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Your Next Growth

Opportunity

We are an industry leader in the global hotel
market. With a portfolio'of award-winning brands,
combined with our best-in-class systems, IHG

can help you maximize your growth potential.

InterContinental Hotels Group

Express
& Suites

Contact our Development Team to learn

how you can be a part of our siiccess,

Call 866.933.8356,
visit IHG.com/development or
email development@IHG.com,
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President's Letter to the Members

GE LR
Wilson Wang
President of THMASC

Time flies..... The 37th year for the Association
quickly came and gone. I sincerely appreciate
everyone’s relentless effort in the Association’s affairs
and events.

Looking back in time, we’ve come through the
challenges of economic turbulence. Most of the
members are beginning the joy of increased market
share and revenue. However, this is also the year when
we faced many legal obstacles such as the American
Disability Act of 2010 Update and 2012 Department of
Labor audit for restaurant and hospitality industries.
With the strong alliance of our members,
collaboratively we shared our experiences and
resources in countering this road blocks.
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Praesident's-Letter-to-the-Members

Unfortunately, this, too, is the year we lost a great
legend in the Taiwanese-American community. Mr.
Kenjohn Wang, one of our Association’s founding
fathers, passed away on February 11, 2012 at the age
of 82.
community, yet he touched many lives of the
Taiwanese, both here and at the homeland. The
legacy he created continues to affect us and will long

His departure is the greatest lost in our

live in our hearts. For that, the Board unanimously
elected to honor him as our Honorary President of the
Taiwan Hotel & Motel Association of Southern
California.

As life continues, we still have very long journey to
cross with many Association tasks to complete. As
President Re-clected for the 38th term, I humbly seek
your assistance in the coming year. Please continue to
support our Association and let me know how I can
better service our members.
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Chairman HHEE

s Mr. Stephen Hsu

515 West Katella Ave.

Anaheim, CA 92802

(0)714-991-6868

(F)714-817-8588
e-mail:Stephen@ramadaanaheim.com

President &

FEEfE Mr. Wilson Wang

1901 Main St., Suite.175

Irvine, CA 92614

(0)949-622-3402

(F)949-622-3410
e-mail:Wilson@atlashospitality.com

Consultant &M

FR a4 Mr. Chris Chiu

2 Orchard

Lake Forest, CA 92630
(0)949-462-9500
(F)949-273-5898
e-mail:chiulaxst@yahoo.com

Consultant &7 F5ER

HEIE Mr. Herman Lin
9335 Kearny Mesa Rd.

San Diego, CA 92126
(0)858-695-2300
(F)858-578-7925
e-mail:herman.lin@yahoo.com

Consultant &R
%1% Mr. Joseph Fan
21725 E. Gateway Center Dr.
Diamond Bar, CA 91765
(0)909-860-6255
(F)909-612-5730
e-mail:brightonlic@aol.com

Consultant &

¥ {5 Mr. Gerald Wang
1455 Monterey Pass Rd., #201
Monterey Park, CA 91754
(0)323-268-8886
(F)626-446-4068
e-mail:gwang@vicinn7.com

Consultant €#5RHRY
Bk fE Mr. Nicolas Teng
3344 State St.

Santa Barbara, CA 93105
(0)805-687-6611
(F)805-687-7116
e-mail:nickteng@msn.com

Vice President FHI&E
B H Mr. Tom Wu

705 N. San Gabriel Blvd.
Rosemead, CA 91770
(0)323-887-9235
(F)323-887-9236
e-mail:tomwula@yahoo.com

Vice President HI&E
EF i Mr. Michael Wang
5325 E. Pacific Coast Hwy
Long Beach, CA 90804
(0)562-597-3285
(F)562-498-7167
e-mail:mwang@venquest.com

Vice President Hl&E
&~ Mr. Simon Kuo
26328 Oso Parkway

Mission Viejo, CA 92691
(0)949-582-7100
(F)949-367-7696
e-mail:Simonkuo9@yahoo.com

Vice President FHI&E
Pii#i75 Mr. Kevin Chen

915 S. Disneyland Dr.
Anaheim, CA 92801
(0)714-778-0350
(F)714-778-3878
e-mail:kchen@super8motel.net

Auditor 5#

Z=qi i Mr. Terry Lee

345 S. Figueroa St.,Suite 100
Los Angeles, CA 90071
(0)213-680-8811 Ext.11
(F)213-680-9134
e-mail:terry@apccusa.com

Treasurer HHE

HEEHE Mr. William Sze

1370 Valley Vista Dr. Suite#275
Diamond Bar, Ca 91765
(0)800-503-6222

(F)888-731-6202
e-mail:William@alliancebankcard.com

Director HIZ

i #mE Mr. Peter Cheng
1538 E. Lincoln Ave.
Anaheim, CA 92805
(0)714-635-6888
(F)714-883-8000

Director Bz

21 Mr. Ben Liu

788 W. Huntington Dr.
Monrovia, CA 91016
(0)626-358-8981
(F)626-301-0657
e-mail:grandoaktreeinn@aol.com

Director HlE

5% Mr. Harry Lu
1744 S.Nogales Street
Rowland Heights, Ca 91748
(0)626-820-1099
e-mail:harryleu@gmail.com

Director HIH

Bk fit Mr. Derrick chen

611 S. Westlake Ave

Los Angeles Ca 90057

(0) 213-483-6262
e-mail:dchen78998@gmail.com

Director HiE

B4z Mr. Paul Chang

2131 E. Colorado Blvd
Pasadena, Ca 91107
(0):626-796-3121

(F) :626-793-4713

e-mail: chinchincster@gmail.com

Director B

138 Ms. Tina Wu

17700 Castleton Street Suite 100
City of Industry, Ca 91748
(0)626-363-8988

(F)626-363-8980
twu@americancontinentalbank.com

Director HH

FREE Ms. Kitty Lo

34 Via Rubino

Newport Coast, Ca 92657
(0):949-212-8733
(F):949-376-6132
e-mail:kitty@nexmart.com.tw

Director #¥H

%30 Mr. Wayne Jiang

2171 S. Harbor Blvd

Anaheim, Ca 92802
Tel:714-703-1220
Fax:714-703-1401
e-mail:waynejiang60@gmail.com

Director HE

PiiE# Mr. Ray Chen
125 Pacific Coast Hwy
Hermosa, Ca 90254
(0)310-408-5901

(F) 310-798-9470
e-mail:tonshin@msn.com

Director HLH

BIEEr Mr. Peter Liu

920 S. Beach Blvd

Anaheim, Ca 92804
(0)714-826-4740
(F)714-995-6394
e-mail:peterliu6688@sbcglobal.net

Secretary General #H§pE
filfik{§ Ms. Anita Ko

1045 E. Valley Blvd #A212

San Gabriel, Ca 91776
Tel:626-280-2207
Fax:626-280-2243
e-mail:thmasc1688@gmail.com
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Y HEE D EVAS5)E Ramada Worldwide’s “ Best of 20127

RAMADA

April 3, 2012

Stephen Hsu

Ramada

515 W Katella Avenue
Anaheim, CA 92802

Dear Stephen:
Congratulations on receiving Ramada Worldwide’s “BEST of 2012” award!

It is with great honor that we present you and your entire team with Ramada Worldwide's
most prestigious award. We applaud your efforts of providing exceptional customer
service, impressive property performance and high quality accommodations.

The “BEST of 2012” award distinguishes your hotel as one of the top five percent in the
Ramada Worldwide family. Your dedication to living our “iam” service culture and
providing the best customer service to every guest, every day, should be celebrated.

In an effort to help you share this important accomplishment with your customers,
employees, colleagues and friends, we are proud to send you the enclosed “BEST of
2012” award. Please display it prominently in your hotel to remind guests that they are
staying at a top performing Ramada hotel.

Thank you for going the extra mile and for your commitment to Ramada Worldwide.
Know that you are an inspiration to the entire Ramada family,

Best regards, p

'
Mark F. Young, CHA
Brand Senior Vice President
Ramada Worldwide

1 Worldwide Inc. / 22 Sylvan Way / Parsippany, New Jersey 07054 / tel 973-753-8211 / fax
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TAIWAN HOTEL & MOTEL ASSOCIATION OF SOUTHERN CALIFORNIA

AR ER B &

HOTEL & MOTEL NEWSLETTER MONTHLY ADVERTISING RATE

E AR
Front Cover (Color)

] w1 A B RAR

_ $2,000.00 Special for 2 or More Publishing

$1,500.00

¥ o3
Back Cover (Color)

i ) o J 24 b BT 0

$1,500.00 Special for 2 or More Publishing

$1,000.00

¥ &3 o

Inside Front Cover (Color)

i ) /R # SA EA RAR 50

$1,500.00 Special for 2 or More Publishing

$1,000.00

¥ & H AR i F) A oA B B AR A

Inside Back Cover (Color)

$1,500.00

Special for 2 or More Publishing

$1,000.00

EGNAEA (BW)
Inside Other of Full Page

$300.00

7] va 14 & AT 5
Special for 4 publishing

$250.00

EGanNALH BW)

$250.00

& ) vg A 4 B AR B

$200.00

Inside Other of Half Page Special for 4 Publishing

AL EMHE —RAK
W ST R o FOS FOM SR A RE S

Taiwan Hotel-Motel Association of Southern California
1045 E. Valley Blvd. #A212, San Gabriel, CA 91776
Tel: 626-280-2207 «  FAX: 626-280-2243

ADVERTISING ORDER
COMPANY:

NAME:

ADDRESS: : TEL:

FAX:

ADVERTISER HEREBY JOINTLY ANt) SERVERALLY AGREES TO PLACE
ADVERTISEMENT IN HOTEL & MOTEL NEWSLETTER AS FOLLOWS:

QUANTITY DESCRIPTION

AMOUNT

PAYMENT IS DUE UPON SIGNING OF THIS CONTRACT.
PLEASE MAKE CHECK PAYABLE TO: THMAS.C.
Mail to: 1045 E. Valley Blvd. A212, San Gabriel, CA 91776

25
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Taiwan Hotel & Motel Association of Southern California

TRAPHE

Membership Application Form
# A% % Applicant’ s Name

(d 30) Name
Address N Tel:
Fax:

FAA\R G A LIF oA ai 4 8 LIt &5+ 8
# %

TRE%

(] $100 5% 50 FAir oA F 43k 8 i 2R,

[] $150 7 51~99 S Aor +3 4 38 2R,

(1 $200 & 100 %4 12 Lk 4 3 3R,

] $200 FORBE A (D 8) bk pgEm

L] $150 7o & 4 & B (18 A)+2k 438 21,
i 7T

W AE % 2 5 % #% Company/Hotel Name

i 4 Name
Address Tel

Fax
B8 T4 ¢

XFHMT.HMAS.C.
¥ 9 :1045 E.Valley Blvd #4212 Tel:626-280-2207
San Gabriel, CA 91776 Fax:626-280-2243

FMd AR E

2%

X R R
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AH&LA Secures Extension for Existing Pool and

Spa Lift ADA Compliance Date

A Al

Washington, D.C., May 18, 2012 - Following
months of hard work by the American Hotel &
Lodging Association (AH&LA) and the lodging
industry, the Department of Justice (DOJ) last night
announced a substantial postponement of the ADA
compliance date for existing pools and spas with
ADA requirements for accessible entries. The new
compliance date — January 31, 2013 — is more than
an additional nine months beyond the original date
of March 15, 2012.

“The extension is fair and sensible and the
lodging industry supports it said AH&LA
President/CEO Joe McInerney.

AHRLA began its efforts immediately after DOJ
first announced in a guidance dated January 31,
2012 that pool lifts used to provide accessible
entries into existing pools and spas must be “fixed”
unless not “readily achievable,” next to the pool/spa
at all times when the facilities are open, and cannot
be shared between two bodies of water even if
they are in the same location. DOJ subsequently
clarified that that “fixed” means attached to the
pool deck in some way. This means that “portable”
lifts brought out upon request would not be
acceptable, raising new concerns among members
about safety risks and costs posed by “fixed” lifts.
The hospitality and business community viewed this
announcement to be a significant change from the
pool lift requirements issued by DOJ in its
September 15, 2010 final regulations and began its
intensive campaign to both reverse these
substantive changes and delay the compliance
date.

AH&LA's efforts resulted in DOJ initially
extending the March 15, 2012 deadline to May 21,
2012, while it considered comments to a Notice of
Proposed Rulemaking (NPRM) to further extend
the deadline to September 17, 2012. AH&LA
submitted extensive comments explaining that a
longer extension to allow lodging facilities to
develop their compliance plans was needed in light
of the new “fixed” lift requirement and to obtain
the required equipment. Other groups, including
the one representing the pool and spa industry,
supported AH&LA's position. AH&LA also launched
an intensive campaign that resulted in a
Congressional hearing on this issue as well as an
amendment to a House Appropriations bill, H.R.
5326, which would prohibit DOJ from enforcing
the fixed lift requirement for one year. DOJ’s
decision to extend the compliance deadline to
January 31, 2013 is a very significant victory,
particularly because the outdoor pool season will
not begin in some parts of the country until
several months later.




The DOJ found that the
delay will allow the
Department to “continue to
educate covered entities
about their obligations under
the 2010 Standards...and to
address misunderstandings

"Our hoteliers deserve credit for meeting with
their members of Congress to discuss the lodging
industry’s common sense solutions to this issue,”
said AH&LA Executive Vice President of Public
Policy Marlene Colucci. “Their efforts resulted in
overwhelming Congressional support, which forced
DOJ to re-examine the unreasonable compliance
deadline. We are pleased that DOJ responded to
the calls from both our industry and Congress.”

The announcement by DOJ does not change the
substance of DOJ's “fixed” lift requirement. In
retaining this requirement, DOJ did not address
concerns raised by AH&LA and the lodging industry
such as the increased liability associated with
making lifts permanently available when life guards
are not present, sharing of lifts between multiple
pools and spas, or the extensive construction and
electrical bonding work needed to install fixed lifts.

that could lead covered
entities to take unnecessary

and counterproductive steps...” The DOJ had
received over 1,400 comments urging additional
time to comply with this requirement outweighing
the nearly 500 comments opposing any extension.

The DOJ specifically noted three areas of
concern resulting from misunderstandings. First,
some operators took steps to comply with the
entry requirements based on false understandings.
Second, many operators were having difficulty in
finding an adequate supply of pool lifts. Third,
some operators were considering closing pools
when it may not be warranted. For these reasons,
the DOJ concluded a delay in the compliance was
necessary. DOJ noted that this delay does not
affect pool and spas that are under construction or
are being altered. The fixed lift requirement
applies now to pools and spas being constructed
or altered.
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california Law/ Meal and Rest Breaks

AT A i

california Meal/Lunch Breaks Law Explained

In California, non-exempt Employees (those
entitled to overtime) are entitled to one 30 minute
uninterrupted meal break after 5 hours of work
unless your work day is completed after 6 hours of
work. If you are required to work through your
meal break (lunch break) or your break is
interrupted you must be compensated for this time.
If the nature of your job prohibits you from taking
an uninterrupted break, you may, by entering into a
written agreement with your Employer take “on
duty” meal breaks of which you should be paid.
Such agreement is revocable by the Employee at
anytime and the agreement must contain language
to this effect under California Code of Regulations,
Title 8, §11040. Most jobs, under California
overtime and labor laws, do not qualify for “on
duty” meal breaks. It is clear that California labor
laws protect the Employee, and do not allow
Employers to simply waive meal breaks without a
written, revocable agreement with the Employee. If
you think your employer may be in violation of
California break law, our labor law attorneys are
available to review your potential claim.

Employers have commonly attempted to
manipulate the California meal break laws by
sending Employees home early, for example, after
7 1/» hours of work. This would be a violation since
California labor law provides that the Employee
must be given a meal break after 5 hours of work.
It should also be noted that if you work more than
10 hours you are entitled to two meal breaks

(lunch breaks), one after each 5 hours of work. If
you do not receive timely meal/lunch breaks or
actually receive no meal breaks, you are entitled
to one hour of additional pay for each day that
you miss your meal break under California labor
law. This California break law related to meals is
covered by California Labor Code 512. California
labor code information can be found on our
Resources page.
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Recent Case Decided on California Meal
Breaks

In a widely watched case, Murphy v. Kenneth
Cole Productions, Inc. the courts determined that
missed meals are considered a wage and not a
penalty. This is a critical decision for Employees
since the California Labor Code allows Employees
to collect wages by statute for 3 years and perhaps
up to 4 years under the unfair competition statute.
At the date of this writing, there is new California
break law legislation awaiting the California
Supreme Court’s ruling.

California Rest Breaks Law Explained

In addition to employee meal breaks,
non-exempt California Employees are entitled to a
10 minute break for each 3.5 hours worked. While
this break must be paid, the Employer is not
required to keep track of these breaks (rest
periods) in their timekeeping system, although
many Employers do. In the event an Employer does
not allow a 10 minute break for each 3.5 hours
worked, Employees are entitled to one hour of pay
per California labor laws on rest breaks, If you have
questions about California meal or rest break laws,
our California labor law attorneys are available to
answer questions or review your potential wage
claim. This California break law related to rest
periods is covered by California Labor Code 226.7.

Even with the stringent California labor code
guidelines enforced by California laws for meal and
rest breaks, this area remains one frequently
abused by California employers. Below are
frequently asked questions that may be helpful in
your review of violations of California break laws,
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FAQs — California Break Law

Question: When I do not have time to take my
meal break for lunch, my employer changes my
time card so that it appears I took my lunch break
and I do not get paid for those 30 minutes. Is this
legal?

Answer: Changing an employee time card is
illegal in California and may also carry criminal
penalties.

Question: Is my employer required to provide
"back up” so I can take my lunch break away from
my desk/the store?

Answer: While your employer is not required to
hire additional personnel to act as a backup,
should you not receive a 30 minute lunch break
after 5 hours of work, you are entitled to one hour
of wage.

Question: If it is my choice to work through my
meal break period so I can leave work 30 minutes
early, is this allowed?

Answer: No, choosing to work through your
lunch meal break does not entitle you to leave
your job prior to your scheduled quitting time.

Question: If I clock back in from my lunch break
just one minute late, my employer docks me for
15 minutes. Can they do that?

Answer: If you are non-exempt, or in other
words, entitled to overtime pay, your employer
must pay you for all of the time you spend
working and may not deduct in excess of time
actually not worked.

Our California labor law attorneys are available
to provide a free case evaluation of any California
break law violations. Contact us to discuss
potential break or rest period claims.
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Any associate who receives a guest complaint
"Owns" the complaint. Use the L.E.A.R.N. process to
do everything in your power to never lose a guest.
Follow guest response procedures to ensure that
the guest is delighted

8. SMTABHEEIRANGESANS
3+ EE AEEEHRSRIRBRGEIIRES ©

It's everyone's responsibility to learn and honor
our guests’ preferences so we can personalize their
stay.

9. (HIBBIERIEHARRBIANE
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It is the responsibility of every associate to report
defects in the hotel, including shortages of
equipment and supplies.

10. —HARBIBATERIESE - REAIRS0
=T - FECEETER  BEMENRE -

Uncompromising standards of cleanliness are
everyone’s responsibility. Clean as you go. Both the
Front of the House and the "Heart of the House".

1. BPIE—REOVTIERE - FLBIRRRE
EATRY 0 EHEEBEEFATOALE - HZ
WEIAT) - RS EEIRE - WRIREIREE
FOERE TIFRIRHRDE

This is a great place to work, so please always be
an ambassador of your hotel and company, both in
and outside of work. Avoid negative comments.
Never complain in front of a guest. Express
workplace concerns in a constructive manner.

12. (EREBIREBENES °

Always recognize repeat guests.

13. WEEHIERESES  BEHENEES
AHORSEH - RS HEATSMBIRE o B
BAE AL BRIsHHBLAREL - WRE
B EORBBAEHRD -

Be knowledgeable about hotel information to
answer guest inquiries. Always recommend the
hotel's food and beverage outlets first. Escort guests
rather than pointing out directions. When this is not
possible , take the guest the first three steps.
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Follow telephone etiquette .Introduce yourself,
Always answer within three rings. Use appropriate
greetings . Always request the guest’s permission to
transfer their call or place them on hold. Eliminate
transfers when possible.

5. EFHRRESELE - BFRSEEHE
W BERTTISHBOVEE - PES s BAEN"
- RFBARERAEE -

Follow uniform and appearance standards,
including nametags, appropriate footwear and "The
Basics" card. Personal hygiene is of the utmost
importance,

6. BANABML2 - 2SRMASETHEE
- BRERRIERSECHEaNET > wisye
REbRI R -

The safety and security of our guests and
associates is a top priority. Know your roles during
emergency situations and be aware of fire and life
safety response processes.

7. BRZZTHNBIE - BFHETIERS
W - —RIREBH  BIMIBR » VIEE 1R
S -

Practice safe work habits. Abide by all job safety
policies. Immediately report incidents, accidents and
hazards to your supervisor.
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Protect and care for the assets of the hotel. Use
our resources wisely, Eliminate waste . Ensure
proper maintenance and repair of hotel property
and equipment.

9. IREEABISFFBLPINELE - (REE/E
WESHZMOBRES - BIRFERLRS
EXE B BAREEENESHLE -

Know the goals of your department. It is your
responsibility to share your ideas, Suggestions and
energies to continuously improve sales, profit, guest
satisfaction, and associate morale.,

0. (RSEIRTISIHIERIST » BIRFTEEID
BANEE - NER - [ESEEEIT - BEWG
PARIBUT AR 2" -

You are empowered and trusted to handle guest
needs and problems to the best of your ability. Seek

assistance , if needed. Think of creative ways to say
IIYesll'




By: Li Chen

Chinese tourism is blossoming in the U.S., growing by
more than 50% in just the last year. What can hoteliers
and hospitality professionals do to reap the rewards
from this demand?

Many in the tourism industry recall the inrush of
Japanese tourists to the U.S. in the 1990s, a trend
that prompted travel, tourism, and lodging entities
to market their services in new ways. For example,
airlines began to post signs in Japanese, tourism
venues printed Japanese-language brochures, and
hotels and restaurants introduced elements of
Japanese cuisine to cater to the culture and tastes
of these new guests. Now the U.S. hospitality
industry is seeing a similar tourism trend out of
China, and hotels in major destination markets
need to take note. The following article features
some highlights of the booming trend in Chinese
tourism and how hoteliers can position their
properties to capitalize.

Chinese Tourism to the U.S. and the
Dominant Growth Trend in California.

According to the U.S. Department of Commerce’s
Office of Travel and Tourism Industries, 802,000
mainland Chinese residents visited the U.S. in
2010, a 53% increase over levels in 2009. These
visitors collectively spent more than $5 billion (an
average of $6,241 per person), a 39% increase
over the previous year 1 . Among the top ten U.S.
travel destinations, three are in the state of
California.

New York City

Washington, D.C.

Las Vegas

San Francisco

Niagara Falls

Universal Studios Hollywood
Hawaii

The Grand Canyon

Yellowstone
Yosemite National Park
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Chinese Tourism: A Potential Bounty

for U.S. Hotels

According to the California Travel and Tourism
Commission, the number of Chinese visitors to
California grew by 49% to 399,000 in 2010,
spending a total of $648 million during their
travels through the Golden State. After the United
Kingdom, Australia, and Japan, China has become
the fourth-largest source of foreign tourism in
California, with many signs pointing to continued
growth in the future.

How Hotels Can Position Themselves to
Benefit

The huge increase of Chinese tourists has
already caught the attention of some innovative
hoteliers and hotel brands. U.S. hotel chains such
as Starwood Hotels & Resorts, Hilton, and Marriott
have announced programs designed for Chinese
tourists. These include adding popular Chinese
dishes to full-service restaurant menus (including
a traditional Chinese breakfast), featuring one or
more Chinese television stations in the
guestrooms, and introducing guestroom amenities
such as slippers, tea kettles, and a selection of
Chinese teas. Some hotels have also brought on a
front desk concierge who speaks fluent Mandarin.

These efforts are a good start and show how
seriously some of the top hotel brands are taking
the promise of growing demand from China. Here
are some more ways in which hotels can make a
powerful impression and attract Chinese tourists:

¢ Be polite and patient when serving Chinese
guests and guest inquiries. This is no doubt
common policy for front-line hotel staff, though
the point bears emphasis. Many Chinese tourists
are planning or enjoying their first visit to the U.S.
Ensure that staff is prepared to be cordial and
helpful when answering questions about

Top Ten U.S. Destinations for Chinese Tourists 2 47




transportation to the local shopping centers,
airport and event shuttle services, and local
Chinese restaurants. Personal recommendations
and word of mouth are central to Chinese culture,
and you can count on Chinese guests passing along
their impressions about the attentive service they
received at your hotel.

 Attune your hotel’s services to strike a chord
with Chinese tourists. The expectations of Chinese
tourists to the U.S. have grown along with their
numbers. According to 2009 and 2010 market
profile studies by the Office of Travel and Tourism
Industries, shopping is the leisure activity that tops
the list for tourists from China. Tourism authorities
in Southern California have noted that the travel
itineraries designed by local agencies are not
keeping pace with the growing sophistication of
Chinese tourists, who want more personalized
information with respect to popular local outlets
and shopping centers, summer camps for their
children, and local special events. And therein lies
an opportunity for hotels, which are situated to
provide personalized information and suggested
itineraries for guests that will help them fulfill their
vacation dreams and create a great reputation for
the hotel.

e Feature Chinese-language navigation from your
hotel's homepage. While large groups may utilize
the services of a travel agency, most individual
Chinese tourists and families book their hotel
rooms by themselves. The Internet therefore
becomes the primary source of information when
selecting a hotel, and a Chinese-language feature
on your website will help your hotel stand out. An
introduction to the hotel, along with salient
information like rates, location, and amenities, is
like opening the door and rolling out the red carpet,
increasing the likelihood that Chinese tourists
browsing the Web for hotels will book rooms at
yours.

* Hire or train a Chinese-English bilingual sales
manager or sales assistant. A lead salesperson who
speaks Cantonese, Mandarin, and English and who
knows Chinese culture will bebetter able to build
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a solid relationship with travel agencies focused on
China. This connection provides a great asset to
your hotel with respect to capturing demand, and
a multi-lingual salesperson can also assist with
catering to the wishes of Chinese travelers, as
touched on above. This applies to visitors across
the travel spectrum, from individuals to families
and from leisure to commercial travel segments.

Conclusion

Chinese tourism to the U.S. in 2012 and 2013 is
forecast to rise by 21% and 19%, respectively 3.
Those are big numbers, and hotels in major
markets across the nation stand to benefit. The
ability to market a hotel as a source of comfort
and convenience to Chinese guests puts the
property at a competitive advantage. If you
operate or have an investment in a hotel near any
of the top ten destinations listed above—or,
indeed, beyond, as Chinese familiarity with the
U.S. is expanding and with it the desire to see
more of the country—this guidance can pay
dividends.

Li (Sherrie) Chen is a Vice President with the
HVS Dallas office. Li has extensive hotel opera-
tions experience, including front office and
accounting department experience at the Renais-
sance LAX. She holds a master's degree in hospi-
tality from Michigan State University's Eli Broad
College of Business. Her hotel operations experi-
ence and hospitality-focused education allow Li to
provide a level of insight and expertise critical to
the hotel appraisal or consulting assignment. As a
Vice President, Li oversees and executes site
inspections, analysis, and report preparation for
our valued clients. Operating out of a satellite
office in Los Angeles, California, Li's hotel
consulting experience covers markets throughout
the western U.S.

Li was born and raised in the great city of Shang-
hai, China, and has traveled throughout Hong
Kong, Malaysia, and Singapore. Through years of
life and work in the United States, Li enjoys
discovering opportunities to combine Asian and
American culture through friendly and profes-
sional associations with natives of the U.S. and
Asia.




FRONT OFFICE/FRONT DESK :
Condition of the Lobby/Reception Area :

1.) Ensure the lobby is well lit - lighting can make a
big difference. Add additional lighting or increase
light bulb wattage if needed.

2.) Ensure all furniture is included in the hotel's
preventative maintenance program for finish
ouch-up, cleaning, etc.

3.)Remove dated items from the area.

4.) Place fresh flowers in the lobby as they add
aesthetic beauty and a refreshing scent.

5.) Provide complimentary freshly baked cookies or
fruit in the lobby - guests are usually hungry and
tired after a day of traveling and a snack is a
welcomed amenity. It also adds a 'home' scent to
the lobby.

6.) Make sure that the Lobby and front desk area
are de-cluttered

WARM AND FRIENDLY WELCOME

1.) Work with front desk staff members to come up
with a welcome script.

2.) Be sure that training includes the things that
people think are "common sense" like smiling and
greeting guests as they enter the hotel.

— T

HOW TO IMPROVE GUESTVIEW SCORES?

AT 5 5

3.) If hotels are offering a welcome gift or bag to
Priority Club members, be sure they know that
their stays with the hotel are appreciated.

4.) If the front desk is busy, acknowledge a guest
that is waiting and let them know that you will be

right with them.

5.) Welcome guests back to the hotel that you
know have stayed with you in the past.

6.) Use eye contact and use guest names.

7.) Rotate Managers in the lobby to welcome
Guests.

OVERALL CHECK-IN EXPERIENCE
1.) Select/hire the best service personalities.

2.) Ensure front desk associates are familiar with
the hotel layout and facilities.

3.) Ensure front desk associates are
knowledgeable of all nearby business, restaurants
and attractions.

4.) Stagger front desk associate shifts to allow for
ample coverage during peak check-in.

5.) Management staff should be available for peak
check-in times to answer questions and answer
the switchboard.

6.) Acknowledge PCR guests — thank them for
their Loyalty.

49




7.) Use the guest name, give the guest your first
name and let them know you will be at the Front
Desk until (BLANK) should they need anything and
feel free to call you.

8.) Ensure you are utilizing Rapid Check-In.
9.) Welcome Back returning guests.
10.) Thank ‘new’ guests for choosing your hotel,

11.) Provide scripting for the front desk that does
not sound scripted.

12.) Make sure the attention of the front desk staff
is not taken away from guests by being assigned
other tasks such as laundry,

RESPONSIVENESS TO NEEDS

1.) Ensure that all guest requests and service
issues are logged.

2.) Keep track of time for all guest requests to
ensure all needs are addressed in a reasonable
amount of time.

3.) Follow-up on all maintenance requests with a
follow-up call from hotel management staff to
ensure the issue was addressed to the guest’s
satisfaction.

4.) Instead of depending on the guests to volunteer
their needs, ask open ended questions on the
welcome call to ensure guest satisfaction.

5.) Empower all staff members.

6.) Ask guests at check-in if they have any special
requests.
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7.) Keep notes on frequent guests regarding their
special requests/ needs. A guest will notice if you
remember what makes theijr stay more enjoyable.

8.) Anticipate the need of the guest before they
ask. For example, if you see a guest struggling
with luggage, help them.

9.) Make sure there is a staff member available to
handle guest requests during peak times.

PROFESSIONAL APPERANCE OF
ASSOCIATES:

1.) Post a full length mirror in the employee areas
of the hotel departments. It serves as a constant
reminder to the associates how guests see them
everyday.

2.) Proper uniforms — Have a morning lineup
before
shift starts for compliance.

3.) Make sure the front desk staff is not sitting
down at the front desk,

4.) Make sure that associates are provided two to
three turns of their uniforms.

5.) Ensure that even during the training of a new
associate that they are provided a name tag and
that their temporary uniform resembles that of an
existing associate,

6.) Ensure that uniforms fit appropriately on the
associates




GENUINE AND CARING ATTITUDE OF
ASSOCIATES

1.) Use the Guest Name whenever possible — this
makes them feel important and welcomed.

2.) 10/5 rule — eye contact at 10 feet, acknowledge
at 5 feet with verbal contact to welcome or offer
assistance — when guests are leaving, thank them
for staying and let them know you look forward to
their return.

3.) Keep greeting cards on hand — when a guest
mentions it is their Birthday, Anniversary, etc. have
the staff sign the card and slip it under their door.

4.) Ensure that you are hiring “people” people and
provide continuous service training.

5.) Use Role Play as part of training.

6.) Acknowledge Events — for example, if you are
near a local university and it is graduation, make up
some congratulations cards for attendees and give
these to them at check in — a sheet cake in the
lobby decorated for the event for all to share will
make the guest happy and let them understand
that you are ‘In The Know’,

7.) Participate in local charitable events.

8.) Welcome guests back at check-in and always
invite them to stay with you again at check-out.

9.) Ensure Brand Service Training is being
reinforced to staff by management team.

AR g T

WARM AND FRIENDLY FAREWELL
1.) Greet all guests with a smile.
2.) Thank the guests on the way out of the hotel.

3.) Have the night auditor/or staff member hand
write a note of thanks to the guest and include it
with the rapid check out folder.

4,) Ensure that all members of your staff provide
the guest with a warm and friendly farewell— this
is something that all associates from all
departments can provide.

5.) For guests that do not check out at the front
desk, send them a follow up post card for
feedback of their experience.

OVERALL CHECK-OUT EXPERIENCE

1.) Have the night auditor write a personalized
message inside the receipt jacket.

2.) When guests do come to the front desk, be
sure to say thank you and offer to make a future
reservation for them.

3.) Offer the guest a bottle of water for the road.
4.) Ensure that the folio is correct.

5.) Ensure rapid check-out is taking place and that
it is delivered to the rooms on time.

6.) Ensure late check-out procedures are covered
with all staff members so that a guest is not
disturbed prior to check-out with a mention of
adding additional charges.

7.) Ask guests a “question of the day” to address

low scoring areas and encourage communication
with the guests
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Benson Liao,mBA

Agent for New York Life Insurance Company
CA. INSUR. LIC. #0B11311
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‘Pmducts available lhrough one or morgcarf:ers not aﬁ'llaled with New York Life, depending on

carrier authorization and producl ava:\abmly in your slate or locality o —;-é N 626) 9 1 2'0688

*Issued by New York Life Insurance and Annuity Corporation{A Delaware Corporation)
#Oﬂered by NYLlFE Securmes LLC (member FINRA/SIPC, a licensed insurance agency

& FL: (626) 912-6565
Registered Representative for NYLIFE Securities, LLC. WWW.bensonl 140.COM
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~ Buddhist Tzu Chi Foundation A &2 ®
1100 8. Valley Center Ave. San Dimas, CA g7

9094477799 | www.us.tzuchiorg i
~ http//jingsiustzuchiorg
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Named by TIME as one of the world’s 100 most
influential people in 2011, Master Cheng Yen
speaks profound truths clearly and concisely. The
i simple sayings collected in Jing Si Aphorisms
provide wisdom for life in four languages:
Chinese, English, Japanese, and Spanish.

s Eoglist v 0 KD ¢ Cifannl

Jing 8i Aphorisms

Inspiration in the Hotel Nightstand




i 125 Pacific Coast Highway
Hoﬁday’nn Hermosa Beach, California 90254, United States

Express Hotel Reception: 1-310-798-9898

Hotel Fax: 1-310-372-0355

Welcome Hotel Details

Whether you are coming to the South Bay Area for Total Rooms: 80 Free Parking

business or just for fun, your room at the Holiday Inn Total Suites: 16 Free Local Phone Calls
Express Hermosa Beach is your personal retreat. You Interior Corridor Free Wireless/Wired

will have room to work, relax, and make the most of your Executive Rooms Internet

day. Hotel is only 0.5 mile from beach and 7 miles from Total Number of Floors: 3 24-Hour Business Center
LAX. We are within walking distance to Hermosa Beach and Express Start Hot Breakfast 24-Hour Snack Shop
Redondo Beach piers, King Harbor, exciting bars and FEMA Property Number:

restaurants.

Customer Reviews

w - W

' “For our first trip to the = “It is a very nice hotel ~ "We have stayed at the
L.A. area, we had no for the price in a great HIX HB before, and it
idea where to stay. I location. It's a fairly never disappoints. The
wound up calling the easy and pleasant walk  hotel is undergoing
hotel and the front down to Redondo some renovation, but we
desk clerk Ricardo Beach and the many parely noticed the
really sold the hotel restaurants and construction. The new

http://www.hiehb.com J




Steve Liu
Senior Associate
949 468 2385 Direct
714 349 3547 Call
sliu@naicapital.com

DRE License #01323150

NAI CAPITAL - ORANGE COUNTY
4650 Von Karman Ave,

Newport Beach, CA 92660
www.naicapital.com

NAI Capital is one of the
largest full-service commercial
real estate brokerages serving
Southern California, with 14
brokerage offices strategically
located  throughout — Los
Angeles, Orange, Riverside, San
Bernardino, and  Ventura
Counties.

M Capital

Commercial Real Estate Services, Worldwide.

FO R SALE B Former Motel 6

B 78 Rooms
Budget Inn m 21,84 SF Building
510 NW Georgia Ave. . B 1983 Construction
Sweetwater, TX 79556 . B Off Interstate 20

B Pool and Manager's Quarter
FOR LEAS E 200,324 SF Shopping Center

Grocery & Drug Anchored

High Income Demographics
Signalized Ingress/Egress
Monument Signage Available

1,322 SF to 4,500 SF, Retail Shops
1,408 SF & 2,999 SF Restaurants

Diamond Hills Plaza
2709-2841 S. Diamond Bar Blvd.
Diamond Bar, CA 91765

FOR YOUR LENDING
NEEDS CALL!

Tony Kim

Vice President

714 3158008 Tel
t.kim@contactspectrum.com

Spectrum Commercial Lending

() SpeCt I’U m takes pride in managing the

commercial lending SRR, your timely loan

funding by having the most trained and experienced team. Contact us to learn

more about how Spectrum Commercial Lending is changing lending.

SBA 504 & 7a m Owner User and Investments m Refinances and
Cash Out m Construction/Tenant Improvements
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ATLAS HOSPITALITY GROUP

The Market Leader in California Hotel Sales
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2500 Michelson Drive, Suite 110, Irvine, CA 92612

Telephone: (949) 622 -3402 Fax: (949) 622 - 3410 Atlas

Web: www.atlashospitality.com  Email: wilson@atlashospitality.com HOSPITALITY GROUP
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CAL LIGHTING

3625 E. Philadelphia St. Ontario, CA. 91761 B
Tel; (909) 947-5200 Fax: (909) 947-5673 ; e
E-mail; edward@calighting.com K/

Website: www.calighting.com
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rst General Bank
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“JFirst General Bank
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Arcadia Branch: Carperate Office: San Gabriel Branch:
1127 South Baldwin Avenue 1744 South Nogales Street 801 E. Valley Blvd., Unit 103
Arcadia, CA 91007 Rowland Heights, CA 91748 San Gabiriel, CA 21776
Tel: (626) 461-0288 Tel: (626) 820-1234 Tel: (626) 288-9288
Fax: (626) 461-0299 Fax: (626) 820-1299 Fax: (626) 280-1300 @-

www.fgbusa.com ——




SUPER 8 - Anaheim |

MoTEL
I

Super 8 Motel - Anaheim/Near Disneyland
915 S. Disneyland Dr. Anaheim, CA, 92801
Tel: 714-778-0350, Fax: 714-778-3878
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“Always try our best to let you see the difference
and continue our dedication for exemplary service for
you and your-business.”

Cltris Clliang — Viee Prosidint

We know the Art of Hospitality

We strongly believe that the knowledge of specialists is the best
insurance. We will not only be your insurance brokers but also your
~ entrusted partners in understanding your specific and unique

insurance needs and risks.

Team with expertise, dependability, fast response, and
comprehensive resources for Hospitality.
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1333 Westwood Blvd.
Los Angeles, CA 90024

Phone: 310.866.6009
909.267.8810
Fax: 310.235.0443

Email: chris_chang@grosslight.com
sean_chang@grosslight.com




