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China in recovery

Events, trips rebound underlines need for human connection

By Rachel AJ Lee

China’s corporate travel and MICE sectors
are recovering at a steady clip, buoyed by
rapid advances in digitalisation, indicate
panellists at yesterday Corporate Travel &
Events Industry Outlook For 2021 session.

Ni Hui, president, Grand China MICE
Holdings, has observed a “noticeable in-
crease in business” this month, and project-
ed that domestic programmes will return
before international ones.

While the MICE industry has been slower
to adapt to digital processes, Ni said the pan-
demic has boosted the adoption of technol-
ogy. He added that digitialisation and sup-
port from local governments are now key to
China’s MICE recovery.

Luc Lu, JAPAC senior strategic sourcing
director, Beckman Coulter Diagnostics, ex-

YoOs Ty,

pects the shift towards online meetings the
last six months to “change the way future
business may be conducted”.

“For instance, we may be seeing more off-
site meetings as companies adopt more tech
tools,” he elaborated.

However, panellists also agree that online
will not replace offline meetings entirely.

Fan Lifeng, Jing Dong Group’s general
manager strategic cooperation, opined:
“Certain sales trips, and conventions, are ir-
replaceable online. There will be a great need
to reconnect (once the pandemic is over).”

Over the last two weeks, Fang has seen
several companies in Beijing hold meetings
of less than 500, signalling that there was
pent-up demand to meet in person.

Several conferences and exhibitions have
also taken place in Shanghai, noted Patrick
Chen, director of
Shanghai Municipal
Administration  of
Culture and Tour-
ism. Corporate oc-
cupancy at CBD ho-

tels have spiked too.
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IT&CMA and CTW Asia-Pacific returns
this year on a virtual platform, taking

on a business-driven festival format
from November 16-20. Expect flexible
daily meetings, insightful destination
showcases, thought-leadership sessions,
social engagement as well as a 24/7
virtual exhibition with interactive booths.

Chen added that China Eastern Airlines’
unlimited flight offer for about US$500 per
passenger will aid business travel recovery.

“It is a long way to go before we get back
to pre-pandemic levels, but with the current
steps being taken, the city — and China — is
well on its way to recovery,” said Chen.

Meanwhile, Lu said some companies have
started to budget for 2021 events and trips,
which lends yet another positive sign, al-
though he expects budget “rearrangements
and cuts” to come.

Here at Setia SPICE and Setia City Convention Centre, we reminiscence the missing moments. Our
hospitality team are ready with the new normal to ensure a safe environment for all our returning

guests.

MORE INFORMATION
SETIA SPICE
Q¥ 604 643 2525

setiaspice@spsetia.com

SETIA CITY CONVENTION CENTRE
¥ 603 3359 5252

&2 setiacitycc@spsetia.com
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Time for an overhaul

Hybrid event formats birth new service standards

By Pamela Chow

The pandemic has blown open a wide win-
dow for event businesses to re-examine and
overhaul their services, in order to exceed the
evolving demands of customers.

In a session at the Virtual IT&CM China
and CTW 2020 yesterday, industry experts
from China shared that the rise of hybrid
events has caused the usual customer satis-
faction yardsticks to be outdated.

To guide companies and their staff to-
wards the new standards of operations,
the China Council for the Promotion of
International Trade (CCPIT) Commercial
Sub-council has espoused Surviving/Ser-
vice, Preparation and Actualisation (SPA),
a plan to enable MICE enterprises to sur-
vive and find opportunities in the current
crisis.

Jack Yao, secretary general, elaborated
that under this initiative, the Sub-council
is urging businesses to “reconsider the ser-
vices (they) provide in the MICE ecosystem”
within two quarters of a year, before moving
on to Preparation by the third quarter, and
actualisation in the fourth quarter.

“In a pyramid of service excellence, most
companies can currently reach levels one
and two to achieve basic customer satisfac-

Clockwise from top left: CCPIT’s Alicia Yao; Marriott
International’s Becky Cao; CCPIT’s Jack Yao; and

tion. But how can they reach level three — in-
dividual service — and level four — surprising
service? If they are able to achieve customer
delight, it can translate into customer loyalty,
and generate higher financial as well as non-
financial results,” Yao stressed.

A company should not only launch a new
product or service, but also seek to make it
an industry standard, opined Yao.

Citing an example, he said the Sub-coun-
cil had pushed for new industry standards
due to the rise of contactless delivery servic-
es in the region. Within 26 days, it launched
a set of association standards, and in some
100 days, it achieved global standardisation
by the International Organization for Stand-
ardization.

PCO 31 Events has adopted new struc-
tures and leaned into “forced innovation”
to test a new model of hybrid events. These
involve a “small but smart offline” mixed
with “strong online presence”, described
Tony Wan, its CEO and co-founder.

One event that used this model was the
2020 World Al Conference in Shanghai,
which featured speakers in a physical panel
on stage and no more than 300 people in
the audience. While the offline scene was
greatly downsized, the online programme
was abuzz with strong participatory content,
good channel design, and wide social media
spread, said Wan.

“We need to consider the attendees’ pa-
tience since they can leave the online session
at any time. We can no longer expect partici-
pants to sit and watch videos for two days.
Instead, the content can be better spread out
over three, five or even 10 days. We also have
to create a more high-tech and fashionable
environment with live-streaming to attract

NEWS

New Galaxy venue to
soar on hybrid trend

Now in the final stages of construction, the
Galaxy International Convention Center
(GICC) in Macau is expected to be able to
support clients in their growing appetite for
hybrid events that combine face-to-face ac-
tivities with live-stream programmes.

Scott Kreeger, director, operations devel-
opment, new resort, Galaxy Entertainment
Group, described the venue as being “the
most technologically advanced event facil-
ity in Asia”, being armed with 5G technology
that enables high-speed connectivity.

“We are witnessing an accelerating trend
towards more hybrid events, (and) organis-
ers who (adopt) the digital hybrid format
will undoubtedly create innovative events in
future,” remarked Kreeger.

Leading up to GICC’s opening in 1H2021,
a team has been positioned in Hong Kong to
engage with PCOs, planners and corporate
clients. Kreeger noted that Asia-Pacific is a
key market for GICC. — Prudence Lui

In brief

Melbourne scores triple win

Melbourne has been chosen as the host city
for three business events — International
Trade Union Congress 2022, International
Conference on Social Work in Health and
Mental Health 2022, and International Geo-
graphical Congress 2028. These events will
deliver a combined A$24.8 million (US$17.8
million) economic contribution to the state.

More destinations reopen

The latest analysis from UNWTO last week
shows that 87 destinations — 40 per cent of
all destinations worldwide — have now eased
travel restrictions, with four completely re-
moving all barriers and the rest maintaining
some measures in place, such as the partial
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A buyer’s bounty at IT&CM China

Virtual IT&CM China brings some of the best
corporate travel and event offerings from across
Asia-Pacific. Here are some to whet your appetite

Unique venues in Gyeonggi

From scenic marinas and high adventures
at the Korean Demilitarized Zone to wine
tastings at Gwangmyeong Cave, Gyeonggi
Province’s charm should tug at the heart-
strings of corporate buyers. Expecting a big
turnout? Take your event to KINTEX, South
Korea’s largest convention centre. Gyeonggi
Tourism Organization is a supportive part-
ner of event planners. It offers assistance
in the bidding stage, and takes charge of
marketing and publicity initiatives.

Holistic wellness in a historical city
Sangha Retreat in Suzhou, a Chinese city
steeped in culture and history, is a well-
ness-focused sanctuary with 68 lakeview
suites, a penthouse suite, and eight luxury
villas that can accommodate between eight
to 12 people.

Corporate groups can enjoy bespoke
wellness programmes that feature nu-
tritious meals, healing treatments and
physical activities. Programmes can also be
tailored for individuals.

Perfect for events, Sangha Retreat’s The
Village offers venues and facilities for 10 to
120 people.

Sangha Retreat is easily accessible from
Shanghai.

Something for everyone in Busan
Beyond vibrant nightlife in Gwangalli and
serene landscapes in ancient city Dong-
nae, Busan’s MICE capabilities shine also
through its modern convention facilities

in Haeundae. Busan Convention Bureau
provides events with support from start to
end, in the form of bid assistance and in-
formation as well as financial, promotional
and operational help.

Heaven on earth

China’s Hangzhou provides abundant
opportunities for memorable business
events with its profound cultural heritage,
captivating natural scenery, professional

conference facilities and services, as well
as flourishing academic and economic
industrial resources.

Moving forward, Hangzhou Municipal
Bureau of Culture, Radio, TV and Tourism
will continue to launch more economic

industry experience visit to places such

as Yungi Town, Hangzhou City Brain,
Hikvision and 5G Technology laboratory to
showcase China’s rapid development.

Plan and be rewarded

Marriott International makes its debut at
IT&CM China, showcasing over 30 new
hotel openings across Greater China, and
offering MICE planning solutions at an
age of new norms in business events and
travel. From now until December 31, 2021,
earn triple the rewards for meetings and
events plus 5,000 signing bonus points
when booking an eligible meeting or event
at participating Marriott Bonvoy hotels and
resorts across Asia-Pacific.

Evolving with new norms

BIC EVENT has introduced HY2

(Hybrid + Hygiene) campaign to ensure
smooth transition of business events in
present times. Hybrid event formats will
join the company’s existing services line-
up, which includes online event hosting,
Artificial Intelligence-operated infrared
cameras with face detection for database
storage and management, and deep clean-
ing of venues that adhere to guidelines
mandated by the Tourism Authority of
Thailand’s Amazing Thailand Safety and
Health Administration.

IT&CM China | CTW China
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DESTINATION: MALAYSIA

Taking recovery strides

Malaysia has unveiled a subvention that aims to entice Chinese, as well as other
international groups, to its shores once borders reopen. By S Puvanewary

he Malaysia Convention & Exhi-

bition Bureau (MyCEB) unveiled

a Meet in Malaysia campaign in

late July, to help propel the coun-
try’s MICE industry forward.

The campaign comprises two compo-
nents — Let’s Meet Locally, which focuses on
domestic business meetings; and Let’s Meet
Tomorrow for groups with a least 10 per
cent international participants.

Under the Let’s Meet Tomorrow cam-
paign, MyCEB will provide support for a
full-day meeting package, for groups that
hold a corporate or association meeting at
a participating partner venue for two days
or more. Other conditions also state that
the event must have a minimum of 120
delegates, of which at least 10 per cent are
international participants.

MyCEB’s CEO, Abdul Khani Daud,
shared: “This is to inspire local organisers
and give them the confidence to continue
planning for international audiences.”

Francis Teo, Head, Setia Convention
Centres, called the campaign a “timely” one,
as “many other countries are also vying for
the return of the Chinese business events
segment’, and he hopes this will “give Ma-
laysia an edge”

China is the top foreign market for meet-
ings and incentive travel to Malaysia. Last
year, Malaysia welcomed 29,112 business
events participants from China who con-
tributed RM 194 million (US$45.3 million)
in visitor expenditure.

Hence, Teo said: “Rebuilding the confi-
dence of the Chinese MICE market is very
important.

“China is one of the first few countries to
bring Covid-19 under control and we look
forward to the day when the border reopens
and (outbound) Chinese business events
are allowed to resume.

Khani shared that MyCEB also has plans

GO

Rebuilding the confidence of the Chinese
MICE market is very important.

Francis Teo
Head, Setia Convention Centres

MyCEB is investing in future inbound events with a Let's Meet Tomorrow campaign; Kuala Lumpur skyline pictured

to set up a one-stop online booking site
where Chinese and other international
meeting planners can easily access informa-
tion about various venues in Malaysia, and
book them online.

On its part, The Malaysian Association of
Hotels (MAH) has also launched
an industry-wide hygiene and
safety label known as the
Clean and Safe Malaysia. The
certification programme was
designed specifically for hotels
and resorts, and is in compli-
ance with local regulatory
requirements and in-
ternational stand-
ards.

Yap Lip Seng,
CEO of MAH

said the programme — which is supported
by the Ministry of Tourism, Arts and Cul-
ture Malaysia — will be the benchmark of
hygiene and safety standards for Malaysia’s
hotel industry.

Yap said: “There is a need to reassure
tourists that Malaysia is ready, and the

Clean & Safe Malaysia label is the mark
to look out for, as a clear message stat-

ing to the world that Malaysia welcomes

(international guests), and asks that they

choose us as their next destination.”

Aside from hotels, venues have also de-
veloped their own set of stringent health
and hygiene measures to give guests a
peace of mind.

Business Events Council Malaysia
chairman Alan Pryor, noted: “Our
prime importance is to provide

a safe, controlled and regulated

operating environment for our

clients, stakeholders and event at-
tendees.”
The Meet in Malaysia campaign

runs until end December 2021.

Currently, 56 hotels and nine ven-

ues are participating.
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DESTINATION: MACAU

Rising in the ranks

With new projects in the pipeline as well as efficient governance, Macau
is proving its mettle as a prime events destination, finds Prudence Lui

Sl R 40
Disruptions to daily life during
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acau’s efforts to establish itself

as a choice business events

destination are paying off.

The city welcomed 54 ICCA-
recognised international meetings in 2019,
marking a significant 38 per cent year-on-
year increase.

Ranked against other cities monitored by
ICCA, Macau came in 48" in terms of num-
ber of meetings hosted in 2019, advancing
23 places over 2018. Part of this could be at-
tributed to the launch of the business events
branding MEET@Macao last June by the
Macao Trade and Investment Promotion
Institute (IPIM).

Seeking to leverage the city’s compact-
ness, its favourable location and its varied
attractions, branding efforts were first di-
rected towards key Asian source markets.

Moving forward, projects in the pipeline
could further cement Macau’s ascent. This
and next year, the city is set to welcome
a slate of new venues and amenities.

One highly anticipated project is the
Galaxy International Convention Center
(GICC) in Cotai, developed by Galaxy En-
tertainment Group. Located in the group’s
Galaxy Integrated Resorts precinct, the
GICC will add 40,000m? of business events
space to the city when it opens in 1H2021.

, proving the government’s efficiency

Besides its main feature, the 16,000-
seat Galaxy Arena, GICC comprises a host
of other event spaces that can be config-
ured for events of various sizes, including
a 4,000m* Conference Hall divisible into
three sections and a 650-seat auditorium
for ceremonies and product launches.

The GICC will also be equipped with
high-speed 5G connectivity. Joey Pather,
senior vice president, MICE-new resort,
Galaxy Entertainment Group, said: “Real
time (transfer of data) is paramount for
event planners who want to facilitate heavi-
er content video streaming at higher speeds
or host live voting sessions.”

Meanwhile, two new integrated resorts
(IRs) are set to add more facilities to Cotai.

OO

Macau can (be proud of the way her) govern-
ment managed and contained the outbreak,
such that other than a two-week lockdown,
disruption to daily life was minimal. (Such)
crisis management (capability is reassuring

for events planners).
Olinto Oliveira

Director of live communications, MCI Group

Scheduled to open by end-2020, Lisboeta
Macau and the Grand Lisboa Palace are ex-
pected to introduce more than 2,000 hotel
rooms and additional dining, retail and en-
tertainment options to the area. Both IRs
are likely to house their own event venues
as well.

The pipeline of projects has spurred oth-
er industry players to upgrade their existing
properties and developments. Sands China,
for one, is set to rebrand and transform its
largest IR in Cotai, the Sands Cotai Central,
into a new destination IR known as The
Londoner Macao.

Changes within the massive complex will
include the addition of approximately 370
luxury suites in The Londoner Tower Suites
and the conversion of Holiday Inn-branded
rooms and suites into 600 London-themed
suites under The Londoner Macao Hotel.
The revitalisation project is expected to be
completed in stages across 2020 and 2021.

Beyond upcoming projects, event plan-
ners can look to the city’s effective govern-
ance, opined Olinto Oliveira, director-live
communications, business events services
company MCI Group. The government’s
crisis management capabilities were evident
during the early stages of the pandemic: an
early and decisive 14-day lockdown ensured
subsequent disruption to daily life was kept
to the minimum.

At press time, an IPIM spokesperson
said the Institute was working to put in
place health and safety practices before the
industry reopens and also, that technology
for hybrid events are set to be introduced.
Financial and other forms of support were
also being reviewed to aid recovery.
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Australia’s overall handling of the pandemic has put the country in an even better light; Circular
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DESTINATION: AUSTRALIA
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Ahead of the pack

Despite a double whammy, Australia chooses to maintain a sunny disposition
and is collaboratively pushing for industry recovery. By Adelaine Ng

ustralia remains a desirable and

sought-after destination despite

suffering from bushfires earlier

this year, and the current chal-
lenges posed by Covid-19.

The country’s tourism and business
events teams have been proactively work-
ing towards welcoming international cor-
porate visitors again, noting that both the
emotional and rational reasons visitors
choose Australia are still strong.

“We often see Australia at the top of the
consideration list because of emotional
factors like our wide-open landscapes,
clean air and iconic destinations such as
the Great Barrier Reef,” said Penny Lion,
executive general manager events at Tour-
ism Australia.

“But there are also so many rational
factors that event planners and corpo-
rate decision-makers consider nowadays
which includes everything from flight ac-
cess and good quality hotels to the quality

60O

of infrastructure needed for a memorable
business event, event experiences and to
work with event professionals who will de-
liver”

Notably, Lion observed that despite the
current border closures and challenges,
many corporate decision-makers — includ-
ing those from China — are still engaging
with Australia for longer-term planning.

“We are hearing through our training
programmes and engagement with cus-
tomers that people are still conducting
business interactions and we’re actually
receiving quotations about future business.
So surprisingly, the market is probably op-
erating as normal as it can under the cir-
cumstances,” she shared.

Meanwhile, Australia’s accommodation
boom is still underway with several new
hotels recently opened or scheduled to
open soon. These include W Melbourne
launching in December and The Langham
in the Gold Coast in late 2021.

The perception has been that we've
handled the pandemic very well
and (can) assure our visitors and

delegates of their safety.

Penny Lion
Executive general manager events,
Tourism Australia

Existing hotel groups are also offering
more flexibility in contracts, including IHG
and Hyatt, in areas like booking postpone-
ment and room upgrades.

“The lack of tourists has put a number
of hotel openings on hold,” said Tourism
Accommodation Australia CEO Michael
Johnson. “But construction is still going on
with several new hotels around the country
looking to open in the next six to 12 months.
Hotel groups that rely on corporate guests
are trying to innovate and stimulate that
part of their business.”

Lion also noted that Australia’s reputa-
tion as a safe destination will augur well for
business events.

“The perception has been that we've
handled the pandemic very well and that we
have good systems, processes and protocols
in place to assure our visitors and delegates
of their safety,” she said.

To that end, convention centres like ICC
Sydney introduced its EventSafe Operating
Framework and Hybrid Event Solutions,
which allow clients to host more than 300
people at the venue adhering to strict social
distancing while live streaming to an unlim-
ited number of remote attendees.

Harry The Hirer has developed a smart
lanyard trialled successfully by the National
Convention Centre Canberra to enforce
social distancing. The lanyard alerts us-
ers through discrete vibration when social
distancing is less than 1.5 metres and resets
once delegates resume a safe distance.
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