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A Tourism Industry Master Plan is an essential strategic tool to

This Master Plan covers many aspects in tourism development,
including studies on tourism products, source markets, service quality
and regional cooperation etc.

help a destination build and manage its tourism economy. Ma ¢ a 0 0 §; 2011. the 2" Five-Year Plan for Economic and Social

need for a master plan has been identified to ensure that the
d e st i n davalopmnmedtsand growth are in line with the long-term
vision for Macao as a fi Wo 1ICéntte of TourismandL ei s.ur e 0

Over the years, Macao has been a trading port and gateway
between China and Europe. The tourism industry has been
developed for over a century, which becomes the pillar industry of
Macao today. The unique blend of Portuguese and Chinese culture has
drawn visitors and business people from all over the world. With the
opening up of travel trade, improvements in infrastructure and steady
economic growth, the tourism industry in Macao has grown rapidly.

With continuous growth of visitors from different parts of the world,
the tourism industry of Macao has significant development potential.
However, the city faces constraints in limited land, human resources and
other areas. To support the Macao SAR Go v e r n nvisiantt@bgcome
a i Wo rCentre of Tourism and L e i s WMaoca® Government Tourism
Office (hereinafter as i MG T QOnitipted the A Ma c¢ Boarism Industry
Development Master P | apraject in 2015. The objective was to carry
out a comprehensive study and to provide a guideline for the
development of Ma ¢ a todrism industry for the next 15 years, from the
point of initiation, through to 2030.
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Development of the P e o p IRepaildic of Ch i n(afidt 12" Five-
Year P | a nhas) announced the Central Go v e r n nseippdrtd s
for positioning Macao in becoming a i Wo rCentte of Tourism and

L e i s.unr2@16, the fiL3™" Five-Year Plan for Economic and Social
Development of the P e o p IReplidic of Ch i n(afidt 18" Five-
Year P | a mas Jfurther reassured this positioning. As the bridge
between the East and West for mutual understanding and cultural
exchanges, Macao has developed into a world famous tourist
destination.

Macao is currently positioning itself as a AVorld Centre of Tourism
and L ei s uto énoline with the current trends and the SAR
Go v e r n ns&rategydos economic diversification. This study aims
to understand the current tourism situation of Macao and propose
different strategies, planning proposals and action plans to develop
Macao into a i Wo r Qedtre of Tourism and L e i s.uThese®
strategies includes promoting the city into a world recognised city
and a hub that brings together diversified tourism products, unique
culture and heritage, quality service, marketing strategy, smart
technology and sustainable development all within a livable city.

AMacao Tourism Industry Devel
a plan for building and managing a tourist destination
economy.

op



To support the Macao SAR Go v e r n nirevaivendest in the Central Go v e r n niieBnebhdtR 0 a thiiative and to become part of the development
of a city cluster in the Guangdong-Hong Kong-Macao Greater Bay Area, MGTO initiated the compilation work of the i Ma ¢ Boorism Industry
Development Master P | a to dully leverage Ma ¢ a padsion and function in the scope of the national development. Macao can be developed as
the core city in the region and its strength as a tourist destination.

" _ _ . _ In October 2016, Chinese Premier Li Kegiang pledged support from the
Initiated in October 2013 by ~the President of\the_|_°e$3IO|es Republic Central Government and announced there will be 19 new measures and
of China, Xi Jinping, the fi B ednd Roado Initiative provides a policies to favour Macao, aimed at making better use of its position as a
visionary blueprint for global economic development. The fi B e | t Avorld Centre of Tourism and L ei s andeadfi ¢ o mme and itradé

and R o a doutes cover more than 60 countries and regions from cooperation service platform between China and Portuguese-speaking
Asia to Europe via Southeast Asia, South Asia, Central Asia, West countrieso

Asia and the Middle East. It is expected to bridge the countries

through infrastructure investment and thus accelerate economic In March 2017, Chinese Premier Li Kegiang proposed in the annual

growth. The provision of easy access strengthens the connection A Gover r\okrRte p o o tfobmulate the A G u a n g-Hong i§ong-
between Macao and the world which stimulates tourism growth Macao Greater Bay Area City Cluster Development P | a n o
and opening up to more source markets. This will enable Macao

to explore opportunities through tourism cooperation with both

h - | In the past years, Macao has established various cooperation framework
international and national partners.

for tourism development with cities in the Bay Area. The formulation of the
fiGuangdong-Hong Kong-Macao Greater Bay A r e mational strategy will
deepen the cooperation between Macao and the regional cities, so as to
speed up the integration of industries and foster the economic growth in
the Bay Area.
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1. INTRODUCTION
1.1 PROJECT BACKGROUND AND IMPORTANCE

Background of Transforming Macao into a i Wo r Gedtre of TourismandL ei sur e o

Positioning Macao as ai Wo rCéntte of Tourismand L e i s was #rsi announced by the National Development and Reform Commission at the end
of 2008 in the i Ou t of the Rlan for the Reform and Development of the Pearl River D e | &ana this positioning is also supported by the National
fil2th Five-Year P | aim2011. In early 2015, the Macao SAR Government submitted to the Central Government the Macao chapter recommendation
of the National L3 Five-Year P | a Mh& Chief Executive of the Macao SAR Government launched the i C o mmi far Development of the World
Centre for Tourismand L e i s in ©aober 2015 for Macao to achieve the vision of i Wo Céntte of TourismandL ei s.ur e 0

A December 2008 A March 2011 A 2015 R October 2015

A The Outline of the Plan for A The National i12th Five-Year A The Macao SAR Government A Establishment of the
AR R A Pl ano -Z2025D 1 1 submitted suggestions to the ACommi ttee for
Development of the Pearl Central Government the the World Centre for Tourism
River Delta (2008-2020) A Framework Agreement on Macao chapter and Leisurebd

Cooperation between recommendation of the

N Y e Vet Guangdong and Macao Nat i orh&ive-Yielar P A0 The Committee assists the
shall stand-up the positioning . which speeded up the process Macao SAR Government in
as a fAWorld Cent e$u%p9rt|ng Macao to develop of developing Macao into a transforming Macao into a

into a AWorl d Cen nWorl doCentire o TGUWoirs™M TrGtre of

Tourism and Leisureo : . : . :
and Leisureo and Leisureo , fSardcew | L@ sdired by cond
developmentasafi Ser vi c e Platform for Trade Co- and top-level design,
Platform for Trade Co-operation operation between China and formulating relevant strategies
between China and Portuguese-speaking and coordinating the
Portuguese-speaking Countrieso. development plan of Macao for
Countrieso. the next five years.
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YaUA
Paciic Asia Travel Mmhmrg

MGTO hosted a Round Table Seminar towards i H otevBuild a World Centre of Tourism PATA / MACAU TASK FORCE

andL e i s mJueed2011. Representatives related to the tourism industry were invited to Macau Tourism Positioning :

Towards a World Centre of Tourism and Leisure

express and share their ideas and suggestions at the seminar on how to achieve the goal
of developing Macao into a i Wo rCendre of Tourism and L e i s paraméters, overall
planning and concrete measures towards this positioning.

FULL COMPREHENSIVE REPORT

A i Wo rCerdre of Tourism and L e i s isrgenérally defined as a renowned
destination with world-class standard that offers quality public heath
facilities, a safe environment and a good ecosystem, a place for healthy
living, happiness, entertainment and one that offers opportunities for
business and other purposes.

~ELEEELTTEITY
[ | MACAU GOVERNMENT TOURIST OFFICE
W maCaUOUTiSM govmO

Pacific Asia Travel Association (PATA) published a Macao Task Force Report in 2012,
which suggested an overall positioning of Macao as:

fi A raccessible and diversified world-class urban tourism destination in the Pearl
River DeltaRe gi on o

Source: Macao Government Tourism Office: ARound Table Seminar: How to Build a World Centre of
APATA/ Macao Task Force Report on Macao Tourism Positioning: Towards a World Centre of Tou
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1. INTRODUCTION
1.1 PROJECT BACKGROUND AND IMPORTANCE

PATA/ Macao Task Force Report on Macao Tourism Positioning:
Towards a World Centre of Tourism and Leisure

The PATA/ Macao Task Force Report recommends 10

strategies to achieve the desired positioning as a A Wo r | ACCESSIBILITY SUSTAINABILITY HUMAN RESOURCE
Centre of TourismandL ei s.ur e 0

1. Develop a Comprehensive Macao Tourism Master Plan
Make Macao accessible to the world Sl GE TGS DIVERSIFICATION QUALITY
" . - . BRANDING
3. Reposition Macao as a world-class and diversified tourism
destination
4. Identify and invest in market growth segments and new
marketing/ branding strategy
5. Use business events as the platform for growth and
cooperation between Macao and Pearl River Delta
Diversify Ma ¢ a todrism products
Improve tourism quality standards
Ensure adequate human resource capacity
. Adopt a sustainable tourism development approach
10 Create an umbrella Destination Management Organisation
(DMO)

N

© 0N

:
&

Source: Macao Government Tourism Office: APATA/ Macao Task F ofTcoeurRespno ratn @014 eMascuarce OTour i sm Posit
Image Source: Macao Government Tourism Office
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1. INTRODUCTION
1.1 PROJECT BACKGROUND AND IMPORTANCE

Tourism Industry and the Five-Year Development Plan of the Macao Special Administrative Region

In order to achieve the goal of transforming Macao into a i Wo rCentte  These strategies echo the development goals in the fi F i-Yea Pl a n
of Tourism and L e i s uhe dMacao SAR Government has set up the  including the development directions of fi gadual formation of business

i Co mmi fort Beeelopment of the World Centre for Tourism and environment for tourism and leisure i n d u s tfireinehsaon, c ef e n t
L e i s ohairedby the Chief Executive. The Macao SAR Government  overall development of the tourism i ndusdnd yid ost aeewi r
has also compiled fi t hFee-year Development Plan of the Macao  development of culturalt our.i s mo

Special Administration Region (2016-2020) ¢hereinafter as fi t lrige-
Year P | a with Yhe goal to stabilise the economic growth, expedite the

c i ttrardsfermation into a A Wo rCentire of Tourism and L e i s wamde 0 ,
improve the livelihood of local residents.

Seven Goalsofthe S AR Govei himeaardo sPIl ar

Stable development of the overall economy

Following the above development goals, Macao will strive to
become a world-class tourism city where people can enjoy
international standards of living, work, transportation, tourism and
entertainment. In the future, Macao will be developed into a livable
city and tourist destination which is safe, hygienic, healthy,
convenient and eco-friendly.

Further optimisation of industrial structure

Gradual formation of business environment for tourism and
leisure industries

. - . <~ . Continuous i mprovement in eo
Under the guidance of the A Fi-Yieewr P | a nhe ,A Ma ¢ &awrism . .

Industry Development Master P | a rioémulates future goals and
strategies to in line with the SAR Go v e r n ndevwelopénent vision. In
addition to the analysis of the current situation of Ma ¢ a todrism, the
Master Plan proposes short, medium and long term strategies for
the tourism product system, source markets, tourism branding and
positioning, as well as tourism and urban development.

Continuous development in culture and education

Efficient and effective environmental protection

. Further improvement in administrative efficiency and legal governance

13 | MACAO TOURISM INDUSTRY DEVELOPMENT MASTER PLAN'i COMPREHENSIVE REPORT



1. INTRODUCTION

1.1 PROJECT BACKGROUND AND IMPORTANCE

Guiding Principles of the Tourism Industry Development Master Plan

Promoting the development of i h o | towsigmidce s t i nisathei newnpdsitioning under the national tourism development strategy, to achieve a full
range of optimisation and upgrade in the tourism industry as well as creating integration and co-development within the region. Macao has been an
open tourist destination, all the attractions are spatially well connected, which is in line with the A h o | tousigmidce s t i ndavelopmend concept.
Meanwhile, the Macao SAR Government continues to enrich its tourism offerings, increase efficiencies and promote innovation with the aim of

diversifying tourism products and exploring new visitor source markets. Under the development concept of fholistic tourism d e s t i n with ithe n .

realisation of the vision of i Wo rCentte of Tourism and Leisureo and the ensuring of a livable and travel friendly city; the i Ma ¢ Teoarism Industry
Development Master P | alm® adopted the following guiding principles which serve as the basis in confirming the development objectives and

Offering diversified products and experiences for
a wide variety of visitors, and broadening visitor
source markets. Riding on the growth of non-
gaming products, a variety of entertainment
facilities and leisure activities can be introduced,
thereby encouraging the development of a multi-
day tourist destination. Also, there is an
opportunity to attract high-value visitors by
upgrading the overall travel experience.

Image Source: Macao Government Tourism Office

formulating the strategies for Ma ¢ a futire tourism industry.

continuous
industry can

and

Training
management of the tourism
upgrade the overall service quality. This can

provision

help to promote the industry to meet
international standards. The investment and
construction of various integrated resort
facilities give opportunity to maintain and
improve the quality of tourism products.
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To elaborate the uniqueness of Ma ¢ a bigiosy
and culture, as well as to create a culturally
diverse  destination with  rich  content.
Continuing to nurture the c i t yutwally
diverse and rich tourism experience will attract
the worldwide visitors and foster the
development of the creative industries of the
city.



Macaobdbs Vi sion

Macao - World Centre of Tourism and Leisure

Centre

A Destination
Hub

World

World
Recognition /

Tourism

Hospitality, MICE,
Events, Gaming &,
Entertainment, Cultural
Experience , Shopping

| eisure

Quality of Life, Dining,
Sport, Cultural Heritage
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1. INTRODUCTION
1.2 PROJECT SCHEDULE AND PROCESS

The AMacao Tourism Industry Devel opment Master Plano i s dedudelilemplesd i nt
Phase | Phase Il Phase Ill
Situational Analysis Initial Conclus_lons Public Consultation and ) Final Consolldathn
and Strategies St akehol der s|0 ahdrRpcomirsendation
1 Overall Development and Policy 1 Baseline Situational 1 Public Consultation and 1 Interviews with Government
Review Analysis Consolidation of Public Inputs Departments and Stakeholders
. N . (1,185 Public Responses) (18 Interviews and 42
2 Macao Tourism Industry Research [ 2 Objectives and Strategies Responses)
and Analysis . . 2  Stakeholder Workshops
3 Preliminary Planning )
. - . . 2 Experts Panel Review
3 Site Visits (76 Sites/ Attractions) Proposals 3 Site Visits (9 Sites/ Attractions) (6 Experts)
4 International Forum (9 Experts) 4 International Forum (8 Experts)
5 Interviews with Government 5 Interviews with Government
Departments and Stakeholders Departments and Stakeholders
(40 Interviews) (18 Interviews)
6 International Best Practices 6 In-depth Study of International .
(62 Cases) Best Practices (63 Cases) Key Deliverables
. Compilation Report of
7  Forecast of Tourism Scenario 7 Surveys (500 Visitors) Public Opinions
8  Surveys 8 Experts Panel Review (4 Experts)

] ] Macao Tourism Industry
Key Deliverables Key Deliverables Development Master Plan

Macao Tourism Industry
Development Master Plan
- Public Consultation Paper - Specific Topic Reports

(508 Residents and 500 Visitors)

9 Experts Panel Review (6 Experts)

Phase 1 Report - Comprehensive Report

v v v Phase 2 Report v - Summary Report
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1. INTRODUCTION
1.3 INTERNATIONAL FORUMS

Two international forums were held in Phase | and Phase |l respectively, The major contents of the forum include:
inviting international experts, tourism related government departments
and associations with in-depth and targeted discussion upon tourism
development in Macao. Through brainstorming, exchange of ideas and ~ ADevelopment of the preliminary planning proposals and action plans.
sharing, the international forums provided opportunity to develop
effective strategies and action plans which are beneficial to the future
development of the Macao tourism industry.

AGoals and KPIs of a i Wo 1Cénter of TourismandL ei s;ur e o

.

-

aan

G -, ‘
N ou o B M g ot '
International Forum 1U 1AREVTE VY GV | b | * 3
Organised on 10 September in 2015, this forum targeted to explore the EM&?J.J‘.ﬂ ! ‘&“‘g-”' ‘?L =3 ‘% =
potential and development direction of the Ma ¢ a todrism industry, and
the opportunities and challenges of positioning Macao as the i Wo r |
Centre of TourismandL ei s.ur e o

The forum invited nine international, Mainland China and Hong Kong
experts. The line-up of experts included Professor Lin Jiang, Head of
Public Finance and Taxation Department of Lingnan College at Sun Yat-
Sen University, Alastair Morrison, expert in tourism marketing and
branding, Dain Simpson, with expertise in forecasting trends and tourism
product analysis, Bill Calderwood, expert in national tourism
development, Dr. Jason Ni, Assistant Professor of Department of
Architecture and Civil Engineering at City University of Hong Kong, Tom
Farney and Eric Rankin, experts of innovative technology in destination
management and Christian Low, expert in tourist destination design.

Image Source: Macao Government Tourism Office
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International Forum 11U

The second International Forum was held on 25-26 February 2016, inviting
eight international, Mainland China, Hong Kong and Macao experts to
deliver speeches on specific topics and exchange ideas with MGTO,
tourism related government departments and professional organisations
through group discussions.

The line-up of experts included Kevin B. Murphy, Past Chairman of the
Pacific Asia Travel Association (PATA) Executive Board, Professor Lin
Jiang, Head of Public Finance and Taxation Department of Lingnan College
at Sun Yat-Sen University, Bill Calderwood, expert in national tourism
development, Dr. Jason Ni, Assistant Professor of Department of
Architecture and Civil Engineering at City University of Hong Kong, Tom
Farney and Eric Rankin, experts of innovative technology in destination
management, Professor Davis Fong, Director of Institute for the Study of
Commercial Gaming, as well as Associate Professor of Hospitality and
Gaming Management Programme at University of Macau and Dain
Simpson, with expertise in forecasting trends and tourism product analysis.

This international forum explored different development scenarios and the
corresponding strategies and implementation actions. It also conveyed the
importance of effective cooperation among different departments and
sectors. The major contents of the forum include:

A Explore the variation in terms of tourism products, city development,
branding, marketing, regional cooperation and requirement to tourism
service quality in different development scenarios;

A Discuss the implementation of best practices and solutions;

A Formulate the framework for key performance indicators for the future
development of Macao tourism.

Image Source: Macao Government Tourism Office
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To better understand the perceptions and satisfaction levels surrounding
Ma c a todrism industry, in the perspective of both local residents and visitors,
two sets of visitor surveys (conducted by face-to-face interviews) and one
resident survey (by telephone) were compiled during the study process.
Combining the survey results and internal assessments of Ma ¢ a curent
tourism environment, recommendations for further improvement have been put
forward in the i Ma cTawism Industry Development Master P1 a n 0

Visitor Survey

Two sets of visitor surveys were conducted from 8 to 17 October 2015 and from
12 to 20 February 2016. In order to capture a fair picture, the first survey was
conducted during the off-peak season while the second was conducted during
the peak season. The surveys were conducted by distributing questionnaires to
randomly sampled visitors set aged 18 and above at major ports of departure. A
total of 500 valid responses were collected in each survey. The goal of the
survey was to understand v i s i ttravel sbhéhaviours, experiences and
perceptions towards tourism in Macao, satisfaction levels and demands. The
insight provided by the surveys would raise key issues and facilitate discussion
for improvement of service quality and the standard of Ma ¢ a todrism.

Key Findings:

A In general, visitors were satisfied with their travel experience in Macao.
Satisfaction levels were particularly high in fields such as accommodation,
tourist attractions and border check points.

A The result shows that visitor satisfaction levels ranked lowest in the areas of
transportation and the diversity of tourism product offerings in the city. This
indicates room for improvement in the transport infrastructure and highlighted
the importance of diversified tourism products.

A Other major issues raised by visitors pertained mostly to the high level of
crowds at major attractions, and the perceived high cost of hotels and
restaurants. These are the areas that require attention and actions to mitigate
in the tourism development of Macao.

Source: Visitor Survey conducted and arranged by the Project Team
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Visitor Survey - Satisfaction Levels towards Tourism Quality in Macao

Diversity of Tourism Product Offering
Overall Image of Macac
Friendness of Local Residen
Transport

Dining

Shopping
Border Crossing Facilitie
Sightseeing

Accommodation

33 34 35 36 37 38 39

2016/02 =2015/10

(Score: 51 Extremely Satisfied 17 Extremely Unsatisfied)

40 41



The resident survey was conducted by phone interviews from 31 July to 1

August 2015, with a total of 508 valid responses collected during the period. 100%
The objective of the resident survey was to determine the viewpoints of local
residents on five specific tourism-related issues. These issues revolved around 80%
the impact of tourism on living, traveling, working, transportation and
entertainment in Macao and how it has affected their everyday lives. 60%
Key Findings:

40%
A The majority of residents supported Ma ¢ a goésiioning as the A Wor | d

Center of Tourism and L e i s wamdenany of them were personally proud of 20
the c i taghiegements. Local residents were also generally satisfied with the
current tourism development of Macao.

X

A A total of 14 indicators were investigated in order to determine the impact of

. . . . . 2 &
tourism industry on local residents. The top three issues that were raised Ao

were inflating living costs, high levels of retail rent and traffic congestion. N

A The most frequent complaint was that of increased traffic and congestion due
to the growing tourism in the city. Many residents felt that this was an area
that requires significant improvement should the vision of developing Macao
into a A Wo rCentre of Tourism and L e i s berrealised. It was commonly
suggested that the public transport network should be improved to meet the %
demands from both residents and visitors. Additionally, respondents also
expressed concerns over issues like ever growing visitor arrivals, inadequate
traffic control in tourist hotspots, room for improvement for border crossing
facilities and lack of diversities in attractions, entertainment and leisure
activities.

A 1t was noted that service qualities should be improved, in particular towards
the service providers in certain sectors, such as tour guides and taxi drivers.

Source: Resident Survey Conducted and Arranged by the Project Team
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Resident Survey 1 Perception of Impact from Tourism

m Deteriorating No change Uncertain Improving



1. INTRODUCTION
1.5 PUBLIC CONSULTATION

Public consultation was a critical study process of the Master Plan. The
consultation was conducted from 23 May to 22 July 2016. A series of
promotion were conducted to increase public involvement in the
consultation. The methods for promoting public consultation were as
follows:

A Roadshows: Conducted in 6 main city locations

A Bus advertising

A Official website

A Newspapers advertising

A Public consultation paper and flyers

A Street and lamp-post banners

A TV broadcasting

A Radio broadcasting
Roadshows Period
Leal Senado Square 26 May i 16 June, 2016

23 June i 22 July, 2016

Open area adjacent to the Garden of Flower 23 May i 4 June, 2016
City, Taipa (near Rua de Seng Tou)
lao Hon Market Garden 5Junei 15 June, 2016
Tap Seac Square 16 Junei 27 June, 2016
Rotunada Carios da Maia (Three Lamps 28 June i 8 July, 2016
District)
Amizade Square 9 July i 22 July, 2016

Image Source: Macao Government Tourism Office
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1. INTRODUCTION
1.5 PUBLIC CONSULTATION

In order to provide a better understanding, consultation paper and
leaflets were produced to introduce the Master Plan to the general
public. The consultation paper was composed of five major sections:

1) Planning background;
2) Baseline analysis and challenges;

3) Guiding principles for the Macao Tourism Industry Development
Master Plan;

Documento de consulta
de consuity

4) Goals and strategies; and e s e 206

Consuttation Period
23 May to 22 July 2016

5) Scenario forecast and evaluation.

BEBHITAR
-

Lexsea S e tamects o murrin Se e

24 il i &
Consulta Piblica do Plano Geral do
Desenvolvimento da
Industria do Turismo de Macau

wwa
Periodo de consulta
23.5.2016
|
22.7.2016

Image Source: Macao Government Tourism Office
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1. INTRODUCTION
1.5 PUBLIC CONSULTATION

Six public consultation sessions and exchange sessions were held to gather
opinions from tourism stakeholders. The participants included tourism related
government departments, industry, professional organisations, consultation
committees, educational institutions and the general public. The detailed
information for each session is listed as below.

Consultation Sessions Date No. of Attendees
Public Consultation 1 28 May, 2016 >60
Public Consultation 2 11 June, 2016 ~70
Special Consultation Session 17 June, 2016 13

(Conselho Consultivo de Servips Comunit&ios )

Exchange Session 1 18 June, 2016 56
(Industry and professional organisations)

Consultation Committee Session 4 July, 2016 40
(Tourism-related Consultation Committee)

Exchange Session 2 9 July, 2016 49
(Industry and professional organisations)

Image Source: Macao Government Tourism Office
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1. INTRODUCTION
1.5 PUBLIC CONSULTATION

The various public communication sessions brought in a total of 1,185
responses; the majority of these were from consultation sessions, emails
and written comments.

Eleven categories were
responses:

identified after consolidating the 1,185

1) Tourism Resources and Products

2) City Development

3) Visitor Source Markets and Target Segments
4) Tourism Quality and Service

5) Issues Related to the Consultation Paper
6) Marketing and Promotion

7) Tourism Management

8) Tourism Development Strategies

9) Tourism Branding and City Positioning
10) Regional Tourism Cooperation

11) Current Tourism Development Condition

The majority of the comments relate to four categories: Tourism
Resources and Products (357 comments); City Development (206
comments); Visitor Source Markets and Target Segments (126
comments); and Tourism Quality and Service (125 comments). MGTO
organised and analysed the public input to integrate into the Master
Plan, so as to propose strategies and suggestions for the sustainable
development of Macao tourism.
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Distribution of Public Consultation Comments by Topics

3.3%

3 50\0'6%
070

\

= Tourism Resources and Products, 30.1%

4.1%
5.5%.

= City Development, 17.4%
= Visitor Source Markets and Target Segments, 10.6% = Tourism Quality and Service, 10.6%
= |ssues Related to the Consultation Paper, 7.6% = Marketing and Promotions, 6.7%
= Tourism Management, 5.5% = Tourism Development Strategies, 4.1%
= Tourism Branding and City Positioning, 3.5% = Regional Tourism Cooperation, 3.3%

= Current Tourism Development Condition, 0.6%



Having reviewed the situation of Macao tourism, eight specific topics 6. Tourism and the Application of Innovative Technology: This
covering all facets of the tourism industry in Macao have been identified
and studied:

1.

25| MACAO TOURISM INDUSTRY DEVELOPMENT MASTER PLAN i COMPREHENSIVE REPORT

Tourism Resources and Products System: This chapter
discusses all facets of cultural, historical, current status, natural
resources and products of tourism, including the full range of visitor
services, businesses and events. New programmes and
developments to diversify tourism are suggested for future
implementation.

Tourism Quality and Service System: This chapter discusses
quality systems, human resources and skills training. It explores the
measures to improve service quality of the industry.

Tourism Branding and Marketing Strategies: This chapter
describes all facets of market trends, target markets, marketing
programmes and brand message, while providing suggestions on
upgrading marketing systems and promoting branding message.
Tourism Industry and City Development: This chapter covers the
development of the city, potential areas for rejuvenation and
development, as well as environmental improvement.

Tourism Carrying Capacity: This chapter evaluates current and
future capacity forecasts for transportation, border points, tourist
services and society in general to handle the increases in visitors.

chapter discusses a wide range of new technology for industry
management, security, tourism marketing and promotion, and smart
tourism.

Tourism Industry Cooperation System: This chapter covers a
review of tourism-related laws, tourism industry cooperation issues,
and recommends changes in legislation, and methods to improve
cooperation, as well as information-sharing systems.

International and Regional Tourism Cooperation and
Development: This chapter explains key issues identified for regional
cooperation, joint activities and events with regional cooperating
cities. It also gives recommendations to raise the profile of Macao in
the international tourism community.



1. INTRODUCTION
1.7 PROJECT APPROACH

Approach

The study of the i Ma ¢ Boorism Industry Development Master P | a n ®Based on these five steps, key objectives and strategies were created.
followed five key steps, starting with a situational assessment of all These strategies led to the corresponding planning proposals and action
facets of the tourism industry. This assessment led to the identification of plans for implementation.

key issues, competitive strengths and gaps. Extensive efforts were made

to get public and experts reviews and inputs through international

forums, public consultation, department interviews and solicitation of

comments and suggestions.

Hosting of Specify Planning

Assessment of Identify th; Key International Outline the Key Proposals and
1 Current Tourism P Forum, Public Objectives and Action Plans to Drive
Situation Assess the Consultation and Strategies Implementation

Implications Stakeholders
Interviews
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CHAPTER 2

MACAO AS THE WORLD CENTRE
OF TOURISM AND LEISURE
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This chapter presents several key issues and trends in the global tourism
environment. These issues have direct or indirect impact on Macao and
Macao's goal of becoming the World Centre for Tourism and Leisure.

The i Ma c Boorism Industry Development Master P | a ma® prepared
eight specific reports, each of which clearly identifies key objectives and
strategies. Then, it is accompanied by relevant planning proposals and
action plans to achieve Macao's vision as the World Centre for Tourism
and Leisure. The comprehensive r e p o chaples 3 to chapter 10
summarise the contents of the specific topic reports.

This chapter includes the following sections:
2.1 Introduction

2.2 Macao and Competitive Destinations
2.3 Key Issues and Trends in Tourism

2.4 Achievement of Overall Goal i World Centre of Tourism and
Leisure
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2. MACAO AS THE WORLD CENTRE OF TOURISM AND LEISURE

2.2 MACAO AND COMPETITIVE DESTINATIONS
2.2.1 GLOBAL PICTURE OF TOURISM DEVELOPMENT

The World Economic Forum published fi T hTeavel & Tourism Competitiveness

. . . S Top 20 of The Travel & Tourism Competitiveness Index 2015
Re p oin 20&5. The study evaluated 141 counties and regions by 14 criteria. P P

. . . i . Ranking
Although Macao is not included in the assessment, the study is an important ” ' |
reference for Macao and can help Macao to understand the requirements for XL country/Region Ve
competitive destinations. 1 Spain 5.31
2 France 5.24
Based on the r(_asearch, top _20 destinatio_ns are listed in th_e_ adjace_nt table_:. C_ities 3 Germany 522
located in highlighted countm_as are considered as competitive tourist destinations 4 United States 512
that Macao could learn from, including: _ _
A Paris in France A Sydney in Australia 0 United Kingdom o2
A Las Vegas in US A Singapore 6 Switzerland 4.99
A London in UK A Hong Kong SAR 7 Australia 4.98
The Travel & Tourism Competitiveness Index 2015 Framework 8 Italy 4.94
] " 9 Japan 494
Travel & Tourism Competitiveness Index
10 Canada 4,92
: 11 Singapore 4.86
Enabling a-rl;gL-ll-EE:tl)Il(i:l}llg Infrastructure Nag:jlrtilglm 12 Austria 4.82
Environment Conditions Resources 13 HOﬂg KOﬂg SAR 4.68
Business Prioritization of Air Transport Natural Resources 14 Netherlands 4.67
Enwro-nment Travel &.Tourlsm Infrast:ucture ) 15 Portugal 4.64
) International Ground and Port Cultural Resources
Safety and Security %%?:n'g:sa Irr?furgstzjncturgr and Business Travel 16 New Z'ealand 4.64
. . . 17 China 4.54
ith and . Price Tourist Service
Health and Hygiene Competitiveness Infrastructure 18 Iceland 4.53
Human Resources Environmental 19 Ireland 4.54
and Labour Market Sustainability 20 Norway 4.51
' . Source:Wor | d Economi c REport-Tme Tiavel& S oudsn t
ICT Readiness CompetitivenessReport 0, 2015,

29 | MACAO TOURISM INDUSTRY DEVELOPMENT MASTER PLAN i COMPREHENSIVE REPORT



The comparison of competitive performance by countries/ regions are shown as below; each index is analysed by pillar with performing countries/
regions. The factors which competitive countries/ regions rate higher (5 of 7 countries/ regions rate 5 or more) include business environment, safety
and security, health and hygiene, human resources, ICT readiness, prioritization of travel and tourism, air transport and tourist service
infrastructure. These are areas which Macao should pay particular attention in order to become a top competitive tourist destination.

The Travel & Tourism Competitiveness Index 20151 Performance of Competitive Countries/Regions
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30 | MACAO TOURISM INDUSTRY DEVELOPMENT MASTER PLAN i COMPREHENSIVE REPORT



The competitive cities mentioned in Tourism Development Global Picture are

selected to compare with Macao for the current positioning of Maca o6 s

tourism development, while both Mapping Diagram and Spider Diagram
are applied for the comparison analysis.

Global: London, Paris, Dubai, Las Vegas and Los Angeles

The selected cities are all world-class tourist destinations. For the future
development of Ma ¢ a todrism industry, it is significant to learn from these
cities in terms of city branding, marketing, tourism positioning and tourism
products diversification.

Asia Pacific Region: Hong Kong, Singapore, Sydney, Bangkok and
Kuala Lumpur

These cities are all the key tourist destinations in the Asia Pacific region
which relatively compete with Macao in terms of tourism industry. Besides,
some cities (i.e. Hong Kong and Singapore) are doing well at tourism
products diversification, which are important case examples for Macao to
learn from.
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Five cities are indentified for comparison analysis as global tourist
destinations, they are London, Paris, Dubai, Las Vegas and
Los Angeles. All five cities are within the top 30 global cities in
terms of international arrivals. In addition, these cities have some
attributes similar to Macao:

A

A
A
A

Las Vegas: modern city which is famous for gaming and
MICE.

Los Angeles: large-scale attractions and the leading city for
American entertainment industry.

London and Paris: cities with historic, cultural and
commercial elements.

Dubai: modern city with luxury retail and man-made
attractions.

The position of Macao and the five cities are as shown in the
diagram. With a growing emphasis on tourism development and
MICE, Macao can improve its position for business tourism.

TOURISM RESOURCES

Modern

[
»

&
<

Historical

Dubai

Las Vegas

Los Angeles

Macao (future)

-

4 A Y

London

Macao (present)

Business <
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Five indicators are concluded to assess the
performance of Ma c a otbéusism industry with
comparison with the global tourist destinations. Each
indicator has specific evaluation index as shown
below:

Visitation (Number of total visitors and
international overnight visitors)
Tourism Products Diversification (Tourism

products focus, v i s i avevagesléngth of stay)
Tourism Products Quality (Include both tourism
f a c i pbualtyiare sebvice quality)

Scale of Facilities (Number of hotel rooms and
iconic attractions)

Airport Capacity (Visitor arrivals via airport)

Do P o Do D>

Each indicator is divided into 5 levels (Level 0-4), the
higher the score, the better the performance.

In conclusion, Macao is doing well on visitation;
however, it is far behind other cities in terms of
airport capacity, as well as tourism products
diversification and quality.

Dubai

Tourism Products
Diversification

Tourism Products
Diversification

/\: Airport

o Airport
Visitation isitati
i Visitation ;
Capacity sitatio Capacity
Paris
Scale of Tourism L NTourism
Facilities Products Tourism Products Scale of Products
Quality Diversification Facilities Quality
Las Vegas Visitation Airport London
Capacity
Tourism Products Tourism Products
Diversification ) Diversification
/\ Scale of Tourism /\
o ] iliti Products
Visitation Airport Facilities Quality Visitation Airport
Capacity Capacity
J Los Angeles \ ¥
Scale of Tourism Tourism Products Scale of “Tourism
Facilities Prod_ucts Diversification Facilities Products
Quality Quality
N
Visitation Airport
Capacity
Tourism
Sca'lg'of Products
Facilities .
Quality
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Five cities are identified for comparison analysis as tourist
destinations within Asia Pacific. They are Hong Kong,
Singapore, Sydney, Bangkok and Kuala Lumpur. Four of the
five cities are within the top 30 global cities in terms of
international arrivals. In addition, these cities have some
attributes similar to Macao:

A Hong Kong: As i dirdascial center, modern city which is
famous for shopping;

Singapore: modern city which has success on diversifying
tourism products;

Sydney: leisure harbor city with well-preserved and
developed cultural facilities;

Bangkok: Mixing historical and leisure, popular among
Asians;

Kuala Lumpur: pre-colonial city which is leisure and
historical.

ST S S

The positioning of Macao and the five Asia Pacific cities are as
shown in the diagram. With a growing emphasis on tourism
development and MICE, Macao can improve its position on
business tourism.

TOURISM RESOURCES

» Modern

<
<

storical

Hong Kong

Singapore

Macao (future)

-y

4
Sydney | !
A y\_/ Kuala Lumpur

Bangkol Macao (existing)

Source: Euromonitor| nt ernati onal : fATop 100 City Destimations Rankingo, 2015.

Business < » Leisure

DESTINATION TYPE
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The 5 indicators are applied again to compare Macao
with the 5 Asia Pacific tourist destinations:

overnight visitors)

quality and service quality)

attractions)

Do Do Po Do Do

Each indicator is divided into 5 levels (Level 0-4), the
higher the score, the better the performance.

In conclusion, Macao has already been one of top tourist
destinations in Asia Pacific; however, it is still far behind
other Asian competitors in terms of accessibility and
tourism products diversification.

The future development of Macao is shown as dashed
line assuming both improvements in Ma ¢ a dodirssm
development and increase in regional cooperation.

Visitation (Number of total visitors and international
Tourism Products Diversification (Tourism products
focus,v i s i avavagesléngth of stay)

Tourism Products Quality (Include tourismf aci | i ti es o

Scale of Facilities (Number of hotel rooms and iconic

Airport Capacity (Visitor arrivals via airport)

Tourism Products
Diversification

Visitati Airport
isitation Capacity
Scale of Tourism
Facilities Products

Bangkok

Tourism Products
Diversification

Visitation Airport

Capacity
\L_

Scaleof Tourism

Facilities PrOd_ucts
Quality
Visitation
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Both mapping diagram and spider diagram show the
comparison between Macao and other global tourist
destinations, the major conclusions are as below:

A Macao is doing well on visitation and has already
been one of top tourist destinations in Asia Pacific;
however, it has room to improve tourism products
diversification and quality;

A Due to small land area in Macao, there is limited
space for airport expansion which has made
Ma c a odirs accessibility weaker than other
international destinations.

The Improved Macao scenario assumes significant
upgrades to tourism product diversification and quality.
However, the diversification of tourism products and the
development of airport capacity are still subject to land
resources and air transport conditions.

The Improved Macao + Regional Cooperation scenario
takes advantage of regional resources. A direct and
seamless connection to Hong Kong International Airport
will improve accessibility of Macao, while integrated
development with Zhuhai and Henggin can improve
product diversity and quality.

Tourism Products
Diversification

Airport

Visitation Capacity

Scale of Tourism
Facilities Products

Quality

Tourism Products
Diversification

Visitati Airport
isitation Capacity
Scale of Tourism
Facilities Products

Quality

Tourism Products

Visitation

Scale of
Facilities
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A

Unigue location in Pearl River Delta;

A Unique blend of Chinese and Western culture with 500

p ST SRR

o o

Source:

years of cultural exchange;

High reputation as gaming destination, with integrated
resorts;

Historic Centre of Macao under the UNESCO World
Heritage List;

Famous festivals and events destination, such as
Macao Grand Prix (celebrating over half century).

Good opportunity to develop new reclamation areas;
A powerful attraction to large potential Asian tourism
markets;

Future advantage fromthe fi B e | t R ma dhdiative

and the development of i Gu a n g éHomgdkong-Macao
Bay Ar e a edgacibllgwithttd ust er o
completion of Hong Kong-Zhuhai-Macao Bridge will facilitate

Greater

regional tourism development;

Unique cultural background, big potential to develop cultural

and heritage attractions related to arts, maritime, history, etc.;

Leverage gaming incomes to support the development of

other potential tourism products and projects.

Macao Government
Macao Government Tourism Office: A PA T A/
Project Team.

Mac ao

Tourism Office:
Task

Force

ARound

Report
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Limited land and natural resources;

Limited labour force;

Limited carrying capacity and tourism supporting
infrastructure;

Uneven product development, money flows over reliant
on casino and gaming sector, lack of tourism products
diversification;

Limited MICE function spaces;

Relatively low capacity of airport, limited public
ground transportation options.

Tourism competition from nearby regions, such as
Hong Kong, Zhuhai, Guangzhou, Shenzhen, etc.;
Gaming industry competition from Singapore,
Malaysia, Philippines, Korea and Cambodia;

Further controls on border crossing and money flows
from PRC;

Future labour force may be insufficient to support
tourism industry;

Residents discontent with the problems brought by
unmanaged tourism growth.

How to Build a World
Tourism Posi2i2oning: Towards

Centre

a

o
w



It is clear that the global tourism industry is getting more competitive, in
which a comprehensive study on the key tourism issues is critical to
understand the development direction for Macao.

The A Ma c¢ @oarism Industry Development Master P | a haé been an
intensive and thorough process which has involved several complex layers
of research and investigation in the tourism industry. During the process,
complete and detailed baseline assessments were established through
research and extensive interviews with stakeholders, international forums
and advice from tourism industry experts. These findings have led to the
identification of several key issues affecting Macao and its tourism industry.

Through understanding these ten key issues, research on best practices
and future trends were conducted and have been incorporated as the basis
for the development objectives, strategies, planning proposals and action
plans contained within the A Ma ¢ Boorism Industry Development Master
P | a The ten key issues, which will be explained in more details, include:

Image Source: Macao Government Tourism Office
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17 Balancing
between Tourism
and Social
Development

107 Cooperating
with Industry
Stakeholders

91 Reducing the
Environmental
Impact of Tourism

81 Managing
Overcrowded
Tourism Areas

21 Harnessing the
Surge in Regional
Tourism

10 KEY

ISSUES

71 Effective
Utilisation of Land
Resources

3T Responding to
the Growing
Competition in
Tourism

417 Increasing the
Value of Tourism

51 Utilising
Innovative
Technology

61 Spurring
Diversity of Tourism
Products



TOURISM INDUSTRY DEVELOPMENT CAN HAVE BOTH BENEFITS
AND NEGATIVE IMPACTS: Tourism can have tremendously positive
effects on the local community and economy, for example visitors through
their hotel, dining, retail and leisure spending, are a great source of financial
benefits and employment, and beneficial to the local economic growth.
Meanwhile, tourism development can stimulate cultural appreciation in the
local elements. The visitor expenditures also generate tax revenue and fund
government programmes for infrastructural and social improvement. On top
of this, it is not unusual for many of these restaurants or shops to be run
and operated by local residents, providing job and income opportunities.
Due to the ever evolving nature of the tourism industry, opportunities for
local residents to improve themselves are also present. Skill upgrading
through training and self development programmes offered by the industry
can help to build up the capabilities and aptitudes of local residents, aiding
in self actualization.

However, when the influx of visitors is too large and the land area is
insufficient, it will bring different degrees of negative impact to the society.
During the tourism development process, the residents will feel
inconvenient when resources are not replenished in a timely manner,
particularly in smaller destinations like Macao. Following the increasing
visitor arrivals to Macao, residents living in popular tourist spots will face
more road traffic and more crowded streets. The problem can also extend
to public transportation with public buses and taxis being widely used
among the local residents and visitors. Higher living expenses and
environmental degradation are also the concerns. However, many of these
issues can be addressed through proper management.

Image Source: Macao Government Tourism Office
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The Master Plan strongly supports the interests of Macao residents and
community by maximizing the benefits of tourism and minimizing negative
impacts. A comprehensive tourism carrying capacity analysis identified
critical social and physical issues now and in the future. Key Performance
Indicators (KPI) have been identified and are expected to be monitored on an
on-going basis. Key plans and actions are recommended to monitor the
KPIs so to improve the quality of life of residents and enhance the skills of
the tourism industry.
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REGIONAL TOURISM IS INCREASING, THERE IS OPPORTUNITY
FOR MACAO TO HARNESS THESE NEW SOURCE MARKETS: As
global economies recover and levels of disposable income increase,
outbound tourism in Asia is surging and expected to grow rapidly over
the next decade and beyond. China is at the epicenter of this growth,
recording double-digit annual tourism growth rates on a consistent basis,
although recent trends have seen outbound Chinese tourist favoring
international destinations rather than travelling within Greater China.
Meanwhile, a large number of Asian countries are reaching higher levels
of affluence and are producing a increasing number of outbound
travellers. India, for example, a potential market of over one billion
population, has seen a phenomenal spurt in outbound tourism and is
slated to be the fastest growing international travel market after China.

These outbound markets encompass a wide range of traveller profiles
and will transform the regional travel and tourism landscape. Rapid
economic progress in developing countries and stable growth in
developed economics are promoting more business travel, MICE events,
high net worth individuals, middle class families, and a new younger and
connected generation of travellers. These market segments are
expected to drive the future of tourism in Macao and should be
specifically targeted in marketing and product offerings. Growth and
advancement in travel technology have also resulted in the rise in low
cost transport options with many new low cost airlines coming into the
market together with the existing and legacy airlines expanding in a fast
and aggressive fashion. As Macao aims to source new visitor markets,
special attention can be placed on these emerging market segments
which provide a good mix of business, leisure and high-end travellers.

Image Source: Macao Government Tourism Office
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The Master Plan recommends brand and marketing strategies, events
and innovative technologies, to help achieve these goals. However, given
the varying travel characteristics and product preference of these
travellers, Macao needs to develop and refine additional and more

diverse tourist options covering lodging, leisure and cultural activities.
Ma c a aiéhshistory, culture and people are its greatest asset and
regional tourists are seeking to appreciate the uniqueness of Macao.




COMPETITION IN THE TOURISM INDUSTRY IS RISING: Macao is one of
the most popular tourist destinations in the Asia Pacific Region. However,
following the rising competitiveness of the regional destinations such as
Thailand, Korea and Japan, Macao needs to develop a more diversified
tourism offering to maintain its attractiveness to visitors. Visitors from
Ma ¢ a ontajpr source market, the P e o p | Regublic of China, are
increasing favouring and travelling to short and long haul international
travel, with more countries which are relaxing visa policies and building
transportation infrastructure to attract regional tourism, increasing
competition can be seen in terms of diverse product offerings, sophisticated
marketing, unique culture and ease of access.

REGIONAL GAMING DESTINATIONS ARE DEVELOPING AT AN
INCREDIBLE PACE: Macao has long been As i adading gaming
destination. However, in recent years, many countries have undergone
legal and economic changes that had catalyzed the development of casinos
and integrated resorts in their territories. Singapore, the Philippines,
Australia and Malaysia all saw the introduction of large scale integrated
resorts. Most recently, the South Korean government has earmarked sites
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in both Incheon and Jeju for large scale integrated resorts. Japan

parliament, recently passed a law legalising casinos, which may lead to the
development of several large-scale resorts across Japan. Cruise ships, with
on-board casinos, are rapidly growing in number, offering the gaming market
an all-inclusive experience.

The Master Plan suggests to utilise Ma ¢ a anigse culture and heritage with
its strong tourism development foundation and improvements on regional
infrastructure to remain competitive in the long term. By targeting high-value
and high-growth markets, the tourism industry will remain vibrant for years to
come. Macao will explore more cultural, entertainment and tourism products
in order to provide a more diversified destination for visitors. This Master
Plan proposes several key strategies to enable Macao to remain competitive
by continually enhancing its tourism performance and also to explore the
possibility of introducing new tourism areas like revitalised historic districts
and new cultural and waterfront areas. In doing so, Macao will be able to
retain its destination appeal even in the face of increased competition from
the region and beyond.

Image Source: Macao Government Tourism Office



RICH TOURISM OFFERINGS CAN INCREASE VI SI TOR®™
INTENTION TO STAY: Accessible transport networks and connectivity
are improving at a fast pace, this gives visitors the ability to have more
choices over where they go and how they get there. This is particularly
applicable to Macao where there is a variety of convenient transport
options in and out of the city. This allows visitors to Macao to travel in
and out of the city within the same day, which limits their experience in
the city and their value to the economy. Although Macao is relatively
small, the city can utilise its attractive accommodation, tourism
attractions and cultural activities for visitors to stay and enjoy their time.
Through the use of technology and online travel products, combined with
unique history and culture, can facilitate different itineraries and provide
visitors with more choices and enrich their experience, in order to
encourage them to stay longer. By extending the length of stay, the
value and positive contribution of tourism increase while reducing the
problem of traffic congestion caused by same day visitors.

There are several strategies to promote higher value tourism, but the
primary and most effective one would be to give visitors with places to
stay and experience so that they will stay overnight in the city. The
development of more hotels, attractions, cultural elements, MICE
activities and events are viable ways to do so. Macao has a strong and
rich cultural history and a unique culinary heritage not found anywhere
else in the world. Macao should also look to improve the variety and
options of alternative entertainment, beyond that of just gaming, and
also to provide a diverse and unique experience in retail, dining and
lodging sectors, too. Finally, the Master Plan suggests the rebranding of
Macao as a multi-day destination to convey a clear message of the
welcoming hospitality of Macao and attract high-value visitors.

Image Source: Macao Government Tourism Office
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THE ADVANCEMENT OF TECHNOLOGY HAS HUGH IMPLICATIONS ON THE TOURISM
INDUSTRY: Never more has technology played a greater role in the tourism industry than it does
today. While most of it may go unseen, almost every facet of tourism relies, either directly or
indirectly, on the internet and information technology. Even before embarkation on a particular trip,
travellers spend considerable effort to understand the destination and itineraries. Social media
platforms and online search engines often contribute to the destination selection process.
Destination awards, accolades and reviews are published online, and more transparent and visible

than ever. Hotel and travel reservations are often done online either by individual travellers |

themselves or the numerous travel agencies that act on their behalf. It is important for tourism
sites to harness the communicative powers of technology to boost the marketing effectiveness and
operational efficiency of the destination.

Tourists are becoming increasingly familiar, and even expectant, of technological comforts when
they travel. Given the day-to-day reliance on smartphones and portable electronics, internet
access is a core aspect of the visitor experience. Personalised mobile applications, which can
deliver destination specific information and improve the visitor experience are growing in
importance and are increasingly utilised by visitors. The use of technology can function as a two-
way street. Macao tourism industry can harness these technologies to gather important tourism
data for development and analyse visitor behaviours, such as visitor preferences, spending and
seasonality patterns and even physical movements throughout the city, which can assist with the
formulation of short and long-term action plans. Implementing the correct innovative technologies
can improve the ¢ i tsgfétys and increasev i s i datisfactiod.

Several strategies and technological applications are mature for implementation in Macao and the
Master Plan identifies strategic areas and programmes in which this can be done. Innovative
technology can increase marketing capabilities and cooperation between tourism partners.
Innovative technologies can bring vitality and help visitors to understand and appreciate the
cultural and heritage assets. Innovative technologies can be used to reduce congestion and
increase the safety and convenience for the residents and tourists. Through effective application of
new technologies, Macao has the opportunity to become an innovative destination and smart
tourism city.

Image Source: Macao Government Tourism Office
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VISITORS ARE BECOMING INCREASINGLY WELL-TRAVELLED AND
DESTINATIONS NEED TO PROVIDE A COMPLETE EXPERIENCE TO
REMAIN COMPETITIVE ON THE GLOBAL STAGE: The world is
becoming increasingly globalised and travellers are more selective about
their holiday or leisure destinations. Visitors no longer want to simply
sightsee, but rather want to experience a destination. Cities around the
world are now trying to offer the comprehensive tourism facilities with the
goal to increase their competitiveness and attract these more experienced
and knowledgeable individuals. As visitors develop an appetite for
multidimensional experiences, destinations which offer just a single facet of
entertainment will inevitably lose competitiveness in the global landscape.
Many of the most popular leisure and tourist destination encompass a good
mix of hospitality, shopping, dining, night-life, plus a variety of unique
cultural and entertainment options. Some of the r e g i mastévisited cities
often have a diversified product mix catering to a spectrum of visitors.
Repeat visitors can obtain a different experience each time they visit.

H
:
H
L]
]
SSE
)
P
2

Product and itinerary aside, the quality and level of service that can be
experienced in a particular destination is becoming increasingly important.
Tourists are expecting higher level of service standard across all forms of
service providers and any lapse in delivery can work against the destination
image. Macao is particularly exposed to potential service issues as there is
a huge number of people, both residents and non-residents, who are
directly engaged in the tourism service industry.

The Master Plan strongly encourages the diversification of products such as
using the water boundary area for seaside activities and sports, introducing
new attractions and waterfront areas. New information technologies can . ST
deliver a richer and customised experience in the historic and cultural o S
areas. e

Image Source: Macao Government Tourism Office
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THE PROPER MANAGEMENT OF LAND CAN HELP IN THE
SUBSTAINABLE DEVELOPMENT OF THE TOURISM
INDUSTRY AND ENSURE SUFFICIENT AREA IS MAINTAINED
FOR MA C A O@SESIDENTS: Macao has a small land area
compared to other world-class international tourism cities, but
welcomes a large volume of visitors to the city on a daily basis.
Tourism related facilities and projects require land, as do the
transportation and infrastructure needed to support them. The
construction of new reclamation areas together with other
underutilised areas can be the new opportunities for the
development of tourism in Macao.

In order to mitigate the potential negative effects of land scarcity,
pragmatic and long-term measures should be explored earlier
rather than later. Anticipating future need of land space and
identifying areas which can be used can help to avoid any
unforeseen problems down the road. This Master Plan puts forth
several strategies to address the land limitations faced by the city
and look towards revitalising the underutilised areas in Macao,
while exploring the possibility of creating new tourism
opportunities in portions of the reclamation and waterfront areas.
These new tourism areas are away from the existing often
crowded core areas and will serve to reduce congestion and
impact on local residents. One of the planning proposals is that
new tourism areas will also be areas for Macao residents to enjoy
and improve their quality of life. The Master Plan proposes
recommendations for the effective use of land resources and
particularly the waterfront areas should be for all of Macao.



2. MACAO AS THE WORLD CENTRE OF TOURISM AND LEISURE

2.3 KEY ISSUES AND TRENDS IN TOURISM
2.3.9 MANAGING OVERCROWDED TOURISM AREAS

THE PROPER MANAGEMENT OF CROWDED TOURISM
AREAS CAN LEAD TO A MORE POSITIVE VISITOR
EXPERIENCE AND CONTRIBUTE TO LONG TERM
SUSTAINABILITY : Site management refers to the management
of crowds and resources at specific dense tourist areas in a city.
These sites are typically popular areas for tourists with some form
of cultural, historical, gastronomical, leisure and entertainment
significance. Due to the popular nature of such sites, these
locations often face very high volume of visitors and vehicular
traffic which may have a negative bearing on the s i t physisal
wellbeing, the visitor experience and the residents living in the
neighborhood. In severe cases, an overwhelmingly large number
of people in certain areas can lead to significant security and
safety concerns, as well as degradation of the site itself. As such,
it is important to understand and respect the balance that proper
site management can bring to a destination.

The Historic Centre of Macao, for one, sees a huge volume of
visitors and due to the Centre's compact nature, overcrowding is F
not uncommon. Understanding the nature and movement of the |
crowds in the popular areas of Macao is important for effective
management.

The Master Plan recommends traffic flow be improved through
proper route planning, intentional diversions, proper signage, and
coach parking as some of the ways to manage visitors and coach
traffic more efficiently. Modern surveillance systems are
recommended to monitor crowds and allow rapid response to
security events. Finally the Master Plan also calls for the
development of new tourism clusters to reduce congestion in the
core areas of the city.

Image Source: Macao Government Tourism Office
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THE TOURISM INDUSTRY CAN HAVE A PROFOUND IMPACT ON
THE ENVIROMENT: The pace in travel and tourism development has
been increasing at a phenomenal rate in recent years. While tourism can
have a large number of socio-economic benefits, one key area of
concern is the impact of the tourism industry on the natural and urban
environment. Due to the consumptive nature of the tourism industry,
considerable demand is placed on the natural environment, both at the
city level as well as on a regional or even global scope. Most travellers
travel considerable distance to reach a destination and energy
expenditure continues with the operation of local transportation and
facilities. During the course of stay, power and water resources are
supplied to hotels, resorts, restaurants and retail shops, in various forms.
Water and solid waste are generated by visitors at the places they visit.

At the same time, tourist are becoming increasingly aware of their
environmental footprint and are seeking to take proactive measures to
reduce environmental impacts. Green hotel and recycling programmes
are greeted warmly by business and leisure travellers. Minimizing
environmental degradation should be a forefront concern for everyone in
Macao and appropriate environment monitoring tools and rectification
measures should be readily available in dense tourist areas. The Master
Plan aims to promote environmental awareness through the promotion
of green and environmentally friendly practices from the various hotels
and resorts across Macao, as well as increased recycling initiatives in
hotels and public areas. Wastewater treatment are recommended to be
upgraded which also improves water quality for tourism use and water
front environment.

Image Source: Macao Government Tourism Office
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SUCCESSFUL TOURIST DESTINATIONS EXCEL AT COOPERATION, BOTH
AT THE LOCAL AND REGIONAL LEVELS: The success of tourism in a particular
destination is not down to any one single entity. This complex and wide-spreading
industry is a web of interlinked and related parties and organisations. As tourists
meander through a destination, they encounter many different places, businesses
and people. While the actual service providers and tourist-focused establishments
are often considered the forefront of the industry, strong support and the backing of
both the local government and citizens are often key for success. Cooperation
between government, the private sector and local residents is a key pillar of
success. The relevant stakeholders in these successful destinations are often
equally investing in their corporate development and the quality of the industry.

As far as possible, the relationship between entities should be complementary and
cooperation between and within all key stakeholders is an important factor that
should not be overlooked. Successful destinations have well established
mechanisms for fostering cooperation.

While cooperation in the city is essential, it also extends to how the destination
functions within its regional surroundings. The actions and effects of neighboring
countries or territories can have a significant influence over the performance and
potential of a particular tourist destination. In order to maximise mutual benefit,
regional cooperation and understanding is necessary. Cooperation at the regional
level can range from joint-infrastructural projects, such as cross-border access
points, to cross border tourism events.

This Master Plan has identified several action plans to improve cooperation at
local, regional and international levels. Local tourism advisory groups are
recommended to enhance their role in defining policy, marketing and events, and
foster public-private cooperation. The Master Plan defines cooperation related key
performance indicators, which will be followed up and monitored. Regional
cooperation actions related to access and border capacity are addressed.

Image Source: Macao Government Tourism Office
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2. MACAO AS THE WORLD CENTRE OF TOURISM AND LEISURE

2.4 ACHIEVEMENT OF OVERALL GOAL i WORLD CENTRE OF TOURISM AND LEISURE
2.4.1 KEY OBJECTIVES AND STRATEGIES IN MARKING MACAO A WORLD CENTRE OF TOURISM AND LEISURE

As part of the Master Plan, eight key objectives have been
identified which will enable Macao to propel itself as a
i Wo r Gemtre of Tourism and L e i s.uThee @ight key
objectives are:

Diversify tourism products and experiences
Improve service quality and skills

Rebrand Macao as a multi-day destination and
expand high-value markets

Optimise Urban development model
Manage Ma c a todrism carrying capacity
Utilise innovative technology

Enhance tourism industry cooperation

© N o g &

Enhance Ma ¢ a po8itson as a core tourism city
in the regional and international tourism
community

8

Enhance Ma
Position as a Core
Tourism City in the
Regional and
International Tourism
Community

v

Enhance Tourism
Industry
Cooperation

§)

Utilise
Innovative
Technology

Manage
Tourism
Carrying
Capacity
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Diversify Tourism Products and Experlence

A Make Water Part of the Visitor Experience
A Add'New:Landmarks for Macao
A Create Memorable Experiences
A Increase the Retail Choice
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Improve Service Quallty and Skills&

A Make Great Service a Macao Specialty
A Adopt Integrated Quality System
A Elevate to International’Standards
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Brand Macao as A Multi-day Destination

A Target High-Value Markets
A Robust Online Marketing Promotion and Itinerary Planning
A Strengthen the MICE Organlsatlon and Promotion
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2. MACAO AS THE WORLD CENTRE OF TOURISM AND LEISURE

2.4 ACHIEVEMENT OF OVERALL GOAL 1 WORLD CENTRE OF TOURISM AND LEISURE
2.4.5THE KEY MESSAGES: URBAN DEVELOPMENT

Through Urban Devel opment t

Qual i1ty of Life and VIsitor
A Seamless Access to Macao from Nearby Regions

A Multipurpose Urban Development
A Plan New Tourism Areas

A Upgrade Local Transport
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