Case Name

Creating Ultimate Experience - New Breakthrough in Hotel Performance
Theory

Internal marketing

Keywords
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Background Information

1.
2.

Reviews on the Ctrip platform are important for guests in choosing hotels.
Only the ultimate customer experience can bring guests back again;

3. Satisfied employees can bring satisfied customers.
4. Those who share the same desire and do things in solidarity will win.

Marketing Strategy

1.

Understand the internal standards for Ctrip hotel ratings: five points are considered
reasonable, and below five are poor. Make sure to provide feedback with 100%
personalized replies to those genuine hotel reviews.

2. Set the assessment targets for each hotel department based on Ctrip rating standards and
link them to performance pay.

3. Establish a dedicated and innovative service team to conduct product research and service
design for tourism platforms such as Ctrip. Provide more resources and support based on
nationwide service authorization.

4. The project leader summarizes roadshows each month and determines what and which
department needs improvement for the following month.

Outcomes

1. The Ctrip rating increased from 4.7 in 2021 to 4.9 in 2022 and remained unchanged in 2023.
It became the only international five-star hotel in Ningbo with a high rating record.

2. The hotel became the highest ADR hotel in Beilun District and achieved new performance
high since its opening for two consecutive years.

3. The hotel staff's service received encouragement and recognition from guests, improving

the team's overall state and providing employees with material rewards and personal
development.

Implications & Challenges

This “internal modification” improved the experience and satisfaction rate of the customers
who chose to stay in the hotel, as well as the service awareness and confidence of the team
members. The challenge the hotel faces is how to maintain the practice of service innovation
in the future.
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