
Hotel image suffers with unreliable WiFi 

The 240-room Fort Garry Hotel, Spa and Conference Centre is one 
of the oldest hotels in Winnipeg with over 50,000 square feet of 
conference space. About 70% of its clientele are business travellers 
who are attending a conference or event. 

Laura Wiebe, Marketing Director, says the first thing a hotel guest 
does when they check into their room or arrive at a conference is pull 
out a smart phone or a tablet. Unfortunately, the WiFi was spotty 
or often unavailable—going offline two or three times a week and 
anywhere from a few minutes 
to a couple of hours. “We found 
it was unreliable service and it 
was frequently down. It was a 
huge frustration,” says Wiebe.  
“Internet is something that 
people expect to be instant and 
be fixable immediately.” 

For a hotel, reliable Internet 
service can mean the difference 
between a one- time stay 
and a repeat customer. The 
Fort Garry’s system was also 
cumbersome. A guest needed to 
buy a code from the front desk. 
When a conference group wanted to connect they had to purchase 
individual codes. For a company that prides itself on exceptional 
customer service, the hotel’s Internet service was a disaster. 

It was also a marketer’s nightmare. Customers weren’t just taking 
their complaints to the front desk, they were putting them out on 
respected travel sites such as Trip Advisor. 

Word of  

mouth is so important 

and people were 

saying ‘don’t stay 

there’ because  

their internet is 

unreliable. That was 

really bad.

Laura Wiebe, Marketing Director

Challenge

Because of its massive 
structure, thick walls 
and steel beams, the 
100-year old Fort Garry 
was having a tough time 
finding a reliable Internet 
signal that would work 
everywhere in the hotel.

Situation

Fort Garry Hotel’s erratic 
WiFi service was hurting 
its business. Guests 
were complaining, staff 
were frustrated, repeat 
bookings were lost and 
the hotel’s image was 
suffering.

Results

Shaw Business built a 
fibre fed connectivity 
solution to guarantee 
reliable 100% full bar 
WiFi in every area of the 
hotel. Because the WiFi 
speed and reliability have 
increased and there are 
no cash transactions or 
complicated codes to 
access WiFi, check out 
times have decreased 
by up to 90 seconds and 
complaints by 95%.

A Shaw Business customer story:

Winnipeg hotel offers free, reliable WiFi 
anywhere on the premises.



 “Word of mouth is so important and people 
were saying ‘don’t stay there’ because their 
internet is unreliable,” says Wiebe. “That was 
really bad.”

It’s all in the delivery 

The hotel not only needed fast and reliable 
service, it also needed connectivity in every inch 
of its massive structure. Because of the sheer size 
of the hotel and the available bandwidth in the 
vicinity, Shaw Business felt that the best long-
term solution was a high bandwidth fibre-based 
service with physical access points on every floor, 
and a simplified sign-in system. 

The results, says Wiebe, were instantly noticeable. 
Since Fort Garry switched to Shaw Business, 
Wiebe says their complaints have decreased by 
95%, and the check-in time for guests has been 
reduced by 60 to 90 seconds. “That’s a huge 
deal,” says Wiebe. “Speedy check-in times are 
super important for business clients.”

Reports on the all-important  
Trip Advisor are glowing

“There are a lot of hotels that will offer WiFi only in 
the guest rooms, or only in the conference rooms, 
or only in the lobby area, so it is cutting edge that 
we are offering it everywhere,” she says. “Having 
reliable internet and having people talk about the 
fact that you have reliable internet and it’s free is a 
fantastic way of building our business.”
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