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‘Dr. Dog’ brings joy to students during exam period
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n Greek mythology, Psyche, the wife of Cupid, was the

goddess of soul who transformed the misfortunes of life into

true happiness. At CUHK, the responsibility of protecting
the souls of its students falls on the shoulders of the Office
of Student Affairs (OSA). Its Wellness and Counselling Centre
offers professional counselling services, and, like a Psyche
on campus, safeguards the mental well-being of nearly
20,000 full-time undergraduate and postgraduate students.

In the academic year 2016-17, the Centre managed 1,211
counselling cases, which more than doubled from the 501
cases in 2012-13. To meet the rising demand, the Centre
increased the number of frontline counsellors from eight
to 11 last year. Meanwhile, it relocated its offices from
Benjamin Franklin Centre on the Main Campus to the lake-
facing Pommerenke Student Centre for a more spacious and
comfortable counselling environment. It has also developed
a set of strategy for promoting campus-wide care.

According to Dr. Ada Yuen (2nd right, front row), Assistant
Director of OSA and a clinical psychologist by training, the
rise in demand for mental-health service is due to three
factors: more students are entering university with a history
of diagnoses; students are under greater pressure to perform
and achieve in every aspect of life while their resilience and
problem-solving ability might fail to keep up; and more of
them are seeking treatment thanks to a reduction in the
stigma surrounding mental illness.

To identify students at risk and act early, the Centre conducts
a mental health screening for over 3,000 undergraduate
and 1,000 postgraduate new students during the orientation
period from every August to October. Members of the
counselling staff give a presentation that covers symptoms
of possible mental illness and where to find on-campus
resources, while questionnaires will be distributed to survey
the students’ psychological health. Those who are identified
to have signs of depression, anxiety or even suicidal tendency
will be contacted by the counsellors for follow-up.

uBuddies is a peer counselling network
for undergraduate students. Some 30
representing a cross-section
of the student population are selected
from a pool of applicants each year since

students

2010. They are drilled in peer counselling
skills and taught to identify, understand
and respond to signs of mental illnesses
in others and in themselves. Under the
supervision of counselling professionals,
they transmit good vibes and sound
advice to students by organizing sharing
groups, shooting videos and producing
booklets.

Last year, uBuddies even set up a Facebook
page called ‘A Tree Hole in the Mountain’.
Like many ‘secrets’ social
media, it welcomes students to contribute

anonymously and vent their frustrations.

pages on

In particular, the peer counsellors who
manage the page will respond to each
submission carefully by giving advice and
guidance based on the mental health first
aid skills they have learned. ‘Compared
with professional counsellors, uBuddies
can better understand the troubles faced
by their fellow students. The messages
offered are likely to strike a chord. Students
who are too intimidated to seek help now
have a channel to cope with stress before
their problems become severe,” remarked
Dr. Yuen.

Number of Counselling Cases by Academic Year

i 5

Besides emergency relief, the Centre is trying to build
resilience in their students so they are less likely to
become overwhelmed in the first place. Mental health
promoting activities have proliferated, among which are the
‘Mindfulness Workshops’ that allow participants to transform
negative thoughts through conscious breathing, ‘Dr. Dogs’
that show up on campus during exam periods to cheer up
stressed-out students, and ‘Laughter Yoga' that combines
voluntary laughter and yoga breathing to revitalize the body
and the brain. This year, the ‘Mental Wellness Promotion
Day’ featured the theme of ‘embrace yourself’ to advocate
self-acceptance. Taken together, these activities are bringing
light to a once-taboo subject, and a broader concept of
mental health is starting to take hold.

Rather than relying on a single unit, protecting the
mental health of 20,000 students actually depends on
the collaboration of all parties on campus. Since last year,
the Centre has strengthened its partnership with the nine
Colleges of CUHK and assigned coordinators to each
of them. When there is a mental-health emergency, the
College staff can immediately contact the pre-assigned
counsellor to seek support and therefore improve
the efficiency of crisis management. In ‘A United and
Connected Campus: Suicide Prevention Symposium’ held
on 16 March, scholars, psychiatrists, and representatives
from the hostels and the Security Office shared experiences
from their respective perspectives. It taught staff members
who interact frequently with students how to read suicidal
signs and how to help.

If a doctor of the University Health Service (UHS) finds that
the symptoms of a student might be psychologically related,
he/she would refer the student to the Centre for counselling
treatment. Conversely, if a counsellor is of the opinion that
immediate medical intervention is required, the case would
be referred to UHS.
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uBuddies being drilled in peer counselling skills in a training camp

To provide support to needy students around the clock,
the Centre has set up a 24-hour emotional support hotline
(5400 2055) since March 2016. All calls are received by
trained counsellors from the Christian Family Service Centre.
Dr. Yuen said more than 200 tele-counselling cases have
been handled in the past two years, which proves to be an
effective way to assuage anxiety before it escalates.

Although the Centre mainly targets the students, Dr. Yuen
also shared a mental health tip for staff members: ‘Before
going to work, remind yourself of the reasons for choosing
this job. Whether it was serving the students, putting your
talent to good use, or simply supporting your family, as long
as you can bear in mind the meaning of your work, there
will be energy for you to stride forward.” When constantly
exposed to and absorbing the negative emotions of other
people, some counsellors are themselves one step from
burnout. The tip offered by Dr. Yuen must also be the secret
of how her team of soul guardians can regain and maintain
passion for their demanding yet meaningful work. (&7

Monthly New Cases in 2016
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‘A Beauty in Doing Things Together’

Vice-Chancellor Rocky Tuan Rallies University at Installation

SEYERAATRLERRE - HEARE/ERE 31

BABRMARERT \BLARERRAERE #

BE 24 Rk BNEEAREE At EIE
EHEEMBEE 2 RRBRREARESTIERDBELTHE
B (BABRXKREGG]) MABHE -

BHENFPAXENDRIAP LR R ETAEERE ML EER
bif R AR EH# EHIF Christopher Gane HUIR 1253 - W AL HL
HE FRREE -

Chmstopher Gane# Ll BRHIX MM LA BL - KR &
ENELERRE BRBEEES Y BAESEUBIRRLE [2
AZERMARKZMEERR LEZRRBMN DA - EERRAR
HipmRE - b REMBNITN PHBRBERMBEETT UHAA
WRFEM AR T — B2 -] BULEE R ERIIRARELE
B EREMZmREE -

AR AERRBRBENBEZ & b4
TRE - IBFEBIMBRESNAC KRR ZE:
/\% ERHHERET REN2EEER CHER iéLiB%’i
BRRETHRE BEER AL HEHRNEERERS
NEMBR SRR MHEAZ ﬁBJ—_EEﬁZFﬁLj:E}]EJ—.EE’] e
14 o | BT RBOREN S HA - KRG RRTRA T M EE (F
H A1 -
BHROBE LEP K [—HERNAE - HRAERA
HEEZRERNRIR HBERENITEUSIZERIFE &Eﬁ“
‘iiwc‘Jf’@Hﬁ*ﬁEEﬁEﬁ%’xﬁi%ﬁiﬁ%f’ﬁﬁt% TETW&A il
APLEL BP AR R WA ERBEEHR

THATROBRBEER BE—MIERSEMN MEEA &
SAEE EE—E“%E”JEKEO ﬁﬁéﬁﬁkﬁﬁﬁ’]ﬁ%ﬁ A5 R R AR
KBS YR KREA SRR R BN R AR BB -
MbPImEES 8L EJLAL/F)%IﬁdFﬁE’\JE\%ﬁi%Ha%i IR AR
ARHEGE - AR B M ER M ER MR ESES S - HHNER
IR - A PR AR L BORE - LR ARMNE - IR R B R
REYHRR - ﬁﬁ%z%aﬁ [RAHLREFARKE[AT EE  BHE
RE AFEAE BEYWRITASH B UAL ]

& - BREUR SR Orhan Pamuk/ N E)—BREEVEAS - [EAE AR HOIREZ
BB ES SR MY AREKETE: [(HEE
MEUABEEERZR  RABBBRMA—BULRE Rk X
FEMNPAR EAREEN FARIEZTANRE

B BRI

e T@F’J\E}\Pﬁ%ﬂﬂﬁﬁm
[FREBIFN F L

Installation of Pr

Run Shaw Hall, where the installation ceremony was held, was packed to the full. Among those 800 present

were members of the Council, faculty, staff, students, alumni and government and higher education leaders
from Hong Kong, the Mainland and overseas who witnessed Professor Tuan presented with a copy of The Chinese
University of Hong Kong Ordinance and the University Seal by Dr. Norman Leung Nai-pang, Chairman of the
University Council.

Prof. Rocky S. Tuan was officially installed as the University’s eighth Vice-Chancellor on 17 April. The Sir Run

The introductions of Professor Tuan were written and delivered in English by Prof. Christopher Gane, Dean and Simon
F.S. Li Professor of Law, and in Chinese by Prof. Ho Che-wah, Chairman of the Department of Chinese Language and
Literature.

Professor Gane presented a brief survey of Professor Tuan’s academic achievements and scientific contributions
particularly in the field of regenerative medicine. He expressed confidence that Professor Tuan’s ability to contribute
on multiple fronts, as demonstrated by his previous outstanding performance in concurrent roles, should stand him
in good stead as he confronts the demanding role of CUHK Vice-Chancellor. He said, ‘One of the striking features of
Professor Tuan’s scientific career is his ability to hold down not one, but two or even three appointments concurrently.
This is, of course, a mark of recognition: everyone wants a piece of Rocky Tuan. It is also a testament to his energy,
industry and capacity for leadership.’

In addition to a biographical sketch, Professor Ho’s introduction gave the audience a glimpse of Professor Tuan’s lesser
known musical talent. He quoted the Vice-Chancellor’s own reflection on his passion for music: ‘I love ensemble
work, and the moment of true union of minds, a fusion of the experience and hard work and musical expression of
everyone, is the true spirit of music that | have been after. Achieving such moments depends absolutely on relentless
practice and hard work, and does not necessarily always materialize, but when they do, it is pure ecstasy! Reaching
and being immersed in that spiritual state is to me what musical performance is all about.” It therefore came as no
surprise that the spirit of harmony and collaboration in music can also be found in Professor Tuan’s style of leadership
in education and research.

At the beginning of his address to the audience, Professor Tuan compared CUHK to ‘a great tome... old enough to
be an endless source of wisdom and inspirations, but young enough to open up new vistas and whet the appetite
for adventure.” He was prepared to lead the University through the challenges of the times, take it to new heights of
excellence and engagement, and pass on its precious legacy.

To Professor Tuan, taking the helm of a leading university in his birthplace marked the embarkation on the most
exciting and meaningful journey home. He shared a tremendous sense of belonging with the rest of the CUHK
community, in particular its massive alumni body. In his words, ‘[Our alumni] carry within themselves what has
been learned in our labs or classrooms, and delight in lifelong friendships made in our college canteens or sport
grounds. To the outside world, CUHK is known by the faces and feats of these fine products of the University. They
are the bridge between CUHK and society.” He went on to say, ‘I wish to tap this rich resource of talented members
of the alumni community for the good of the University, and to shore up and take forward the University’s strategic
objectives of increasing its global profile and presence.’

In closing, Professor Tuan quoted a line from one of Orhan Pamuk’s best-known novels: ‘Life was an adventure, and
there was a beauty in doing things together.” His rallying words to all CUHK members: ‘I have the incredibly good
fortune of being in the same place with you for the duration of my term. I now extend an invitation to you—dear staff,
alumni, benefactors, friends and, most important of all, trustees of posterity—to join me on this glorious journey that
is CUHK!" &
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Global Alumni Advisory Board Holds Inaugural Meeting
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The Vice-Chancellor’s Global Alumni Advisory Board (GAAB) held its inaugural meeting
on campus on 16 April. Chaired by Vice-Chancellor Prof. Rocky S. Tuan, GAAB consists
of 12 distinguished alumni from diverse sectors and locales who graduated from CUHK in
different years. They are Mr. William Cheung Chuen-hing, Ms. Teresa Wat Kit-bing, Ms.
Lam Bun-ching, Mr. Lee Wai-kwong, Mr. Albert Wong Kwai-huen, Mr. Peter Hung Chau-
wai, Mr. Gordon Lam Wai-chung, Mr. Ralph Chow Shui-sang, Mr. Steve Lau Siu-ying, Ms.
Rizal Kam Ming-ming, Mr. Cheung Leong and Ms. Bonnie Chiu Shun-yu. They put their
heads together to discuss major challenges faced by the University, and provided strategic
advice and recommendations on how to strengthen its international reputation and utilize
resources and networks for the advancement of the University.

The 12 members also visited a number of campus facilities, including the Lo Kwee-Seong
Integrated Biomedical Sciences Building, the CUHK Robotics Institute and the University
Gallery. They were given a deeper understanding of their alma mater’s latest development
and areas of excellence, and had fruitful interactions with the senior management, faculty
members and students.
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Naming Ceremony of Chong Kin Wo Hall

REH VRRER] BREMZ LR BXERKZRERESR/EENE
WR4A26 AT R H#E  mEENLt (A=) HiaxZsgEet (E—) -
BELL (D) BREERE (BD) WMXERRESIFERBHELE (B
AN RREEHRE (F—) X&-

BEEMZ T REER T RMBRNL [HREMEES | RESRELEFINR
e BELLTE012FREA [MXER K] KE  WHREZREM A2 4ERMH
EEBAL

In appreciation of the support of Madam Chong Kin Wo, the founder of a famous

dumpling brand, C.W. Chu College named its Multi-purpose Hall as Chong Kin
Wo Hall.

Held on 26 April, the naming ceremony was officiated by Madam Chong Kin Wo
(3rd left); her daughters Mrs. Jessica Luchangco (Ist left) and Ms. Joanne Wong
(2nd left); Prof. Rocky S. Tuan (2nd right), Vice-Chancellor of CUHK; Dr. David
Chu (3rd right), Chairman of C.W. Chu College Committee of Overseers and Prof.
Chan Wai-yee (1st right), Master of the College.

Madam Chong Kin Wo and Ms. Joanne Wong made a generous donation towards
the establishment of the Chong Kin Wo Scholarship, which aims to broaden
students’ horizons through their exchange and outreach experiences. Ms. Joanne
Wong has been a Member of the Friends of the College since 2012. She is currently
a mentor of the College and has offered internship opportunities to students.
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Navigating the Career Journey
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Students

ce Gateway for Employe
27 February - 2 March 2018
11:30 a.m. - 4:30 p.m.
G/F, Yasumoto International Academic Park

Organized by the Career , Office of
The Chinese Universiy of Hong Kong
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The Career Planning and Development Centre of the Office of Student Affairs organized
the 2018 Careers Fair, which ran from 27 February to 2 March at the Yasumoto
International Academic Park. This year, the fair brought together more than 120
recruiters from over 24 industries, covering job openings that ranged from internships
to graduate positions. Mr. Raymond Leung (4th left, front row), Director of Student
Affairs, said in his opening ceremony, ‘Early career planning plays a crucial part in
making one’s campus life meaningful. Hence, we encourage students of all years to join
the Careers Fair and explore their career paths. | believe success starts with passion.
Once students have discovered where their passion lies, they could jump-start their
career, step by step.’

Over 2,600 students participated in the fair. In the interactive recruitment platform, students
not only connected directly with the recruiters but also drew benefits from the additional
career services, including CV photo shooting and career consultation.
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Chong Kin Wo Hall
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Smart Cancer Screening
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Colonoscopy allows doctors to examine
the whole colonic wall and remove the
polyps identified, but the examination is
prone to misdiagnosis when the colorectal
polyps are less obvious. The Al system
developed by Prof. Carmen Poon’s team
can analyze each endoscopic image for
real-time polyp evaluation.
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FinTech Al Solutions
Recognized
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Al has made inroads to meet the rising
demands for personalized information
to enable efficient investment decisions.
The ‘Al Stock Analyzer’ and ‘Icovisor’
proposed by two teams of CUHK's Faculty
of Engineering have won the championship
and the first runner-up respectively in two
FinTech hackathons.
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No Headache for Foodie
Rendezvous
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Choosing restaurants is often a headache

for gastronomic lovers. Most popular
dining guides make recommendations
vis-a-vis the ratings by public users, but
people tend to pick restaurants based
on peer reviews. Prof. Wong Kam-fai’s
team has developed a mobile app which
prioritizes the restaurants with more
recommendations on social media.

E1TREEE LLFFEH
When Behavioural
Activation Meets
Mindfulness

BEG-AERAB =B LS 8]
EHMEEARSRERELNEE 8%
FEXTERMNTHHE - P RBSEMk
REESTTRBGNFENEE ERE
Bz s RER L EEHEER
[ o

Three out of 100 local adults have

depression. Patients with subthreshold
depression, a risk factor for developing
major depressive disorder, needs active
monitoring or regular counselling. CUHK’s
Faculty of Medicine has shown that
behavioural activation with mindfulness
meditation could help reduce depressive
symptoms and prevent major depression.

BiaERiE

Musical Dream Unbound
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Invented by the team from CUHK'’s
Department of Mechanical and Automation
Engineering and Prince of Wales Hospital,
the prosthetic arm helps Shum Hang-fu
realize his musical dream. He could
play Under the Lion Rock one
week after receiving the

custom-built prosthetic
arm.
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Emeritus Professor
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Prof. Henry N.C. Wong of Department of Chemistry has

been awarded the title of Emeritus Professor with effect
from 1 May 2018.

RiERET S B ORANE
Investment Returns of Staff Superannuation Scheme

3.2018 1.4.2017-31.3.2018
g@ & 436 5] & =]
s REEEBHE DR gy EREE
) Benchmark . Benchmark
Unaudited Unaudited

Return Return
5
. —2.31% —1.68% 22.31% 19.48%
N7 ’%‘
Bﬂl;nced -0.86% ~0.87% 17.19% 16.89%
Efble ~0.13% 0.66% 10.10% 12.86%

e

:‘i Eﬂfﬁy -2.25% —2.56% 33.38% 28.96%
BBIEE
T e -2.23% -2.33% 28.77% 29.47%
A50 &
i Eghij: = ~3.61% -419% 36.08% 38.18%
BILIRITIF K
s B;rfgeposit 0.12% 0.03% 0.99% 0.24%
ETCIRITFER"
D B;fgep - 0.48% 0.37% 2.72% 1.47%
SR ISR TR
A@JS B;ﬂfggposit* ~0.91% —1.04% 3.95% 2.56%
B TSR T IR
Eujé Bﬁgfgzposit* 116% 1.30% 16.07% 16.32%
AR BT 1.45% 1.34% 14.54% 12.89%

RMB Bank Deposit*

MRS EIERFAMH:
www.cuhk.edu.hk/bursary/chi/public/payroll_benefits/mpf.html

For MPF Scheme performance, please refer to:
www.cuhk.edu.hk/bursary/eng/public/payroll_benefits/mpf.html

* BERERZEDRC SR HHREN CEXZEH

Both actual and benchmark returns include foreign currency exchange difference for the month

NKEERE ) SERE
‘Vanishing Glaciers’ Exhibition

HEf Date:
22.03-30.06.2018

BERS Time:
5 9:30-5:00 pm

2 Venue:
ESgRIEZLEYE
Jockey Club Museum of
Climate Change

30.06.2018 -

i 4 0

#R8% Admission:
M2 % Free admissions

& Enquiries:
3943 3972/
mocc@cuhk.edu.hk
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It is believed that cooking was invented by our ancestors between 1.8 million and 2.3
million years ago. Food writing, however, is relatively recent. The oldest surviving recipes,

of sophisticated ancient Mesopotamian cuisine, came down to us on three Akkadian tablets
from 1,700 BC.

An omnivorous foodie culture has enveloped the developed world in recent decades,
growing ever hungrier with technology. Food blogs and food apps abound in our quotidian
existence; if we want to plan for a coming anniversary or simply a change from our local
cha chaan tang, we browse OpenRice, the Michelin Guides, the Fooding Guide and the
like. The epicurean column in these pages a few years ago—'Mouth-watering Morsels'—
was received with salivating attention from many quarters of campus and gave rise to,
literally, thoughts for food before lunch and/or tea times.

In the matter of taste, we tend to be sheep in a flock swayed by authorities and influencers.
But not a few emptors have the disheartening experience of patronizing an eatery based
on a broadcast or published review and finding the culinary experience a totally different
matter. While not everyone is a chef, modern men and women are reasonably experienced
gourmands and food critics. If we were to rely on words of mouth, they better come from
people we know rather than people we think know better than us.

A team from the Department of Systems Engineering and Engineering Management of
CUHK has developed an Al system that can make the most personalized and pertinent
recommendations on where and what to eat. The Integrated Community-based Microblog
Recommendation System, or INCOMIRS, culls data and reviews left by a user’s friends on
social media to arrive at a suggestion of what culinary outlets the user should try next.

Prof. Wong Kam-fai, leader of the team, explained that they had integrated data mining,
translating function and software application into a novel algorithm to collect and propose
more personalized search results and preferred dining recommendations for each user
based on his/her social network. INCOMIRS has received the first-class award in the
innovation category of the 3rd Chinese Youth Congress on Artificial Intelligence. lIts
Android app will soon be available for free download.

Alice E. Marwick remarked, “Big Data is made up of ‘little data’, and these little data may
be deeply personal.” When one man’s meat, a deeply personal matter, is another man’s
meat too, the little data of where and what he eats can be used to satisfy other men and
women’s appetites.
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The issue of gender is much more complex and nuanced than most people realize, as it
is not as simple as the binary opposition of male and female. The line dividing the two is
indeed wide and fluid. This is an important topic covered in the classes of CUHK’s Gender
Studies Programme, and also a key message reflected in the Programme’s logo design.

Traditionally, the two standard gender symbols are the Mars symbol T that depicts the
shield and spear of the god of war, and the Venus symbol @ that depicts the bronze mirror
with a handle of the goddess of love and beauty. The designer of the Programme’s mark
took out the arrow from the male symbol and the cross from the female to form a sideways
infinity sign, denoting the Programme’s aspiration to break down gender dichotomy and
promote inclusivity and acceptance.

The cross adopts the colour of bright orange and the arrow turquoise, defying the stereotypes
that pink is for the girl and blue for the boy. Orange is the colour of joy that gives a sense
of warmth and enthusiasm, while turquoise, meaning ‘Turkish stone’ as it came to Europe
from Turkey, is associated with serenity, wisdom and patience. The strong contrast reminds
us what is possible when unique individuals join hands for the benefit of all.

Colour gradient is found on the S-curve that links the gender signs together. It conveys the
message that as opposed to having only two endpoints, gender is a spectrum that embodies
many variations, like people who are genderfluid, androgynous, transgender, etc. It also
acknowledges that there are various ways in which people externally communicate their
gender identity to others through behaviour, clothing, haircut, voice and other forms of
gender expressions.

With the cross and the arrow sweeping inward and pointing at the centre, the logo
represents women, men and all other genders working together to make gender equality
a reality. It is also a reminder that although gender is complicated and gender identities
come with numerous labels, we don’t need to remember and distinguish every one. What
we need to do is leave room for variety, show respect for differences, and let people be
themselves.

Christine N.
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Why did you join the University after working in the hotel sector for more than 30 years?

I'd worked for world-leading hotel groups like the Peninsula, Regent, Marriott and Hyatt in the US, Australia,
Mainland China and Hong Kong, as general manager for more than 20 years and district vice-president for five
years, and dealt with different landlords and guests. Hotel is both a service industry and a complex business
which requires administrators of high calibre. Over the years, | have come across numerous cases, both
successful and extremely challenging ones. It will be meaningful if | could share my experience with the staff
and students of the School and provide professional training for the young generation.

How does your School set out to train its students?

Service is the crux of the hospitality industry. But as a business, it cannot be sustained if it’s not making profits.
The objective of our BBA Programme in Hospitality and Real Estate is clear: we go beyond management to
cover the entire business operation with a focus on the relationship between hospitality and real estate. In the
long run, we aim at nurturing our students to be leaders in various professions, with substantial knowledge
in resource deployment for projects on different scales. Our programme includes 900 hours of practicum to
equip the students with enough frontline experience before graduation, which will be vital for facing future
challenges in the hospitality and real estate fields, and for developing their entrepreneurial potentials.

What does the future hold for the hotel and tourism industry?

The opening of the Hong Kong-Zhuhai-Macao Bridge will accelerate the movements of people and goods.
Plus the Belt and Road Initiative, the demand for hotel accommodation can only increase. Putting Hong
Kong within the wider context of the Greater Bay Area, and considering its accompanying infrastructural
developments and policies, | must say that the future looks really rosy. Hong Kong’s excellent management
quality makes the city in hot demand from the Belt and Road countries. In the next three years, China, Hong
Kong and Macao will see the establishment of over 1,000 hotels of different niches. The Greater China region
has a high demand for talent in the industry, and our graduates will therefore enjoy ample opportunities for
career development.

What is the impact of the Internet on the hotel and tourism industry?

The changes are revolutionary. In the past, we had to go through six or seven steps from reservation to
checking-in. Today, it’s just one click on the Internet. The rise of Airbnb has made our competitors even more
numerous, and room rental websites are now all the rage. Hoteliers are thinking hard about the reason why
most customers prefer not to book with the hotels directly. In addition to the differences in choice, price, and
terms, the unfashionable and unfriendly designs of many hotel websites also make booking cumbersome. In
this e-commerce era, young people no longer pay with cash or credit card.

All challenges come in two faces—crises and opportunities. The Internet collects loads of data about the
backgrounds and preferences of customers, making customized services possible. Luxury hotels with a small
market niche are especially reliant on such client-tailored services. A room booked by a female customer must
be fitted with facilities suitable for women; elderly customers should be assigned rooms closer to the elevator
and never a table tucked away in a corner of the restaurant. Give your customer an occasional surprise. But
never celebrate ahead the birthday of a German customer, because Germans consider that bad luck.

Are there any cultural differences within the hotel industry?

My PhD thesis was on the localization of senior management in international luxury hotels. | have witnessed
how some international hotels, by adhering to the western model of management, overlooked the oriental
way of handling things and doing business, as well as the culinary habits of local customers. Handling cultural
differences is like holding an egg: if you hold it too tightly, the egg will crack; but if you don’t hold it tightly
enough, it will fall. There should be a balance between occidental discipline and oriental ease. Generally
speaking, | think the East is better than the West when it comes to the provision of sophisticated services.

How are your professional knowledge
and exposure influencing your travel
experience?

I must admit that | have been spoiled by my
experience working in five-star hotels, which
makes me very particular with what a hotel
offers in terms of ambience, cleanliness,
logistics and efficiency. 1 am old-school, and
won’t take risk in staying in a budget hotel
because | know | won't be greeted by smiling
faces upon arrival, and that the services will
fall short of my expectations. | am obsessed
with details. Things like a carpet stain or the
smell of cigarette on the wallpaper can never
escape my attention and will all make me feel
uneasy. Having worked so hard for decades,
| think | deserve some pampering. I'd rather
- spend 30 to 50% more in exchange for what
| consider real service. So if you ask whether
I've ever tried Airbnb, the answer is no. [
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