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The Westin Pazhou Hotel Buffet Restaurant Promotion
Theory
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Background information

The COVID-19 pandemic has caused unprecedented revenue declines in the hotel industry.
The Westin Pazhou Hotel, which targets conference and exhibition clients, has been
dramatically affected by the pandemic policies that have postponed meetings and events,
resulting in a significant decrease in occupancy rates. The Westin Pazhou Hotel launched a
year-long Diamond Card promotion offering unlimited buffet access to increase revenue.

Marketing strategy

The marketing strategy includes the Diamond Card, which allows unlimited access to the buffet
during breakfast, lunch, and dinner for a year. Guests can also bring a child under six years old
or a senior over 65 to dine for free each time they use the card. This promotion is being jointly
promoted with Alibaba and sold on various platforms, including Fliggy, the Westin Pazhou
Hotel official website, WeChat mall, and Taobao Live. To support the launch of this product,
Westin Pazhou Hotel and Alibaba has developed a facial recognition system that is installed at
the restaurant entrance. Guests only need to register once, eliminating the need to register
before each meal and allowing them to enter the restaurant directly. This system also helps
establish the hotel's data statistics and customer profiles, laying the foundation for future
product promotions.

Outcomes

Westin Pazhou Hotel's buffet diamond card sales sold 318 cards in the first four hours, with
total revenue exceeding 2 million yuan. The media reported on it over 100 times, which
sparked strong reactions and discussions within the industry.

Implications & Challenges

During the pandemic, this marketing campaign brought significant cash flow, gained
tremendous market attention, and opened new ideas for promotion. Based on this success,
Westin Pazhou Hotel has launched a series of F&B and hotel products that have performed
well.
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Figure 1. The Westin Pazhou Hotel Buffet Restaurant Promotion Package Content
(https://www.sohu.com/a/384075867 143284)
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Figure 2. The Westin Pazhou Hotel Buffet Restaurant Promotion Package Content
(https://www.sohu.com/a/384075867 143284)
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