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Message from Executive 
Chairman 

At Langham Hospitality Group, we firmly believe that one 

of the key benchmarks of our success is the strong sense 

of community engagement within the markets in which 

our hotels operate. We are proud to embrace our 

corporate responsibilities with the same dedication and 

high level of service that are setting our hotels on a 

winning momentum.  

In this annual Sustainability Report, we highlight our 

ambitious, engaging and socially responsible initiatives 

that are shared by our 7,000+ colleagues worldwide.  

Their participation underscores the vital role they play in 

realizing our ongoing journey in maintaining responsible 

business policies and practices.  

We continue to make steady progress towards our goals 

whilst addressing our challenges along the way.  As the 

Group makes inroads towards new markets in Europe, 

North America, and especially in China, it is all the more 

important that we remain steadfast in our longer-term 

mission to advocate and do good by our colleagues and 

the planet.  We have made substantial and quantifiable 

inroads in reducing waste and energy year on year, and 

our hotels are continuing to innovate with more 

resource-efficient programmes that enable us to make 

excellent progress towards a more sustainable future. 

The input of all our stakeholders has been invaluable in 

enhancing our annual sustainability efforts and we thank 

everyone who has contributed to the ongoing success of 

our CONNECT programme. 

 

  

 

 

 

 

Dr. K S Lo 

Executive Chairman 
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Message from CEO  

 

2015 marked a momentous milestone at Langham 

Hospitality Group with the global roll-out of the Vision, 

Mission, Objectives and Values – to our 19 hotels located 

in four continents.  The new vision states succinctly that 

“we will be recognised as the leading and visionary 

hospitality group in the world by offering unique brands 

to different market segments and building guest loyalty.”  

This articulates not only the roadmap to success for the 

Group, but also a deeper understanding of how we will 

achieve our goals on both financial and environmental 

levels.   

We understand that sustainable development is more 

than a moral imperative; it functions as a socially 

responsible core value of the Group and it makes good 

business sense.  Having smart sustainable strategies 

and policies in place brings us loyalty from the next 

generation of guests and colleagues. Travelers care about 

companies that do good, and that demonstrate high 

standards of ethical behaviour and environmental 

support. 

To that end, we are proud to have made meaningful 

strides in our sustainability projects within the past year:  

 We achieved a 14 per cent reduction in energy 

intensity comparing the period from 2011 to 2015, 

by implementing strategic energy efficiency 

programmes. 

 Eight hotels achieved Gold EarthCheck certifications. 

 The Langham, Chicago was our first hotel to achieve 

LEED Gold Rating by U.S. Green Building Council. 

 Our hotels supported many worthy charitable 

causes in their respective communities, with a 

special focus on children’s needs and environmental 

issues, totalling more than 9,000 hours in 

community service. 

It is important to realize that during economically 

challenging times, there may be a tendency to place our 

sustainability initiatives on the back burner but that 

would be unwise. In practice, being sustainable should 

also mean being more profitable, especially with more 

efficient use of resources, maintaining high standards of 

quality, reducing waste and ensuring the well-being of 

our team members – all of which are excellent examples 

of good sustainability practices and better profitability 

initiatives.  One of our key objectives is to become a 

sustainability leader within our industry which means 

setting clear targets for reducing our environmental 

impacts and improving our social performance.  

As the success of our sustainability initiatives depends 

upon the commitments of all our stakeholders, we are 

grateful to the guests, colleagues and business partners 

who have contributed to our sustainability programmes, 

which have enabled us to achieve our goals of excellence 

that are outlined in this report. 

 

Robert Warman 
Chief Executive Officer 
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CONNECT is the corporate social responsibility 

programme of Langham Hospitality Group. The 

programme implies that we 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 are committed to be a sustainable company. We 

embed sustainability into our company culture by 

engaging our stakeholders along with the development 

of the company. We have identified four focus areas and 

six key stakeholder groups which prioritise the corporate 

social responsibility efforts we take and the resources we 

invest in order to amplify the impact of our collective 

actions. 

 

Approach 

CONNECT provides a comprehensive framework with the 

objectives of striking the balance between the 

continuous development of our business, colleagues and 

neighbours, and not harming our environment. 

Sustainability is one of the key performance indicators of 

our hotels supported by the group policies and the 

Global CONNECT events to foster the CONNECT culture in 

the company.  

CONNECT programme is led by the Executive Committee 

at the Headquarters, with support from the Global 

CONNECT Champions and Group Director of 

Sustainability. CONNECT is implemented in the hotels by 

their CONNECT Champions and CONNECT Committees 

which must be represented by an executive committee 

member together with representatives from each 

function.  

To assist CONNECT Champions taking up this 

sustainability role, they are required to complete the e-

learning CONNECT Champion session, and to associate 

with other champions by sharing best practices and key 

challenges through regular regional conference call.  

CONNECT is integrated into our orientation for all general 

colleagues. We further engage our colleagues in 

CONNECT through their participation in the Global 

CONNECT Events and their sharing of sustainability 

initiatives in the Quarterly electronic CONNECT 

Newsletter. Both tools relate to the environment, 

governance, community, and colleagues – our four 

priorities. 
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http://www.langhamhospitalitygroup.com/en/about-us/
http://www.langhamhospitalitygroup.com/en/about-us/vision-commitments-objectives-values/
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We have four priorities  
With reference to the international standards (e.g. ISO 

26000), industry benchmark and internal consultation, 

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. These four focus 

areas are also linked to the triple bottom line of 

sustainable development, i.e. profit (Governance), plant 

(Environment), and people (Colleagues and Community). 

Our vision in each of the focus areas are: 

 Governance: highest ethical business 

 Environment: operate to minimise impacts on 

environment 

 Community/Neighbour: contribute to local 

communities that we operate 

 Colleague: provide a healthy, safe, fair and happy 

working environment 

Based on the Global Reporting Initiatives (GRI) G4 

guidelines, EarthCheck standards for the accommodation 

sector, and Hong Kong Exchange Clearing’s 

Environmental, Social and Governance Reporting Guide, 

we have identified the most material environmental and 

social aspects, of which we should be reporting on our 

approach and performance in this report. Details of the 

assessment can be found in Appendix 2 Materiality Map. 

 

 

We engage our six key stakeholder groups 
Stakeholders are people who can affect our business or 

who are affected by us. We define our six key 

stakeholder groups to be Guests, Colleagues, 

Community, Media, Suppliers and Owners. These 

stakeholder groups are identified and prioritised by the 

senior leaders of the company since these stakeholders 

have the most significant impact on our operations. We 

reach out to our key stakeholders primarily for business 

purposes, and now we also pursue for social, ethical and 

environmental issues.  

 
Stakeholder Engagement Model 

 

We conduct engagement exercises at a corporate and 

hotel level, by obtaining stakeholders’ views on our 

CONNECT strategy and programmes, and incorporating 

their comments in our improvement action plan. The 

purpose of these exercises is creating shared values to 

drive our business innovatively and sustainably. In 2015, 

we introduced a stakeholder engagement model at our 

General Manager Conference and focused our 

engagement exercises with two key stakeholder groups: 

media and community.  

The media is our partner to keep in touch with our 

guests. We often communicate with them about our 

marketing promotions and it was the first time all our 

hotels engaged with the local media partners on our 

CONNECT strategy.  Positive comments and suggestions 

for enhancing our products, and our communications 

with more sustainability were received. 

 

Garden to table experience with the media in Guangzhou 
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We work with the community, including charity 

organisations or the hotel’s partners in volunteering, 

industry, neighbours, and academic institutions. 

Sometimes we tend to work in silos or a “business as 

usual” state. This engagement opportunity allowed us to 

explore further collaboration with community 

organisations, or even between several individual 

parties. For example, we continued our collaboration 

with EarthCheck to tackle some of the major challenges 

in our industry at corporate level. Another example is 

The Langham, London who worked out different ideas 

for their involvement with Great Ormond Street Hospital 

(GOSH) which has been their community partner for 

three years. The Hotel held the first CONNECT 

Conference event for their client partners to join 

together to raise funds for GOSH.  

 

We shared our sustainable supply chain experience at the annual Inner 
Circle Meeting by EarthCheck. 

 

A lesson learnt from this year’s exercise is formulating 

our future engagement approach to be more specific in 

order to yield a practical sustainable business action. In 

2016, our hotels will engage another two stakeholder 

groups: Suppliers and Guests with a clear objective. We 

will also revamp the corporate social responsibility 

section of our Corporate and Hotel website to enhance 

communication with stakeholders. 

 

 

 

 

 

Introducing Cordis Brand 

In 2015, we introduced our newest upscale hotel brand, 

Cordis Hotels which is devoted to our guests' needs and 

well-being, as well as the well-being of our environment 

and the community around us. In particular, our hotels 

use many locally sourced, renewable materials. Our 

uniforms are made from earth-friendly materials. Our 

comfortable cars are hybrids. Our stores sell ethical & 

locally produced items, including natural products from 

our spa. Our guests indulge in fresh, tasty dishes with 

carefully sourced, often organic ingredients. We take the 

time to share nutritional information on our menus so 

that diners can make informed dietary choices. And, we 

are especially keen to work with local charities. The 

Cordis brand brings a unique experience to our guests by 

CONNECTing them with the local community and 

environment. 

 

 

 

  

http://www.cordishotels.com/
http://intranet/communications/Logo/Cordis/Cordis/CORDIS_lockup.jpg
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We target growing Langham Hospitality Group to be a 

portfolio of hundreds properties over the next 10 years 

and need a well-defined vision and a clear path to steer 

our colleagues in achieving this expansion goal 

sustainably. 

 

Renewed Vision 

To better articulate the future picture of the 

organisation, we have revisited our vision statement and 

create a clear common direction for every colleagues in 

the organisation expansion globally. It also stipulates the 

two key strategies – unique bands and guest loyalty. 

 

We will be recognised as the leading and 

visionary hospitality group in the world by 

offering unique brands to different market 

segments and building guest loyalty. 

 

To highlight the unique competitive edge of our hotels to 

become the best in their own market, we have reviewed 

their mission statements which are built upon the 

foundation of our Vision, the Brand Essence and the 

Brand Promise. The mission is a direct and simple 

statement that every colleague can easily understand 

how they can contribute, to make the hotel to be 

successful. 

We made a step change in balancing stakeholders’ 

interests in our business strategy. We restructured our 

commitments not only to embrace our brand essence 

and traditions of excellence through genuine service, 

innovation, captivation of senses, and design; but also 

extending to our four major stakeholders – guests, 

colleagues, investors and the world. This is also the key 

to business sustainability.  

We monitor our progress on achieving our vision and 

commitments by setting objectives and subsequent 

measurable key performance indicators (KPIs).  

 

The Art of the Stay campaign for The Langham Hotels and Resorts 

 

11 



 

12 

 

The Objectives and KPIs are reviewed and designed to 

balance the interests of our stakeholders and focus our 

attention on what matters most to success. The 

Objectives are to 

 Optimize profitability; 

 Provide reliable, timely service and maximise our 

efficiency, 

 Increase customer loyalty; 

 Increase colleague loyalty;  

 Be a sustainable company 

 

Our Business Philosophy & Model  

 

We extend intuitive service with poise and Langham 
luxury which builds lasting Melbourne memories. 
- Mission of The Langham, Melbourne 
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Whilst our vision, mission, commitments and objectives 

have evolved in our business model, our values are 

retained. The eight values are the core principles to guide 

our action in building guest loyalty. We explicitly 

elaborate our values and essentials into day-to-day 

service behaviour that lead our colleagues to live the 

company culture. 

Vision and Sustainability 
Our commitment to business sustainability is integrated 

into our Company Values. We believe the real success of 

sustainable business is that all colleagues live and work 

with a sustainable mentality – this is also our culture. A 

separate set of sustainability missions would have 

created confusion of core values.   

Taking the consideration of our stakeholders’ concerns, 

we have set company commitments and objectives as 

the roadmap that creates the right balance among the 

triple bottom line. To be a sustainable company is one of 

our five commitments. CONNECT Programme is our 

sustainability programme with the objectives of striking 

the balance between the continuous development of our 

business, colleagues and neighbours, and not harming 

our environment.  

The World is our home and we 

are committed to maintaining it 

for future generations. 

Two KPIs were defined to address our commitment to 

sustainability – attaining the EarthCheck certification and 

the targeted number of hours of service to the 

community by our colleagues. These KPIs are applicable 

to all our hotels and required involvement of nearly 

every hotel colleagues in achieving the KPIs. This is how 

we embed the sustainability culture into our daily work. 

 

Delivering Our Values 

We embrace the concept and technology of Total Quality 

Management (TQM) as one of our core management 

strategies to drive the best performance in our business 

and make us to be the leading and visionary hospitality 

group. We believe that TQM in hospitality is about 

involving every hotel colleague in the quality journey. 

Engaging our colleagues in the same goals is key to 

success in our business strategy.  

We refer to our TQM as Quality League or Q.League as 

the word “League” means a group of people who have 

joined together for a particular purpose. We introduced 

the Q.League model that structures the TQM 

implementation approach in hotels; and the Q.League 

Standard that sets out the criteria to systematically 

improve our company performance. The Q.League 

Standard is developed based on the U.S. based Baldrige 

Performance Excellence Framework. The standard 

Q. League Model 
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criteria are reviewed regularly to ensure they reflect the 

leading edge of validated leadership and performance 

practice.  

Every hotel establishes Strategic Teams who are the 

administrators to implement and review the Q.League 

Standard in four strategic focus areas – leadership, guest, 

colleague and innovation. Langham Logic Teams are our 

“SWAT teams” who tackle operational process issues and 

identify process improvement opportunities based on 

the Six Sigma approach. Both teams are a mixed 

composition of colleagues from different functions and 

levels to ensure a balanced view is embraced. We also 

dedicate a Q.League Champion at each hotel to be the 

coordinator for the overall Q.League system. These 

important league players are competent in the TQM 

knowledge through various training programmes, toolkits 

and ongoing support from the Quality Team in Corporate 

Office. In 2016, we will review the Langham Logic toolkit 

and its training to facilitate the fact-based management 

that supports decision making and strategic planning.   

 

The effectiveness of the Q.League system is monitored 

through the KPI and Q.League Audits which include 

annual self-assessments and regular on-site audits.  

Hotel senior management and general colleagues are 

often informed on the results to celebrate success and 

also to drive continual improvement. The Q.League 

system engages colleagues through building ownership 

to improve hotel results continuously.  

Cultivating Our Values among Colleagues 
We prepared to foster our 7,000 colleagues globally to be 

a part of our Company Values through a series of internal 

engagement campaigns.  

To start on the campaigns, the General Managers of the 

hotels were our first target group. We believed that our 

Values would have meant nothing if the leaders do not 

live by them. The 2015 Global Conference – “The Decade 

for Langham Hospitality Group” was organised for our 

senior leaders to officially embark on the Company 

Values launch and discuss how we can achieve our vision 

"To be the visionary and leading hospitality group in the 

world."  The senior leaders were our ambassadors to be 

responsible for communicating the vision, and keeping it 

in front of the colleagues’ minds within their properties.  

Senior Leaders Conference 2015 

 

To connect our colleagues with the Company Values, the 

corporate office senior management team performed a 

roadshow by holding multiple sessions of management 

colleague briefings in the hotels to explain the overall 

Company Values concept and the purpose of coming to 

work with us. This also demonstrates the ownership of 

our vision from the top and that every manager 

contributes to the success of the company.  

Company Values Briefing by CEO at Cordis, Hong Kong 

 

Senior Management at the hotel also played an 

important role in engaging colleagues from different 

levels.  Regular Town Hall Meetings (all colleagues’ 

briefings) provided an important open communication 

platform for the hotel’s executive committee members to 
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strengthen our culture by communicating key messages 

to all colleagues.  

We also created rounded communication materials 

including Company Values introduction video by our CEO, 

Company Values cards and posters that can be easily 

accessible by our colleagues to ensure consistent 

messages are being cascaded across different brands and 

hotels. The Company Values is also embedded in our 

training programme. We launched the “First60 

Certification” training programme at all hotels to 

strengthen the sustainability of our culture. 

Company Values Poster 

 

Last but not the least, we introduced a series of 

colleague engagement programmes to get our colleagues 

excited about the VMOV. The programmes focused on 

revealing our commitments to the four key stakeholder 

groups: Colleagues, Guest, Investor and the World. In 

2015, we organised two events, namely “Lovin’ My 

League Photo Competition” (Colleague), and 

“Sustainable Christmas Tree Competition” (World).  

We are committed to fostering an engaging and 

respectful work environment for our colleagues to 

achieve their career aspirations. The theme of the Lovin’ 

My League Photo Competition is, “Sharing of favourite 

moments with colleagues at work” to highlight the 

importance of team culture in the company, and show 

that it can only be created by everyone’s involvement. 

Our colleagues had the opportunities to recreate their 

memorable experiences with their colleagues at work 

and share their stories in still images. The winning photos 

were selected by a judging panel and internal voting. The 

competition was well received with 255 photo entries 

and 765 votes from colleagues.  

Winning Photo of the Lovin’ My League Photo Competition 

 

The second event related to sustainability. We invited our 

hotels to design and create a unique Christmas tree 

made by used or waste materials collected in the hotel. It 

took a few months for our passionate colleagues to 

explore and collect the materials to be used for building 

the tree. The winners were also determined by an 

internal judging panel and voted by the public through 

different social media channels with the aim of engaging 

hotel guests in environmental protection awareness.  A 

total of 1,126 Likes, 199 Shares, and 72 Positive 

Comments on Facebook and Pinterest and 2,412 votes 

on WeChat were received during the public voting 

period. The top three winning Christmas trees were 

selected and they were created from used oyster shells, 

used water pipes, aluminium cans, and plastic bottles. 

In 2016, we will continue with various colleague 

engagement programmes to further nurture our 

company culture with our refreshed and defined 

Company Values, and we will continue monitoring the 

progress of achieving our Vision. 

 

Public Voting of Sustainable Christmas Trees at Pinterest 
 
  

https://www.pinterest.com/thelanghamhotel/sustainable-christmas-trees-2015/
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Genuine Service is our pillar, inheriting from the 

Langham brand’s traditions of excellence. We are always 

passionate to learn about the guests’ needs and wants.  

This facilities us to create memorable experience to our 

guests and to build guest loyalty to our brands.  

We adopted a holistic approach to collect guests’ 

opinion. Various voice-of-the-customers (VOCs) 

platforms including online surveys, mobile survey, social 

media and feedback cards are deployed, not only 

listening but also responding and engaging our guests.  

To ensure the consistency of our service delivery, regular 

mystery assessment are conducted by third parties in our 

hotels. 

 

Measuring Guest 
Satisfaction & Guest Loyalty 

The online guest satisfaction survey (GSS) provides us 

important data how our guests feel about us regarding 

different service touch points throughout their stay with 
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us. It is an important tool to help our hotel colleagues 

continuously focusing on service improvement in 

responds to our paying guests’ desire in a systematic 

way. 

Building guest loyalty is one of our key strategies, we also 

measure it through GSS. In 2015, we compiled the base 

year measurement on the Net Promotor Score (NPS) and 

Defect Free Index (DFI). 

 

Net Promoter Score and Defect Free Index 
Net Promotor Score (NPS) is a leading metric widely 

adopted by international companies to measure guest 

loyalty. It reflects the guests’ willingness to recommend 

our hotels to their colleagues and friends. As mentioned 

in last year’s report that we adopted NPS as our key 

performance indicator that is closely linked to our 

company vision – building guest loyalty. 

 

 

 

We measure NPS based on our guests’ response on the 

question – how likely would you recommend this hotel to 

a friend or colleague? The net score between the 

number of our promoters and detractors that shapes the 

holistic picture of what our guests think of our services 

and hotels. The first full year NPS result was encouraging 

with the score at 69.5. The GSS results geared our focus 

on increasing the number of “promoters”. 

GSS also provides us with other important measures – 

defect measures that allow us to identify areas for 

improvement.  Defect elimination is one of the key 

factors to enhance guest loyalty. The defect measures are 

analysed in two parts: Defect free and Defect resolved.  

Defect free index helps us to promote a zero defect 

culture within our company whereas defect resolved 

index measures how well are we doing in service 

recovery. 

The GSS also contains detailed questions to identify areas 

where improvements are required on various aspects. 

We concentrated in analysing NPS and Defect measures 

to identify the root cause of the problem through 

discussion within the team, put together actions to fix it 

and prevent it from recurring. 

 

Mystery Assessment 
We invite independent professionals in mystery shopping 

to conduct a quality assessment at all our hotels every 

year. Through the assessment, we seek professional 

opinion to ensure our services and facilities are 

complying with our Brand and Operational standards, as 

well as the latest international quality standards. The 

assessment covers the entire guest experience with our 

colleagues, starting from making a reservation or the 

initial sales process, through their stay. We identified 

opportunities for further improvement with the 

assessment data and findings. In the end, we 

continuously challenge ourselves to ensure the 

consistency of our service delivery and provide every 

guest with the most professional services and a delightful 

experience. 

 

Managing Guests’ 
Experience 

Brand and Operational standards are our guiding 

principles to ensure the excellent service delivery to 

guests by our colleagues. Based on the GSS data analysis, 

we use two tools to drive continuous improvement in 

our soft and hard service delivery – the “KenFixIt” and 

Langham Logic. KenFixIt is our preventative maintenance 

programme for our guest rooms and public area. 

Langham Logic is our tool for driving process 

improvement systematically. Using the DMAIC approach, 

we Define the problem, Measure the current situation, 

Analyse the root causes, Improve the process, and 

Control the result.  
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For example, Langham Place, New York, Fifth Avenue 

discovered two findings that were co-related based on 

the guest satisfaction data analysis in 2014. Firstly, the 

“Guestroom Overall Satisfaction” score was relatively 

lower in comparing with other departments in the hotel. 

Secondly, guest room was also a key contributor to a 

higher Defect Free Index. They applied Langham Logic to 

analyse the problem and put together improvement 

actions to eliminate guest room defects. After the 

Langham Logic project was completed, significant 

improvements were recorded on both GSS and Mystery 

Assessments in the following year. 

 

Defect Reporting Campaign was one of the LL project solution at 
Langham Place, New York, Fifth Avenue. 

 

 

Way Forward in 2016 

In the long run, we observe the need to integrate all VOC 

channels into one single platform with the growth of our 

portfolio and business. Instead of handling multiple VOC 

platforms and individual reports, the new platform shall 

perform a more holistic and in-depth analysis on the 

integrated data collected from all the VOC channels. The 

analysis results would facilitate our colleagues not only 

to identify and solve the current issues, but also to 

foresee the potential problematic area based on the data 

trend.  

To prepare ourselves for the next VOC system revamp in 

2016, we will engage a strategic partner that can provide 

us with a best-in-class technology platform. Their strong 

research background would also provide our hotels with 

strategic recommendations to prioritise areas for 

improvement. The new platform would ultimately help 

us designing our excellent guest service strategy and 

building guest loyalty. 
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Approach 

Governance in the CONNECT programme is concerned 

with how we run our business and doing the right thing. 

We are accountable to act responsibly at all times for our 

stakeholders – from our guests, partners, suppliers and 

colleagues, to governments, regulators and NGOs. We 

value the trust of our stakeholders in pursuit of 

expanding our business and operations sustainably. To 

maintain the trust, we must ensure we always conduct 

our business in an ethical and responsible manner. 

 

Internal Control 

Structure 
Langham Hospitality Group is the hospitality arm of 

Great Eagle Holdings. As the 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 Shareholders’ confidence, and reduce the risk of 

fraudulent practices.  

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. An Executive 

Committee member is one of two Global CONNECT 

Champions.  

Management 
The Executive Committee meets regularly, monitoring 

and reviewing the overall corporate ESG arrangements 

and approving relevant policies. It plays a central support 

and supervisory role in the Company’s ESG duties and 

leads the CONNECT Programme. 

To ensure compliance with legislation, industry best 

practices and company policies and procedures, the 

Executive Committee is also responsible for the 

implementation of the Group’s internal control, risk 

management, and financial reporting. It reviews the 

remuneration structure at high level and the 

compensation and benefits packages of senior 

management. Langham Hospitality Group also abides by 

the internal control systems of Great Eagle Holdings 

Limited. 

 

Corporate Ethics 

We pledge to adhere to good corporate governance and 

business integrity in our business activities. We have 

clearly stated these principles articulated in our Code of 

Ethics which explains the basic standards of behaviour 

expected of our colleagues in connection with their 

official duties. The Code of Ethics provides guidance on 

acceptance, soliciting or offering of advantages, 

declaration of conflicts of interest, fraud and bribery, 

gambling, fair dealing, and handling confidential 

information. We regularly review the Code to ensure it 

remains relevant to our business with the up to date 

legislative requirements. 

Training and Awareness 
We want to create a culture where colleagues 

understand that we expect them to uphold the high 

standards set out in our Code of Ethics. All new 

colleagues receive the Code through the induction 

training at the First60 Certification programme. 

Depending on the job duties of our colleagues, they also 
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receive regular communications, refresher training, and 

team briefings on various aspects of our compliance 

programme. All colleagues are also aware that they have 

a duty to report any breaches of our Code of Ethics. 

 

Food safety training at The Langham, Auckland 

 

In addition to the training programme at hotels, there is a 

Global CONNECT Event relating to an internal review and 

refresher training on a selected topic concerning corporate 

ethics across the group. Practices and training on anti-

corruption and data privacy were reviewed in the previous 

two years. In 2015, Employee Rights and Equal 

Opportunity was selected to be the topic for review. We 

conducted an internal review of our corporate ethics 

programmes including policies and procedures, 

communication and training. We will continue monitoring 

these trainings by collecting and analysing data. 

 

Basic self-defence skills training at Cordis, Hong Kong 

 

We realise that there was an increasing concern on 

public security around the world. Safety of our guests 

and colleagues staying in our hotels are always our top 

priority, and therefore we will review and enhance how 

we manage our risks, various aspects of the coming 

years. In 2016, we will review the emergency evacuation 

plan for people with disabilities at hotels across the 

group. We will also organise media crisis management 

workshops for our senior management at all hotels.  

 

Looking Ahead  
The Competition Ordinance of Hong Kong became in 

effective in December 2015. We recognised the potential 

impact of this ordinance on some of the current business 

practices in the travel and hospitality sector. We are 

arranging a high level training for the senior leaders in 

the Corporate Office in early 2016.  

We were also aware of the enactment of the 2015 

Modern Slavery Act in the United Kingdom. Together 

with other commercial organisations registered in the UK, 

our hotel in London will be required to provide an annual 

statement to ensure that slavery and human trafficking 

are not taking place in our business or in our supply 

chains. We will explore any best business practices that 

can be adopted for our international operations. 

 

What we did in 2015? 
 Reviewed existing procedures to align with our Code 

of Ethics. 

 Required Corporate Ethics review on employee 

rights and equal opportunities. 

 Developed internal ethical best practice sharing 

platform. 

What we will do in 2016? 
 Require a risk management review on emergency 

evacuation plan for people with disabilities. 

 Collect learning and development data on selected 

topics in corporate ethics.  

 Conduct media crisis management workshops. 

 Conduct training on competition ordinance. 
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Approach 

We are committed to fostering an engaging and 

respectful work environment for our colleagues to 

unleash their full potential and inspire them to become 

true ambassadors of the Company, for delivering genuine 

services to our guests.  Colleagues therefore are our 

most important assets for driving our business success.   

To achieve this commitment, we established the 

following support systems for guiding everyone in the 

same direction, monitoring our performance with a clear 

measurement system, creating an open culture to listen 

to our colleague’s feedback and developing our people in 

the right way.  

 Human Resources policies set out a global framework 

for an ethical workforce and colleague engagement; 

 Training programmes enable our colleagues to 

deliver their job and embrace the company culture; 

 A workplace health and safety management system 

ensures the safety of our colleagues; 

 Internal communication channels connect our 

colleagues at different levels and across functions to 

strengthen  teamwork; 

 Performance appraisals review performance of 

individual colleagues to set clear goals aligned with 

their hotel’s objectives; 

 A KPI system monitors the effectiveness of our 

systems in achieving our commitments. 

 

 

 

 

 

 

Our systems apply across the Group, but hotels have the 

flexibility to adapt their human resources policies and 

practices to suit legal requirements and local cultural 

differences. Considering our portfolio expansion in the 

coming years, we are reviewing our policies and systems, 

retaining and attracting talent and further developing 

our leadership pipeline, to support business growth and 

with employees’ interests in mind.  

In recognition of our efforts in people strategies and 

practices, and occupational health and safety, we are 

pleased to have received the following prestigious 

recognitions: 

 “Manpower Developer 1st.” in the Manpower 

Developer Scheme by the Employee Retraining 

Board from 2010 to 2016 (Langham Hospitality 

Group) 

 Talent-Wise Employment Charter and Inclusive 

Organisations Recognition Scheme by Labour and 

Welfare Bureau (three hotels in Hong Kong) 

 The Best Talent Attraction Award 2015 by HREC 

(Human Resources Excellence Centre) (The 

Langham, Shanghai, Xintiandi) 

 

Partner Employer Award 

 
24 



 

25 
 Silver Award at the “Excellence in HR Strategic Plan” 

of HR Innovation Award 2015 by the Hong Kong 

Magazine (The Langham, Hong Kong) 

 The General Manager was awarded 2015 Australian 

General Manager Of The Year at the HM Awards for 

Hotel & Accommodation Excellence organised by 

Hotel Management Magazine (The Langham, 

Sydney) 

 HM Awards - Concierge of The Year for Hotel & 

Accommodation Excellence by Hotel Management 

Magazine (The Langham, Melbourne) 

 The Assistant Financial Controller was awarded 

Administration Employee of the Year by Tourism 

Australia Awards 2015 (The Langham, Melbourne) 

 The Restaurant Manager was awarded F&B 

Employee of the Year by Tourism Australia Awards 

2015 (The Langham, Melbourne) 

 

Fair and Inclusive Working 
Environment 

Employee Rights and Equal Opportunities 
Respect for employee rights is fundamental to our 

human resources principles. A fair working environment 

should be one that is free of discrimination, harassment, 

bullying and victimization.  We made this commitment 

by stating it in our Group Employee Rights and Equal 

Opportunities Policy and committed to promote equal 

access to employment.   

Our workforce profile report includes the distribution of 

gender, minorities and local hiring information for 

helping us to closely monitor our diversity profile. Our 

diversity profile has remained fairly stable in the past 

three years. We have expanded the data of workforce 

demographic by including the gender information of our 

senior executives and percentage of employees with 

disabilities from the overall workforce.   

 

 

 

 

 

 2013 2014 2015 

Workforce    

Total employees 6,979 7,813 7,642 

Full time employees 89% 90% 90% 

Gender    

Female employees 47% 48% 48% 

Male Employees 53% 52% 52% 

Age     

<20 2% 2% 2% 

20-29 38% 38% 38% 

30-39 26% 26% 26% 

40-49 19% 19% 18% 

50 or above 15% 15% 16% 

Total percentage of Expatriates 
from overall workforce 

3% 2.9% 3% 

Senior Executive 13% 12% 15% 

General Workforce 2.5% 2.5% 2% 

Total percentage of Senior 
Executive from overall workforce  

- - 4% 

Female Senior Executive - - 3% 

Male Senior Executive - - 1% 

Total percentage of colleagues 
with disabilities from overall 
workforce 

- - 0.5% 

 

In 2015, 107 out of 292 (37%) senior executives were 

female whereas 185 (63%) were male. One female 

member is on our group executive management team 

and two female colleagues were newly promoted to 

general manager in past few years. This shows that we 

recruit and develop individuals solely on the basis of 

their suitability for the job, regardless of gender, age, 

nationality, religion or disability. We will continue to look 

into gender diversity and improve our data collection, 

especially in training and turnover aspects, to strengthen 

people development and retention strategies in the next 

year. 

 

Local Hiring and Diversity 
In our Group, the general workforce is hired from the 

local community or country, as a rule the proportion of 

expatriates in our senior executive positions is 15%. We 

define expatriates as those colleagues who require a 

work visa. Their international hotel experiences and 

knowledge are very critical to our business development 

and essential to groom our local workforces for future 

success. We always seek to attract and retain the right 

talent to meet our operation needs and strengthen our 

existing team.  In the coming years, we will explore the 

option of establishing a global talent management 

system for building the pipeline of future talent to cope 

with the Group expansion.  
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We continued to facilitate the integration of employees 

with disabilities by offering them employment and 

implemented some initiatives to address their special 

needs in the workplace.  In 2015, we employed 36 

colleagues (0.5% of overall workforce) with disabilities in 

a variety of roles that can effectively draw on their talent 

and abilities.  

The Langham, Shanghai, Xintiandi has been hiring 

approximately ten colleagues with disabilities through 

the local Disabled Persons Federation, school of deaf-

mutes and internal referral. We believed that the best 

way to respect people with disabilities is to treat them 

equally by creating work opportunities, helping them in 

their career development and to eventually become self-

sufficient.  

 

In 2015, Apple Fang of The Langham, Shenzhen, who won the gold 
medal of 25 breaststroke at the Special Olympic Games in Los Angeles. 

 

Three hotels in Hong Kong are awarded by The Hong 

Kong Joint Council for People with Disabilities as 18 

Districts Caring Employer this year. We have supported 

the employment of persons with disabilities by 

partnering with Hong Chi Association for a number of 

years. Hong Chi trainees worked in the hotels’ back of 

house areas, supporting day-to-day operations for 

example housekeeping, cleaning and laundry services. 

The teamwork that we saw between the trainees and our 

colleagues helped to build on the culture of respecting 

people differences in the workplace.  

  

 

 

 

 

 

Happy Working 
Environment 

Engaged colleagues are essential for our business to 

operate effectively. We encourage open communication 

which creates a dynamic and enjoyable working 

environment for our colleagues. We communicate our 

corporate culture and business updates to our colleagues 

and engage with them by obtaining their feedback on 

how we are doing as an employer.  

Communication is one of our core values. We ensure 

effective dialogue with our colleagues proactively by 

using a variety of communication channels such as 

SHOWTIME (daily briefing session), Daily Legend (daily 

newsletter), Townhall meeting and our intranet to align 

colleagues’ objectives in a clear direction. We also 

engage with colleagues informally through social media, 

annual parties, and birthday celebrations to enhance 

their sense of belonging. 

We also engage our colleagues more formally through 

the annual Colleague Satisfaction Survey at all hotels, 

conducted by an independent research company. The 

survey provides us an opportunity to get feedback from 

our colleagues on key issues, and measures employee 

engagement. The survey results analysed by the research 

company helped us in identifying opportunities to 

improve our working environments and working 

practices to support our colleagues so they can best 

perform in their work.  
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We invited all eligible colleagues from all our hotels to 

participate in the 2015 My Colleague Survey and 92% 

responded. This survey found that levels of colleague 

engagement continue to remain high with a score of 4.35 

out of 5. To achieve the next level of colleague 

engagement, the survey style will be reviewed for 2016. 

 

 

 

Health, Safety and Wellness 

The health, safety and wellness of our colleagues is a 

priority. Our Group Occupational Health and Safety Policy 

ensures all hotels maintain their health and safety 

systems, consistent with local operating conditions and 

legislation, to make sure our colleagues can do their 

work safely. The senior management, human resources 

directors and security departments oversee these 

systems. The effectiveness of the system is monitored 

together with the Key Performance Indicators (KPI) 

system so that our improvement teams analyse the data, 

find problem root causes, run improvement action plans 

and follow up on the results.  

 

Display Screen Equipment Assessment at The Langham, London 

 

 

In 2015, both the health and safety indicators were 

increased slightly compared to the previous year with an 

increase in the number of minor injury cases. We will 

continue monitoring the performance and enhance our 

employees’ awareness in workplace healthy and safety. 

 

KPI 2013 2014 2015 

Lost time injury frequency 

rate (LTIFR)1  

18.8 15.8 18.9 

Incident rate2 9.2 8.4 8.6 

1. LTIFR is the number of reported lost-time accidents for every 1 
million working hours. 

2. Incident rate is the number of reported accidents per 100 
employees. 

 

We promoted the wellness of colleagues globally 

through annual Global CONNECT events, such as 

Workplace Health and Safety Week and the 10,000 steps 

challenge during Loving Earth Month. Colleague Wellness 

was the theme for 2015 Workplace Health and Safety 

Week. This week was dedicated to enhance staff 

awareness on their wellbeing and support them in 

developing a healthy lifestyle. Health promotion 

programmes included, medical screening, healthy food 

menus in our colleague cafeterias, vegan baking 

workshops, smoking cessation seminars, Pilates classes 

and fun walks around the hotel.  

 

Head, shoulder and neck massages by the Spa team at The Langham, 
Sydney. 

 

 

 

 

4.3 4.33 4.35

2013 2014 2015

Colleague Satisfaction Index (CSI)
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Some of the popular programmes during Health and 

Safety Week have become regular events in our hotels 

now. For example, The Langham, Boston organised 

Biggest Loser weight loss competition, and The Langham, 

London focused on healthy eating in colleague cafeteria 

by introducing healthy ingredients such as quinoa, bulgur 

wheat, less mayonnaise and oil. We will continue 

organising the Workplace Health and Safety Week and 

other employee wellness programmes so that our 

colleagues can feel they working in a safe environment 

and know that we care about their wellbeing. 

 

Learning and Career 
Development 

We are committed to creating an environment for our 

colleagues to achieve their career aspiration and at the 

same time, nurturing a team of competent and 

motivated colleagues.  Our learning and development 

programmes are made up of the First60 Certification 

programme, Langham Curriculum Certification (LCC), and 

Advanced Programme for Executives (APEX). These 

programmes help our colleagues gain new skills and 

experiences which they need to deliver, their current and 

future jobs. 

 

 

 

First60 Certification programme is a mandatory 

programme to ensure our colleagues to be successful in 

their job within the first 60 days of their employment. 

The programme was developed in 2014 and fully 

deployed to all hotels in 2015.  In addition to the basic 

knowledge about the company and their duty, our 

colleagues learn about appreciating the purpose of their 

work, and how to deliver our brand promise to our 

guests. This is also how we engage our colleague to 

deliver our commitments in order to differentiate the 

company from our competitors. 

 

First60 Training in Langham Place, Haining 

 

The next tier of our learning and development 

programme is the Langham Curriculum Certification 

(LCC).  LCC is a learning syllabus designed for colleagues 

at different levels to enhance their knowledge and skills 

at work while pursuing the career path.  First60 

Certification is part of the LCC which were relaunched 

together in 2015. 

Functional Training is another key learning component 

for hotel colleagues to build their capabilities in different 

disciplines.  These trainings are usually tailored based 

on the training purposes and participants’ background, 

and delivered in the most efficient manner.  The 

effectiveness of the training is evaluated by objective 

indicators such as improved business result. 

Developing the skills of our colleagues with strong 

leadership potential is important to support our 

succession planning. Advanced Programme for 

Executives (APEX) is an engine to identify and develop 

our senior managers to be future Hotel General 

Managers. All candidates receive a tailored development 

plan which includes an e-learning syllabus by Cornell 

University, an intensive on-the-job development 

programme, and a mentoring programme. APEX not only 

builds our talent pipeline to support our expansion plans, 

it also helps realising our talent’s career aspirations. 

Colleague performance is evaluated and benchmarked 
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annually through our performance management system 

PRIDE (Performance Results Indicator & Development 

Engine).  Colleagues are assessed based on their goal 

achievements and competency attainments during the 

year.  A training and development plan will be designed 

accordingly to elevate their performance to the next 

level.  Besides assessing performance, PRIDE also 

identifies peak performers, who will be put in the talent 

pool of the succession planning system.  Peak 

performers are given exposure to different functions, 

taking up special assignments to cumulate skills and 

experiences in wider disciplines. 

 

 

CONNECT and key sustainability topics are integrated 

into the First60 Certification Programme for all 

colleagues at corporate office and hotels. In 2015, we 

launched the compulsory e-learning course for CONNECT 

Champions to help them lead the CONNECT programme 

in the hotel. In 2016, we will collect training data on key 

sustainability topics such as anti-corruption and 

environmental training at hotels to support our future 

CONNECT training strategy. 

We also launched a Global Sales Training Series for all 

room and catering sales colleagues in hotels and global 

sales offices in 2015. The programme inspires a 

customer-centric approach, to ensure the sales team 

possess the necessary skills and knowledge to achieve 

business results and at the same time build long-term 

relationships with our customers. 

 

 

 

In addition to the groupwide training programmes, our 

hotels continued to put a training focus on enhancing the 

excellent experience for our guests in all areas, for 

example, guest engagement skills training by Forbes 

Travel Guide. Forbes Travel Guide is the originator of the 

Five Star Ratings which has established the benchmark 

for excellence in global hospitality.  

In 2015, we were thrilled that T’ang Court at The 

Langham, Hong Kong was awarded three Michelin stars 

by the Michelin Guide (Hong Kong and Macau). To 

support the team who are dedicated in serving authentic 

Cantonese cuisine and providing outstanding service to 

diners, we deployed a robust training programme. The 

training series included guest engagement skills, product 

knowledge and ways to promote the history, essence and 

culture of authentic Cantonese Cuisine to the guests. The 

team was also involved in designing the tasting menu 

which was tailored for foreigners with wine pairing. The 

service process was rehearsed and refined daily to 

ensure flawless execution at all times. 

 

With the emerging trend of using social media and 

mobile devices, we also explored applying new 

technology in advancing our training style, e.g. The 

Langham, Shanghai, Xintiandi introduced WeChat, a 

Chinese-based social media, to build a learning platform 

to support colleagues become familiarised with 

operation procedures and general knowledge on their 

hotel. 
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To summarise our overall performance in 2015, we 

provided approximately four days of training per 

colleague, even though there is a minor decrease in the 

training hours per employee compared to the previous 

two reporting years due to more hotel openings in 2014. 

Similar trends are identified in the percentage of 

employees receiving performance reviews. We will 

evaluate our people development strategy from time to 

time to ensure an effective system is in place to build our 

pipeline and nurture our colleagues. 

 

KPI 2013 2014 2015 

Training hours per 
employee  

31.6 34.3 32.9 

% employee received 
performance review 

91 93 88 

 

What we did in 2015? 
 Reviewed Human Resources Policies and Procedures 

for the China region 

 Reviewed diversity workforce demographic data  

 Introduced corporate wellness during Workplace 

Health and Safety Week 

 Rolled out First 60 Certification programmes 

including the Customer Service Training Series 

 Re-launched Langham Curriculum Certification. 

 

What we will do in 2016? 
 Review Human Resources Policies and Procedures 

for other regions 

 Review learning and development data to cope with 

our people development strategy 

 Explore alternatives of  establishing a global talent 

management system 

 Research in deploying social media channels for 

internal communications.   
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Approach 

We have perceived environmental protection to be our 

first baby step on the journey to sustainability. We have 

set out our Group’s Environmental Policy and require 

EarthCheck certification as the mandatory key 

performance indicator of our hotels. We offer 

sustainable options to our guests by introducing 

CONNECT Conferences and “Guests of the Earth” 

programme which is our bed linen and towel reuse 

programme. We engage our colleagues through the 

deployment of environmental standard operating 

procedures, awareness training and various activities 

during Loving Earth Month. These initiatives apply to all 

hotels including Langham Hotels & Resorts, Cordis and 

Eaton. We believe that sustainability must be integrated 

into our business operation along the value chain across 

all brands and properties. 

The New Zealand Hotel Industry Award 

 

Highlights of our 2015 achievements are: 

 EarthCheck – eight Gold certified, one Silver certified 

and two Bronze benchmarked 

 LEED Gold Rating by U.S. Green Building Council 

(The Langham, Chicago) 

 TripAdvisor GreenLeaders – two Silver level and one 

Bronze level 

 China Green Hotel Gold Leaf Certificate by The China 

Tourist Hotel Star-rating Committee of Shanghai, 

China (The Langham, Shanghai, Xintiandi) 

 Green Key Eco-Rating Program and Green Key 

Meetings Program at 4 out of 5 ratings (Chelsea 

Hotel, Toronto) 

 The New Zealand Hotel Industry Environmental 

Initiative Award by New Zealand Hotel Industry (The 

Langham, Auckland) 

 Highly Commended in the Green Hotelier Awards 

2015 in Asia Pacific by International Tourism 

Partnership (Eaton, Hong Kong) 

China Green Hotel Gold Leaf Certificate 

 

EarthCheck 
We realised a systematic approach to managing our 

environmental issues at hotels through a partnership 

with EarthCheck. EarthCheck is the leading international 

sustainability benchmarking and certification service for 

the travel and tourism industry. The EarthCheck 

standards align with international frameworks such as 

the International Organisation for Standardisation (ISO), 

Global Reporting Initiatives (GRI) and industry practices 

32 

http://www.langhamhotels.com/en/the-langham/auckland/media-centre/langham-auckland-gets-green-light/
http://www.langhamhotels.com/en/the-langham/auckland/media-centre/langham-auckland-gets-green-light/
http://www.eatonhongkong.com/uploads/documents/2015/11/alchemy_at_eatonhongkong_turninggreen_into_gold_en.pdf
http://www.eatonhongkong.com/uploads/documents/2015/11/alchemy_at_eatonhongkong_turninggreen_into_gold_en.pdf
http://www.eatonhongkong.com/uploads/documents/2015/11/alchemy_at_eatonhongkong_turninggreen_into_gold_en.pdf
http://www.earthcheck.org/
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such as the Global Sustainable Tourism Criteria (GSTC). 

In 2015, eight hotels successfully achieved the status of 

Gold-Certified EarthCheck Hotels, a substantial increase 

from the three similarly certified hotels during the same 

time last year. The Hotels are certified at the EarthCheck 

Gold level as their sustainability efforts have been 

recognised for more than five years. There was one hotel 

that retained Silver Certified status, two hotels were 

Bronze Benchmarked, and two hotels joined the 

programme. 

EarthCheck Gold Certificate for The Langham, London  

 

CONNECT Conferences 
CONNECT Conferences is our sustainable meeting 

solutions for event planners. The programme offers ten 

sustainable initiatives which are categorised into 

Accommodation, Cuisine and Services. Flexible options, 

from simply serving filtered water rather than bottled, to 

creating banquet menus, which use locally grown organic 

ingredients, allow planners to create sustainable events 

tailored to their budget and preferences.  

CONNECT Conference at The Langham, London offered with recycling 
bins and donation collection points at coffee and beverage station for 
our charity partner, Great Ormond Street Hospital. Fair trade teas and 
coffees, organic local canapes and hotel’s branded glass bottled water 
were also provided at the event. The guests who stayed in were 
participants in the Guests of the Earth programme. 

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. 

Loving Earth Month 
Loving Earth Month is one of our Global CONNECT events 

and was first introduced in 2015. All hotels kicked off the 

month with the “lights out” campaign known as Earth 

Hour. Throughout the month, hotels offered meatless 

dishes at restaurants and colleague cafeterias on 

Mondays to promote a healthy green diet. Internally, all 

hotels launched a 10,000 steps challenge encouraging 

colleagues to walk more and use less transportation.  

10,000 Steps Challenge Campaign 

 

Upstream Influence 
Our environmental and social footprint is not limited to 

our operation. We work to embrace positive impacts and 

to minimise negative ones along our value chain where 

we have direct control and indirect influence. The birth 

of a hotel begins at its ‘design and build’ stage. 

The Langham, Chicago is certified to LEED Gold Rating. Two of our new 
hotel developments in San Francisco are planned to be submitted for 
LEED Accreditation – Howard Condominium/ Hotel (Platinum), and 
Market Street Hotel (Gold at a minimum). The Eaton Hotel in 
Washington D.C. which will be totally renovated with its new branding, 
targets to achieve LEED Accreditation (Gold at minimum). 

http://connectconferences.langhamhotels.com/
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Sustainable Design Guidelines are integrated into our 

Design Control Documents which define our 

requirements upon the project development and 

refurbishment of our hotels in different brands. The 

Guidelines serve as the starting point to guide our 

colleagues, consultants and contractors, investors and 

their advisors to encompass environmentally friendly 

design elements into their projects. 

We have also extended our sustainability commitment to 

purchase responsibly. We select products and services, 

where practical and possible, that have a minimum 

adverse impact on the environment and welfare of the 

people and communities where the product/raw 

material is produced. Our Responsible Purchasing Policy 

enables us to manage strategic environmental and social 

issues in our supply chain. Our Responsible Purchasing 

Guidelines set out the standards to support our 

colleagues to make an environmentally preferred choice. 

For example, Cordis, Hong Kong upgraded one of their 

hotel vehicles to a hybrid car which reduces the use of 

petroleum fuel leading to less exhaust of air pollutants 

and greenhouse gases. 

 

Cordis, our newly launched brand, also uses FSC certified paper for its 
stationery and marketing materials. 

 

Our Supplier Code of Conduct is sent to our significant 

suppliers to obtain their acknowledgement, and we 

started to include it as part of the tender process 

documents. EarthCheck certification requires our hotels 

to consider using green power and eco-labelled products 

such as paper products, cleaning chemicals, and 

pesticides. 

In 2016, we will work on several initiatives to strengthen 

our upstream influence. We will look into updating both 

the Sustainable Design Guidelines and Responsible 

Purchasing Guidelines and their implementation 

approach to make them more effective and efficient. 

Particularly, we will review our mooncake box and 

packaging to be environmentally friendly. We will also 

explore the opportunity to source our food more 

sustainably. We will also work closer with our significant 

suppliers by introducing supplier assessment to 

determine whether our suppliers comply with the 

Supplier Code of Conduct. 

 

Energy and Greenhouse Gas 

We operate our hotels with maximising energy efficiency 

and without affecting the quality of our services. We 

always identify energy saving opportunities through 

optimising the operational efficiency of plants and 

equipment, and upgrading the system when there is 

major renovation. 

Renovation projects 
In 2015, Cordis, Hong Kong was rebranded from 

Langham Place, Mongkok, Hong Kong. The rebranding 

project included the replacement of roof sky signage and 

the renovation of guest rooms, the international buffet 

restaurant and the Club Lounge.  Energy efficient LED 

lighting was installed in this project including the roof sky 

signage which uses LED lighting, saving approximately 

60% of electricity as compared to the original signage.  

Use of LED lighting in The Langham, Sydney 
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Energy efficient improvement works in The Langham, 

Sydney were completed in 2015, following the major 

renovation in 2014. The works included the installation 

of speed control on all air-conditioning plant, 

replacement of air-conditioning chillers with variable 

speed types and 90% of the lighting with LED. These 

works accounted for about 20% energy savings overall.  

Another major renovation work was commenced in The 

Langham, London and will continue through 2016. This 

project involved the upgrade of HVAC system, 

replacement of water boiler system, LED lighting, and 

water saving fixtures in guest rooms. 

Efficient plant and equipment 
Investment in resource efficiency plant is a priority in our 

capex works at hotels. In 2015, the water boiler plant in 

The Langham, Hong Kong was replaced by an energy 

efficient model using cleaner energy. Instead of using 

diesel as the energy source, the plant uses Towngas 

which is a cleaner gas fuel with lower greenhouse gas 

emissions. The annual energy consumption of the plant 

is estimated to be reduced by 30%. The Langham, Boston 

has also upgraded its laundry plant with the application 

of heat exchangers. LED retrofit projects continued at our 

hotels in various locations. 

Renewable energy 
Switching to renewable energy sources cuts greenhouse 

emissions and reduces our reliance on electricity gas that 

is generated by fossil fuels.  

The Langham, Boston has been purchasing 100% 

electricity generated from renewable energy source since 

2011. Therefore, we shall consider the application of 

renewable energy when an efficient and practical 

solution is available. 

Energy and carbon footprint 
Our energy consumption is primarily composed of the 

electricity from grid, natural gas, diesel, purchased steam 

and chilled water from our 19 properties. In 2015, the 

overall energy consumption was increased by 5% over 

2014 due to the addition of one hotel and experiencing 

the hottest year in the century.  

Energy consumption and its intensity during 2011-2015 

 

Energy intensity is measured by the energy consumed 

per guest night in our hotels. The calculation 

methodology for guest nights was modified with the 

inclusion of restaurant guests in align with the latest 

benchmarking methodology of EarthCheck. After the 

recalculation of historical data, our energy intensity in 

2015 was increased by 7% from 2014 as a result of the 

decrease in the number of guest nights.  

In 2015, carbon equivalent emissions associated with our 

energy use increased by 2% and the carbon intensity 

increased by 5% as compared to the previous reporting 

year. Shifting the use of cleaner energy might not drop 

the total energy consumption, but emission is reduced. 

Our commitment to minimise our carbon footprint is 

progressing with the reduction of our carbon intensity by 

7% and energy intensity by 14% compared to 2011 

baseline.  

 

For example, solar technology is more reliable and 
financially viable in recent years. Langham Place, 
Guangzhou installed 280 square meters of solar panels 
on the roof top. The solar panel system enables to 
heat up 28 tons of water from 20℃ to 55℃. Similar 
system was also installed in Langham Place, Ningbo 
Culture Plaza in 2015. 
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Carbon emission and its intensity during 2011-2015 

 

Water and Waste 
Accessibility to clean water becomes a pressing global 

issue and hotel operations heavily rely on water for 

hygiene and cooking purposes. We are responsible for 

reducing our water footprint by installing of water-

efficient equipment across our properties, and raising 

staff awareness on water conservation. EarthCheck also 

requires us to pay attention to the inclusion of water 

saving fixtures in our guest rooms, public toilets and 

kitchens. 

Low flow showerheads, low flush toilets and energy efficient lighting 
were installed in the newly refurbished guest rooms in Chelsea Hotel, 
Toronto.  

 

Drought in Southern California 
The Langham, Huntington, Pasadena, together with 

other local businesses and residents, experienced the 

worst drought in the State of California in recorded 

history, in 2015. Pasadena Water and Power announced 

Level 2 Water Shortage to be in effect starting in April 

2015, meaning irrigation may only occur twice per week, 

and ornamental ponds and lakes are prohibited. 

In order to further conserve water, a water recycling 

system specifically for the laundry wash water was 

installed. The system is anticipated to save 70% of water 

use in the laundry system. We also under took other 

operational improvement works to reduce our water use, 

such as replanting with native, drought tolerant plants, 

and applying a non-toxic, biodegradable liquid pool cover 

onto the pool to reduce evaporation rates by as much as 

45%. 

The drought might have forced us to change the way we 

do business, and this could bring us the new definition of 

business as usual for California. We will continue to find 

more ways to conserve water and learn to do more with 

less. 

Water footprint 
In 2015, our total annual water consumption for all 

hotels has been increased by 8% compared to prior year 

due to the malfunction of some water meters at one 

hotel and reporting for 19 hotels instead of 18 hotels in 

2014. Water intensity is also measured by water 

consumed per guest night, and this increased by 10% 

with less guest nights in 2015. We also realise that the 

water intensity in 2015 is 6% higher than in 2011. This 

analysis helps us to take action on driving more water 

conservation initiatives in these next few years. 

 

Water consumption and its intensity during 2011-2015 

 

Waste Reduction 
Reducing the amount of waste being sent to landfill 

remains our focus on our sustainability journey. The 

Hotels have been implementing waste minimisation 

initiatives including recycling/reusing (paper, metal, 

plastics, cardboard, glass bottles, cooking oil, printer 
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cartridges, wet amenities, soap, wine corks),  food 

waste donation and composting, and used items 

donation (furniture, fabric items, electronic equipment). 

The Hotels also look into other opportunities to reduce 

paper and other consumables. 

The Langham, Hong Kong installed a paperless room 

check-in and check-out system starting from 2015. The 

new process allows the room reservation information to 

be displayed on a tablet computer. Upon guests’ 

preference, billing statements and receipts can be sent 

via email using this device. The system reduces the paper 

consumption and also facilitates the check-in/check-out 

process for guests’ convenience.  

 

Cordis, Hong Kong implemented a Langham Logic 

(process re-engineering) project to review the paper 

consumption by each department. Office paper is one of 

the top consumable items in the hotel. This project 

focuses on analysing the paper usage pattern in each 

department through paper audits in order to develop a 

systematic monitoring mechanism and thus minimise 

paper consumption. The project was completed with 

reducing significantly A4 paper consumption in the Hotel 

by 16%. 

The Langham, Shenzhen recycled more than 700 anti-gas 

masks collected from guest rooms. These masks were 

unused but overdue. Our colleagues worked together to 

detach the masks into different parts for recycling - the 

mask’s container is recycled as plastic and the activated 

carbon inside the mask can be reused internally. 

 

 

Our colleagues aim to minimise the environmental 

footprint of our hotels to enable us to use less energy, 

water and resources, and generate less waste.  

 

What we did in 2015? 
 Incorporated green initiatives into Cordis Brand 

Standard 

 Introduced Loving Earth Month as Global CONNECT 

Event 

 Offered meatless Monday menu at our hotels during 

Loving Earth Month  

 Launched the E-learning tools for CONNECT 

Champions at hotels.  

What we will do in 2016? 
 Review sustainable design guidelines 

 Review responsible purchasing guidelines 

 Explore the opportunity to source food sustainably. 

 Review responsible supply chain management. 
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Approach 

We are no strangers to the community where we 

operate, and we take community investment seriously. 

We encourage recruiting the right talents and buying 

products and services from the local area for our hotels. 

We have also maintained close relationships with the 

local business community and academic institutions 

which is crucial for our business sustainability. 

To further anchor the group’s commitment to the 

community, we issued our Community Engagement 

Policy and defined one of the key performance indicators 

to be serving the community by our colleagues. Hotels 

have not only maintained on-going relationships with 

local community organisations, and also worked together 

within the region to build regional community 

partnerships with the purpose of driving bigger impacts 

to the larger community. The following are highlights of 

our 2015 recognitions in our community support efforts: 

 Caring Company – Three hotels and Corporate Office 

in Hong Kong 

 Corporate Citizenship Logo Winners under 

Enterprise Category 2015 under the Hong Kong 

Corporate Citizenship Award Scheme organised by 

Hong Kong Productivity Council – Cordis, Hong Kong 

 Silver Certificate for Volunteer Service under the 

Volunteer Movement organised by the Social 

Welfare Department – Cordis, Hong Kong 

 William J. Casey Hope Award for assisting Bear 

Necessities – The Langham, Chicago. 

 

 

 

Business and Academic Communities  
In order to secure long-term business success, we should 

play our part in making sure the neighbourhood around 

us is environmentally, socially and economically viable. 

To achieve this, we cannot work alone. Working with the 

local industry through on-going dialogue and 

membership in the stakeholder network facilitates the 

generation of business synergy for good. Sustainability is 

definitely a hot topic being discussed at different levels 

to support each other. In 2015, we held a number of 

positions and memberships with the following local 

business associations: 

 Founding member of the Considerate Hoteliers 

Association in London 

 Chairperson for Polystyrene Working Group with 

City of Pasadena 

 Board member of Travel Media Association of 

Canada 

 Vice Chairman of the Hong Kong Hotel Association 

 Vice Chairman of Hotel Controllers and Accountants 

Association of Hong Kong 

 Executive Committee member of the Karangahape 

Road Business Association in Auckland  

 Executive Committee member of Australian 

Chamber of Commerce in Shanghai 

 Executive Committee member of Shanghai Le Clef 

d’Or Association 

Los Angeles County Office of Education event on Jobs Development  
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In supporting our talent recruitment from the local 

community, our human resources teams work closely 

with education institutions in their local areas. We not 

only participated at student networking events and 

career days, we also hosted internship programmes for 

the leading hospitality colleges in the cities where we 

operate. In 2015, our hotels assisted in different 

programmes to inspire the workforce of the future in the 

hospitality industry. 

Industrial Attachment Programme in Hong Kong 

 

Engaging Colleagues in the Community  
Our Community Engagement Policy offers a guidance on 

how to contribute to local communities, not simply 

through philanthropy, but also in other ways including 

donations and visits, free or in-kind sponsorships and 

employee volunteering.  The Policy also 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 assist the 

community are also committed to in the Policy. 

To build the culture of colleagues’ involvement in the 

community, we require an average one hour of 

community service per colleague to be the minimum 

target for the key performance indicator of each hotel. 

Moreover, Langham Volunteer Week has been one of our 

Global CONNECT Events since 2013. In the third quarter 

of each year, our hotels dedicate a week of giving back to 

the local community, in addition to the community 

service activities arranged by hotels spread across the 

year. 

In 2015, our colleagues have contributed an average of 

1.22 hours per employee to the community, which 

means a total 9,219 hours. Even though the average 

community service hours have exceeded 1.2 in past three 

years, we strike for more impactful results from our 

community service activities instead of increasing the 

target hour. Some stories of our employee volunteering 

activity will be shared in a later section of this Chapter. 

 

Making a Difference through Partnerships 
Building strategic partnerships for community investment 

enables us to witness and measure our lasting impacts 

on the local community. We have established community 

partnerships at regional and local levels. Regionally, we 

partner with Hope Worldwide in Hong Kong, Make a 

Wish Foundation in the Pacific, charities helping children 

with illnesses in North America and London, and “Adopt 

a School” in China. These organisations work on child 

development and their rights which frame the focus area 

for our community engagement work. 

The Langham, Melbourne hosted Waste Not Want Not Dinner event 
for Second Bite which rescues surplus fresh food to provide healthy 
meals. The money raised exceeded all expectations at $190,000. 
 

Locally, our hotels work with local partners on different 

social issues. In addition to supporting the active 

involvement of our colleagues, we contribute to local 

communities through donations and visits, free or in-kind 

sponsorships and cause marketing. Our hotels are highly 

encouraged to make use of our strength and resources to 

help organisations. In 2015, our hotels sponsorships 
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were worth approximately US$ 460,000 to non-profit 

organisations. 

The Langham, Hong Kong launched the TRIPLE ZERO RED campaign, 
with a special red-themed menu to raise funds for AIDS Concern. Ten 
per cent of the proceeds of these menus went to the charity.  

 

 

Community Partnerships 

Regional Partnerships  
In Hong Kong, we have been partnering with HOPE 

Worldwide Hong Kong since 2013. HOPE Worldwide is an 

international charity organisation with a local presence 

that operates a community centre serving children from 

underprivileged families. In 2015, we jointly organised 

“The Six Pillars of Character Workshop: Be a Young 

Hotelier”. Thirty children from local low-income families 

were invited to experience the life of an hotelier. 

Through the experience, the hotel colleagues 

demonstrates the importance of the “Six Pillars of 

Character” ‒ Caring, Respect, Trustworthiness, 

Responsibility, Fairness and Citizenship for an hotelier. 

In addition, we extended our support to our community 

partner by offering our public relation professionals and 

network to line up several media interviews for Hope 

WW during this event. This is the first time we invited 

media and bloggers to participate in our community 

service event, and was also a valuable experience to 

maximise our resources by supporting our partners in a 

360-degree approach. Our community partner can 

therefore expand their public relations network and gain 

more media exposure to share their stories and 

knowledge on “Six Pillars of Character”. Our colleagues 

also participated in the HOPE Worldwide Great Santa 

Run 2015, and raised funds for supporting their 

programmes.  

Great Santa Run 2015 in Hong Kong 
 

Our hotels in the Pacific region established a close 

relationship with the Make-A-Wish Foundation, which 

grants the wishes of children from 3-17 years with life-

threatening medical conditions. We not only organised 

various fundraising events for the Foundation, but also 

assisted in granting wishes like spending a night in a 

fancy hotel or enjoying a luxury afternoon tea with 

families and friends.  
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Volunteers from The Langham, Sydney at the Children Christmas Party 
organised by Make-A-Wish Foundation. 
 

Our hotels in North America and London partner with 

local organisations which work for the benefits to 

children with illnesses. Chelsea Hotel, Toronto has 

devised a five year fundraising plan with a goal of 

C$500,000 to support AboutKidsHealth.ca which 

provides one of Canada’s finest, most comprehensive 

child health resources, enabling all families to have 

access to the child health information they need. We also 

supported the annual fundraising activity for Camp Ooch 

in Toronto which arranges annual summer camp 

exclusively serving children with cancer. 

In celebrating the 40th anniversary of Chelsea Hotel, Toronto, the Hotel 
presented a cheque for C$100,000 to SickKids Foundation. 
 

We also supported our partners through both raising 

funds and volunteering, such as our colleagues in 

Chicago and New York who worked at the local Ronald 

McDonald House, which provides care and resources to 

sick children and their families; and The Langham, 

London supported Great Ormond Street Hospital for 

Children’s Charity which enables the hospital to continue 

providing the best care for its young patients and their 

families. 

Volunteered for bucket collection from the public at Charing Cross 
Tube station for Great Ormond Street Hospital for Children. 
 

The Langham, Chicago worked closely with a local 

paediatric cancer foundation called Bear Necessities, in 

particular on their Bear Hugs programme which is a 

customised experience that brightens the life of a child 

going through cancer. We supported them through 

raising money from colleague initiatives, and also 

providing families that are facing this tragic event by 

giving selected families an opportunity to spend a 

weekend at the hotel being pampered by our services. It 

was a special privilege for us to host families from the 

Bear Necessities Paediatric Cancer Foundation.  

 

We worked on building the Regional Partnerships for our 

China hotels by “Adopt a School” in the community. This 

is inspired by the continual partnership between 

Langham Place, Beijing Capital Airport with a local 

migrant children school.  

Langham Place, Beijing Capital Airport continued the gathering with 
Qing Hong Lan Migrants’ Children School to celebrate Children’s 
Festival. 
 

In China, rural migrant workers are workers with a rural 

household registration who are employed in an urban 

workplace. Their children might be travelling with their 

parents to cities, but their schooling is not guaranteed in 
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these cities, especially in public schools. There are 

private schools that are available for these children but 

usually in poorer conditions. The Langham, Shenzhen 

established a partnership with Yuanfen Primary School 

which supports migrant children with poor family 

backgrounds, and where the parents have a shortage of 

time for the children.  On one hand, our colleagues 

arranged different activities with the migrant children to 

raise their awareness on personal hygiene and safety.  

On the other hand, they helped these children to set 

their academic goals for self-development, and also 

pencilled down their dreams.  If they could achieve 

their academic goals, the Hotel would fulfil their dreams 

whenever possible. We helped making a dream comes 

true for a little girl, whose parents got divorced.  We 

invited her mother, who lives in a town in Guang Xi 

Province, to stay at the hotel, so that the little girl, her 

brother and her mother together could experience a 

memorable gathering at our hotel in Shenzhen. 

The migrant children reported their goals’ achievements and received 
gifts as encouragement 
 

Our hotels also focus on supporting local schools with 

special needs. The Langham, Shanghai, Xintiandi has 

partnered with Luwan Special Needs Education School 

since 2014. The School implements the concept of “Zero 

Rejection” in special needs education, and promotes the 

idea that” Every human has the right to be educated”. 

We extended our partnership based on their needs and 

support from us after the thorough discussion between 

the School and Hotel during the stakeholder engagement 

exercise in 2015. During summer vacation, our colleagues 

helped cleaning the classrooms and public areas. They 

also donated furniture, books and toys to set up a 

Langham Corner in the School, and they continue 

donating books and toys on a regular basis so that the 

students can enjoy them in this comfy corner.  

Our colleagues taught the students at Luwan Special Needs Education 
School on how to make 3D paper models. 

 

Shared Value Partnerships 
We pursue for an enduring relationship with our 

community partners by creating shared values between 

both parties. In simpler terms, the community 

partnership should involve generating economic value 

while addressing social concern. Although we formally 

introduced this concept to our senior leaders at our 

General Manager Conference 2015, some of our hotels 

have already begun to develop shared value 

partnerships. For example, our hotels in Hong Kong have 

been supporting the employment of persons with 

disabilities by partnering with Hong Chi Association 

whose trainees work in our back of house areas and 

support day-to-day operations.  

In 2015, The Langham, Hong Kong partnered with Victor 

Chu, a young talented sustainable fashion designer and 

winner of The EcoChic Design Award 2014/15 second 

prize, created textile waste-reducing staff uniforms for 

T’ang Court, the 3 star Michelin Chinese Restaurant. The 

uniform is designed with minimal waste generated and 

using durable materials as much possible. The young 

designer received this valuable opportunity of creating a 

sustainable fashion piece for commercial use. At the 

same time, our colleagues get to wear a modern uniform 

which is durable and sustainable. This partnership also 

provides a good reference for the local sustainable 

fashion industry. 
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Environmentally Conscious Staff Uniforms 

Female jackets are designed without lapels or pocket flaps and select 
male shirts have shorter stand-up collars as opposed to a traditional 
turnover style to reduce the use of additional material. Cut-offs from 
garment production were incorporated into the uniforms collars and 
pockets to ensure minimal fabric wastage. 
 

During the Loving Earth Month, Cordis, Hong Kong 

turned its gift shop into a pop-up store selling upcycled 

products made by members of St. James’ Settlement’s 

Sheltered Workshop, a non-profit multi-social service 

agency. Popular items include creative handmade wine 

cork boards, magnets and pens, with part of the wine 

corks collected from Cordis Hotel. Complimentary 

upcycling demonstration sessions given by St James were 

also organised for guests and general public to promote 

the concept of upcycling. Profits generated from the pop-

up store help fund the members’ training allowance.  

This partnership allows both St James Settlement and the 

Hotel to understand more about the local market for 

upcycling products and also gives feedback from local 

and overseas guests. They also made an order to St 

James Settlement on the media gift set for the opening 

of Alibi using upcycling products like wine-cork pen and 

iPad case made from carpet. 

Upcycled Wine Cork Board 
 

These innovative initiatives demonstrated a new 

approach to community partnership. We are now 

reviewing our partnerships and will drive for more 

shared value initiatives. The success of shared value 

partnership is also endorsed by positive results from the 

measurement of the impact on both parties. In 2016, we 

will introduce an internal recognition programme called 

‘CONNECT Partnership Award’ to acknowledge our hotels 

which created outstanding community partnership 

programmes with sound purpose and positive impact. 

 

Employee Volunteering 

Art, Children and Environment are the key themes of our 

community engagement programmes. Apart from 

sponsorships and fund-raising opportunities, we are 

more passionate about motivating our colleagues to 

serve the community with their own hands. Following 

are the highlights of our employee volunteering 

programmes which we believe to be one of the more 

powerful ways to invest in our people and their 

community. 

Support of the Arts and Children 
We bring arts into our community services with children. 

Both Arts and Children are our focus areas in our 

community activities.  

Colleagues from our Corporate Office in Hong Kong helped children 
from low-income families in making vegetarian lunch boxes. To raise 
their interests in having vegetarian meals, we worked together creating 
a lunch box made of a bear-shape onigiri with rice, cheese, seaweed 
and cherry tomatoes. 



 

45 
Colleagues of Eaton, Hong Kong conducted an art 

workshop to create reusable shopping bags with 20 

children from Tung Wah Group of Hospitals, Tuen Mun 

Integrated Service Centre. These shopping bags are not 

only reusable but also environmentally friendly as they 

were made of used linen (e.g. bed sheets and blanket 

covers) collected from the Hotel. The participating 

children were very creative by designing and making 

their unique bags with acrylic and also old buttons 

collected from our colleagues. This is the second 

consecutive year of partnership between both 

organisations. 

Reusable shopping bag workshop in Hong Kong 
 

Back-to-School Drive is an activity which collects supplies 

from local communities and then distributes them to 

pre-registered children of qualified low income families. 

The Langham Huntington, Pasadena colleagues 

participated in the “Foothill Annual Back-to-School 

Event” and assisted in a hospitality section by making 

pop-corn, and they also assisted with registering children 

for vision and dental exams. Our colleagues in The 

Langham, Chicago shopped for school supplies so that 

we could then assemble the 42 backpacks for our 

“Backpack-to-School Drive” program. 

Back to school Drive in the United States 
 

Support of the Environment 
We raise our colleagues’ and guests’ awareness on 

protecting the environment and promoting the beauty of 

our natural ecosystems. In addition to our on-going 

support for global environmental events such as Earth 

Hour and Earth Day, we also organised different clean up 

activities at rivers, beaches, zoos, parks and local 

neighbourhood.  

Our colleagues of The Langham, Auckland went to the Auckland Zoo to 
assist with weeding and cleaning the animals’ enclosure. 
 

Colleagues from Langham Place, New York participated in 

New York Cares Day, joining 4000 other volunteers from 

all over New York City to beautify parks. They visited a 

park in Staten Island that was badly damaged by 

Hurricane Sandy in 2012.  They trimmed bushes, 

pruned trees, cut back brush to allow 1800 trees the 

opportunity to flourish and help restore the park to its 

former beauty.  

New York Cares Day 
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Support of the Local Community 
Local communities have their own individual social 

concerns and it is part of our responsibility to take part in 

making our neighbourhoods better places to live. Our 

volunteers serve the community of the elderly, the 

hungry, the poor, the underprivileged, minority groups, 

and people with illnesses. For example, Cordis, Hong 

Kong organised the elderly home cleaning activity 

together with their local partner Hong Kong Playground 

Association for the fifth consecutive year. They offered 

household cleaning service at the elderly homes in the 

neighbouring Mongkok area before the Chinese New 

Year. 

Elderly home cleaning in Hong Kong 

Volunteers from The Langham, Boston worked at Community Servings 
which is non-profit food and nutrition program providing services 
throughout Massachusetts to individuals and families living with critical 
and chronic illnesses 

 

 

 

 

 

 

What we did in 2015? 
 We built stronger relationships with the current 

regional partnership programmes. 

 We reviewed the strategy on employee 

volunteering. 

 We identified “Adopt-A-School” and Make a Wish 

foundation to be the community partnership 

programmes for China and the Pacific regions. 

What we will do in 2016? 
 Continue to strengthen the regional partnership 

programmes. 

 Introduce CONNECT Partnership Award scheme. 
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Appendix 1 – About the Report  

 

This is the fifth sustainability report for Langham Hospitality Group (LHG), which contains Standard Disclosures from the 

Global Reporting Initiatives (GRI) Sustainability Reporting Guidelines version G4. This year, we take a holistic overview 

on our CONNECT programme and related management systems in align with our renewed VMOV. The report also covers 

the actions we have taken during the calendar year 2015 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. For more details about the materiality of the report, please refer to Appendix 2. The list 

of the GRI Standard Disclosures and their location in this report is provided in Appendix 3. 

 

The report covers all properties in full operation, under the management of Langham Hospitality Group, during the 

reporting period. 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. 

 

Headquartered in Hong Kong, LHG encompasses a family of distinctive hotels under the Langham Hotels and Resorts, 

Cordis and Eaton brands with more than 30 projects currently either confirmed or in a developed stage of negotiation 

from Asia, Europe and North America to the Middle East. 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. Great Eagle 

Holdings is also selected as a constituent member of the Hang Seng Corporate Sustainability Benchmark Index for fifth 

consecutive years. 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 Director of Sustainability at 

sustainability.mgr@langhamhotels.com. 

 

  

http://www.greateagle.com.hk/
mailto:sustainability.mgr@langhamhotels.com
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Appendix 2 – Materiality Map 

We focus our CONNECT activities and reporting of the sustainability issues of greatest concern to Langham Hospitality 

Group’s commercial activities. Based on the Global Reporting Initiatives (GRI) G4 guidelines, we identified the 

environmental and social aspects which are also reference to the EarthCheck standards for accommodation sector, and 

Hong Kong Exchange Clearing’s Environmental, Social and Governance Reporting Guide. The aspects are prioritised 

based on our extensive research and key stakeholders consultation. The following table summarises the material issues 

and their reporting status. 

  

 High priority   Medium priority   Low priority 
 

Material Issues GRI HKEx 
Guide 

EarthCheck Disclosure 
Priority 

Reporting status / 
comments 

Cross-theme    
 

 

Stakeholder engagement      

Supply chain      

Guest satisfaction      

Governance and Accountability    
 

 

Economic performance      

Governance / Ethics      

Risk management     Report by 2016 

Food safety and hygiene     Report by 2017 

Guest safety and security     Report by 2016 

Data privacy      

Anti-corruption      

Anti-competitive behaviour      

Security Practices     Report by 2018 

Accessibility     Report by 2018 

Human trafficking & sex tourism     Report by 2020 

Caring for Our Colleagues     
 

 

Talent recruitment and retention      

Employee welfare and benefits      

Workplace health and safety       

Learning and development      

Employee rights and equal opportunity      

Diversity and inclusion      

Protecting the Environment    
 

 

Resource scarcity     Report by 2020 

Energy      

Water      

Biodiversity     Report by 2020 

Climate change      

Waste       

Local air pollution     Report by 2020 

Sustainable hotel design      

Sustainable food      

Supporting the Community      

Community partnership      

Employee Volunteering      

Economic contribution to local communities     Report by 2017 

Responsible sourcing      

Local purchasing      
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Appendix 3 – 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 Report Sections / Comments 

G4-1 Statement from the most senior decision-maker of the organization.  Senior Management Introduction 

G4-3 Name of the organization. Appendix 1 – About the Report 

G4-4 Primary brands, products, and/or services.  Appendix 1 – About the Report 
LHG Corporate Website 

G4-5 Location of organization's headquarters. Hong Kong, SAR 

G4-6 Number of countries where the organization operates. CONNECT in 2015 
LHG Corporate Website 

G4-7 Nature of ownership and legal form. Appendix 1 – About the Report 

G4-8 Markets served. CONNECT in 2015 
LHG Corporate Website 

G4-9 Scale of the reporting organization. CONNECT in 2015 
LHG Corporate Website 

G4-10 Employees by employment contract and gender. Caring for Our Colleagues 

G4-12 Describe of supply chain About CONNECT 

G4-13 Significant changes to size, structure, or ownership. Protecting the Environment 

G4-15 Externally developed economic, environmental and social charters, 
principles or other subscribed or endorses. 

Nil 

G4-16 Memberships of associations. Supporting the Community 

G4-17 Entities included in consolidated financial statements.  CONNECT in 2015 
LHG Corporate Website 

G4-18 Process for defining report content and aspect boundaries. Appendix 2 – Materiality Map 

G4-19, 20 
and 21 

Material aspects and boundaries. Appendix 1 – About the Report 
Appendix 2 – Materiality Map 

G4-22 Effect of any restatements. Nil 

G4-23 Significant changes from previous reporting periods. Nil 

G4-24 Stakeholder groups engaged by the organization.  About CONNECT 

G4-25 How stakeholders are identified and selected.  About CONNECT 

G4-26 Organisation’s approach to stakeholder engagement. About CONNECT 

G4-27 Key concerns raised through stakeholder engagement, and how the 
organisation responded. 

About CONNECT 

G4-28 Reporting period. Appendix 2 – Materiality Map 

G4-29 Date of most recent previous report.  Appendix 1 – About the Report 

G4-30 Reporting cycle.  2015 

G4-31 Contact point for questions regarding the report or its contents. Appendix 1 – About the Report 

G4-32 "In accordance" option 
GRI Content Index 

Appendix 1 – About the Report 

G4-34 Governance structure of the organization.  Appendix 3 – List of GRI Standard 
Disclosures 

G4-36 Appointed an executive-level position with responsibility for economic, 
environmental and social topics. 

Governance and Accountability 

G4-38 Composition of highest governance body and committee. Governance and Accountability 

G4-39 Indicate whether the Chair of the highest governance body is also an 
executive officer. 

Governance and Accountability 

G4-41 Processes for highest governance body to ensure conflicts of interest are 
avoided and managed. 

Refer to Annual Report 2015 of 
Great Eagle Holding Ltd. 

G4-49 Process for communicating critical concerns to the highest governance body. Governance and Accountability 

G4-56 Organisation's values, principles, standards and norms of behaviour. Governance and Accountability 

 

  

http://www.langhamhospitalitygroup.com/
http://www.langhamhospitalitygroup.com/
http://www.langhamhospitalitygroup.com/
http://www.langhamhospitalitygroup.com/
http://www.langhamhospitalitygroup.com/
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Specific Standard Disclosures 

Material Aspects Disclosures on Management Approach (DMA) and Indicators Report Sections / Comments 

Economic G4-EC1 Direct economic value generated and distributed. Refer to Annual Report 2015 of 
Great Eagle Holding Ltd. 

Economic DMA Market presence. CONNECT in 2015 

Economic G4-EC6 Proportion of senior management hired from the 
local community. 

Caring for Our Colleagues 

Energy DMA  Protecting the Environment 

Energy G4-EN3 Energy consumption within the organisation. Protecting the Environment 

Energy G4-EN5 Energy intensity. Protecting the Environment 

Energy G4-EN6 Reduction of energy consumption. Protecting the Environment 

Energy G4-EN7 Reduction of energy requirements of products and 
services 

Protecting the Environment 

Water DMA  Protecting the Environment 

Water G4-EN8 Total water withdrawal by source.  Protecting the Environment 

Emissions DMA  Protecting the Environment 

Emissions G4-EN15 Direct greenhouse gas (GHG) emissions (Scope 1). Protecting the Environment 

Emissions G4-EN16 Energy indirect GHG emissions (Scope 2). Protecting the Environment 

Emissions G4-EN18 GHG emissions intensity. Protecting the Environment 

Emissions G4-EN19 Reduction of GHG emissions Protecting the Environment 

Effluent and waste DMA  Protecting the Environment 

Compliance DMA  Protecting the Environment 

Employment DMA 
 

Caring for Our Colleagues 

Labour/management 
relations 

DMA 
 

Caring for Our Colleagues 

Occupational Health 
and Safety 

DMA 
 

Caring for Our Colleagues 

Occupational Health 
and Safety 

G4-LA6 Rates of injury, occupational diseases, lost days, and 
absenteeism, and number of work-related fatalities 
by region and by gender. 

Caring for Our Colleagues 

Training and 
Education 

DMA 
 

Caring for Our Colleagues 

Training and 
Education 

G4-LA9 Average hours of training per year per employee by 
gender, and by employee category.  

Caring for Our Colleagues 

Training and 
Education 

G4-LA10 Programs for skills management and lifelong 
learning that support the continued employability 
of employees and assist them in managing career 
endings.  

Caring for Our Colleagues 

Training and 
Education 

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

Caring for Our Colleagues 

Diversity and Equal 
Opportunity 

DMA 
 

Caring for Our Colleagues 

Diversity and Equal 
Opportunity 

G4-LA12 Composition of governance bodies and breakdown 
of employees per employee category according to 
gender, age group, minority group membership. 

Caring for Our Colleagues 

Non-discrimination DMA 
 

Caring for Our Colleagues 

Local Communities DMA 
 

Supporting the Community 

Local Communities G4-SO1 Percentage of operations with local community 
engagement. 

Supporting the Community 

Anti-corruption DMA 
 

Governance and Accountability 

Anti-corruption G4-SO4 Communication and training on anti-corruption 
policies and procedures. 

Governance and Accountability 

Anti-corruption G4-SO5 Confirmed incidents of corruption. Nil 

Anti-competitive 
behaviour 

DMA  Governance and Accountability 

Product and Service 
Labelling 

DMA  Caring for Our Guests 

Product and Service 
Labelling 

G4-PR5 Results of surveys measuring customer satisfaction. Caring for Our Guests 

Customer Privacy DMA  Governance and Accountability 

  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


