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Introducing this Report1

Introducing this Report

About the Report Feature 

“Let’s CONNECT” is the feature of the 2013 Sustainability Report. This year’s report highlights our past efforts 
in serving the community – by connecting our colleagues and hotels with our neighbours. We have been 
fostering the culture of colleagues volunteering among our hotels. We began a few years ago by organising 
one-off events such as visiting the elderly or cleaning up beaches. Long-term relationships with local schools, 
food banks, and other charitable organisations have been developed so that we could help to build a better 
community with “connection from our hearts” as one of our values.

This is the third sustainability report for Langham Hospitality 
Group (LHG), which contains Standard Disclosures from  
the Global Reporting Initiatives (GRI) Sustainability Reporting 
Guidelines version G4. It covers the actions we have taken 
during the calendar year 2013 to strengthen sustainability 
values that are important to LHG and its key stakeholders. 
This report reviews our current systems and performance, 
and sets out our environmental and social objectives for the 
coming years.

The report also focuses on the sustainability issues material 
to Langham Hospitality Group’s commercial activities.  
We have identified and evaluated the environmental and 
social impact associated with our business operations, 
and the hospitality industry in general. The list of the GRI 
Standard Disclosures and their location in this report is 
provided on Page 43.

The report covers all properties in full operation, under the 
management of Langham Hospitality Group, during the 
reporting period (see Section 4). Quantitative data and 
qualitative information cover all our direct business activities 
unless otherwise indicated. This account of our activities 
does not include data from our development and investment 
activities, and properties that were no longer under our 
management during the reporting period.

LHG is a wholly owned subsidiary of Great Eagle Holdings 
and links to information regarding our financial and 
corporate governance policies and performance are provided 
through the corporate website (greateagle.com) as well as 
past annual reports.  

For any enquiries and feedback regarding this report, please 
contact the Group Sustainability Manager at sustainability.
mgr@langhamhotels.com. 
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Message from Executive Chairman

Dr. K S Lo
Executive Chairman

Last year was an exciting period for Langham Hospitality 
Group (LHG), filled with significant milestones due to the 
expansion of new hotels in our hotel management portfolio 
in Chicago, New York, Toronto, Guangzhou and Ningbo.  This 
growth strategy has reinforced the need to have a clearer 
articulation with our hotels to innovate and launch local 
initiatives that will support our Group’s Corporate Social 
Responsibility (CSR) strategy. 

We have spent the last year working on reinforcing that 
commitment and ownership of CSR issues by aligning 
ourselves with international standards.  Even as our company 
grows, we hold firmly to the LHG corporate values and 
our CONNECT programme objectives -  to improve our 
practices, reduce waste, support local communities, educate 
our colleagues and inspire our guests; we hold ourselves 
accountable for these goals against the CSR scorecard, and 
the results have been noteworthy.

In this report, we share the achievements across our 
group, including the worldwide introduction of CONNECT 
Conferences, the sustainable meeting solution for event 
planners, the launch of Green Monday menus in our Hong 
Kong hotels, the implementation of a new online reporting 
system for environmental data collection and analysis for 
all our hotels, and the sponsorship of over USD 280,000 by 
the hotels to various charitable organisations.  We are also 
immensely proud of our colleagues who continue to reflect 
their commitment to our CSR priorities, exemplified in their 
engagements through community events which resulted in 
more than 8,500 hours of volunteer activities. 

Although we have made healthy strides, we recognize we 
still have much to improve, and through our CONNECT 
programme, we are working to set our steps and targets for 
a cleaner and greener future.  In 2014, we will be embarking 
on more EarthCheck Gold certified hotels, enhancement in 
stakeholder engagement, and the re-launch of Langham 
Curriculum Certification and Customer Service Training Series. 
Our colleagues continue to make us proud and we look 
forward to continuing this journey in creating a more socially 
responsible business together. 
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Snapshot of 2013

CONNECT in 2013

Langham Hospitality Group first introduced the CONNECT 
Programme in 2011. We now want our colleagues to realise 
the connection between our initiatives and the environment 
and society, so that we can all collectively act responsibly 
every day and contribute to the sustainable development of 
the neighbourhoods where we operate. We have identified 

four priorities: Governance, Environment, Community and 
Colleagues, which form the framework to address the most 
relevant corporate responsibility issues to our business.  
This narrows the focus of our corporate social responsibility 
efforts, amplifying the impact of our collective actions.

Hotels and colleagues contributed over USD 280,000 
to charitable organisations and communities  
(including in-kind, pro-bono and cash contributions)

Operations

Environment

Colleagues

Community

Owned and/or  
managed 21 hotels 
across four continents  
(16 hotels in 2012)

21
Operated over  
8,000 guest rooms 
(5,300 rooms in 2012)

8,000
Our Guests rated our hotels at  
average 94.30 out of 100 
in Review Metrix

94.30

Our colleagues rated LHG  
at average 4.29 out of 5 
(4.23 in 2012)

4.29

Guest 
Rooms

Consumed 268 MJ energy 
per Guest Night  
(231 MJ per Guest Night in 2012)

Employed nearly  
7,000 colleagues 
(approximately 5,000 colleagues in 2012)

in Energy Intensity and Carbon 
Intensity if new properties are  
not considered

Consumed 408 L water 
per Guest Night  
(387 L per Guest Night in 2012)

268

7,000

8,500

3% 408 Lreduction

colleagues

hours

per 100 employees  
(13.5 in 2012)

reported accidents 
9.2

Our colleagues devoted  
8,500 hours to community service 
(5,000 hours in 2012)

280,000
USD
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About Us

Langham Hospitality Group (LHG) encompasses a family 
of distinctive hospitality brands – The Langham, Langham 
Place and Eaton – which include hotels, resorts, residential 
serviced apartments, restaurants and spas, located on  
four continents. 

The group takes its name from the legendary Langham 
in London, which was opened in 1865 as Europe’s first 

Grand Hotel. For almost 150 years, The Langham name 
has represented sophisticated and gracious hospitality, a 
philosophy which reflects elegance in design, innovation in 
hospitality, genuine service and captivation of the senses. 

LHG is a wholly-owned subsidiary of Great Eagle Holdings 
(Stock Code: 0041) which was founded in 1963 and listed 
on the Hong Kong Stock Exchange in 1972.

Major Brands

The Langham

The Langham is a luxury hotel brand that presents exceptional, bespoke service in a luxury 
environment of timeless elegance.

Rich in traditions, refined for over 140 years, The Langham is a world of breathtaking indulgence  
and enchantment that captivates the senses. 

Langham Place

Langham Place is a dynamic brand that enriches the conventional definition of luxury with a 
refreshing hotel experience that inspires and engages.

It is an innovative hospitality concept and a destination for the creative and sophisticated. 

Eaton Luxe

Eaton Luxe is an Urban Lifestyle hotel concept, full of comfort, convenience and connectivity  
offering a new way to stay and play.

It is the ideal hotel for the discerning, responsible traveller, interested in staying in a five star hotel, 
however at a reasonable price.

Eaton 

Eaton is a modern high design hotel concept, at affordable prices, offering an honest, comfortable 
and effortless hotel experience for the smart traveller. It is the ideal hotel for the smart, responsible 
traveller, interested in a fun and affordable stay.

Eaton Luxe and Eaton are also very concerned with sustainable living through eco-friendly hospitality 
solutions that limit our footprint on the environment.

Where We Operate

Europe 
•  The Langham, London

Pacific 
•  The Langham, Auckland
•  The Langham, Melbourne
•  The Langham, Sydney

Asia 
China 
•  The Langham, Xintiandi, Shanghai 
•  The Langham, Shenzhen 

•  Langham Place, Beijing Capital Airport
•  Langham Place, Guangzhou 
•  Langham Place, Ningbo

•  88 Xintiandi, Shanghai 

•  Eaton Luxe, Nanqiao, Shanghai 
•  Eaton Luxe, Xinqiao, Shanghai 

Hong Kong 
• The Langham, Hong Kong
•  Langham Place, Mongkok, Hong Kong

•  Eaton Hong Kong

India 
•  Eaton Smart, New Delhi Airport 
 Transit Hotel

North America
•  The Langham, Boston
•  The Langham, Huntington,  
 Pasadena, Los Angeles 
•  The Langham, Chicago 

•  Langham Place Fifth Avenue, New York 

•  Eaton Chelsea, Toronto 

Corporate Office
Langham Hospitality Group
Hong Kong

Regional Office & 
Global Sales Offices
Beijing, Chicago, Hong Kong, 
Sydney, New York, Shanghai, 
Singapore, London
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Our Vision and Values

Our Vision

”Know Our Guests, Build Great Memories“

We will be the definition of hospitality by knowing 
our guests better than the others and building the 
greatest hotel memories. 

Our Values

Surprise our guests
A little creativity goes a long way in creating lasting 
impressions for our guests.

Be curious
Be genuinely interested to learn more about our 
guests and colleagues.

Connect from the heart
Genuine service always comes from the heart.

Better everyday
Self-improvement is a never ending journey.  
The sky is the limit!

Forever young
The door of opportunity is open for those  
who are young at heart.

Celebrate success
Measure our performance so that we can  
celebrate our success!

Communicate, communicate, communicate
Open communication always creates a dynamic and 
enjoyable working environment.

One team, one dream
Talent wins games, but teamwork wins 
championships.



CoNNeCt  
Programme

Striking the balance between the continuous 
development in our business, colleagues,        

and neighbours, and not harming our 
environment.
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Engaging Our Stakeholders

We work with our stakeholders every day. It is mostly business-
related and sometimes it involves bettering both the community 
and the environment. We built a more strategic relationship 
with our stakeholders when our hotels joined EarthCheck, 
which requires identifying and consulting with key stakeholders. 
Our next step will be to review the engagement process of  
our key stakeholder groups and identify opportunities to 
effectively communicate CONNECT programmes in order to 
create shared values with our key stakeholders. 

CONNECT Programme

CONNECT is our sustainability 
programme with the 
objectives of striking the 
balance between the 
continuous development in 
our business, colleagues and 
neighbours, and not harming 

our environment. In the last two years, we have reinforced 
the groundwork for the programme by introducing several 
guiding principles, including policies and standard operating 
procedures. Whilst more group-wide policies are in the 
pipeline to be rolled-out worldwide for all of our properties, 
we have begun reviewing the execution and outcome of 
these guiding principles. 

CONNECT is implemented in hotels by the CONNECT 
Champions and CONNECT Teams which are established 
in each hotel. To include the leadership’s involvement, we 
reviewed the CONNECT organisation structure at hotel level. 
The CONNECT Team must be represented by at least one 
of the hotel’s executive committee members, together with 
representatives from each function. Associations among 
the CONNECT Champions were built gradually after the 
introduction of regular regional champion meetings. This 
connection helped by creating synergy and support within 
the region by sharing best practices and discussing key 
challenges and opportunities. 

New CONNECT initiatives:
• Global CONNECT Events 
 Four CONNECT events related to environment, governance, community and colleagues were introduced  
 internally to engage our Colleagues, Community and Guests in CONNECT.

• CONNECT Conference
 Our groupwide sustainable meeting solutions for meeting planners and Guests who have the option  
 to organise their events with greener accommodation, cuisine and services.

• Heighten the Awareness
 Introduced ‘corporate social responsibility’ to be one of the key performance indicators (KPI) for  
 a hotel’s public relations departments and media digestives. 

Key stakeholder groups were reviewed and prioritised by the 
LHG Executive Committee. Colleagues, Community, Guests, 
Media, Owners, and Suppliers are our key stakeholders. In 
addition to the engagement processes that were discussed 
in 2012’s Sustainability Report, we introduced several new 
CONNECT initiatives to our Colleagues, Community, Guests 
and Media.

In the coming years, we will continue building a more strategic and structured approach to building constructive relations with 
our key stakeholders.̀



We are committed to making positive 
 and lasting impacts on the communities  

in which we work and live.

Feature:  
Supporting the  

Community
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How we CONNECT to community

We may have a presence in major cities around the 
world, but our hotels operate locally and have built close 
relationships with their neighbourhoods. We create job 
opportunities for local people, elevate their knowledge and 
skills (including elevating these to international levels when 
in developing countries), purchase food and produce from 

local suppliers, and bring in tourists to generate indirect 
business prospects. Simultaneously, we share the same 
finite resources (e.g. energy, water, food) with the local 
people, and potentially, stimulate cultural exchange with 
local people. We appreciate these connections. We are not 
strangers in the communities in which we operate.

This is where we begin...

Job opportunities 
for local people

Elevate their 
knowledge 
and skills

Purchase food and 
produce from local 
suppliers

Bring tourists to 
generate indirect 
business prospects

We share the same 
finite resources 
(e.g. energy, water, 
food) with the local 
people

Stimulate cultural 
contacts with local 
people

Cultural tour to wet market in Hong Kong

Exotic travel experience to guests

Additionally, we bring exotic travel experiences to 
our guests. In addition to exploring the tourist spots, 
we also provide unique cultural experiences, such as 
cultural tours and Tai Chi classes for our guests. Our 
guests have the opportunity to discover the customs 
and daily life of the community in which they are 
staying, which can lead to special experiences not 
listed in guidebooks.



Feature: Supporting the Community11

Volunteering at Cheers for Play event by Playright in Hong Kong

Our hotels work with their local partners to contribute 
our care, time, cash and other resources to give back 
to the local community. Some of our hotels have 
developed strong and continuing relationships with 
their charity partners in order to make lasting impacts 
for the beneficiaries. We also support international 
movements which tackle global issues such as climate 
change. In the case of emergency situations for 
neighbourhoods, we also provide our help by offering  
special relocation rates for local residents.

Hotel gave back to community

Strategic partnership on art, children and 
environment

Our partnerships have addressed various social problems  
which are significant to local society, including 
underprivileged families, child development, youth 
education, homelessness, elderly issues, women’s rights, 
children with disabilities, environment, and cancer 
research among others. Whilst continuing our support 
for these partnerships, we refocused our group strategy 
by developing the Community Engagement Policy in 
2012. The Policy sets the path to bolster our efforts 
in driving a positive and lasting influence on the 
communities in which we operate. We seek to make 
lasting impacts to improve people’s living by fostering 
positive attitudes and behaviours.  

Hong Chi trainees at The Langham, Hong Kong
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Building on this principle, we began looking into basic living 
needs. We have no doubt that a clean living environment is 
among our basic rights, while our future generations deserve 
the same privilege. The global pollution dilemma cannot 
be reversed by only doing good within our jurisdiction. We 
should also involve our guests and our local neighbourhoods 
by promoting the message of environmental protection. 

We then explored the most effective approach for 
behavioural change. Our behavioural development starts 
from childhood and changes gradually over time. Childhood 
development is critical for building the foundation of a 
person’s well-being. Childhood interventions can have a 
lasting effect on our intellectual capacity, personality, and 
social behaviour. Children are therefore another focus area 
of our community engagement work.

We also explored another partnership that ties in with our 
business. We see Art as one of the core elements in our 
hotels, which house impressive collections of distinctive art 
pieces, from sculptures to paintings and other art forms.  

These form the Policy which defines environment, 
children and art to be the key themes of our community 
engagement projects. Making the best use of our resources 
and professional skills to help the community are also 
committed to in the Policy. From time to time, we offer 
in-kind sponsorships of our meeting venues, rooms or 
restaurants, as well as help with fund-raising opportunities. 
We are, however, more passionate about motivating our 
colleagues to serve the community with their own hands.  
We believe that this is one of the powerful ways of investing 
in our people and their community. 

In the past few years, we introduced several measures to 
build a culture of employee volunteering within the group. 
Participation rates of community service are one of the 
hotel’s key performance indicators over the past few years.  
In 2013, we set the group-wide goal at 0.8 hour of 
community service per full-time employee per year, and we 

Fund-raising campaign in Toronto

reached 1.46 hours. The result was very encouraging and 
certain benefits of employee volunteering were observed:  
stronger teamwork with better internal communication, 
improved colleague engagement, and the building of  
brand awareness. 

Next, we launched Langham Volunteer Week for all hotels 
in 2013. While the community service activities arranged 
by hotels were spread throughout the year, our hotels from 
around the world dedicated a simultaneous week of giving 
back to the local community. Our activities ranged from 
serving at food banks, visiting elderly and children’s groups, 
and running fundraising events for various causes, among 
others. We are proud of the time and effort contributed by 
our colleagues in helping out people in need. This was the 
first year that we rolled out this programme which will be 
continued in the coming years. We aim to make it bigger 
each year in how it brings positive and lasting impacts to  
our local communities.

Awards and Recognitions

Caring Company in Hong Kong received by Eaton, Langham 
Place and The Langham, Hong Kong.

In 2013, we reached 1.46 
hours of community service 

per full-time employee.
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Spreading out the message about protecting the 
environment is as important as addressing local social 
concerns. Human impacts on the planet are irreversible.  
These impacts can only be minimised by combining  
our efforts to protect it. We act by raising our  
colleagues’ and our guests’ awareness on some of the  
most prominent global environmental issues and promoting 
the beauty of local natural habitats.

Global Warming

We believe that low carbon living is a way to combat global 
warming. Even though the discussion about global warming 
leading to abnormal weather conditions and other adverse 
impacts might still be controversial, low carbon living is 
beneficial to both ourselves  and the Earth. We define low 
carbon living as: 

• Eating local, seasonal and organic; less meat and 
 more vegetables;

• Living and travelling in a more energy efficient manner; 

• Generating less waste and using products made from  
 recycled content.

While encouraging our guests and neighbours in pursuing this 
new life style, our hotels arranged various events and initiatives 
to promote low carbon living, in addition to our dedicated 
Global CONNECT Event – Earth Hour. For instance, our hotel 
in Los Angeles offered organic drinks promotions to support 
Earth Day, with a focus on “The Face of Climate Change”. 
Guests who ordered the Earth Day drink specials received  
a complimentary packet of fresh herbs to enjoy at home. The 
herbs were wrapped in a burlap net tied with corn husks to 
allow guests to simply put the entire plant and its packaging in 
the ground, not having to throw anything away.

Environment

Earth Hour event for guests

Garden to Table in Auckland

Kentish Town City Farm in London

Our hotels also worked closely with their local charity 
partners in embedding low carbon living concepts into 
the minds of children. The Langham, Auckland began a 
charitable partnership with the ‘Garden to Table Trust’ in 

2013. ‘Garden to Table’ educates children in growing their 
own food, then preparing it to share with their peers and 
families. The programme changes the way children think 
about food, and teaches them where their food comes from. 
Our colleagues visited one of the participating schools and 
helped clean up their kitchen, weed the garden and paint the 
walls around the garden. 

Langham Place, Mongkok, Hong Kong, together with their 
charitable partnership, Hong Kong Playground Association, 
organised the “Unplug! 2013 Award Competition”. The 
competition rewarded the innovative ideas of primary school 
students on low carbon living. In addition to the venue 
sponsorship, the hotel’s colleagues volunteered their time 
and expertise in hosting the event – from the venue setting 
to providing green tours to pastry baking. 

Our colleagues in Hong Kong and London also volunteered 
at the organic farms operated by charity organisations during 
the summer. These farms serve as education purposes for 
children from urban backgrounds with exposure to farm 
animals and horticulture, or develop organic farming skills 
for teenagers with moderate intellectual disabilities. Children 
can learn to respect the fresh produce from farms by eating 
healthily and reducing food waste.



Feature: Supporting the Community14

Clean Up and Beautify the Community

We clearly understand the importance of maintaining 

clean and attractive tourist spots for the benefit of our 

business and to the local community. Our colleagues were 

encouraged to contribute their time and effort to volunteer 

at both international and local clean-up activities. These 

activities encourage and inspire local people to truly make 

a difference within their surroundings by collecting and 

removing rubbish from local parks, beaches, rivers and 

Recycling Awareness

We see waste reduction as being everyone’s responsibility. 
Apart from paper, metal and plastics recycling in our hotels, 
we looked into opportunities that were more relevant to  
our daily life to cultivate good recycling behaviour amongst 
our colleagues. We organised activities for collecting 
useful items for donation, e.g. second-handed items from 
colleagues, surplus breads from our kitchens, and used soap 
from our hotels.

Clean Up Australia in Sydney

“Gift and Take Bazaar” for second-hand items collection  
at Langham Place, Mongkok, Hong Kong

Beach clean up in Shenzhen

Soap Cycling in Hong Kong

streets, promoting recycling and awareness on climate 
change issues.

Our hotels in Australia have, for several years, participated in 
the annual ‘Clean Up Australia’ event. Our colleagues helped 
by cleaning up the rubbish from the banks of the Yarra River 
in Melbourne and Observatory Hill in Sydney. Our hotels and 
Corporate Office organised clean-up activities at local streets, 
wetland parks, beaches, lakes, and their surroundings.

We use soap daily for hygienic purposes at home and in 
the workplace. In hotels, thousands of once-used soaps 
are disposed of every year. Some of our hotels collect and 
recover these soaps for domestic homeless shelters or 
overseas charities. Our colleagues in Hong Kong volunteered 
at our partner organisation, ‘Soap Cycling’, to recover 
lightly used soaps. These soaps were then distributed to 
underprivileged communities in the Asia Pacific region. 
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We make the best use of our resources and professional 
skills to support children from all backgrounds, irrespective 
of their gender, race, culture, disability, special educational 
needs, social group, physical or emotional needs. We prefer 
partnering with local institutions as we want to witness  
the positive and lasting impact on children from our  
local communities.

Our way of connecting with children is generally through 
local organisations serving children from different 
backgrounds. For example, our colleagues from Eaton  
Smart, New Delhi Airport Transit Hotel visited Asha Grih 
(Home for Abandoned Children) where the children were 
rescued by the Believer’s Church. Making use of our pastry 
kitchen and culinary skills, we taught children to decorate 
cup-cakes, making cookies, and even moon cakes, during 
traditional Chinese festivals. Children enjoyed the tasty 
sweets, and at the same time, good eating habits and a 
sense of responsibility was developed in their minds  
through the process. 

We also organised parties and workshops in our function 
rooms for children who spent some fun and meaningful 
moments with our colleagues. We worked with The Hearing 
House (Auckland) for their Loud Shirt Day, Summerbridge 
(Hong Kong) for their summer English workshops, Hong 

Kong Playground Association for various events, and other 
local community centres. Through these events, we wanted 
these children to take home positive thinking, a useful skill, 
or simply a creative idea. Sometimes, we ran an event just 
simply supporting a child through our partnership with 
the Make-A-Wish Foundation, which grants the wishes of 
children with life-threatening medical conditions to enrich 
the human experience with hope, strength and joy. For 
example, our colleagues from The Langham, Melbourne 
helped by “surprising” a twelve year old child who wished to 
meet her idol. 

We also worked with local schools. Our hotel in Beijing 
has been partnering with Qinghonglan School on various 
employee volunteering activities. The school enrolled the 
migrant family’s children whose parents are all non-Beijing 
citizens and working for companies or farms in the suburbs 
of the Beijing Capital Airport area. With limited support 
available to them from the local government, the school 
could only provide the basic teaching environment for the 
children. From 2013 onwards, Qinghonglan School became 
our community partner. Our colleagues visited the school 
every month and provided assistance in different areas 
including cleaning, clothing and dictionary donations, safety 
talks, extra-curricular activities and maintenance work.

Visit Asha Grih (Home for Abandoned Children) 
in New Delhi, India

Summer English Workshop for Summerbridge  
in Hong Kong

Moon-cake workshop for children from special 
discipline school in Shanghai

The Langham, Melbourne makes wishes  
comes true

Loud Shirt Day for The Hearing House  
in Auckland

Repair work at Qinghonglan School in Beijing

Children



Feature: Supporting the Community16

Art is part of our living and exists everywhere, including 
our hotels. We draw, paint, sing and play music from early 
childhood but the importance of the arts is often overlooked. 
We have worked with artists and charity partners to create 
opportunities for both children and adults to appreciate art.

Our hotels have been partnering with international pianist 
Lang Lang for the past few years, bringing outstanding 
classical music to the community (e.g. Hong Kong, Los 
Angeles, and Melbourne) and also growing young musical 
talents. The latest initiative was “Compose Music Dream”, 
which was a joint programme with our hotel in Shenzhen, 
Handpicked Love Charity Foundation, and Lang Lang  
Music World. The aim of the project was to sponsor three 
children from low-income families with musical talent to 
learn piano at the Lang Lang Music World in Shenzhen,  
and we were responsible for the annual tuition fee.  
Three young pianists of various ages from Lang Lang Music 
World performed a wonderful auditory feast during the 
ceremony programme.

Our Corporate Office, together with Eaton, Langham Place 
and The Langham in Hong Kong, partnered with Hope WW 
to organise a programme linked to art, children and the 

environment in 2013. Four properties collected used digital 
cameras from their colleagues for donation. The cameras 
were donated to children between the ages of 6 and 12 from 
low-income families in the local community. We then co-
organised a photography workshop for these children using 
these cameras, taking photos around Eaton Hotel during the 
one-hour hotel tour. The children demonstrated their creative 
photography skills and their photos were then judged, with 
the winner receiving an accolade for “Photo of the Day”.

“Compose Music Dream” Charity Program in Shenzhen

Second-hand Camera Workshop with children in Hong Kong

Art
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Every city has its own unique beauty and issues. We live 
together with the city and therefore we should take part 
in making the community a more wonderful, problem-free 

Overview on Group Objectives
What we did in 2013?
• Established community engagement goals at group level 

• Completed the community engagement guidelines

• Continued to work at identifying a long-term community investment partnership 

• Initiated Langham volunteer week programmes across all hotels Group Objectives in 2014

What we will do in 2014?
• Identify long-term community investment partnership opportunities in each region where we operate

livable place. Our colleagues have embraced this by  
helping the elderly, homeless, hospital patients, and people 
with disabilities.

We hosted the annual garage sale for the Juvenile 
Diabetes Research Foundation Ride and raised CAD 
4,700 to help fund Type 1 diabetes research in Toronto

Volunteered at the Jewish Care Centre in 
London

Colleagues participated at Juvenile Diabetes 
Research Foundation (JDRF) Walk to Cure 
Diabetes in Los Angeles

“Settling in Kai Tak” home visit programme in Hong Kong – our 
Engineering team plied their trade as handymen and performed wide 
ranging tasks including repairs and maintenance, as well as moving 
furniture and heavy objects for needy elders and single-parent families.

Eaton Chelsea, Toronto hosted their 12th annual 
Golf Tournament and raised over CAD 81,000 
for The Sick Kids Foundation

Community Service Day at Union Station 
Homeless Shelter in Los Angeles

Orbis Moonwalker in Hong Kong

Local Community



We are committed to becoming  
a role model amongst hospitality  

operators for environmental impact,  
awareness and reduction.

Protecting 
the environment
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EarthCheck

We manage our environmental impacts through participation 
in EarthCheck’s programme (http://www.earthcheck.org/)  
which is a leading international environmental 
benchmarking and certification service for the travel and 
tourism industry. The latest EarthCheck standards were 
reviewed to align with international frameworks such as 
the International Organisation for Standardisation (ISO) and 
Global Reporting Initiatives (GRI), and industry practices 
such as the Global Sustainable Tourism Criteria (GSTC). 

In supporting our new hotels participation in the EarthCheck 
programme, we have developed a comprehensive toolkit 
and training pack. The toolkit provides all necessary 
templates and step-by-step guidance for hotels to establish 
their internal environmental management system, which 
fulfills EarthCheck requirements. The toolkit and training 
were first piloted in our hotels in Beijing and Shanghai, 
China in the summer of 2013, and were available shortly 
afterwards for all of our hotels by the end of 2013.  
The aim is not only at newcomers, but also as a way to 
ensure a constant deployment of knowledge even if  
there is a turnover.

Reducing Our Environmental Footprint

Gold

• The Langham, Auckland 

Silver

• Eaton, Hong Kong

• Langham Place, Mongkok, Hong Kong

• The Langham, Boston 

• The Langham, Hong Kong

• The Langham Huntington, Pasadena, Los Angeles 

• The Langham, London

• The Langham, Melbourne 

In 2013, we have the following EarthCheck registered and certified hotels:

EarthCheck training in Shanghai

Bronze

• The Langham, Xintiandi, Shanghai

Registered

• Eaton Chelsea, Toronto

• The Langham, Sydney
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Performance Monitoring 

In 2013, we launched the online reporting system for 
environmental data collection and analysis for all of our 
hotels. This new reporting portal has improved the quality 
of information reported from the hotels. The continued 
improvement in our reporting systems has identified that 
certain estimates made last year were inaccurate and 
information provided on trends should be viewed in this 
context. In some areas, inconsistency on the definition of 
data between hotels was observed, such as guest night 
calculation. Therefore, the reporting system will be further 
enhanced in 2014 and integrated with other internal reports 
to maximise the system usage and data consistency.

In 2013, the total energy consumption of the group was 
1,106,007 GJ (equivalent carbon emission was 109,872 

Group Annual Energy Consumption (in GJ) Group Annual Water Consumption (in CuM)

Group Annual Energy Intensity  
(in MJ/Guest Night)

Group Annual Water Intensity 
(in L/Guest Night)

2013 2013

2013 2013

2012 2012

2012 2012
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267.62

230.59
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tonnes) and water consumption was 1,684,209 CuM. Both 
consumptions were increased by 60% and 45% respectively 
when compared to 2012, due to our portfolio expanding by 
the addition of five new properties with over 2,700 rooms 
under our management. If the new properties are taken 
out from the calculation, our energy intensity decreased by 
3% and water intensity increased by 2%, representing the 
payback on our investment in energy efficiency and also 
the reinforcement of our water efficiency strategy. Target 
setting will be our next step to strike for a reduction in our 
environmental footprint. In 2013, we established the internal 
group-wide objective on energy and water reduction for the 
first time. We will investigate our environmental performance 
and lay out our direction for the forthcoming years. 
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Eaton-branded glass bottles for in-hour water purification and bottling system

In-room recycling-incorporated bins in The Langham, Hong Kong

Managing Our Environmental Impacts 

Resource Conservation

We continued to concentrate on operational efficiency 
efforts in our newly opened hotels and investment in 
resource efficient plant and equipment for other hotels. 
Energy and water saving initiatives were still the prime area 
of concern in our properties. In 2013, a major investment 
was made in replacing the chiller system with a more 
energy efficient water-cooled version in Eaton, Hong Kong. 
This resulted in an almost 20% reduction in the hotel’s 
total electricity consumption in 2013 when compared to 
consumption in the previous year. With the proven stability 
of the latest LED technology, ongoing light retrofitting 
projects with LED were initiated in various hotels by 
replacing tungsten halogen lamps, pendant lights, filament 
lamps or traditional fluorescent tube panels.

Ongoing operational efficiency improvement projects in 
guest rooms, public areas, laundry and kitchen facilities 
were implemented in different hotels. In particular, our hotel 
in London formed an Energy Committee and contracted  
an Energy Management Specialist company to put together 
an annual Energy Management Plan as part of the hotel’s 
overall energy and water saving initiatives. The first initiative 
was the installation of monitoring equipment on gas meters 
to monitor usage in different areas. They will also install  
one for electricity. 

Waste Management

Reducing the amount of waste being sent to landfill remains 
our focus in our sustainability journey. By sharing the 
best practices and innovative ideas among hotels, waste 
reduction initiatives have been spread across our portfolio. 
One of the best examples is the water purification and 
bottling system installed in The Langham, London which 
is now also available in Eaton, Hong Kong. In 2013, the 
system was introduced at Eaton to provide glass bottles 
for drinking water in the guest rooms and function rooms, 
thereby eliminating the use of their plastic counterparts. 
Each Eaton-branded glass bottle contains 60% recycled 
glass that can be sterilised and reused. By introducing 
this system, we significantly eliminated 350,000 pieces of 
plastic waste generated every year and the carbon emission 
incurred during the production, transportation and recycling 
of plastic bottled water.  

Recycling is a way of life for many of us at home and work. 
On top of our on-going recycling services for our guests, 
some of our hotels took it a step further to offer recycling-

incorporated bins in guest rooms. Guests would have the 
option to be part of the green journey. This offer was first 
started in our hotels in the Pacific and is now being rolled 
out to hotels in other cities including Hong Kong and China.

Our passion in engaging our guests has evolved by 
introducing green amenities in guest rooms. Traditionally, 
individual amenities in the form of small throwaway plastic 
bottles for shampoos, conditioners, lotion, and bars of soap 
were used in hotel guestrooms. For the first time in our 
Eaton Brand, these amenities were replaced by refillable 
dispensers in Eaton, Hong Kong. This initiative also helped 
reduce a significant amount of plastic waste every year. Side 
benefits of this also included saving of storage space and 
reduction in carbon emission incurred during the frequent 
delivery of small bottle amenities.
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Refillable dispenser in Eaton, Hong Kong 

Upcycled wine cork pens at LIFE Shop in Langham Place, Mongkok, Hong Kong 

Building on our adventurous spirit, we are delighted to 
participate in various innovative upcycling design projects. 
One of them is the partnership project of Langham Place 
Hotel, Hong Kong and St. James Settlement, a local charity 
organisation. We have played the role of contributor 
by collecting and donating used wine corks from our 
restaurants and banquets since 2012 to a sustainability 
partner. The wine corks were then transformed into pens  
by a group of trained people who are physically 
disadvantaged. We then took further initiatives by taking 
additional roles as buyer and promoter, by selling these  
pens at the LIFE Shop of the hotel.

The sustainable waste management solution adopts a more 
holistic approach with the support of strong commitment 
from the team. Our hotel in London committed to sending 
zero waste to landfill. The team formulated a formal waste 
management and recycling policy and worked closely with 
the waste contractor to improve the recycling facilities in the 
back of house areas and conference rooms. The energy in 
the non-recyclable waste was recovered into electricity at a 
‘Waste to Energy’ Plant. The result was an 8% improvement 
in the recycling rate in the third quarter of the year, and a 
29% reduction in waste management costs.
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CONNECT Conferences Accommodation:

1. Participation in the “Guests Of The Earth” programme, 
 which promotes reusing linen where possible to reduce  
 water and energy consumption.

2. Opting to use fair-trade products as welcome amenities 
 and for use in guestroom mini-bars

CONNECT Conferences Cuisine

3. Selecting locally-grown and seasonal products to reduce 
 the carbon emissions caused by transportation.

4. Requesting organic and vegetarian banquet menus, which 
 minimises pollution and the use of natural resources.

5. Opting for filtered water to reduce bottled wastage.

CONNECT Conferences Services

6. The opportunity to incorporate tailor-made activities into 
 a schedule, which give back to the local community.

7. The availability of non-disposable items such as 
 whiteboards, electronic signage, linen, dining ware and  
 cutlery to minimise unnecessary waste.

8. Waste management and recycling services are automatically 
 implemented on site by Langham Staff. Planners can also  
 opt to place recycling bins in meeting rooms to engage  
 attendees and create awareness for sustainability through  
 this waste management exercise

9. The opportunity to select energy efficient options, such as 
 setting the air conditioner to a moderate temperature and  
 maximising the use of natural lighting where possible.

10. An online Carbon Emission and Carbon Saving Calculator, 
 which enables planners to find out the real environmental  
 cost of an event. Planners can then select sustainable  
 offerings that offset this. 

CONNECT Conferences

We engaged our guests in joining us to do something 
good for the environment by introducing CONNECT 
Conferences (http://connectconferences.langhamhotels.
com/) – the sustainable meeting solution for event planners 
in 2013. The CONNECT Conferences programme offers, 
in total, ten sustainable initiatives which are categorised 

into Accommodation, Cuisine and Services. This set of 
green practices in the meetings area is designed for clients 
meeting needs, along with a simple carbon footprint 
calculator, with offset options available. These ten  
initiatives include:
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Live A cappella performance at Eaton, Hong Kong

Enhancing Environmental Awareness

Earth Hour

For the past few years, all of our hotels 
have been participating in WWF’s 
Earth Hour. These efforts have now 
become a routine initiative to involve 
our colleagues and guests in saving 
our planet. By not only switching 
off the lights for an hour, we also 
celebrate Earth Hour by promoting 
green messages to our colleagues, 
and organising a series of entertaining 
events to encourage our guests in 
participating during this meaningful 
moment with us. 

The Langham, Shenzhen

Event at Langham Place, Beijing Capital Airport

Inter-properties cooking competition in Hong Kong Green Monday lunch at  
staff canteen in Eaton, Hong Kong

Green Monday

Green living concepts have been continuously evolving 
over the past decade. Green Monday promotes a green 
lifestyle by going meatless on Mondays to reduce carbon 
footprint and to improve our health. This idea was originally 
suggested by a colleague from our corporate office and 
captured in our innovative ideas platform THINK PINK 
portal. This idea was then implemented in Langham Place, 
Mongkok, Hong Kong in 2012 with the launch of Green 
Monday menus in its restaurants. In 2013, the Green 
Monday programme was further expanded to all three 
Hong Kong hotels. We promoted vegetarian dishes to our 
guests in all outlets, including our Michelin Starred Chinese 

restaurants, and offered full-day meatless dishes at our staff 
canteens beginning on Earth Day (22 April).

Utilising more creative ideas on vegetarian dishes, the theme 
of our annual inter-properties cooking competition in Hong 
Kong was selected to be GREEN COOKING. Four teams from 
The Langham, Langham Place, Eaton Hotels and Yat Tung 
Heen in Great Eagle Centre participated in this competition, 
which was divided into two categories, Chinese Hot Dish 
and Dim Sum. Internal and external experts were invited 
to be our judges. The winning dishes were included in the 
menus of our Chinese restaurants in Hong Kong.
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Industry Sharing and Technical Visits

Sharing the best environmental practices with our key 
stakeholders can stimulate continuous improvement 
within ourselves and also the whole hospitality industry. 
Additionally, it can provide a better quality of service 
experience to our guests. It was our honour to be invited by 
various institutions to share our green initiatives to students 
and our industry partners, including the Auckland Institute 
of Technology, Boston University, the University of Science 
and Technology of Hong Kong, the Hong Kong Polytechnic 
University, and the Junior Chamber International Peninsula. 
We typically escorted our visitors on tours around the hotel, 
showcasing some of the green initiatives and followed by an 
in-depth discussion session on these initiatives. 

Our hotels also supported local green initiatives by pledging 
to campaigns such as the “Order less Waste less, more 
Blessings” Light Banquets Campaign, Sustainable Fish City 
Pledge to use only seafood from sustainable sources and 

the Food Wise Charter to promote food waste reduction. 
Through these campaigns, we assisted in promoting greener 
messages to our colleagues and guests by working with 
various groups of pioneers in the community. Additionally, it 
brought us some valuable experience to be applied later on.

Several technical site visits to other industry sectors were 
organised for our colleagues from different functions. The 
visits opened up our colleagues’ minds and stimulated their 
creativity to green our hotels. For example, colleagues from 
the engineering and housekeeping departments joined 
the guided tour of the Zero Carbon Building, which was a 
signature project in Hong Kong to showcase state-of-the-
art eco-building design and technologies. During the tour, 
colleagues experienced the latest eco-technologies including 
photovoltaic panels, biodiesel trigeneration systems, hybrid 
ventilation, low carbon materials and construction, and 
urban native woodland. 

Food Wise Charter ceremony in Hong Kong
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What we did in 2013?

• Established environmental goals at group level internally

• Finalised responsible procurement guidelines

• Developed EarthCheck toolkits for new hotels and delivered toolkits training for hotels in China

• Developed online reporting portal for environmental data collection and analysis

• Completed sustainable design guidelines

• Launched LHG green meeting guidelines – CONNECT Conferences

• Develop competence training packs for hotel staff

What we will do in 2014?

• Launch responsible procurement guidelines to all hotels

• Complete EarthCheck toolkits for new hotels and delivered toolkits training for hotels in the US 

• Integrate and improve consistency on environmental data collection and analysis 

• Integrate sustainable design guidelines into Design Control Document

• Complete the competence training packs for champions and general hotel staff

Overview on Group Objectives



We are committed to operate  
our business with integrity and in accordance 

with the highest ethical standards

Governance and 
Accountability 
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Corruption prevention training by ICAC in The Langham, Hong Kong

Internal Control

As a wholly owned subsidiary of Great Eagle Holdings 
Limited, we are committed to maintaining a high standard 
of corporate governance practices that are designed to 
enhance company image, boost stakeholders’ confidence, 
and reduce the risk of fraudulent practices and ultimately 
serve the long-term interests of our stakeholders.

Langham Hospitality Group is governed by the Executive 
Committee and chaired by the Chief Executive Officer. 
The Executive Committee reports directly to the Executive 
Chairman of the Group, who is also the Chairman of Great 
Eagle Holdings Limited. 

The Executive Committee of Langham Hospitality Group 
continues to monitor and review the strategic direction, 
development, performance and control of the Group. 
The Executive Committee is also accountable for the 
implementation of the Group’s internal controls, risk 
management and finance reporting to ensure compliance 
with legislation, industry best practices and company 

policies and procedures. The Executive Committee members 
also review the remuneration structure at high levels and 
endorse the compensation and benefits packages of senior 
management.

Corporate Ethics 

We have pledged to adhere to good corporate governance 
and business integrity in our business activities. We have 
adopted a Code of Conduct laying forth the basic standards 
of behaviour expected of our colleagues in connection 
with their official duties. The code provides guidance on 
acceptance or offer of advantages, declaration of conflict of 
interest, gambling, and handling confidential information. 
The policy is introduced to all new employees through 
compulsory induction training and is also accessible to all 
colleagues through the intranet of the Group.

The Code of Conduct and other standard operating 
procedures are reviewed from time to time to ensure our 
commitment to ethical behaviour and good governance is in 
alignment with the industry best practices. We will roll out 
the updated Code to colleagues in 2014.

We launched the Code of Conduct training to all our hotels 
as one of the Global CONNECT Events. The training topic 
in 2013 was corruption prevention. A series of in-house 
trainings delivered by the local authorities or internal trainers 
were organised in the hotels. We aimed at fostering among 
colleagues improved awareness of the risks of corruption 
and related fraud, management techniques to prevent 
abuse of trust, and a better understanding of their role in 
corruption prevention. Code of Conduct training on other 
topics will be introduced in the coming years with data 
privacy as the theme for 2014.

Overview on Group Objectives

What we did in 2013?

• Group’s policy on Health and Safety for colleagues is under final review

• Group’s policy on Health and Safety for guests is under final review

• Group’s Code of Conduct is under final review

• Require Code of Conduct Training for all hotels

What we will do in 2014?

• Complete Group’s policy on Health and Safety for colleagues 

• Complete Group’s policy on Health and Safety for guests 

• Complete Group’s Code of Conduct 

• Require Code of Conduct review on data privacy



We are committed to providing a healthy,  
safe, fair, and happy working environment  

for our colleagues.

Caring for  
our Colleagues 
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To us, providing a healthy and safe working environment for 
our colleagues is essential to ensure that they can perform 
to the best of their potential and deliver top quality services 
to our guests. On one hand, health and safety infrastructure 
must be in place in all our hotels; and additionally an 
ongoing awareness programme helps in retaining a caring 
culture. Therefore, we launched the Workplace Health and 
Safety Week globally to all of our hotels in 2013.

The first annual Workplace Health and Safety Week aims 
at enhancing the awareness of workplace health and 
safety among all the colleagues. During the week, various 
activities such as awareness training and workshops, health 
check, video-sharing, quizzes and games, and competitions 
with rewards were organised at our hotels to promote the 
importance of workplace health and safety. Here are some 
highlights of our initiatives:

• The Group Spa Therapy Manager hosted and offered advice at the “De-stress with CHUAN Spa” workshop, 
 where colleagues learnt to find their own element under the Five Elements concept, explored CHUAN Spa  
 products and learnt self-massage techniques to release mental and muscular stress. 

• Colleagues were introduced to various smartphone applications related to health and safety at the 
 “An App a day, keep Sickness & Danger away!!” programme.

• Local vendors were invited to the Health and Wellness Fair in the hotel providing information, 
 screenings, treatments, and gift bags. 

• Doctors from Shanghai University provided free in-house treatment for all colleagues. 
 These included blood pressure and pulse checking, massage, acupuncture and glass-cupping,  
 and mild moxibustion among others.

Healthy and Safe Working Environment
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We also promoted wellness living behaviour to our 
colleagues. One of the wellness programmes that was 
initiated in 2013 was the combination of our colleagues’ 
health and wellness through the benefits of energy 
conservation. Steps include encouraging walking and biking, 
and using less energy-consuming transportation (e.g. lift, 
cars). For example, our hotel in Langham Place, Mongkok, 
Hong Kong organised ‘Stairs Day’ to encourage colleagues to 

With the continuous monitoring of the performance and 
increase in group-wide activity on workplace health and 
safety, there were no deaths last year due to work activities, 

take the stairs when they are travelling one floor up or two 
floors down; our hotels participated in Bike to Work Week 
in Los Angeles and National Living Streets Walk in London. 
Other ongoing wellness programmes, including International 
Housekeeping Week celebration, Appreciation Day, Well-
being Day, self-defence class, and various exercise classes 
such as yoga, Tai-chi, and funky dance.

Stairs Day at Langham Place, Mongkok, Hong Kong

International Housekeeping Week celebration  
at The Langham, Melbourne

Self-defence class at The Langham, Melbourne 

and the injury rate was significantly improved from 2012.  
We will soon launch the group-wide occupational health and 
safety policy to clearly define our direction in this area.

KPI 2012

27.6

13.5

Lost time injury frequency rate 
(number of reported lost-time accidents for  

every 1 million working hours)

Incident rate  
 (reported accidents per 100 employees) 

18.8

9.2

2013
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Fair Working Environment

Workforce Profile 2012

5,065
89%

Workforce Total employees
Full time employees

6,979 
89%

45% 
55%

2% 
39%
28%
19%
13%

2% 
38%
26%
19%
15%

Gender Female employees
Male employees

47% 
53%

2013

Age Age profile of workforce
<20

20-29
30-39
40-49

50 or above

By the end of 2013, we employed nearly 7,000 colleagues 
with five new hotels joining the group during the year. 
In supporting them to reach their greatest potential and 
encourage high productivity, we offered various incentives 
schemes, benefit programmes and development plans. 
Salary levels of employees are competitive and discretionary 
bonuses are granted based on the performance of the Group 
as well as the performance of individual colleagues. Other 
colleague benefits include insurance, medical and pension 
fund schemes, and long service awards among others. 
Colleagues are respected in the same way and will not be 

With the expansion of our business, it is essential for 
continuous development of our colleagues’ professionalism. 
In 2013, there were a lot of learning & development 
initiatives happening across the Group. Many of them are 
good examples to illustrate how we offered targeted and 
well-designed training programmes to our colleagues.

“My Steps” Programme by The Langham, 
Auckland

The Langham hotel in Auckland adopted a new approach 
of learning and development. Our hotel is the first hotel in 
New Zealand to offer the nationally recognised New Zealand 
Qualification Authority (NZQA) qualification-based training to 
all the colleagues without a ‘textbook’. 

The “My Steps” Programme aims to develop our colleagues 
in obtaining a national qualification through sensory based 
on-the-job training. The programme was developed by the 
hotel in conjunction with Service IQ, a hospitality industry 
training organisation in New Zealand. It was introduced at 
the hotel in early 2013 with the first group of colleagues.

treated less favourably than other colleagues because of their 
sex, age, gender, race, colour, religion, marital status, or any 
other status protected by the local law.

A revision of the group-wide employee rights and equal 
opportunities policy will be completed and published soon. 
Our next step is to review existing procedures in alignment 
with these updated policies in 2014.

Learning and Career Development 
A breakthrough 
from the traditional 
training model, 
the “My Steps” 
Programme 
moves away from 
textbook-based 
learning to a new 
methodology – 
Learning through the five senses. Take culinary training, as 
an example. Colleagues learnt about the dishes by tasting 
it, smelling the aroma, participating in making the product 
(touching), and appreciating the beauty of the food (seeing). 

This experiential learning not only compliments their 
knowledge but also enables the learners to relate to the 
guest in a more sophisticated way by making a personal 
connection with them. The programme also elevated the 
qualification of our colleagues to Level 3 (out of Level 7), 
which is equivalent to a bachelor degree according to NZQA.
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Mirror Mirror Training by The Langham, London 

The “Mirror Mirror” programme is a customer service 
training programme designed to assist our colleagues 
“Being the Best that they Can Be”.  We use Neuro-Linguistic 
Programming Techniques (NLP) to allow colleagues to 
explore the fact that they are the masters of their emotions.  

Mirrors play an integral part in this training programme.  By 
using them, the colleagues are able to see from the eyes 
of the guests.  Literally the mirror it the reflective tool in 
understanding the power of non-verbal messages.  This is 
why the programme is named “Mirror Mirror”.

Unlike other training course, there is no PowerPoint and 
workbook.  We use picture boards, props and various mind 
mapping exercises.  The trainer masters the syllabus but flow 
with the individual team member’s needs.  The classes are 

arranged with participants from different departments that 
further enhance the understandings between departments.  
The teams have a lot of fun in the workshops and displayed 
better self-awareness and emotional control.

To keep the message alive, each participant wrote a letter to 
themselves which was posted one month after the workshop 
to remind themselves about the personal reflections that had 
during workshop.  Regular post training debriefing sessions 
among the participants were held to share their insights of 
applying the learning in the workplace.
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‘Treasure Chest’ Training by Langham Place, 
Mongkok, Hong Kong

Langham Place Mongkok makes every effort to live the 
vision “Know Our Guest, Build Great Memories”. The hotel 
uses the “Treasure Chest”, a custom –built module of 
LHG’s Guest Experience Management (GEM) system.  This 
module provides a platform for our colleagues toe record 
guests preference information systematically.   Treasure 
Chest training, not only cover the standard and procedures 
of using the system, but more importantly to engage our 
colleagues exploring the skills and methods to learn about 
the quality guest preferences.   A total of 64 colleagues from 
Rooms, Food & Beverage and Sales & Marketing department 
attended this training in November 2013.  It is a continuous 
programme extended to all frontline colleagues.

During the classes, colleagues are taught how to find out 
the guests’ unspoken desire among the different interactions 
with them, including before arrival, during guest stay and 
post guest stay.

In 2013, the group achieved 25.9 training hours per 
colleague on average, and 91% of colleagues received a 
performance review. This showed the commitment of the 
organisation in staff development. 

LHG launched the standardised Training Needs Analysis 
(TNA) framework and tools to all the hotels, ensuring 
a system of proper allocation of learning resources and 

prioritisation of the operations and learning needs in the hotels.  

Reported in the last report, LHG’s talent development 
programme Advanced Programme for Executives (APEX) 
has celebrated the first group of selected leaders to have 
completed the first phase of the programme. These potential 
leaders will complete their programme soon and become  
the internal pool for cross hotel exposure, or taking up next 
level role. A new intake will begin in early 2014.  

Hearing the voice of our colleagues is an essential part of our 
colleague engagement. LHG has completed the Colleagues 
Satisfaction Survey since 2005 and it has become an annual 
core communication event initiative thereafter. To ensure 
neutrality and confidentiality, an independent research 
company was appointed to conduct the survey and analyse 
the feedback. 

This year, there were 5,232 colleagues (86% of the intended 
sample) who completed the survey from 21 properties, 
including six new hotels. The Colleague Satisfaction index 
has showed a gradual increase in these five years, and it had 
increased by almost 14% from 3.77 out of 5 in 2005 when 
we first started this survey to 4.29 out of 5 in 2013.

Also, an analysis of the colleague’s commitment to the 
company showed that 71% of colleagues were positive to 
both the Company & their Job (Advocates), increasing 6% 
from 65% in 2012 to 71% in 2013. The survey also reported 
a number of opportunities for improving the colleagues’ 

Collleague Satisfaction index
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4.21

4.14

4.03

engagement level. Each hotel has developed its own strategy 
and action plan in response to the respective feedback from 
their workforce through the survey. We listen and we act, 
not only to our guests but also to our internal stakeholders.

Happy Working Environment



HR Excellence Awards 2013 of Langham Place, 
Mongkok, Hong Kong

Top 30 Under 30 of Eaton Chelsea, Toronto HR Excellence Awards 2013 of The Langham, 
Hong Kong 
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Awards and Recognitions

We also achieved a number of people related awards in 2013. These include:

Hotel Awards honoured by

Eaton, Hong Kong

Eaton, Hong Kong

Eaton Chelsea, Toronto

Eaton Chelsea, Toronto

Langham Place, Mongkok, 
Hong Kong

Langham Place, Mongkok, 
Hong Kong

The Langham, Hong Kong

18 Districts Caring Employers 2013 Award 
by Hong Kong Council of Social Service / The Hong Kong 

Joint Council for People with Disabilities

Certificate of Merit  
by the Hong Kong Hotel Association  

Top 30 Under 30  
by Ontario Hostelry Institute

Business Excellence Award  
by the Canadian Society Association of Executives

Silver Award for Volunteer Service  
by the Volunteer Movement of the Social Welfare 

Department of Hong Kong SAR Government

18 Districts Caring Employer 2013 Award  
by Hong Kong Council of Social Service / 

The Hong Kong Joint Council for People with Disabilities

Excellence Reward Management  
by the Hong Kong Institute Human  

Resources Management

A Bar Team Leader found a 
valuable item in work place & 

reported to the police. 

In recognizing the hotel’s 
Food & Beverage Services 
Manager as the hospitality 
and foodservice industry’s  
top 30 young leaders who 

make a difference.

A Sales team member of  
the hotel achieved this award.

In recognizing the hotel’s 
contribution in volunteer 
service to the community.

In recognizing the hotel’s 
innovative HR strategies in the 
area of reward management.

Remarks
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Employee Engagement

Internal Dialogue

Engaging our colleagues is vital to deliver our vision and 
values. In our group, we see that internal communication 
within the hotel, and also between the headquarters and 
individual hotels have been well-established in the past few 
years. With more hotels opening in different regions, we 
also see the value in creating synergy between the hotels 
within each region. Therefore, regular conference calls 
with the CONNECT Champions in various regions were 
initiated in 2013. Our champions would have opportunities 
in understanding and providing feedback on corporate 
programmes, the best green practices and the challenges  
of their sister hotels.

Encourage Innovation 

New ideas that come from our colleagues are a valuable 
resource to bring creativity to our business. In LHG the 
colleagues are empowered and their ideas can be expressed 
and listened to. In addition to “THINK PINK”, the internal 
electronic platform, and the annual Think Pink Festival, LHG 
started the first Annual Think Pink Ideas Award in 2013 to 
inspire more ideas and reward the best from our colleagues. 
The theme of the Award in 2013 was “How do we create 
the Most Unforgettable Arrival and Departure Experience?”. 
Also, a video was created to showcase Langham’s innovation 
with its new products and initiatives. The video is shown 
in every guest room and can be viewed from our YouTube 
channel https://www.youtube.com/watch?v=AVzr6JUBQig.

The colleague engagement approach is continuously 
reviewed and modified. In the coming years, it will be part of 
our key focus in the CONNECT programme. 

Overview on Group Objectives

What we did in 2013?

• Finalised group-wide Employee Rights and Equal Opportunities Policy, Occupational Health and 
 Safety Policy and Code of Ethics.

• Established group-wide training goals for individual hotels.

• Published social performance (human resources) in the sustainability report 2012. Colleagues’ health 
 and safety information are communicated through quarterly newsletters and the intranet. 

• Introduced Workplace health and safety week as one of the four Global CONNECT Events at all hotels.

What we will do in 2014?

• Launch the group-wide Employee Rights and Equal Opportunities Policy, Occupational Health and 
 Safety Policy and Code of Ethics globally.

• Review existing procedures to align with these updated policies.

• Re-launch Langham Curriculum Certification and Customer Service Training Series 

• Introduce risk assessment.

Engaging our colleagues is vital to deliver our vision and values



We are passionate and fully  
committed to our vision.  

“Know Our Guests, Build Great Memories.”

Caring for 
our Guests 
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We firmly believe that service quality is integral in creating  
a unique (we have different brands) hotel experience.  
The only way to create the emotional connection with 
our guests is to get to know our guests closely. We make 
every effort in obtaining valuable information to enhance 
our service. To do this, we proactively listen to our guests 
through various voice-of-the-customer platforms so as to 
learn about their unique preferences and desires. 

Group-wide practices to assess and maintain  
customer satisfaction:

Online Guest Satisfaction Survey

The guest is at the centre of all we do. We want our guests to 
be completely satisfied with their hotel experience and fully 
engaged with us. Knowing our guests is therefore absolutely 
essential as we need to be in a position to determine levels 
of satisfaction and engagement among them. To obtain the 
information we need, we have systematically measured guest 
satisfaction and engagement using a range of sophisticated 
measurement tools, designed for different market segments 
and all of our customer groups.  

Our Online Guest Satisfaction Survey is an especially valuable 
tool for listening to our guests and determining their level 
of engagement. This helps us identify opportunities for 
improvement and drive innovation in our product and 
service to exceed guest expectations. The survey questions 
are linked with our vision and are designed to measure our 
success in getting to know our guests and building great 
memories for them. Apart from measuring our achievement 
towards our vision, our guest surveys also cover all key 
service touch-points in the hotel.

A new generation of Online Guest Satisfaction Surveys was 
launched in the Hotel Division in 2013. This new generation 
of survey provides a more guest-friendly interface through 
presenting it with a more user-friendly design, and delivering 
a shorter, yet more precise, survey to our guests. The online 
survey provides our guests with a delightful experience that 
encourages them to give us valuable feedback about their 
stays with our hotels. It also includes an elevated analysis 
and reporting system. With a more powerful platform, 
our colleagues are now able to generate dynamic analysis 
and further improve our service to guests more effectively 
and efficiently. In 2014 and onwards, we will continue to 
enhance the functionality of the survey to make it even more 
user-friendly for guests, and we will explore the opportunity 
of applying mobile and Social Media technology.
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Quality System – Q.League

We believe Total Quality 
Management (TQM) is 
significant to the company’s 
success.  At LHG TQM should 
be all about People. In other 
words, TQM should be aiming 
at engaging our colleagues 
with the same goal and 
direction. To effectively 
reflect this team-oriented 
thought, we refer to TQM as 
Quality League (Q.League) at 
Langham.

The Q. League Standards guide our hotels to fully implement 
this unique quality management system that involves 
colleagues across the globe. In 2013, we launched the 
Second Edition of The Q. League Standards; our Hotel 
Total Quality Management model. These standards serve 
as a management guideline to help our hotels strive for 
performance excellence in the four major focus areas: 
Leadership, Guest, Colleagues and Innovation. This second 
edition was developed based on the latest issue of the 
Malcolm Baldrige Criteria (2013 – 2014) from the United 
States. We believe that the key to successfully implementing 
Q.League is to make our Quality System simple and practical. 

Through involving our colleagues across our hotels around 
the world in the discussion, the newly-developed standards 
were tailored to our unique business environment to ensure 
practicality in daily operations. In the coming year, we will 
deploy the new standards to all of our hotels by enhancing a 
robust internal audit system and introducing various training 
programmes related to Total Quality Management. 

Results of surveys measuring customer satisfaction:

Our Guest listening methods are used to provide definitive 
information that we can act on to enhance our product and 
service offerings and secure our customer engagement over 
the long term. The online surveys contain detailed questions 
designed to identify areas where improvements are required. 
Figure 1 indicates the positive trend of how our guests have 
enjoyed staying with us and have shared great memories of 
our hotels over the past three years. 

Social media and other web-based platforms have rapidly 
become a hugely important means of communication with 
our guests. Travel websites and online booking engines 
such as TripAdvisor serve as an indispensable source of 
information about guests’ views regarding our products 
and services. They also enable us to review comments made 
about our competitors. Figure 2 indicates a positive trend in 
our guest satisfaction result on social review sites.

I have a great memoy of this hotel Social media Customer Review Score

Figure 1 Figure 2

82 9082.5 9183 9283.5 9384 9484.5 95

2011 2010

2011
2012

2013 2013

2012

2010 2011 2012 2013

Langham Hotels

Ranking

91.85

5th out of 11

92.97

4th out of 10

94.18

4th out of 14

94.30

3rd out of 14

Selected luxury brands includes :  

Peninsula Hotels, Mandarin Oriental, St. Regis, Four Seasons Hotels & Resorts, Park Hyatt, Shangri-la Hotels & Resorts,  
Taj Hotels, Grand Hyatt, Intercontinental Hotels & Resorts, Fairmont Hotels & Resorts, Loews Hotels, The Ritz Carlton Hotels and Le Meridien.
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Appendix 1 – List of GRI Standard Disclosures

This following table provides cross-references to the Global Reporting Initiatives Sustainability Reporting Guidelines version 
G4. It is a framework of internationally accepted guidelines and principles for companies and organisations to report on 
corporate responsibility and sustainability performance. 

General Standard Disclosures

General Standard Disclosures Sections/ Comments

G4-1

G4-7

G4-24

G4-25

G4-9

G4-10

G4-8

G4-13

G4-17

G4-22

G4-23

G4-18

G4-6

G4-3

G4-4

G4-5

Statement from the most senior decision-maker of the organization. 

Nature of ownership and legal form.

List of stakeholder groups engaged by the organization. 

Basis for identification and selection of stakeholders with whom to engage. 

Scale of the reporting organization.

Total number of employees. 

Markets served.

Significant changes during the reporting period.

List all entities included in the organisation’s consolidated financial 
statements or equivalent documents. 

Effect of any restatements of information provided in previous reports.

Significant changes from previous reporting periods in the scope,  
and aspect boundary.

Process for defining report content and aspect boundaries.

Number of countries where the organization operates.

Name of the organization.

Primary brands, products, and/or services. 

Location of organization’s headquarters.

Section 2

Section 4

Section 4

Section 4

Section 4

Section 9

Section 4

Nil

Section 4

Nil

Nil

Section 4

Section 4

Section 4

Section 4

Section 4

G4-28

G4-32

G4-29

G4-30

G4-31

Reporting period.

“In accordance” option
GRI Content Index

Date of most recent previous report. 

Reporting cycle. 

Contact point for questions regarding the report or its contents.

Section 1

Appendix 1

2012

Section 1

Section 1
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Sections/ Comments

G4-49

G4-56

G4-39

G4-41

G4-34

Process for communicating critical concerns to the highest governance body.

Organisation’s values, principles, standards and norms of behaviour.

Indicate whether the Chair of the highest governance body  
is also an executive officer.

Processes for highest governance body to ensure conflicts of  
interest are avoided and managed.

Governance structure of the organization. 

Section 9

Section 9

Section 4 and 9

Section 9

Section 9

General Standard Disclosures
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Specific Standard Disclosures

Material Aspects
Disclosures on Management  
Approach (DMA) and Indicators

Sections/ Comments

Economic 
performance

Energy

Water

Emissions

Energy

Water

Emissions

Energy

Emissions

Emissions

Occupational Health  
and Safety

Training and Education

Occupational Health  
and Safety

Training and Education

Anti-corruption

Product and Service 
Labelling

G4-EC1

DMA

DMA

G4-EN15

G4-EN3

G4-EN8

G4-EN16

G4-EN5

DMA

G4-EN19

DMA

G4-LA9

G4-LA6

G4-LA10

G4-SO4

G4-PR5

Direct economic value generated  
and distributed.

Energy consumption within the organisation.

Total water withdrawal by source. 

Energy indirect greenhouse gas (GHG)  
emissions (Scope 2).

Rates of injury, occupational diseases, lost days, 
and absenteeism, and number of work-related 
fatalities by region and by gender.

Programs for skills management and lifelong learning  
that support the continued employability of employees 
and assist them in managing career endings. 

Communication and training on anti-corruption 
policies and procedures.

Results of surveys measuring  
customer satisfaction.

Average hours of training per year per employee 
by gender, and by employee category. 

Direct greenhouse gas (GHG) emissions (Scope 1).

Reduction of greenhouse gas (GHG) emissions.

Energy intensity.

Refer to  
Annual Report 2013 of  
Great Eagle Holding Ltd

Section 7

Section 7

Section 7

Section 7

Section 7

Section 7

Section 7

Section 7

Section 7

Section 9

Section 9

Section 9

Section 9

Section 9

Section 8

Section 10

Training and Education G4-LA11 Percentage of employees receiving regular performance 
and career development reviews, by gender.
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