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Sam Smith and Taylor Bradford are the owners and operators of the Wandering Pines Inn, a 

small hotel whose mission is to provide its customers with a warm, comfortable place to rest and 

relax in a quaint country setting.  Open since 1998, the family-run Inn offers 30 rooms for 

overnight guests with double rooms and a number of family suites that would accommodate 

larger families or extended stay guests. 

The Inn is located in a small community (population 1,500) at the centre of a large, mostly rural 

farming region.  There is a popular year-round flea market located 5 km from the hotel that draws 

many tourists to the area, primarily during the summer months.  Cycling trails nearby are popular 

with some of the guests, though the hotel doesn’t offer maps or guidebooks about the cycling 

trail.  In addition, the hotel is situated alongside snowmobile trails that are used by locals to 

access the larger network of provincial trails. 

Sam and Taylor purchased the Inn in 2006 from its former owners, Drew and Brooke Smith.  An 

inspection of the guest rooms prior to purchase indicated that the majority of the rooms were in 

need of refreshing and refurbishing as the decor was dated and the furniture worn. After 

purchasing the Inn, a professional decorator was hired by Taylor to redesign the guest rooms and 

common spaces.  To-date only ten of the guest rooms have had a makeover and the common 

spaces remain untouched. Eventually, Sam and Taylor wish to purchase an adjacent property in 

order to expand the Inn to a 50-room hotel and to introduce 5,000 square feet of meeting space… 

and possibly to add an indoor swimming pool! 

In 2010 Taylor set up the website www.wanderingpinesinn.com.  The site had static content and 

has not been updated since the day it went live.  Sam and Taylor recently reviewed their website 

to see if anything could be done to attract more interest in the hotel but decided the costs involved 

in updating the website and adding an online booking engine were too high so they cancelled the 

website. (Taylor is now considering setting up a Facebook page for the Inn instead.) 
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Occupancy rates at the hotel have been dropping steadily over the past ten years.  Summer 

months are relatively busy (65%) however the winter months see a marked drop in bookings at 

the hotel.  From November to March there are rarely any overnight guests—so much so that for 

the past two years Sam and Taylor have closed the Inn over the Christmas weeks to permit their 

housekeeping and maintenance staff to spend the holiday time with their families and to save on 

expenses.  The winter occupancy rate of just over 10% cannot be sustained much longer. 

In an attempt to counteract the reduced occupancy problem, two years ago Taylor decided to 

increase the room rates.  In the peak season months of June to August, the price of a room with 

two double beds or one Queen-sized bed was increased from $100 to $125.  During the off 

season the price of these same rooms was increased from $85 to $115.  So far Taylor believes 

that this change has not resulted in increased revenue.  Rolland Lackman of the marketing firm, 

eImpacts contacted Taylor to present his firm’s data-driven approach to a new market strategy for 

the Inn.  Taylor was impressed with eImpacts’ claim that by utilizing its cross-channel analysis 

and predictive analytics service for only$150 per month, it could increase the Inn’s revenues by 

upwards of 55%.  

Due to the reduced occupancy, Sam and Taylor have had to lay off some of the housekeeping and 

maintenance staff, including Henry Black who has been with the Inn since it opened in 1998.  

The remaining employees’ hours have also been cut, which has resulted in low staff morale and 

complaints.  Rumors abound that some are planning to apply to the new hotel chain that is 

opening 10 km away.  This means that Sam and Taylor may need to hire new staff, something 

that is both time consuming and costly.  (When it opens in spring 2018, the new chain hotel will 

offer weekend "escape" packages, an on-site bar and restaurant, an indoor pool and probably 

competitive room prices.)   

THE NEED 

During elicitation, Sam and Taylor confirmed that the Wandering Pines Inn needs to increase 

its occupancy rate to a solid 64% year round in order to make it a viable business—one that 

Sam and Taylor have always dreamed of.  


