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Hospitality marketers must rise to the challenge of determining how to use web-based social media to support marketing
objectives, according to participants in the fourth annual Marketing Roundtable. Chaired by Lisa Klein Pearo, a faculty
member at the Cornell School of Hotel Administration, the roundtable explored the relatively uncharted marketing terrain
created by social media. 

’The overarching objective of the day was to generate new frameworks that could help marketing practitioners and academics
evaluate the role of social media in marketing plans,’ explained Pearo. 

Professor Pearo started the day by briefly exploring how marketing academics teach social media. She noted that existing
textbooks provide no guidance beyond trying to fit social media into rigid frameworks which divide communications by
medium rather than by more embracing definitions which encompass communication methodology and objectives. Cindy
Estis Green of The Estis Group then kicked off the thematic discussion of practitioner models by examining users and uses of
social media. She offered essential definitions of social media and social networking, as well as examples of best practices
from hospitality and non-hospitality organizations. 

Participants agreed that the critical challenge for marketers is to find ways to encourage consumer involvement in and
excitement for collaboration with the organization and with other customers. This is particularly difficult, because the
customers define the nature of the interaction. As Tim Peter of Leading Interactive Reservations explained, ’ ’Social’ must be
defined by ’people’ and engagement with customers is the key. 

Hotel chains are still seeking the way to make the ’big hit.’ As Susan Thronson of Marriott International pointed out, Marriott
has delved into social media, but this remains a relatively small investment at the moment, until the firm identifies the best
way to engage this new tool. Marriott International is a partner of the Cornell Center for Research, which hosts the
roundtable. Partners’ representatives have a seat at all of the center’s roundtables. 

Looking at ways to use social media, Julie Cottineau of Virgin USA, Inc. explained her firm’s use of social media, including
consumer photo sharing opportunities on aircraft prior to the launch of Virgin Atlantic and MySpace collaboration for Virgin
comics. 

The roundtable concluded with a spirited debate on the question of consumer control. Participants discussed whether
consumers have more control individually than formerly, or whether the impact of social media is based on the magnitude of
consumers’ interactions. With that issue unresolved, the participants did agree that a systematic process is needed to facilitate
media selection and evaluation decisions for social media, as well as ROI calculations for campaigns in social media. 

For more information about future roundtables at the Cornell School of Hotel Administration, please visit 

http://hotelschool.cornell.edu/research/chr/events/roundtables/. 

Meet and interact with Professor Lisa Klein Pearo, an active member of the executive education faculty at the School of
Hotel Administration, when she presents sessions in Marketing Management and Direct Marketing in the Professional
Development Program at the School of Hotel Administration in Ithaca in June and July: 

http://www.hotelschool.cornell.edu/industry/executive/pdp/. 

About The Center for Hospitality Research 

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research designed
to improve practices in the hospitality industry. Under the lead of the center’s 71 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, Fox Rothschild
LLP, General Growth Properties, Inc., HVS, InterContinental Hotels Group, job.travel, JohnsonDiversey, Inc., Jumeirah
Group, LRP Publications, Marriott International, Inc., Marsh’s Hospitality Practice, Mobil Travel Guide, Inc., Nestlé,
PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel Research, Southern Wine and Spirits of America, Inc., SynXis
(a Sabre Holdings Corporation), Taj Hotels Resorts and Palaces, Thayer Lodging Group, TIG Global, Travelport, WATG,
and WhiteSand Consulting. 

Center friends: 4Hoteliers.com American Tescor, LLC Argyle Executive Forum Caribbean Hotel and Restaurant Buyers
Guide Cody Kramer Imports Cruise Industry News DK Shifflet & Associates ehotelier.com EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.com hospitalitynet.org Hotel Asia Pacific Hotel China HotelExecutive.com Hotel
Interactive Hotel Resource International CHRIE International Hotel and Restaurant Association International Hotel
Conference International Society of Hospitality Consultants (ISHC) iPerceptions KPMG Japan/Global Management
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