roses. The decoration of the birthday cake was
the most outstanding. The cake came in the shape of "30," surrounded by photos
collected by Sun's mother, who recorded her memories of Sun Yang from his birth
to a thirty-year-old man.

Outcomes

People’ s awareness of the Park Hyatt Hangzhou was significantly increased by
organizing this birthday party. Consumers can see the hotel's shiny and bright front
desk and its clean and orderly backstage, which has provided more first-hand
information for the customers and enhanced their trust in the hotel.

Implications & Challenges

Nevertheless, exposing the backstage can be risky, as it breaks the hotel's regular
operating mode. And there may be different reactions from within the industry.
However, the positive impact increases customers' confidence in the brand and their
purchasing potential, eventually increasing the hotel's revenue.
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