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our commitment to  
sustainability
i am pleased to present Mandarin oriental Hotel Group’s f irst sustainability repor t, which highlights 
the Group’s collective programmes and accomplishments in championing the communities in which 
we operate and advancing environmental sustainability. 

as a responsible organisation, we strive to create value for our stakeholders, care for our colleagues and 
the communities in which we operate, and respect the environment now and for generations to come. 

While corporate responsibility values are deeply ingrained in our heritage, we have sharpened our 
focus on sustainability over the last decade. We are committed to energy efficiency and to reducing our 
carbon emissions, and this report illustrates the steps we have taken to reduce our energy consumption, 
manage waste more efficiently, conserve water and reduce our greenhouse gas emissions.  

Goals have been clearly set to ensure that all of our colleagues are encouraged to “do more for a 
sustainable future”. to this end, Mandarin oriental has joined with the World travel and tourism 
council (Wttc) in an industry-wide commitment to reduce total co2 emissions by no less than 
50% from 2005 levels by 2035. emissions reduction is therefore a key focus for the Group as we 
implement new environmental management processes at our hotels over the coming years. as 
highlighted in this repor t, the Group’s hotels have already achieved more than an 11% reduction in 
energy intensity since measurement began in 2007. the achievement of long-term energy reduction 
goals is therefore well underway.

as a fur ther example of our commitment to sustainability, the Group off icially removed shark ’s f in 
from all restaurants and banqueting menus worldwide at the beginning of 2012. in addition, many 
of our hotels have implemented sustainable seafood programmes, which we aim to expand upon 
throughout the Group. in so doing, we are focused on providing guidelines for sustainable sourcing, 
not just in the area of food and beverage, but throughout our operations.   

Mandarin oriental hotels also actively par ticipate in their communities and enthusiastically embrace 
their local cultures. as an organisation, we are committed to preserving cultural heritage and 
suppor ting the local communities in which we operate.  

While we are encouraged by the steps we have already taken towards our environmental and social 
goals, we recognise many oppor tunities to fur ther improve our per formance. our environmental 
and community effor ts are designed to make a positive difference in the world, in order to ensure a 
future that offers the same oppor tunity for fulf ilment that we enjoy today. We embrace this vision 
and look forward to making it a reality.

edouard ettedgui 
Group chief executive
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about this report
this report was prepared to be consistent with the Global reporting initiative (Gri) sustainability reporting methodology, 
at level c+. it is Mandarin oriental’s practice to retain an independent third-party auditor to verify and assure the claims 
presented within the sustainability report and to ensure conformance with the Gri G3 protocol for the indicators disclosed. 
The report was checked on conformity with GRI and verified and assured by third party auditors LRQA, based in Hong 
Kong. LRQA’s documentation of assurance is located in the Appendix and includes the scope and boundary of their review. 
a Gri index is also included at the end of this report.

scope and boundaries
this report presents activities undertaken in the calendar year 2011 for the Group’s 25 hotels that were fully operational in 
2011. Mandarin oriental riviera Maya, Mexico and Mandarin oriental, Paris were not included in performance reporting,  
as neither was fully operational in 2011; however, our Paris property is included in an illustrative case study. residences and 
hotels under development are also not included in this report.  

Where appropriate, historical information has been included, with reference to the baseline year 2007 for environmental 
data and year 2008 for occupational health and safety data. content included in this report is material to our business and 
does not cover topics in the Gri guidelines on which we have little impact or that affect us nominally. Materiality has been 
defined through an ad hoc process of identifying stakeholder needs and the Group’s industry knowledge.   

all calculations are completed in accordance with industry practices or as recommended by the Gri and are explained within 
each section. any exceptions to the scope, boundary, or calculation method presented here are noted individually.  

Mandarin oriental is committed to contributing to the 
communities in which we operate and responsibly managing our 

environmental impacts and social commitments. 

our corporate responsibility policy
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commitments corpor ate res pon s ib i l it y pr actices

de l i ve r ing 
e xce l l ence

operate in an  
environmentally and socially 
responsible way

through training and education, we are empowering our colleagues to 
make decisions that are environmentally and socially responsible.

Management responsibility is assigned and resources are allocated to implement and 
review performance of corporate responsibility policy commitments and objectives.

engage and inspire  
others in ‘doing More for a  
sustainable future’

stakeholders are consulted and their feedback is solicited 
to continuously improve our performance.

the Group and our hotels partner with members of their local 
communities, the hotel and tourism sector, government and non-
government organisations to achieve broader sustainability goals.

advanc ing 
sus t a in ab i l i t y

Publicly report our impact  
on the environment

the Group will effectively measure and monitor the environmental 
footprint of all our operations to publicly report on our progress.

Meet or exceed all applicable 
environmental standards

the Group is incorporating environmental management systems and best 
practices into our hotel operations to continuously improve performance.

Minimise our consumption  
of resources including  
energy, water and materials

our properties will employ sustainable building principles 
throughout the life cycle of the building—siting, design, development, 
maintenance and refurbishment—wherever practicable.

reduce our greenhouse  
gas emissions,  
waste and pollution

the Group will develop sustainable supply chain management guidelines to ensure 
that environmental criteria are taken into account in all purchasing decisions.

innovation and technology are used to gradually reduce our dependence on 
fossil fuels and improve resource efficiency in all areas of our operation.

champ ion ing 
commun i t y

Positively impact our local 
communities and celebrate  
our cultural heritage

all colleagues are encouraged to participate in projects that contribute to the  
well-being of the communities in which they operate: projects that help those in need; 
preserve cultural heritage; conserve natural resources and restore habitats.

environmental sustainab il it y goals

area Kp i shor t -term goa l long -term v i s ion current s t a tu s ( ye ar end 2011)

energy 
intensity

MJ /  
square metre

reduction of 10% by 2012 
over 2007 levels

reduction of 20% by  
2020 over 2007 levels reduction of 11.3%

emission 
intensity

kg co2e /  
square metre

reduction of 10% by 2012 
over 2007 levels

reduction of 25% by  
2020 over 2007 levels reduction of 5.0%

Water 
intensity

litre /  
guest night

reduction of 10% by 2012 
over 2007 levels

reduction of 20% by  
2020 over 2007 levels reduction of 12.2% 

Waste 
intensity

kg of waste  
sent to landfill / 
guest night

develop a complete, 
accurate, consistent and 
timely measurement  
process by 2012

reduction of 20% by  
2020 over 2012 levels

not available,  
as goal is defined for  
2012–2020

commitments and practices
as stated in our corporate responsibility policy, Mandarin oriental is committed to contributing to the communities in which 
we operate and responsibly managing our environmental impacts and social commitments.



introduc t ion 5
mandarin or iental hotel grou p s u sta inab il it y re port 2011



introduc t ion6

mandarin or iental hotel grou p s u sta inab il it y re port 2011

Mandarin oriental, bangkok Mandarin oriental dhara dhevi, chiang Mai Mandarin oriental, Hong Kong the landmark Mandarin oriental, Hong Kong

the excelsior, Hong Kong Mandarin oriental, Jakar ta Mandarin oriental, Kuala lumpur Mandarin oriental, Macau

Grand lapa, Macau Mandarin oriental, Manila Mandarin oriental, sanya Mandarin oriental, singapore

Mandarin oriental, tokyo Mandarin oriental, atlanta elbow beach, bermuda Mandarin oriental, boston

Mandarin oriental, las Vegas Mandarin oriental, Miami Mandarin oriental, new York Mandarin oriental, san francisco

Mandarin oriental, Washington d.c. Mandarin oriental, barcelona Mandarin oriental, Geneva Mandarin oriental Hyde Park, london

Mandarin oriental, Munich Mandarin oriental, Paris Mandarin oriental, Prague

The Group now operaTes,  
or has under developmenT,  

45 hoTels in 28 counTries

19 in asia

13 in The americas

13 in europe, middle easT  
and norTh africa
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about  
Mandarin oriental  
Hotel GrouP
Mandarin oriental Hotel Group is an international hotel investment and management group with luxury hotels, resorts 
and residences in highly sought-after destinations worldwide. the Group operates, or has under development, 45 hotels 
in 28 countries globally. in addition, the Group operates, or has under development, 14 residences at Mandarin oriental 
connected to the Group’s properties. the Group has equity interests in a number of its properties and net assets of 
approximately us$2.7 billion as of 31st december 2011.   

in all of the communities where we operate, our properties contribute to the local economy by hiring employees, 
providing services for guests and engaging suppliers and contractors from the community. We also provide significant 
tax revenues to local governments. the following table outlines the direct economic value generated and distributed by 
Mandarin oriental, including revenues, operating costs, employee compensation and payments to providers of capital 
and governments. despite the economic challenges our industry has faced recently, we have continued to support 
our colleagues, as shown by the stable-to-increasing trend of wages paid to revenues earned since 2008. community 
investment in the form of charitable donations and volunteerism is provided by colleagues and hotels directly to 
recipients in their communities and currently is not tracked on a Group level.

Mandarin oriental Hotel Group is incorporated in bermuda and is headquartered in Hong Kong. the company’s  
equity shares have a Premium listing on the london stock exchange and secondary listings in bermuda and singapore.  
Jardine Matheson Group is the parent company of Mandarin oriental and owns a majority of the equity shares.  
For more information regarding our corporate structure or governance, or for our full financial disclosure, please  
refer to our annual financial report available on our website at mandarinoriental.com.

direcT economic value Gener aTed and di sTr ibuTed

us$m 2011 2010 20 09 20 0 8

coMbined total reVenue1 1,196.4 1,025.5 838.3 1,016.1

ebitda2 163.0 136.4 87.5 163.9

direct Value Generated (reVenue) 614.2 513.2 438.0 530.0

Cost of sales

- Employee wages and benefits3 

377.3 326.6 298.1 324.5

223.8 195.2 184.0 190.5

Selling and distribution costs & administrative expenses 147.8 121.7 116.3 119.3

Payments to providers of capital (dividends & financing) 61.8 82.3 84.1 85.7

- dividends paid 49.8 69.2 68.9 68.7

- financing 12.0 13.1 15.2 17.0

Tax payments to governments 19.0 12.0 1.1 18.3

Community investment4 – – – –

1  combined revenue includes turnover of the Group’s subsidiary hotels in addition to 100% of revenue from associate, joint venture and managed hotels
2 ebitda of subsidiaries plus the Group’s share of ebitda of associates and joint ventures
3 Retirement benefits vary by location. Where direct benefit plans are in place, a separate fund is maintained
4 community investment is directed by each hotel separately and has not been collected by Mandarin oriental Hotel Group to date
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s ection name

our mission is to completely delight  
and satisfy our guests.  

We are committed to making a  
difference every day;  

continually getting better  
to keep us the best.
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delivering excellence
Mandarin oriental Hotel Group has a long tradition of delivering excellence, visible through our dedication to customer 
service, our involvement in the development of our colleagues—both personally and professionally—and our focus on 
consistently delivering returns to our shareholders. 

Mandarin oriental’s long-standing Guiding Principles describe values from our company and our colleagues, observed in our 
pursuit of excellence. our Guiding Principles are: 

deliGhTinG our GuesTs  
We will strive to understand our client and guest needs by listening to their requirements and responding in a competent, 
accurate and timely fashion. We will design and deliver our services and products to address their needs. in fact, we are 
committed to exceeding their expectations by surprising them with our ability to anticipate and fulfil their wishes.

workinG ToGeTher as colleaGues 
We will emphasise the sharing of responsibility, accountability and recognition through a climate of teamwork. by 
working together as colleagues and by treating each other with mutual respect and trust, we will all contribute to the 
Group’s overall success more productively than if we worked alone.

promoTinG a climaTe of enThusiasm 
We are committed to everyone at Mandarin oriental by providing a caring, motivating and rewarding environment. 
as an industry leader, we are committed to bringing out the best in our people through effective training and 
meaningful career and personal development, and by encouraging individuality and initiative.

beinG The besT 
We will be an innovative leader in the hotel industry and will continually improve our products and services. We will 
seek from our suppliers the highest quality products and services at the best value.

deliverinG shareholder value 
We are committed to being a growing company. our successes will result in investment returns which are 
consistently among the best in the hotel industry.

playinG by The rules 
We will maintain integrity, fairness and honesty in both our internal and external relationships and will consistently 
live up to our commitments.

acTinG wiTh responsibiliTy 
We will actively participate in the improvement of the environment, just as we will be responsible members of our 
communities and industry organisations.



acting With responsibility
responsibility is a key tenet of Mandarin oriental’s Guiding Principles. this section outlines our foundation for ethical behaviour, 
our code of conduct and our governance programme, which is embodied within the ‘acting with responsibility’ principle. 

the Foundation of our ethical behaviour
Mandarin oriental Hotel Group has developed Group-wide employment guidelines and implemented strict anti-harassment 
policies. We ensure equal opportunity in hiring, as well as during employment. Mandarin oriental’s employment policy states:

It is the Group’s policy to maintain a work environment free from discrimination or harassment. This includes ensuring that 
equal employment opportunities are provided to all persons qualified to work at the Group and at Mandarin Oriental hotels.

We maintain a strict policy prohibiting discrimination on the grounds of sex, pregnancy, marital status, family status, 
religion, disability or race.

We also maintain a policy of prohibiting harassment based on sex, disability (including physical or mental disability and 
medical condition), race, colour, religion, national origin, ancestry, citizenship status, age, sexual orientation and marital 
status, even if such conduct is not prohibited under local laws.

every colleague receives training on our employment policies upon hiring, as part of the “Move-in” training programme.  

the Group conducts business in a professional, ethical and even-handed manner. our code of conduct requires that we 
comply with all laws of general application, all rules and regulations that are industry specific and proper standards of business 
conduct. the code prohibits the giving or receiving of illicit payments and requires all colleagues to be treated fairly, impartially 
and with respect. it also requires that all managers must be fully aware of their obligations under the code of conduct and 
establish procedures to ensure compliance at all levels within their organisations. the Group has in place procedures by which 
colleagues can raise, in confidence, matters of serious concern in areas such as financial reporting or compliance.

governance for sustainability
in 2009, the Group recruited leaders throughout the organisation to form our sustainability team, under the direction of 
the Group’s sustainability champion, terry stinson, Group development director and President of the americas and an 
executive-level member of the management board. in 2011, Mandarin oriental formalised a Group corporate responsibility 
committee (Gcrc) which was launched in 2012. the Gcrc is responsible for the overall sustainability strategy, including 
the setting of measurable goals, gathering information needed for programme development, promoting corporate 
responsibility practices internally and reporting to senior management on progress and programme effectiveness. in 2011, 
corporate responsibility champions were also designated at every Mandarin oriental hotel worldwide. the Gcrc will 
engage with the hotel champions together with their respective hotel corporate responsibility committees to implement 
initiatives and programmes and to request feedback on programme effectiveness. 

del iVer inG e xcellence 11
mandarin or iental hotel grou p s u sta inab il it y re port 2011

susTainab il iT y Governance orGanisaTion

Group corporate responsibili ty committee with executive champion

Hotel corporate responsibili ty champions

Hotel corporate responsibili ty committees

colleagues
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stakeholder engagement
Mandarin oriental Hotel Group recognises the importance of engaging its stakeholders to understand their concerns and 
issues. the dialogue developed between Mandarin oriental and its stakeholders allows us to appreciate their viewpoints and 
better understand how our business value propositions can be aligned with their goals. 

in 2011, Mandarin oriental developed a stakeholder engagement approach to formalise interaction strategies. corporate 
Responsibility Committee members are actively encouraged to obtain feedback from key stakeholders on our first external 
sustainability report, within three months of issue. Feedback will be based on a predefined set of interview questions. In 
addition, sustainability awareness training will be integrated into colleague orientation. We seek to motivate everyone in 
our organisation to continue providing information and to play an active role in the development and implementation of 
sustainability initiatives within our hotels and the communities in which we operate.

The following is a list of key stakeholders identified to date:

• Guests 
• colleagues 
• Hotel and property owners
• shareholders
• Vendors, suppliers and contractors
• industry peers and trade associations
• Journalists and media representatives
• non-governmental organisations (nGos) and outside advisors hotels have engaged to date

in 2011, we engaged our guests, colleagues, investors, the communities in which we operate, property owners and other 
stakeholders through various avenues of communication, including the preparation and communication of the internal sustainability 
report, our colleague engagement and guest satisfaction/loyalty surveys and disclosure of our annual financial report.    

Our practice of stakeholder engagement has evolved over our long history, rather than as a result of a formal defined 
process. As we progress on our sustainability journey, we will continue to define and refine our stakeholders and our 
interaction with them. 
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employer oF choice
Empowering our colleagues is central to our business and critical for delivering the top quality service that defines our brand. 
Mandarin oriental is committed to being an employer of choice. consistent with this goal, we are committed to:

• Selecting the finest hospitality professionals
•  ensuring that all colleagues are treated with respect, courtesy and dignity, and that they work in clean, pleasant  

and safe environments
• Providing effective training and meaningful career and professional development
• Maintaining an “open-door” policy where colleagues will find support from caring and empathetic colleagues

Globally, our workforce comprises full-time, part-time and casual colleagues who are hired for a flexible period of time. As 
of december 2011, Mandarin oriental employed some 11,400 colleagues in the 25 fully operational hotels and all corporate 
offices. The vast majority of colleagues, 90%, were employed on a full-time basis, with 5% working part-time and the 
remaining 5% on a casual basis. 80% of colleagues are line staff, with an additional 18% working in management functions and 
2% as executives. 

In 2011, Mandarin Oriental experienced a turnover rate of 29%, which is significantly below the industry average of 48%5. 
the highest rate of turnover is experienced for colleagues under age 30, with 39% turnover. the americas has the lowest 
overall figure, followed by Asia and then Europe. 

in 2011, response to our colleague engagement survey was 95%, with an 84% favourable (excellent or above average) rating.  
colleague engagement surveys are conducted annually. 

total WorKForce by employment t ype and region

Full-time part-time casual total Per Cent

asia 6,703 427 349 7,479 66%

the americas 2,318 90 185 2,593 23%

europe 1,190 62 36 1,288 11%

total 10,211 579 570 11,360  

Per Cent 90% 5% 5%

total WorKForce by employment category and region

executive management line staff total Per Cent

asia 162 1,425 5,892 7,479 66%

the americas 55 390 2,148 2,593 23%

europe 44 250 994 1,288 11%

total 261 2,065 9,034 11,360  

Per Cent 2% 18% 80%

total separ ation s and turnover by age grou p and region

<30 30 – 50 >50 tot a l

asia 1,037 42% 812 25% 134 15% 1,983 30%

the americas 250 40% 328 22% 63 13% 641 25%

europe 173 29% 111 33% 47 98%6 331 34%

total 1,460 39% 1,251 25% 244 17% 2,955 29%

5 aH&la and Hospitality industry diversity institute, “turnover and diversity in the lodging industry”, 2004. www.ahla.com/content.aspx?id=3308
6 Value appears significant as there are few colleagues in this category
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ToTal workforce by aGe Group 
di sTr ibuTion , 2011 (per cenT )

ToTal workforce by Gender ,  
2011 (per cenT )

ToTal workforce by naTionaliT y,  
presenTed by conTinenT, 2011 (per cenT ) 

AGE >50
14%

AGE 30–50
49%

AGE <30
37%

comprehensive employment benefits
Benefits are provided to all full-time colleagues. Benefits vary by location, but typically include health, disability and life 
insurance coverage, as well as leave and retirement benefits. Part-time and casual colleagues are entitled to benefits as 
required by local labour laws and conditions, and these benefits may be pro-rated based on the hours worked.  

Performance and development reviews are conducted annually, and in 2011, 72% of all hotel colleagues received such reviews.  

diversity and equal opportunity at the core of our company
Mandarin oriental is a very diverse company, with 119 nationalities represented throughout the hotels and leadership teams.  
the three most represented countries are china, the united states and thailand. employment by gender comprises 56% men and 
44% women. nearly half (49%) of colleagues are between the ages of 30 to 50. corporate leadership (including the operating 
committee) is comprised of more men (86%) and european nationals (71%) than the company as a whole. senior leadership at the 
individual hotels is more ethnically diverse than the corporate leadership and is representative of the local population.  

FEMALE
44%

MALE
56%

ASIA
70%

AFRICA
1%

NORTH
AMERICA

19%

SOUTH
AMERICA

2%
EUROPE

8%

OCEANIA
0%
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colleague development
our extensive learning and development programmes contribute to the skills, knowledge and motivation of our colleagues. 
colleagues participate in annual training, as well as training upon hire or with changes in job duties. learning and development is 
integral to Mandarin oriental’s culture—each colleague is empowered to be their best whether it is central to their professional 
development or their personal development. beyond core training, the following training programmes are in place:

16

18

20

22

Executive Management Line Staff Total

19

18

21

19

Legendary Quality Experiences 
(LQEs) Our Legendary Quality 
experiences have been established 
to guide us in achieving our 
mission to delight and satisfy our 
guests. designed to take into 
account the cultural diversity of 
the locations in which we operate, 
they define the core experiences 
in guest/colleague interactions and 
represent the style and attention 
to detail that we bring to our 
hospitality and service.

supporting continuous learning
leadership and personal development courses are conducted as part of our workplace practice through “the learning 
framework”, which provides leadership development applicable to our colleagues’ current and future career goals. some 
courses include, but are not limited to, food and beverage management, management trainee programmes and Mba 
programmes. leadership training programmes encompass more training hours per colleague than any other training 
programme, ensuring that our colleagues are developing people and operational skills useful throughout their careers. 

Mandarin oriental conducted 121 leadership training sessions in 2011. 

training for excellence
delightful service is expected of all 
colleagues. industry standards workshops 
(e.g. safe food handling), legendary 
Quality Experience training and cultural 
training are provided to ensure colleague 
compliance with our standards of service. 
industry and product training is tailored 
to each colleague’s role. records detailing 
colleagues trained and training time are 
maintained at each location. on average, 
each colleague completed 19 hours of 
training in 2011, with women and men 
receiving near the same number of hours 
(19 hours for women and 18 hours for 
men, respectively). Management receives 
the most training, due to leadership and 
management skills courses. 

hours of Tr ain inG per year by employee caTeGory, 2011
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providing a saFe environment
all aspects of the Group’s business are managed under our Group risk Management Policy:

It is Mandarin Oriental Hotel Group’s policy to protect and preserve both tangible and intangible assets from loss or damage 
that could affect its stakeholders, be they employees, guests, shareholders or the community in which it operates.

to supervise compliance and consolidate enforcement of this policy, the Group has established a Group risk Management 
committee (GrMc), consisting of senior managers representing all areas of the operation. Mandarin oriental maintains 
compliance with all required laws and regulations through the GrMc governance programme. Mandarin oriental did not 
receive any notices of violation or significant fines at any of our operations in 2011. 

one of the GrMc’s principal responsibilities is to manage the safe & sound programme, an integrated compliance 
framework developed in 2000 covering the following topics:

• fire safety
• Health and safety
• security
• business continuity Planning and risk Management

•  food and beverage, Hazard analysis  
critical control Points (HaccP)

• spa, fitness and Wellness (added in 2007)
• environment (added in 2012)

Mandarin Oriental retains PWT Environmental Consultancy, a UK-based health and safety consulting firm, to conduct the 
independent annual compliance audits of the “safe & sound” programme. together with PWt, the Group has developed 
a detailed audit format that generates a 0–100% compliance score. through a weighting formula, sections and topics with 
higher associated risks carry more impact on the overall score.

to ensure the programme is well anchored locally, each hotel has a risk Management committee responsible for 
implementation of the programme at the property level.

all of the underlying guidelines in the programme are based on recognised standards and international best practices, which 
are continuously improved and updated as new technology and methods are being developed.  

in 2012, Mandarin oriental is expanding this programme with an environmental section that will include guidelines on 
management of energy, greenhouse gas emissions, water consumption and waste generation, as well as more specific topics, 
such as use of dry cleaning chemicals, refrigerants and generation of hazardous waste.  

the environmental section will be fully implemented by 2014, when it will be included in third party compliance audits. 

phase 1 (2012)  new sections related to the formation of hotel corporate responsibility committees, management of 
resources and emissions will be drafted and implemented. Guidelines related to environmental management present in the 
existing programme under occupational health and safety, such as hazardous materials management, will be incorporated in 
the new environmental section.

phase 2 (2013)  the programme will be expanded to cover other areas, such as sustainable purchasing and renewable 
energy conversion. 



del iVer inG e xcellence 17
mandarin or iental hotel grou p s u sta inab il it y re port 2011

safe & sound audit performance results
as shown in the graph below, overall Group audit scores have indicated a high level of compliance and consistent 
performance highlighting our commitment to this important effort.   
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safe & sound audiT performance resulTs ,  20 02–2011 (per cenT )
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healTh & safeT y incidenTs and incidenT r aTe by reG ion , 20 0 8 –2011

healTh & safeT y incidenTs and sever iT y r aTe by reG ion , 20 0 8 –2011
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managing our health and safety performance
Mandarin oriental aims to provide a pleasant and safe working environment to all of its colleagues as well as contractors working at 
our hotels. beyond the nearly 90% full-time, 5% part-time and 5% colleagues with casual employment contracts, we had approximately 
200 independent contractors working in our facilities in 2011, as well as millions of guests for whom we provided a safe stay. 

a comprehensive occupational Health and safety reporting system has been in place since 2002 and is used throughout 
Mandarin oriental’s operations. all work-related accidents and incidents are reported and thoroughly investigated to identify 
the root cause and to initiate corrective and preventive measures. each hotel is responsible for utilising the safe & sound 
programme to ensure their colleagues have a safe working environment.  

Key performance indicators of our health and safety performance include:

• incident rate, a measure of incidents resulting in lost time per 100 colleagues
• severity rate, a measure of lost days from those incidents per colleague  

after a three-year steadily declining trend for the incident rate, we have observed an increase in 2011. the incident 
rate increased from 2.7 incidents per 100 colleagues to 2.9, which represents an increase of 6%. severity rate of those 
incidents also increased by 25% to reach 24.3 lost days per 100 colleagues. Housekeeping and kitchens tend to have the 
most incidents and the type of incidents typically resulting in lost time. europe had the highest incident rate and severity 
rate in 2011, whereas the americas showed better than average performance for both indicators and a marked decline 
of the total incident rate in 2011. overall, our health and safety record is strong, and we are committed to improving the 
consistency of our performance across the Group.
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delighting our guests
At Mandarin Oriental, luxury quality service is one of the Group’s strategic brand-defining competencies. A “culture of 
quality” is promoted at all levels of our organisation. It allows for colleagues to adapt service standards to reflect their local 
culture and environment, and empowers everyone to deliver personalised service to each guest. our inspiration-based 
service culture approach engages both colleagues and guests on an emotional level to build a genuine connection, leading 
them to be true “fans” of the brand. 

the Group has a number of quality improvement and assessment tools in place to measure customer satisfaction and loyalty. 
Mandarin Oriental’s brand-defining “Legendary Quality Experience” (LQEs) service standards, which bring the Group’s 
mission, vision and guiding principles to life on a daily basis, are designed to delight guests. 

the Group’s Guest satisfaction/loyalty Programme at each of our hotels invites guests to provide feedback through an 
independent consultant via an email survey following their stay. feedback is collected on guests’ perception of the brand as 
well as their subjective evaluations of various aspects of product and service delivery. 

the table below shows guest satisfaction/loyalty survey results for the Group conducted in all our hotels to gauge consumer 
satisfaction and loyalty. survey results for 2011 show a slight decrease (1%) but stay similar to historical values. overall, the 
survey indicates consistently high levels of satisfaction and loyalty to the brand.

Mandarin oriental maintains a variety of quality measurement processes to constantly evaluate and improve quality 
performance through independent customer service mystery-shop evaluations. We are also evaluated and measured against 
other international standards, including richey international, the american automotive association (aaa), the Forbes Travel 
Guide and the Michelin Guide. 

“our group 
strongly 
believes 
in the 
concept that 
what gets 
measured 
gets done.”
— andrew hirst, 

operations 
director, asia

GuesT saTisfacTion/loyalTy and response raTe, 2007-2011 (per cenT)
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sourcing responsibly
Promoting a culture of quality includes sourcing sustainably. the following section describes our responsible sourcing 
initiatives and an example of the application of these initiatives in the development of our signature spa product line. 

Mandarin oriental strives to integrate farm-to-table sourcing within its restaurants, not just because the food is fresher, but 
also because it is in season and it supports the communities in which we operate. shorter transport distances further reduce 
the environmental footprint. We have chosen two of our hotels, Mandarin oriental, singapore and Mandarin oriental,  
san francisco, to illustrate the exemplary programmes put in place to delight our guests. 

The finest fish and seafood are much demanded delicacies in our restaurants around the world. Mandarin Oriental is well 
aware of the challenging task of protecting our natural marine and lake ecosystems. a number of restaurants have therefore 
taken the initiative to give their guests the choice to eat fish and seafood declared to be from sustainable sources.  

sourcing responsibly also means caring for the contents of our beauty and therapeutic products used in our signature spa 
line. Our spas promote refined, holistic practices for the well-being of our guests. Developed in consultation with specialists 
in traditional chinese Medicine (tcM) and master aromatherapists, Mandarin oriental has developed spa products with 
natural ingredients, which are environmentally friendly and organic. 
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From singapore to san Francisco: From Farm to table
due to the unique geographic location of singapore, it can be challenging for hotels and restaurants to source sustainable 
food products. at the beginning of 2011, the culinary team of Mandarin oriental, singapore, under the helm of executive 
chef Marco Pedrelli, began their search for local and sustainable purveyors. the culinary team’s quest for suitable suppliers of 
true singaporean produce triggered an odyssey around the entire island. fortunately, several quality producers were found. 
in august 2011, new dishes were introduced to the hotel menus using chicken and eggs from one of the few local poultry 
farms. At the same time, fish from local waters were integrated into various dishes on the menus. Chef Pedrelli also made an 
effort in sourcing local flour and cereal products and introduced new pastry and breakfast dishes using those ingredients.

Mandarin oriental, san francisco, under the direction of General Manager cliff atkinson, has implemented a strict 
programme of sustainable sourcing. With the support of new executive chef adam Mali, the hotel is leveraging strong 
relationships with local growers to source most of the produce, dairy, meats and seafood that are used in the restaurant. for 
example, chef Mali uses cheese from a local dairy that has implemented sustainable manufacturing methods (such as reuse of 
water for irrigation) as well as sustainable ranching techniques. Per chef Mali, “the key is to form relationships with farmers 
and develop an appreciation for their methods, then respect those methods as we cook”.

Mandarin oriental, singapore
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seafood and Fish Watch programmes at mandarin oriental
our oceans are increasingly affected by human activities—primarily the ways we catch and farm seafood. several of our 
hotels have made a commitment to source only sustainable seafood, using fish caught in the proper seasons or harvested by 
sustainable methods, such as line fishing. 

In 2008, The Landmark Mandarin Oriental, Hong Kong made an agreement with WWF not to feature bluefin tuna. 
currently, all seafood is sourced through suppliers delivering seafood harvested using sustainable techniques. in addition,  
The Landmark respects a sustainable fishing calendar whereby it purchases fish when they are not carrying eggs.  
The Landmark has removed certain species that are particularly vulnerable to overfishing and has subscribed to the  
Marine stewardship council recommendations found at www.msc.org. 

In 2011, Mandarin Oriental, San Francisco became a certified member of the Seafood Watch programme and first in the  
san francisco bay area to adopt the safe Harbour programme for all the seafood ordered in the hotel. the hotel cooks with 
only the most sustainable and “safe” seafood for its guests, not only for the health benefits, but to protect endangered or 
overfished varieties. Recently, to reinforce their sustainability commitment, all kitchen staff attended a training day at a local 
seafood company to learn about sustainable harvesting practices.  

In February 2012, Mandarin Oriental Hotel Group also took the initiative to remove shark’s fin from all of our restaurant and 
banqueting menus worldwide.
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spa products: caring for the contents
sustainability is a key feature in the thought process behind our spa products. all ingredients, containers, packaging, 
distribution, disposal and the therapeutic benefit of the products were developed with the environment in mind. The hubs 
for these products are close to our properties, allowing sea freight options and bulk storage. the ingredients in our spa 
products have the following beneficial attributes:

• all oils, fragrances and essences contain 100% natural ingredients
• regenerative damask rose water is used instead of plain water
• do not use mineral or sulphonated oils which can block the performance of the essential oils
• Do not use genetically modified (GM) ingredients or animal ingredients
• do not use petrolatum or propylene glycol or any added colour 
• Support fair trade-certified ingredients
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m a n d a r i n  o r i e n Ta l ,  To k yo

inaugural golden Fan 
aWard For excellence  
in sustainability

the Golden fan award for excellence in 
sustainability is a newly created award to 
celebrate the sustainability achievements 
for the Mandarin oriental hotel that 
has exhibited exemplary dedication to 
sustainability. the award will be presented 
biennially to the hotel that has most 
successfully fulfilled the following criteria: 

•  demonstrated results in the improvement 
of the hotel’s environmental performance 

•  exemplary and continued involvement in 
local community activities

•  remarkable engagement of colleagues 
to demonstrate corporate responsibility 
initiatives

Mandarin oriental, tokyo was chosen as the inaugural recipient of the Golden fan award for excellence in 
sustainability. in 2010, the hotel initiated a number of activities to reduce its environmental impact, leading to 
the highest energy reduction in the Group at 20% and a reduction in water consumption of 7%. the property, 
which is part of a large mixed-use complex, the nihonbashi Mitsui tower, was opened in 2005 and also includes 
the historical Mitsui Main building, originally completed in 1912. the property developer, the Mitsui fudosan 
Group, has well-established environmental policies, which helped the property gain inclusion into the top 30 
low emission buildings as designated by the tokyo Metropolitan Government. this is an excellent example of 
how our hotels can work together with property owners to reduce their environmental footprint.

Mandarin oriental, tokyo was also recognised for the participation of 323 colleagues in a total of  
13 community events and activities:

•  Mandarin oriental, tokyo is participating in the cooperative project umi-no-Mori (the sea forest)— 
to create an 88 hectare forest in the inner central breakwater reclamation area in tokyo bay. the 
sea forest was created from recycled/composted soils and seedlings nurtured by schoolchildren and 
will ultimately provide a passage for ocean breezes into the tokyo city centre, improving air quality. the 
project, which started in 2007, is scheduled for completion in 2016. 

•  Mandarin oriental, tokyo is proud to participate in the nihonbashi bridge Preservation Group, which 
is dedicated to maintaining the renaissance-style, double-arched granite bridge. Mandarin oriental 
colleagues participated in the annual large-scale cleaning of the bridge on 31st July, as well as in five river 
clean-up sessions.

•  on 4th august 2011, Mandarin oriental colleagues participated in the nihonbashi uchimizu, a traditional 
practice of sprinkling water (typically rainwater or greywater) onto the ground to reduce dust, cool the 
immediate surrounding area and encourage interaction with the local community. during the uchimizu, the 
street temperature was reduced by some 1.5 degrees c/2.7 degrees f. 

•  the Mandarin oriental, tokyo corporate responsibility team hosted an internal art contest among 
various departments encouraging creative reuse of perceived waste materials. the contest attracted a 
high level of participation, resulting in submissions from twelve different departments and votes from 
roughly one quarter of all colleagues over a two-day judging period.  
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Mandarin oriental, tokyo
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“as an industry, it is  
important to be aware of  

our environmental footprint.  
it is easy to introduce  

energy-efficiency mechanisms,  
and it makes economic sense.”

   —edouard ettedgui 
      Group chief executive 
     Mandarin oriental Hotel Group
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Mandarin oriental, Paris
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advancing sustainability
There are significant environmental challenges facing our world today:

•  Global climate change caused by increasing concentrations of greenhouse gas emissions due to our dependence 
on energy from fossil fuel is arguably the greatest environmental challenge today. 

•  Water quality and availability is a serious issue, with the water supply and demand gap likely to grow wider in coming years. 
• Waste generated by modern living is causing a major environmental impact in most parts of the world.

We also recognise these challenges create extraordinary opportunities for our colleagues, as delivering the services and 
quality associated with our brand is resource intensive. over the past decade, Mandarin oriental has focused on energy 
efficiency, as this is an area we directly control and it is the principal source of our carbon emissions. 

as a Group, we recognise the risks arising from climate change as well as new regulatory initiatives. financial implications 
include the levy of carbon taxes on non-renewable energy sources, which can result in price increases on electricity, gas and 
fuel. We are also exposed to indirect effects of carbon taxes raised on aviation, as they are currently being introduced in the 
european union. an overall price increase can lead to reduced travel frequency for business and tourism. changing climate 
patterns can also cause increased natural disasters which can affect our infrastructure and the livelihood of our colleagues. 

We believe that luxury and sustainability can go hand in hand through strategic planning, innovation, and taking a systematic 
approach to managing the environmental impact of our operations whilst maintaining operating standards and indoor 
environmental quality.    

our colleagues’ contribution
Just as much as technology, the dedication of our colleagues in all locations and across all functions is critical to our success. 
our colleagues make sure that supporting systems and technology operate under ideal conditions, and they are in the 
best position to identify opportunities for improvement and to suggest and implement solutions. the environmental 
achievements included in this report would not have been possible without their support. 

our Key achievements
since 2007, we have collected data from our operating hotels related to consumption of water, electricity, gas, fuel and other 
energy sources supplied to the hotel. at the beginning of our journey, we established the following environmental goals for 
the period 2007–2012, and we now report the progress towards our goals.

• reduce energy intensity by 10% (as MJ/m2)
• reduce greenhouse gas emission intensity by 10% (as kg co2 equivalent/m2)
• reduce water intensity by 10% (as litres/guest night)

short-term goals support our long-term strategy and we will announce new short-term goals in early 2013. additional details 
of our progress can be found under the individual sections of energy, emission, water and waste.

 Progress is well underway, and we are  
committed to our long-term  

goals and vision for 2020 and beyond.
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reduced enerGy inTen s iT y,  20 07–2011 (per cenT )

em i ss ion inTen s iT y

more progress to be made. 

the higher than expected 

energy intensity at our new 

property in macau also 

negatively impacted the 

emission intensity performance 

of the group. if we exclude 

this new property, the overall 

reduction in emission intensity 

was 8.6%. this highlights the 

importance of energy efficiency 

in all our properties, especially 

in locations with high electrical 

emission factors. 

waTer inTen s iT y

overall good performance 

across the portfolio.

the reductions in 2011  

were slightly less than 2010.  

We are confident that the 

five-year reduction target  

for 2012 will be achieved.
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overall good performance 

across the portfolio. 

the slight decline in reductions 

in 2011 was due to higher than 

expected energy intensity at 

the new mandarin oriental, 

macau. a detailed action plan is 

currently being implemented to 

improve this performance.
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Mandarin oriental, barcelona
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tracking our performance
operating luxury hotels requires attention to detail. With well-established processes, our colleagues have the freedom to 
take personal initiative. We have adapted the same approach to sustainability and believe that transparency in the way we 
measure our performance is key. to understand more about the methodology used to calculate our reductions, please refer 
to notes included at the end of this section.

this section highlights our efforts to advance the environmental dimension of sustainability. all locations and activities inside 
our hotels, including guestrooms, restaurants and spas, as well as gardens and pools, are included within the boundary of our 
environmental reporting. this report covers 25 of the Group’s hotels that were fully operational in 2011. We have excluded 
Mandarin oriental, Paris and Mandarin oriental riviera Maya, Mexico as neither was fully operational in 2011. Mandarin 
oriental, las Vegas is excluded for water, energy and emissions reporting, as the majority of the energy consumption is part 
of a major mixed-use facility and we are currently unable to extract the data relevant to the hotel. 

scope of environmenTal reporTinG

We are well aware of emissions arising from energy consuming activities that are related to our operations 

but that occur outside the boundaries of our hotels. in our efforts to gradually expand our reporting, we are 

planning to further disclose emissions related to company-owned vehicles, external laundries, guest and colleague 

transportation, as well as business-related air travel in the future. it is imperative to include emissions related to all 

areas of our operation that we directly influence. 
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using energy eFFiciently
according to the World business council on sustainable development, buildings account for close to 40% of the energy used 
worldwidei. the use of non-renewable energy in our hotels contributes to climate change but also to the dependency on fossil fuels. 

our hotels are located in three different climate zones: tropical (36%), Mediterranean (32%) and temperate (32%). the 
continuous control of temperature, humidity and indoor air quality requires the use of sophisticated air conditioning systems. 
Ventilation, cooling and heating, as well as lighting of indoor and outdoor spaces, are the largest contributors to our absolute energy 
consumption. Energy represents a significant portion of our operating expenses and in some hotels exceeds 10% of revenue.

absolute energy consumption
Our Group reduced energy consumption by 136 TJ in 2011 by implementing energy efficiency measuresiii. the total reduced 
consumption 2007 to 2011 was 399 tJ, which translates to cost savings of us$13.2 million.

electricity is our main source of purchased energy and makes up 61% of our energy supply. Purchased energy further 
includes steam and heated and chilled water. our direct energy consumption due to use of fuel from sources that are located 
within the facilities, such as natural gas, fuel oil and propane, account for 32%.
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energy intensity
energy use and greenhouse gas emissions per area of our properties are the key performance indicators that we use to 
measure our performance over time. these indicators allow us to take into consideration the growth of the company.  

in 2011, energy intensity for the Group increased slightly by 2.6% to 1,620 MJ/m2/year and as earlier mentioned, this was due 
to the higher than expected energy intenstity at one of our new properties, Mandarin oriental, Macau. the period 2007 
to 2010 has shown a steady decrease in the relative energy use, which reflects the systematic approach we are taking in 
managing our energy consumption. Projects identified through professional, third-party energy audits provide for the large 
majority of opportunities. 
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mitigating our  
impact on the climate
Greenhouse gas emissions generated by the burning of fossil fuels are at the root of climate change. for Mandarin oriental, 
greenhouse gas emissions are directly related to our electricity consumption, as well as to the burning of natural gas and fuel oil. 

our reduction of greenhouse gas emissions to date, especially carbon dioxide (co2), has mainly been a consequence of 
improved energy efficiency. We remain firm in our commitment to reduce our greenhouse gas emissions. Mandarin Oriental 
subscribes to the World travel and tourism council (Wttc) goal of reducing total co2 emissions by no less than 50% 
from 2005 levels by 2035, with an interim target of 30% by 2020 if there is an international agreement on global emissions 
reduction, or 25% by 2020 in the absence of such an agreement. 

managing our Footprint
Greenhouse gas emissions vary widely across our hotels and are primarily dependent on the emission factors of the utility 
providers. for example, greenhouse gas emissions at Mandarin oriental, Geneva are low, as a large majority of the electricity 
is generated by hydropower, whilst greenhouse gas emissions at the excelsior, Hong Kong are four times higher than in 
Geneva, mainly due to the fact that electricity in Hong Kong is generated by burning fossil fuel. this is despite the fact that 
the energy consumption per square metre at the two properties is very similar. this is an important aspect to keep in mind 
when reviewing our emissions strategy and when evaluating the impact new hotels will have on our overall footprint. 

absolute emissions
in 2011, the absolute emissions generated by the Group amounted to 170,000 metric tons of co2 equivalentsiv. 

as shown in the graph below, between 2007 and 2011, we reduced emission by 46,000 metric tons of co2 equivalents by 
implementing energy efficiency measures. This reduction in emissions is equal to taking 9,006 passenger vehicles off the roadv. 
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the primary source of our emissions in 2011, purchased electricityvi, accounted for 79% of total greenhouse gas emissions. 
our emissions from the consumption of natural gas, diesel and propane, accounted for 14% of our total emissionsvii. 
additionally, individual hotel purchases of steam, hot waterviii, or chilled water ix for cooling, from centralised sources 
accounted for the remaining 7% of total emissionsx. 

our  
reduction 
in emissions 
is equal to 
taking 9,006 
passenger 
vehicles off 
the road.

absoluTe Greenhouse Gas em i s s ion s , 20 07–2011 ( Thousand T co2- e / year)
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Greenhouse Gas em i s s ion inTen s iT y,  20 07–2011 (kG co2- e /m 2/ year)
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To further reduce our carbon footprint, we will continue our strategy of improving energy efficiency as well as gradually 
introducing renewable energy sources and cleaner energy alternatives. We will minimise remaining fuel oil used for boilers 
and heaters by replacing it with suitable alternatives, such as heat pumps and renewable energy where possible, or else 
natural gas. Where financially viable, gas used for cooking is to be gradually replaced by electricity.

emission intensity
in 2011, the Group’s emissions were equivalent to 212 kg co2 equivalents per square metre, which represents an increase of 
2.1% as compared to 2010. between 2007 and 2011, we have managed to reduce our emission intensity by 5.0%, and we are 
confident that we can regain the downward trend in the coming years.

including Fugitive emissions
We have commenced the process of systematically collecting data on the refrigerants used in cooling systems. fugitive 
emissions in 2011 were 2,323 tons of co2

xi, which is equivalent to 1.3% of the total greenhouse gas emissions. Guidelines 
related to management of refrigerants have been included under our safe & sound programme in order to provide a global 
approach to the subject, and we therefore expect fugitive emissions to decline over the coming years.

Greenhouse Gas em i s s ion s by T ype ,  2011 (per cenT )
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m a n d a r i n  o r i e n Ta l ,  pa r i s

applying high  
environmental standards 
From design through  
renovation, operation  
and maintenance 
during the summer of 2011, the Group added a new property to its global portfolio in the historic centre of 
Paris. located on fashionable rue saint-Honoré, this 138-room luxury hotel offers the ultimate in service and 
design, with a strong sense of place and a style and personality of its own.

Because the performance of a building is largely defined by the way it was conceived, the High Environmental 
Quality (HQE) approach was adopted before Mandarin Oriental began operations. Société Foncière 
Lyonnaise, the developer, was awarded the HQE certification for the design and renovation phase, whilst 
emphasising the cultural heritage inherent to the historic building. 

•  although the hotel was nearly totally reconstructed, the façade was kept intact and parts of the rooftop 
preserved with copper, a high-end, durable and 100% recyclable metal. in its original colour, it will follow 
a natural transformation process to finally reach the metal’s distinctive green colour. The decision to 
leave out a pre-treatment in an acidic solution was made to avoid an environmental impact.

•  the rehabilitation of the site generated some 10,000 cubic metres of waste, including steel, aluminium, 
wood, glass and rubble. With a thorough on-site separation programme, nearly 80% of all the produced 
waste was recycled, which by far exceeded the targeted 40%.

•  every day, some ten trucks arrived on-site to deliver steel, concrete and prefabricated elements for 
the façade, stairs and external woodwork. With the constant presence of “traffic controllers” for the 
planning and handling of deliveries, the site operators ensured an undisturbed movement of pedestrians 
and cars. This measure helped improve traffic fluidity by 15%.

•  Energy modelling was used to predict the energy profile of the property. The in-room control system 
was adapted following the initial assessment, lowering the predicted energy intensity by 22%.

inspired by this initial success, Mandarin oriental followed in the footsteps of the developer in setting 
goals for the operational phase, aiming to provide highest comfort to guests while mitigating the hotel’s 
environmental impact. As proof of its pioneering efforts, Mandarin Oriental, Paris became the first hotel to 
receive the HQE certification for the operational phase of a commercial building.

The hotel defined stringent criteria for its environmental design and management, as well as for providing the 
highest sensory comfort to guests.

•  In a city where narrow streets can echo voices and traffic noises, the hotel’s facilities are equipped to 
provide exemplary noise reduction. the service schedule for cleaning, maintenance and waste collection 
has been adapted to minimise guest disruption.

•  the building was designed to be ideally embedded in its environment by creating green areas and by 
limiting the number of on-site parking spaces. the hotel provides valet parking service and there is 
convenient access to public transportation within walking distance.

•  Recycling in guestrooms, kitchens and offices is carried out for cardboard, glass, plastic, cans and organic 
waste. despite high real estate prices in the centre of Paris, the waste collection points have been 
designed to allow for easy access and handling.

•  consumption of water, electricity, heating and cooling is monitored continuously to detect consumption 
peaks. Performance indicators are discussed in weekly meetings and issues are addressed.

Maintaining high performance standards is a continuous effort that the newly appointed corporate 
responsibility committee will assume to track progress and generate new ideas and initiatives.
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Mandarin oriental, Paris
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in 2011, mandarin oriental, 
boston partnered with the 
local utility n-star on an 
energy reduction project, 
installing Vfds controlled 
by temperature, and smoke 
monitors for kitchen hoods in 
the commercial kitchens. the 
project was completed at a 
total cost of us$54,000 and 
the utility provided 50% as an 
incentive to go forward with 
the installation. the anticipated 
energy reduction is 135,000 
kWhs per year. 

in The landmark mandarin 
oriental, hong kong, variable 
speed controllers were 
installed to major plants in 
2011, including space heat 
water pumps, boiler water 
pumps, kitchen exhaust air fan 
and the kitchen primary air 
handling unit. the property 
anticipates 200,000kwh of 
electricity reduction savings 
annually.

mandarin oriental, las vegas, 
a leed Gold-certified building, 
utilises highly-insulated spandrel 
panels. The flat surface of the 
spandrel panels used in the 
building’s construction reduces 
solar heat gain and the energy 
needed to cool or heat the 
building. this system within the 
structure’s façade accounts for 
as much as 9% of the building’s 
total energy savings. 

energy eFFiciency &  
emission reduction highlights

the conversion of Grand 
lapa, macau’s hotel signage 
to led was completed at 
the end of 2009, saving 88% 
in energy compared to neon 
light signage.
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energy savings  
behind the scenes
Improving energy efficiency is at the core of Mandarin Oriental’s efforts to reduce its environmental footprint, 
whether for new or existing hotels, owned or under management. Motivated by a feasibility study, new  
water-cooled chillers for the air conditioning system were installed in 2011 at Mandarin oriental, Hong Kong. 

The project comprised the replacement of inefficient air-cooled chillers with high-efficiency water-cooled 
chillers, cooling towers and associated pipework and circulation pumps. the new chillers are the  
most energy-efficient available on the market, utilising a low-pressure refrigerant that allows lower motor 
compression costs and greatly reduces the chances of refrigerant leakage to the atmosphere. 

During the testing period, the energy efficiency of the new system was improved by 50% following the 
basic setting of optimal parameters. this demonstrates the importance of ensuring that all the components 
and control systems work together to optimise the system and achieve the highest cost savings. Mandarin 
oriental, Hong Kong achieved an overall energy reduction of 18% in 2011 in only six months, with electricity 
savings of 20%. This efficiency is higher than the initial estimate of the feasibility study. 

this is the third major chiller optimisation project in asia over the past three years; the excelsior, Hong 
Kong and Mandarin oriental, Jakarta were completed earlier with similar performance results. additional 
projects are planned for other operating hotels and to be able to replicate the success at new properties, 
Mandarin Oriental is updating their Product Standards and Guidelines to specify minimum chiller efficiencies 
and provide clearer guidance on refrigerant selection. 
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Mandarin oriental, Hong Kong
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m a n d a r i n  o r i e n Ta l ,  b a n G ko k

a high comFort, loW  
impact guest experience
In 1999, Mandarin Oriental, Bangkok first recognised the need to add an integrated control system in its 
guestrooms with the fundamental concept of reducing energy consumption, in terms of air conditioning 
and lighting, based on rented status and occupancy. Working closely with inncom international, it was soon 
recognised that the system could offer additional advantages and enhance the guest experience. 

because of its success, the system is currently installed in 5,370 or 70% of the Group’s guestrooms and 
forms part of the standard requirements for any new development.

the occupancy detection, initially provided with the sole purpose of controlling temperature setbacks 
when the room was not occupied, is used to allow servicing of guestrooms whilst the guest is away. other 
features such as centrally controlled “do not disturb” and “make up room” alerts improve operational 
efficiency and further enhance service delivery.

over the years, the system has evolved to include information on preferred guest temperatures through 
an interface with the property management system. it also monitors door lock condition, alerts on 
guestroom safe status for potentially forgotten items after check-out and offers an interface with the 
lighting system to provide tailor-made lighting scenes. as all guestrooms can be centrally monitored, 
the performance of each individual air conditioning system can be managed closely, identifying potential 
defects before the guest is inconvenienced. 

a detailed performance analysis of the system at seven hotels in asia and two hotels in the united states 
was conducted for the period 2010 and 2011. over the two years, the system achieved an average energy 
reduction of 43% compared to stand-alone control systems. this equals an average energy reduction 
worth us$1.3 million and an average annual emissions reduction of 2,295 metric tons of carbon dioxide, 
which is roughly equivalent to taking 450 passenger vehicles off the road.
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Mandarin oriental, bangkok
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absoluTe waTer con sumpTion , 20 07–2011 ( Thousand m 3/ year)

managing our Water Footprint
according to the united nations environmental Program, 40% of the world will live in water scarce regions by 2025xii. 
these conditions are passed on to businesses as a reduction in freshwater availability and quality as well as increased 
costs. since water is essential to our operations, forward-looking water strategies are needed, par ticularly in regions 
with current and future freshwater shortages.

Benefits arising from an efficient use of water include the reduction of wastewater and its costly treatment, as well as energy 
savings on the reduced use of hot water. a growing number of hotels are now testing and implementing new water-saving 
technology in the water-intense operations of our spas, laundries, kitchens and air conditioning support systems, such as 
cooling towers. our focus will remain on reducing water consumption in non-guest areas.

monitoring Water scarcity
Given the growing global water challenge, Mandarin oriental is working internally to continuously improve our operations, and 
externally to understand local water conditions where we operate. our company understands the importance of water to our 
business, human health and the economic viability of the communities where we operate. We are therefore taking steps to 
enhance the monitoring and management of our water use and identify hotels that are located in water-stressed areas.  

as of 2011, all Mandarin oriental hotels obtain water from municipal or city water supplies with the exception of 
two properties, which partially rely on ground and surface water. From an initial assessment, we have identified that 
approximately one-third of our hotels currently in operation or in construction are located in potentially water-stressed 
areas. our initial water stress assessment leveraged leading water availability tools, Wbcsd Global Water tool and the 
Wri aqueduct tool, and a third-party subject matter expert.

absolute Water consumption
the Group’s absolute water consumption, including irrigation, cooling towers and swimming pools in 2011 was 
2,599,000 cubic metresxiii. since 2007, the water consumption has decreased by 8.5%, whilst our total number of guest 
nightsxiv increased by 4.3% for the same period.
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■ ABSOLUTE WATER CONSUMPTION

■ REDUCED WATER CONSUMPTION

between 2007 and 2011, our Group reduced water consumption by 1,115,000 cubic metres, which is equivalent to the 
amount of water needed to fill 446 olympic-size swimming poolsxv.
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between 2007 and 2011, our Group reduced water  
consumption by 1,115,000 cubic metres, which is equivalent to the 
amount of water needed to fill 446 Olympic-size swimming pools.

Water intensity
Water consumption per guest night is the key indicator that we use to measure our performance over time, as it takes into 
consideration the growth of the company. in 2011, the Group’s average water use was 1,007 litres per guest night and stayed 
comparable to 2010 with an overall reduction of 12.2% over 2007 levels.
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e l b o w  b e a c h ,  b e r m u d a

collecting rainWater  
For guestroom cottages
situated in the mid-atlantic off the east coast of the united states, bermuda has a subtropical and humid 
climate favourable to rainwater collection. the island’s only source of freshwater is rainfall, which is collected 
on roofs and catchments and stored in underground tanks and lenses. 

since June 2011, all guestroom cottages at elbow beach have been switched to using collected rainwater, 
which is treated before being pumped to taps and showers. collected rainwater replaces the use of treated 
seawater from the public utility. 

Water tanks are located under each block of twelve cottages and have a storage capacity of 75 to 200 cubic 
metres (19,800 to 52,800 gallons). A water treatment unit equipped with filters and UV-light assures a high 
water quality. because rainfall is evenly spread over the year, the tanks can be kept small, and are sized to 
hold a six to eight week supply. 

in 2011, rainwater collection reduced water consumption from the public utility by 18%. the total volume of 
water saved was 9,952 cubic metres (2,629,000 US gallons) worth US$47,470. Although requiring a significant 
initial investment, the new system provides immediate water and energy savings for the island, as desalination 
is an energy intensive process.  

because water demand strongly increases during peak tourist season and sources of fresh water are limited, 
all new constructions are required to include rainwater harvesting. in bermuda, where water is scarce, 
rainwater collection is traditionally anchored in the island’s way of life. 
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elbow beach, bermuda
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wasTe by d i sposal meThod, 2011 (per cenT )

First steps in Waste reduction
Waste management is an area where we have many opportunities. Most of the solid waste in our hotels is generated by 
activities like food preparation, consumption of pre-packaged items, guest waste and housekeeping.

thus far, efforts to increase recycling and reuse have been primarily driven by individual hotels. We recognise that 
improvements to our Group guidelines are required in order to provide a consistent approach, enabling us to better 
measure our performance. our objective for 2012 is to develop a complete, accurate, consistent and timely measurement 
process of our waste and emissions due to waste generation. under the strategy “think global, act local”, we are emphasising 
practical and realistic solutions that work for our colleagues and the available waste collection, treatment and disposal 
methods in each location.

Formalising our efforts
to enhance our reporting, we have taken initial steps to collect data related to our waste generation, recycling and disposal 
methods. We acknowledge that there are challenges in collecting complete and consistent data from all hotels, as waste 
handling and disposal are specific to each location. We therefore include the following information as an indication on the 
current status based on feedback from 17 out of 25 hotelsxvi with data collected through internal reports as well as waste 
disposal bills. 

The absolute waste generated in 2011 was 11,058 tons, of which 72% was disposed of in landfills, 22% was recycled or 
composted and 6% sent to incinerators. 

WASTE SENT TO LANDFILL 72%

WASTE SENT TO COMPOSTING SITE 2%

WASTE SENT TO MUNICIPAL INCINERATOR 6%

OVERALL RECYCLING 20%

We are beginning a Group-wide focus to increase the amount of recycled and reused waste. the key going forward will 
be the development of waste reporting guidelines and audits as part of our safe & sound programme, with the objective 
of deploying systems and processes. Measuring our performance will become the foundation for managing our waste 
generation processes. Our initial target is to reduce waste sent to landfills per guest night by 20% by 2020 as compared to 
2012. This reflects our ambition to commence this process, and we recognise that more specific key performance indicators 
are required in the future to minimise our environmental impact. 
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at mandarin oriental,  
Kuala lumpur, biodegradable 
chemicals were implemented 
in the hotel’s laundry facilities 
in the second quarter of 2011, 
replacing non-biodegradeable 
chemicals.

mandarin oriental, singapore 
began using microfibre cloths 
for housekeeping, along with 
biodegradeable cleaning 
supplies and non-woven 
newspaper and shopping bags 
instead of paper bags.

composting for mandarin 
oriental, new york started 
in the second half of 2011 
and continues today. the 
programme worked so well 
that another stakeholder in 
the time Warner center, 
Whole foods, has now joined 
Mandarin oriental, new York 
in the programme.

in 2011, the landmark 
mandarin oriental, hong 
Kong began working 
closely with a local recycling 
contractor. an estimated 
5,200 kg of biodiesel was 
produced from 6,500 litres of 
cooking oil.

at mandarin oriental,  
Kuala lumpur, biodegradable 
chemicals were implemented 
in the hotel’s laundry facilities 
in the second quarter of 2011, 
replacing non-biodegradeable 
chemicals.

Waste minimisation highlights
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m a n d a r i n  o r i e n Ta l  h y d e  pa r k ,  l o n d o n

central Waste strategy
Mandarin oriental Hyde Park, london had a waste problem: wet waste and dry waste were too often 
commingled, reducing the amount of recycling that could occur. the hotel and the residences each had 
separate waste handling areas—an inefficient situation. 

after much consultation with Westminster city council, the development team of one Hyde Park and  
the residences at Mandarin oriental, london designated one large waste processing area controlled by the 
hotel. this enabled a single process for collecting all waste, separating recyclable materials and transporting 
waste and recyclables quickly off-site. recycling areas have been designated for traditional materials, such as 
used oils, glass, paper and cardboard, plastic and cans. non-recoverable wastes are compacted.  

in addition, the hotel changed the process for handling the large amount of non-recyclable food waste being 
produced, introducing macerators at the source. Macerators in the kitchens collect food waste and begin 
to break it down into liquid slurry. the liquid slurry is pumped from the kitchens to a tank in the waste 
processing area and is transported off-site every few months. the slurry is rich in protein and is often utilised 
for animal feed or fertiliser. 

through these efforts, Mandarin oriental Hyde Park, london has reduced the volume of waste produced, 
increased recycling volumes and reduced waste disposal costs.  
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Mandarin oriental Hyde Park, london
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perFormance 
indicator unit 20 07 20 0 8 20 09 2010 2011

energy

absolute energy 
consumption 
(actual) 

GJ 1,246,854 1,207,608 1,209,036 1,234,609 1,295,784 

MMbtu 1,181,789 1,144,592 1,145,945 1,170,184 1,228,166 

absolute energy 
consumption 
(baseline)

GJ 1,246,854 1,239,677 1,300,760 1,373,565 1,432,082 

MMbtu 1,181,789 1,174,987 1,232,883 1,301,889 1,357,352 

energy intensity 
(actual) 

MJ/m2 1,827 1,769 1,623 1,579 1,620 

MMbtu/ft2 0.16 0.05 0.70 0.75 0.31 

energy  
intensity (baseline)

MJ/m2 1,827 1,812 1,762 1,757 1,791 

MMbtu/ft2 0.16 0.05 0.76 0.83 0.35 

emi s s ion s

absolute  
emissions  
(actual) 

tons (metric)  
of co2-e

152,840 150,398 153,838 162,752 169,905

tons (us)  
of co2-e

76,420 75,199 76,919 81,376 84,953 

absolute  
emissions  
(baseline)

tons (metric)  
of co2-e

152,840 152,950 164,714 175,778 189,381

tons (us) of 
co2-e

76,420 76,475 82,357 87,889 94,691 

emission intensity 
(actual)

kg co2-e/m2 224 220 208 208 212

lb co2-e/ft2 1,092 1,074 1,018 1,016 1,037

emission intensity 
(baseline)

kg co2-e/m2 224 224 223 225 237

lb co2-e/ft2 1,092 1,092 1,089 1,098 1,156

Water

absolute Water 
consumption 
(actual)

m3 2,838,570 2,482,121 2,254,775 2,358,636 2,598,599 

gallons (us) 749,952,444 655,778,436 595,713,289 623,153,501 686,551,915 

absolute Water 
consumption 
(baseline)

m3 2,838,570 2,749,533 2,632,810 2,651,346 2,775,535 

gallons (us) 749,952,444 726,428,798 695,590,489 700,487,715 733,298,547 

Water intensity

litres/guest night 1,147 1,103 1,105 998 1,007 

gallons (us)/ 
guest night 303 291 291 263 266 

oper ational data

total air 
conditioned area

m2 683,234 683,988 738,280 781,760 799,659 

ft2 7,354,260 7,362,376 7,946,775 8,414,784 8,607,452 

total Guest nights 2,515,601 2,290,443 2,140,056 2,490,061 2,721,495 

environmental  
perFormance summary

Mandarin Oriental, Las Vegas is not included in energy and water consumption and greenhouse gas emission figures, due to incomplete data. The majority of the energy 
consumption is part of a major mixed-use facility, and we are currently unable to extract the data relevant to the hotel.

Mandarin oriental dhara dhevi, chiang Mai and Mandarin oriental, sanya have been excluded from water consumption data. in general, properties have been excluded if 
the data is distorted by major changes or abnormally high values (where, for example, irrigation is included). 

Mandarin Oriental, Hong Kong, The Grand Lapa, Macau, and hotels in Manila, Bangkok, Sanya, Macau and Miami are not included in waste figures, due to incomplete data.
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a d va n c i n G  s u s Ta i n a b i l i T y  n oT e s

advancinG susTainab il iT y -  enerGy

i  World Business Council on Sustainable Development, Energy Efficiency in Buildings: Business Realities and 
opportunities, July 2008.  

ii “conditioned area” is the net area of a hotel that is ventilated, heated and cooled.

iii  reductions—in energy use, greenhouse gas emissions or water use—are calculated as the difference between the 
absolute performance in the current year and a “baseline” value, which assumes that no measures have been taken 
to increase efficiency since the reference year 2007. The baseline is corrected for variable factors such as occupancy, 
weather or number of meals served, to ensure that data is comparable from year to year. the method we developed 
follows the guidelines established by the International Performance Measurement and Verification Protocol (IPMVP).

advancinG susTainab il iT y -  emiss ions

iv  co2 equivalent (co2-e) is a metric measure used to compare the emissions from various greenhouse gases, based 
upon their global warming potential. in the report, co2 equivalent includes carbon dioxide (co2), Methane (cH4) and 
nitrous oxide (n2o).

v  annual average greenhouse gas emissions per passenger vehicle is 5.10 t co2-e per year as in www.epa.gov/
cleanenergy/energy-resources/refs.html.

vi  electricity emission factors for properties outside the us have been obtained from electricity suppliers where available. 
if not, we have used factors provided in the Voluntary reporting of Greenhouse Gases (appendix f) by the energy 
information administration (eia). electricity emission factors for us properties have been based on the eGrid of the us 
environmental Protection agency (ePa).

vii  emissions from stationary combinations, such as boilers, have been based on the Greenhouse Gas Protocol cross section tools.

viii  steam or heating purchased from external sources such as district or centralised heating has been converted to 
emissions using energy information administration, Voluntary reporting of Greenhouse Gases, appendix n.

ix  chilled water purchased from external sources such as district or centralised cooling has been converted to energy 
and emissions using the simplified approach for electric-driven compressor and a COP of 4.2 as defined by California 
climate change registry.

x  Renewable Energy Certificates (RECs) and fugitive emissions from refrigerants are not included in the emission 
calculations.

xi  The information provided is based on 21 out of 25 hotels. Since the data has been collected for the first time in 
2011, it has not been verified as part of our internal third party audits yet. Fugitive emissions under GRI include HFCs 
only. Coefficients to calculate the global warming potential of HFCs were used from the IPPC website: www.ipcc.ch/
publications_and_data/ar4/wg1/en/errataserrata-errata.html. data on compositions of refrigerant blends was extracted 
from national refrigerants, inc.

advancinG susTainab il iT y – waTer

xii www.unep.org/dewa/vitalwater/article141.html 

xiii Hotels in Chiang Mai, Sanya and Las Vegas are not included in water consumption figures.

xiv Guest nights: the sum of all guests staying at the hotel, including complimentary and in-house use, minus no show.

xv  the mandatory minimum dimensions of an olympic-size swimming pool are 50 metres in length, 25 metres in width and  
2 metres in depth, which results in a volume of 2500 m3 as in http://en.wikipedia.org/wiki/swimming_pool#cite_note-21. 

advancinG susTainab il iT y -  wasTe

xvi  Mandarin oriental, Hong Kong, the Grand lapa, Macau and our hotels in Manila, bangkok, sanya, Macau and Miami are 
not included in waste figures. 



Mandarin oriental has long recognised  
the importance of culture and  

community to our brand. our properties  
each possess a distinct sense of place,  
while reflecting our oriental heritage  
and the local culture of each hotel.  

our colleagues are actively engaged in  
supporting and working with the local 

communities in which we operate.
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Mandarin oriental dhara dhevi, chiang Mai
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championing community
as a leader in luxury hospitality steeped in the values of the orient, Mandarin oriental Hotel Group understands the 
importance of culture and community to our brand. Our properties each possess a distinct sense of place, while reflecting 
our oriental heritage and the local culture of each hotel. our colleagues are actively engaged in supporting and working with 
the local communities in which we operate. 

Mandarin oriental Hotel Group champions community in three ways—preserving cultural heritage, participating in 
community education, as well as creating and supporting community programmes. Mandarin oriental provides more than 
philanthropic support; we encourage colleagues to participate directly, whether through volunteer hours or coordinating 
events to support local organisations. each hotel engages its local community differently, based on the needs of the 
community. in addition, the Group coordinates broader initiatives in certain regions of the world.

Importantly, Mandarin Oriental makes a significant contribution to developing the local economy by creating employment 
and paying salaries and taxes. the majority of colleagues on property are local to the place of operation. in our larger 
hotels, such as Mandarin oriental, Hong Kong, Mandarin oriental, Kuala lumpur, and Mandarin oriental, bangkok, we hire 
up to 800 colleagues from the local community. in our Group, 84% of all full-time colleagues and 71% of all management, 
including executive positions, are hired locally.  

proportion oF Full-t ime colle agues and sen ior management h ired locally

Full-t ime e xecutive and management

number of full-time colleagues hired locally 8,893 1,726

total number of full-time colleagues 10,527 2,425

Percentage of full-time colleagues hired locally 84% 71%

each Mandarin oriental hotel embraces its local 
community. our commitment is evident in three 

key areas: cultural heritage preservation, community 
education, and support of community programmes.
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cultural heritage
at Mandarin oriental, we recognise the value of preserving cultural and artistic traditions and extending their continued 
enjoyment for generations to come. from the selection of each hotel’s unique symbolic fan to our support of arts and 
artefact preservation, Mandarin oriental celebrates its oriental roots and embraces the local culture unique to each hotel.

Fans
a classic, elegant and meaningful symbol of oriental culture, the fan is an iconic emblem for Mandarin oriental’s identity. our 
well-known logo, a trademark registered internationally, is respected as one of the travel industry’s most highly recognised 
marks. in addition, every Mandarin oriental hotel has its own unique fan, which links each property to our company heritage. 
An authentic reflection of Asian tradition, hotel fans are chosen to represent the distinctive character of each property, 
highlighting the history and culture of the local destination. colours, designs and prints are carefully chosen in collaboration with 
local artists, historians and graphics experts. originality also plays a key role in determining the desired fan for each hotel. 

for our recent european hotel in Paris, the Group was keen to create a fan that would highlight the culture of haute couture, 
the design inspiration for the property. the creation of Mandarin oriental, Paris’s signature fan (below, right) was entrusted 
to the legendary embroidery atelier of Maison lesage, master of de luxe adornment for the top french fashion houses, such 
as chanel, dior and Yves st. laurent.

the luxury of the lesage fan lies in the choice of precious and original materials, such as velvet, glacé leather, vintage sequins, 
pearls and coloured butterflies, and also in the meticulous hand work that gave form to the idea. More than 200 hours went 
into the making of this fan, using two types of embroidery: needlepoint and the luneville technique. Mandarin oriental, 
Paris’s signature fan takes pride of place in the hotel lobby.

Mandarin oriental, Hong Kong’s 
fan (above) is an authentic canton 
fan (circa 1870), and is symbolic 
of fortune and prosperity in the 
chinese spectrum. due to the social 
nature of a hotel as a meeting place, 
the fan was especially chosen for its 
“1000” faces theme depicting scenes 
from chinese courts and social life.
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restoration of the monastery
Nestled in a peaceful section of the ancient neighbourhood of Malá Strana (Little Quarter) on the left bank, the  
99-room Mandarin oriental, Prague occupies a complex that dates back to the 14th century. the hotel’s building, originally 
a dominican monastery, was in a state of serious disrepair when the renovations commenced in 2002 for the creation of 
Mandarin oriental, Prague. the building’s conversion restored many of the original architectural features that had been 
obliterated by prior adaptations—the complex had even housed a printing press. archaeological research conducted during 
the renovation yielded more than 250,000 individual items of historical significance, some of which are now displayed in the 
hotel’s public areas. additionally, the discovery of the foundations of the 14th-century church of st Mary Magdalene in the 
spa building made this legendary piece of Prague history tangible and publicly accessible. the hotel also hosts public events 
that include historical tours of the property, fostering a relationship with the surrounding community.
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bringing hidden treasures  
to light: mandarin oriental 
hotel group and The Emperor’s 
Private Paradise
Mandarin oriental Hotel Group is proud to have 
supported the collaborative efforts of the Peabody essex 
Museum (PeM), the World Monuments fund and the 
Palace Museum, beijing on the unprecedented 2010–
2011 exhibition, The Emperor’s Private Paradise: Treasures 
from the Forbidden City. this landmark exhibit brought the 
artistic treasures, never before seen by the public, from 
the private retreat of the celebrated Qianlong Emperor 
(r. 1736–1796) to american audiences at PeM, the 
Metropolitan Museum of art in new York city and the 
Milwaukee art Museum. 

Meticulously restored from the Qianlong Garden complex 
deep within the forbidden city, the 90 objects of 
ceremony and leisure—murals, paintings, wall coverings, 
furniture, architectural elements, jades and cloisonné—
revealed the contemplative life and refined vision of one of 
history’s most influential figures.

“We are delighted to have had the generous support 
of Mandarin oriental in the presentation of The 
Emperor’s Private Paradise”, noted dan Monroe, 
executive director and ceo of the Peabody 
essex Museum. “thanks to the participation of 
our sponsor organisations, and the extraordinary 
collaboration between PeM, the Palace Museum and 
WMf, american museum-goers have had an exciting 
opportunity to see the contents of this forbidden 

city complex, which have never been publicly accessible before”.

as a result of its involvement with PeM and the exhibition, Mandarin oriental, boston was also awarded for “outstanding 
community service” by the Massachusetts lodging association in 2011. 

directly engaged in the issues of cultural preservation and conservation that are so critical to our times, The Emperor’s 
Private Paradise drew significant attendance and helped to enhance the public’s understanding and appreciation of the rich, 
cultural heritage of asia. 

mandarin oriental hotel group Fellowship for  
cultural preservation with the asian cultural council
Founded in 1963, the Asian Cultural Council (ACC) is one of the only non-profit organisations to support transformative 
cultural exchange by providing grants to exceptional asian and american artists, scholars, and organisations for creative 
work, study, and once-in-a-lifetime opportunities within the united states and asia. in 2005, Mandarin oriental Hotel Group 
established a dedicated fellowship programme with ACC, specifically to award individuals and organisations in their efforts to 
preserve indigenous arts, cultures, and traditions of asia.

in 2011, the Mandarin oriental fellowship sponsored Khun sunon Wachirawarakarn, a Khon (thai classical dance) principal 
dancer with the Pichet Klunchun dance company (PKdc) in bangkok. With the support of acc’s Mandarin oriental 
fellowship, Khun sunon travelled to the u.s. on a four-month grant to participate in the international choreographers 
residency Program at the prestigious american dance festival in north carolina and the bates dance festival in Maine.  
Mandarin oriental is proud to support Khun sunon’s work, thereby increasing international understanding and appreciation 
of this unique art form while discovering new ways for its relevance to be expressed in thailand today.
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partnership With minds  
(movement for the intellectually 
disabled of singapore)
Minds is one of the oldest and largest non-governmental 
organisations catering to the needs of the intellectually 
disabled in singapore since 1962. Mandarin oriental, 
singapore is proud to partner with the Minds employment 
development centre, which empowers adults with 
intellectual disabilities by offering vocational training to 
enable greater independence and enhance self-esteem. the 
hotel has been active with Minds since 2007 and currently 
employs eight graduates from the programme, each in 
positions suited to their capabilities, in various departments 
such as Housekeeping, stewarding, engineering and 
banquets. the hotel also built a “sharity Wall” in 2011, 
which displays hand-crafted tile ar twork from Minds 
graduates at the property as a fundraising drive. through 
this initiative and other charitable activities at the property, 
the colleagues of Mandarin oriental, singapore have 
personally raised over us$5,000 for the Minds education 
development fund.

community education
Mandarin oriental hotels contribute to a number of educational programmes within our local communities, whether by 
volunteering, organising events, or making in-kind donations of materials or space. this section highlights several educational 
community initiatives from our hotels, including the Minds partnership at Mandarin oriental, singapore—and Mandarin 
oriental, Miami’s “voluntourism” initiatives with everglades national Park, a designated unesco World Heritage site. 

drive books, not cars
as part of its community initiatives, Mandarin oriental, Jakarta 
supported drive books, not cars, a city-wide book drive 
aimed at raising the profile of two inspiring Jakarta-based 
non-profit, volunteer organisations: Sahabat Anak, a group 
that provides educational tutoring to homeless children, and 
taman bacaan Pelangi, an organisation that operates small 
libraries for children in the remote villages of flores, ntt. 
over the course of their book drive, which concluded in early 
2012, colleagues donated 123 books, and sold raffle tickets to 
raise idr 6,325,000 (us$690) for the cause. 

The hotel’s raffle tickets for Drive Books, Not Cars were sold 
during its “fun bike” charity bike-a-thon event in January 2012, 
also supporting “car-free day,” an initiative of the Jakarta 
Green and clean campaign. 

educational community programmes
the legendary Mandarin oriental, bangkok has been active in its community for decades, often supporting educational 
causes and impoverished communities in rural Thailand. The devastating floods in Thailand in 2011 did not diminish colleague 
spirits in helping to provide for others less fortunate; staff from all departments raised money to help build a first aid centre 
in the ban Khok sabang school in sa Kaeo Province, bordering the thai-cambodian border. 
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educating Kids on healthy eating
the mott schoolyard project at Mott Hall school in  
new York city, an elementary school located in Harlem, 
was developed to educate young children on healthy 
eating habits and vegetable gardens. each year, with 
the assistance of Mandarin oriental, new York and its 
executive chef toni robertson, the team plants an edible 
garden focusing on a new vegetable.  

When first lady Michelle obama addressed hundreds 
of chefs on the south lawn of the White House for 
the “chefs Move to schools” programme in 2010, she 
singled out chef robertson’s success in helping to solve 
the childhood obesity epidemic through the on-going 
project with the school. in her own words: “There are folks 
like Chef Toni Robertson, who, for the last three years, has 
helped students from the Mott Hall School in New York plant 
a vegetable garden and learn healthy eating habits—even 
throwing salad parties for parents. That’s a good thing”. 

“your partnership with everglades national park begun  
years ago under the World heritage alliance  

is extremely impressive and worthy of being held up as a model.” 
—Stephen A. Morris, Chief, Office of International Affairs,  

   national park service, u.s. department of the interior

“voluntourism” at everglades national park 
in 2009, Mandarin oriental, Miami began its partnership with everglades national Park, a designated unesco World 
Heritage site, to learn about the challenges they face and to develop opportunities to help through “voluntourism” 
programmes. these interesting and rewarding day trips include tree planting, recycling projects and the removal 
of invasive plants. in 2011, the spa at Mandarin oriental, Miami developed an innovative treatment to support the 
Park, launching its Herbal thai compress ritual for soothing muscles with compresses made of naturally therapeutic 
ingredients. at the end of each treatment, spa guests are asked to select a type of native tree to be planted in the 
Park, which is the largest subtropical wilderness in the united states.

spa colleagues joined park rangers later in the year to plant the native trees that were part of the package. clad in 
long-sleeved shirts and pants to protect against sun, insects and poison ivy, the team worked in a 6,600-acre portion 
of the park that was overrun by exotic plants and replanted the landscape with dozens of the donated native trees. 
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mandarin oriental,  
san francisco makes strides 

against breast cancer 

Mandarin oriental, san francisco 
helped make strides against breast 

cancer by participating in the 
american cancer society’s annual 

Walkathon in Golden Gate Park on 
22nd october 2011. colleagues raised 

us$9,000 from the event, which 
was matched by Mandarin oriental, 

doubling the total contribution to vital 
research needed for a cure.  

community 
programmes
Here are some examples of charitable  
activities undertaken by our hotels  
to support their local communities. 

mandarin oriental, boston  
and The home  

for little wanderers 

through a variety of events and internal 
drives, Mandarin oriental, boston was 

delighted to raise over us$8,500 in 2011, 
which was then matched by Mandarin 
oriental, for its charitable partner, the 
Home of little Wanderers. a nationally 

renowned, private, non-profit child 
and family service agency, the Home 
has been part of the Massachusetts 

landscape for over 200 years, making it 
the oldest agency of its kind in the nation 
and one of the largest in new england. 

mandarin oriental hotels in the 
united states are extending 
their charitable community 

contributions with the help of 
the Fantastic match programme. 

our charity matching 
programme, launched in 2010, 
matches the funds raised by 
colleagues from charitable 

activities at their hotels, up to 
us$10,000 per year.

san francisco

bosTon

mandarin oriental  
and clean the world 

The mission of the non-profit 
organisation clean the World is mighty, 
but its solution is simple: save millions 

of lives each year by distributing 
recycled soap and promoting proper 
personal hygiene practices. Mandarin 

oriental hotels in north america 
are proud to partner with clean 
the World by donating soaps and 

shampoo to aid this cause and to divert 
unused products from landfills. To 

date, Mandarin oriental hotels have 
diverted nearly five tons of soap from 

disposal for donation to clean the 
World, resulting in nearly 52,000 bars 
of soap delivered to people in need. 

a challenge of this type of programme 
is the additional greenhouse gas 
emissions that stem from the 

redistribution of the new soaps to 
the communities in need; however, 
the improvements in sanitation and 
public health due to the use of the 

donated soaps save lives within those 
communities. Mandarin oriental will 
continue to weigh the benefits and 

challenges of these types of efforts in 
our quest to help people in need and 
consider the life cycle of product use.

mandarin oriental,  
washington d.c.’s  
“fantastic march” 

in september 2011, colleagues at 
Mandarin oriental, Washington d.c. 
organised “the fantastic March”, 
a 10K walk/run to help raise funds 
to build a much-needed children’s 

playground in southwest d.c. With 
the help of our colleagues and many 
community participants, the single 
event raised nearly us$30,000—
more than triple its original goal. 

Mandarin oriental was delighted to 
donate a further us$10,000 through 

its matching fund programme. 
Playground construction, organised by 
the Community Benefits Coordinating 
council (cbcc) in southwest d.c., is 

now set to commence in 2012.

Mandarin oriental, Washington d.c.’s 
“fantastic March” was recognised by 
the Hotel association of Washington 

d.c. (HaWdc) for “community 
service” and “special event, one time 

only” at HaWdc’s “stars of the 
industry” awards held in early 2012.

washinGTon, d.c.
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The excelsior, hong kong’s 
donation to “food angel”

food angel is a food recovery 
programme established by  

Bo Foundation, a non-profit group 
founded in 2009, which plays an 
active role in alleviating poverty 

and food waste in Hong Kong. food 
angel collects both perishable and 

preserved foods from selected 
sources and is able to prepare meals 

and deliver them daily to those in 
need. by virtue of its food donation, 

the excelsior, Hong Kong helped food 
angel to supply nearly 4,000 meals 
to needy individuals in Hong Kong. 

kuala lumpur

honG konG

manila

munich

mandarin oriental, munich and 
clemens maria kinderheim

the 95-year-old children’s home, 
clemens Maria Kinderheim, provides 

special education and youth 
services for vulnerable children and 
adolescents in the Munich area. in 

2011, Mandarin oriental, Munich was 
proud to donate good-condition 

equipment, including infant beds and 
crockery, to help support the valuable 

services provided by the home to 
the community’s at-risk children.

mandarin oriental,  
kuala lumpur’s annual  

“Tree of hope”

during the 2011 festive season, 
Mandarin oriental, Kuala lumpur 
organised their annual “Holiday 

tree of Hope”, whose purpose is to 
grant wishes to children in Malaysia’s 
dependent care system. Mandarin 
oriental, Kuala lumpur works with  

18 charity-supported children’s  
homes for the initiative and  

received 873 “wishes” in 2011.

Wish cards were hung on the hotel’s 
christmas tree to encourage guests and 

colleagues to donate generously. the 
charity campaign collected rM31,450 

(us$10,200) with the help of colleagues, 
guests and corporate partners.  

on 21st december, a tree lighting 
ceremony and charity dinner was also 

held at the hotel, and 100 children 
from three participating homes 

attended. the evening’s entertainment 
included inflatable playgrounds, a 

clown performance, face painting and 
more. from the funds raised with 

the Holiday tree of Hope, gifts were 
purchased to grant the children’s 

wishes, and wrapped by colleagues for 
all of the participating homes.  

mandarin oriental, manila 
supports bronte’s Toy drive 

and “The Tree o f love” 

colleagues of Mandarin oriental, 
Manila joined hands to support a toy 

drive for victims of typhoon sendong, 
organised by seven-year-old bronte 
Henfling, a long-staying guest at the 

hotel. to come to the aid of the 
young victims of typhoon sendong in 

cagayan de oro and iligan (Mindanao), 
Miss Henfling appealed to friends 

and family to donate plush toys via a 
Youtube video. Her plea for donations 

became viral and made headlines in 
national dailies and news channels. 
encouraging her efforts, the hotel 

established a “tree of love”, located 
at the Mo lounge, which served as a 
drop-off point for the donated new 
and pre-loved toys. Plush toys came 
in from all parts of the city, australia, 
the united states and canada. Hotel 
colleagues also donated toys and the 
hotel dry-cleaned those in need prior 
to shipping them to Mindanao. With 
the support of the hotel, the black 

Pencil Project, 1000 bear Hugs Project 
and Hope Worldwide, Bronte Henfling 
was able to collect over 3,000 stuffed 
toys and, more importantly, put smiles 

on young children’s faces again.
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m a n d a r i n  o r i e n Ta l  d h a r a  d h e v i ,  c h i a n G  m a i

the organic garden
nestled within Mandarin oriental dhara dhevi, chiang Mai’s 60 acres of tropical northern thai countryside 
is the luxury resort’s own organic garden. far from the usual vegetable plot, the organic garden occupies an 
impressive 3,000 square metres of fertile land amongst the resort’s beautiful lanna-style buildings. established 
in august 2011, the garden is already an important part of Mandarin oriental dhara dhevi, chiang Mai’s 
corporate responsibility programme and is playing a key role in both the resort and local community.

a collaborative effort with chiang Mai’s Maejo university, the garden sprouts forth a large variety of quality 
produce such as lettuce, cantonese cabbage, morning glory, chilies and culinary herbs. While approximately 
10% of this supplies the resort’s restaurants and the colleague canteen, the majority of crops are donated for 
consumption to nearby don chan temple. the temple is home to over 800 children in need, who are under 
the care of abbot anan ananto. additionally, garden produce is sold to the local community at a weekly 
market established by the resort to generate much-needed funds for the temple. 

Mandarin oriental dhara dhevi, chiang Mai signed a formal agreement with Maejo agricultural university’s 
faculty, who provide the technical knowledge behind the organic garden’s growing success. this covers 
everything from identifying the crops most suited to chiang Mai’s climate and soil, tending to the growing 
produce, and the recycling of garden and resort waste into quality compost. the garden also has a worm 
farm, through which much of the waste is recycled, while the worms also produce natural fertiliser. 

“under enthusiastic and attentive colleague care, our organic garden is already yielding top quality produce 
and is doing so in a sustainable, charitable and educational manner”, says Greg liddell, Mandarin oriental 
dhara dhevi, chiang Mai’s General Manager. “already a much-loved project, the garden is something we’re 
taking very seriously and are committed to as a team”. 

there are plans for the ongoing development of the organic garden, in addition to the valuable contributions 
already being made. the resort will use the garden to teach people in the community how to grow and sell their 
own produce, and the garden will be made available to university students for their studies. also in the works: an 
organic cooking school and a tour centred on the garden’s sustainable and environmentally friendly aspects. 
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Future directions
With this report, we have endeavoured to reflect both the achievements and challenges we have experienced during our initial 
sustainability journey. We recognise the challenges as opportunities to continuously learn and develop rather than obstacles that 
will prevent us from achieving our goals. We are committed to making a difference and leading the luxury hospitality industry in 
sustainability and recognise this pursuit requires both immediate action and the adoption of a long-term strategy.

Over the coming years, we will refine our sustainability targets and key performance indicators, making sure they are 
aligned with industry standards, gradually expanding to cover all areas within our operational control. this will allow our 
operations to have measurable goals and our Group to strategically adopt action plans for funding new technologies and 
operational initiatives. 

on the social dimension, we will encourage our colleagues to continue our long history of championing the 
communities we serve and identifying areas where we can further develop.

We strongly believe in a systematic approach and will therefore continue to develop our 
programmes and processes to assist our colleagues in delivering excellence and to provide an 
environment that is safe, sound and sustainable.   

finally, we will use our position as a leader in the industry to engage and 
influence colleagues, guests, communities, developers and other 
stakeholders. We therefore invite your feedback on this 
report and look forward to beginning a meaningful 
dialogue to assist us on our quest. Please direct 
inquiries and suggestions to danielle deVoe 
(ddevoe@mohg.com) or Peter lofgren 
(plofgren@mohg.com).
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sustainability aWards  
and certiFications

awa r d s

mandarin oriental, boston 
Massachusetts Lodging Association  
Award for Community Service
received in March 2011 for helping the Peabody essex 
Museum bring the landmark exhibit “treasures from the 
Forbidden City” to the public for the first time.  

mandarin oriental, Kuala lumpur 
Ministry of Tourism’s “Green Award”
awarded to the hotel in late 2010, with a consecutive 
nomination for the “asean Green award”, which is 
presented by the international asean tourism forum. 
selected to receive the “asean Green Hotel award 
for 2012”. Multiple environmental and social criteria are 
considered.  

the spa at mandarin oriental, las vegas 
spaFinder Reader’s Choice 2011,  
Best in Environmental Practices
one of the top 10 spas nominated by the public  
(www.spafinder.com/rca).  

mandarin oriental, sanya 
Five Gold Leaf Grade “China Green Hotel” by the  
National Green Hotel Committee and China Association
only eight hotels in Hainan received this award for 
2010–2014, which is awarded for a hotel’s priorities on 
environmental conservation, green programmes, food 
safety and hygiene and energy efficiency and its long 
standing commitment to the environment.   

mandarin oriental, toKyo 
Top 30 Low Emission Building
Certification awarded in April 2011 to buildings with the 
least energy consumption. items were checked in relation 
to the energy performance, operation and management of 
the facilities and building.   

mandarin oriental, Washington d.c. 
Award for Community Service in 2012 Stars of the  
Industry Awards by Hotel Association of Washington D.C.
awarded for programmes that demonstrate that the 
individual property is responsive to the local community. 
Examples include campaigns to benefit local or national 
service organisations or charities, service to any part of the 
community through a special project, and joint undertakings 
with community groups for the benefit of the area.  
  

c e rT i f i c aT i o n s

mandarin oriental hyde parK, london 
Green Tourism, Silver Award
the hotel has gone through the audit scheme from  
Green tourism for london and achieved the silver award. 
the assessment process included a rigorous set of criteria, 
covering energy and water efficiency, waste management, 
biodiversity and more.    

mandarin oriental, Kuala lumpur 
ISO 14001
Certified since 2003.  

mandarin oriental, las vegas 
LEED Gold
LEED Gold Certification after third-party verification of 
the building’s green design and performance in multiple 
categories.  

mandarin oriental, miami 
Green Hotel by the Florida Green Lodging Program
Certified since 2009, the hotel has implemented a 
specified number of environmental practices in the six 
areas of communication and education: waste reduction, 
reuse and recycling; water conservation; energy efficiency; 
indoor air quality; transportation.  

mandarin oriental, paris 
HQE certification
First hotel to get the operational HQE certification.  
The certification is based upon 14 criteria of eco-design,  
eco-management, comfort and health.  



aPPendices66

mandarin or iental hotel grou p s u sta inab il it y re port 2011

i n d ic ator descr i P t ion s tat us loc at ion

1.1 statement from the most senior decision-maker of the organisation. ● introduction, page 2

2.1 name of the organisation. ● introduction, page 7

2.2 Primary brands, products, and/or services. ● introduction, page 7

2.3 operational structure of the organisation, including main divisions, operating companies, 
subsidiaries and joint ventures.

● introduction, page 7

2.4 location of organisation’s headquarters. ● introduction, page 7

2.5 number of countries where the organisation operates, and names of countries with either major 
operations or that are specifically relevant to the sustainability issues covered in the report.

● introduction, page 6

2.6 nature of ownership and legal form. ● introduction, page 7

2.7 Markets served (including geographic breakdown, sectors served and types of customers/
beneficiaries).

● introduction, page 7

2.8 scale of the reporting organisation. ● introduction, page 7

2.9 Significant changes during the reporting period regarding size, structure, or ownership. ● introduction, page 7

2.10 awards received in the reporting period. ● appendix, page 65

3.1 Reporting period (e.g., fiscal/calendar year) for information provided. ● introduction, page 3

3.2 date of most recent previous report (if any). ● introduction, page 3

3.3 reporting cycle. ● introduction, page 3

3.4 contact point for questions regarding the report or its contents. ● future directions, page 64

3.5 Process for defining report content. ● introduction, page 3

3.6 boundary of the report. ● introduction, page 3

3.7 State any specific limitations on the scope or boundary of the report. ● introduction, page 3

3.8
basis for reporting on joint ventures, subsidiaries, leased facilities,  
outsourced operations, and other entities that can significantly affect  
comparability from period to period and/or between organisations.

● introduction, page 7

3.9

data measurement techniques and the bases of calculations, including assumptions and 
techniques underlying estimations applied to the compilation of the indicators and other 
information in the report. explain any decisions not to apply, or to substantially diverge from, 
the Gri indicator Protocols.

● introduction, page 3

3.10
explanation of the effect of any re-statements of information provided in earlier reports, and 
the reasons for such re-statement (e.g., mergers/acquisitions, change of base years/periods, 
nature of business, measurement methods).

● introduction, page 3

3.11 Significant changes from previous reporting periods in the scope,  
boundary, or measurement methods applied in the report.

● introduction, page 3

3.12 table identifying the location of the standard disclosures in the report. ● appendix, page 66

3.13 Policy and current practice with regard to seeking external assurance for the report.  introduction, page 3

4.1 Governance structure of the organisation, including committees under the highest governance 
body responsible for specific tasks, such as setting strategy or organisational oversight. 

● annual financial report, page 77 

4.2 Indicate whether the Chair of the highest governance body is also an executive officer. ● annual financial report, page 77

4.3 for organisations that have a unitary board structure, state the number of members of the 
highest governance body that are independent and/or non-executive members.

●
annual financial report,  

pages 77–78

4.4 Mechanisms for shareholders and employees to provide recommendations or direction to the 
highest governance body. 

●
delivering excellence, page 11 

annual financial report, page 81

4.6 Processes in place for the highest governance body to ensure conflicts of interest are avoided. ● annual financial report, page 77

4.8 internally developed statements of mission or values, codes of conduct, and principles relevant 
to economic, environmental, and social performance and the status of their implementation.

●
delivering excellence, page 11 

annual financial report, page 79

our report and the  
global reporting initiative
Mandarin oriental Hotel Group used the 2006 G3 sustainability reporting Guidelines of the Global reporting initiative (Gri) 
to prepare this report. This index covers all profile disclosures and core performance indicators on which we have completely or 
partially reported. Please visit www.globalreporting.org for the full text of the indicators and other information on the Guidelines.

K e Y    ● f u ll coVer aG e    ● Part ial coVer aG e
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i n d ic ator descr i P t ion s tat us loc at ion

4.9

Procedures of the highest governance body for overseeing the organisation’s identification and 
management of economic, environmental, and social performance, including relevant risks and 
opportunities, and adherence or compliance with internationally agreed standards, codes of 
conduct, and principles. 

●

delivering excellence, page 11 
annual financial report,  

pages 79–80

4.14 list of stakeholder groups engaged by the organisation. ● delivering excellence, page 12

4.15 Basis for identification and selection of stakeholders with whom to engage. ● delivering excellence, page 12

ec1
direct economic value generated and distributed, including revenues, operating costs, employee 
compensation, donations and other community investments, retained earnings, and payments to 
capital providers and governments.

●
introduction, page 7 

annual financial report, page 44

ec2 financial implications and other risks and opportunities for the  
organisation’s activities due to climate change. 

● advancing sustainability, page 28

ec3 Coverage of the organisation’s defined benefit plan obligations. ● introduction, page 7

ec4 Significant financial assistance received from government. ● annual financial report, page 66

ec7 Procedures for local hiring and proportion of senior management  
hired from the local community at significant locations of operation. 

● championing community, page 54

en3 direct energy consumption by primary energy source. ● advancing sustainability, page 32

en4 indirect energy consumption by primary source. ● advancing sustainability, page 32

en5 Energy saved due to conservation and efficiency improvements. ● advancing sustainability, page 33

en6 Initiatives to provide energy-efficient or renewable energy-based products and services, and 
reductions in energy requirements as a result of these initiatives. 

● advancing sustainability, page 33

en7 initiatives to reduce indirect energy consumption and reductions achieved. ●
advancing sustainability,  

pages 36–41

en8 total water withdrawal by source. ●
advancing sustainability,  

pages 42–43

en16 total direct and indirect greenhouse gas emissions by weight. ● advancing sustainability, page 35

en18 initiatives to reduce greenhouse gas emissions and reductions achieved. ●
advancing sustainability,  

pages 36–41

en22 total weight of waste by type and disposal method. ●
advancing sustainability,  

pages 46–48

en26 initiatives to mitigate environmental impacts of products and services,  
and extent of impact mitigation.

● advancing sustainability, page 28

la1 total workforce by employment type, employment contract, and region. ● delivering excellence, page 13

la2 total number and rate of employee turnover by age group, gender, and region. ● delivering excellence, page 13

la3 Benefits provided to full-time employees that are not provided  
to temporary or part-time employees, by major operations. 

● delivering excellence, page 14

la7 rates of injury, occupational diseases, lost days, and absenteeism,  
and number of work-related fatalities by region.

● delivering excellence, page 18

la10 average hours of training per year per employee by employee category. ● delivering excellence, page 15

la11 Programmes for skills management and lifelong learning that support the continued 
employability of employees and assist them in managing career endings. 

● delivering excellence, page 15

la12 Percentage of employees receiving regular performance and career development reviews. ● delivering excellence, page 14

la13 composition of governance bodies and breakdown of employees per category according to 
gender, age group, minority group membership and other indicators of diversity.

● delivering excellence, page 14

Hr3 total hours of employee training on policies and procedures concerning aspects of human 
rights that are relevant to operations, including the percentage of employees trained. 

● delivering excellence, page 11

Hr8 Percentage of security personnel trained in the organisation’s policies or procedures 
concerning aspects of human rights that are relevant to operations. 

● delivering excellence, page 11

so8 Monetary value of significant fines and total number of non-monetary sanctions for  
non-compliance with laws and regulations. 

● delivering excellence, page 16

Pr1
life cycle stages in which health and safety impacts of products and services are assessed for 
improvement, and percentage of significant products and services categories subject to such 
procedures. 

● delivering excellence, page 23

Pr5 Practices related to customer satisfaction, including results of surveys measuring customer 
satisfaction. 

● delivering excellence, page 19

K e Y    ● f u ll coVer aG e    ● Part ial coVer aG e
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This document is subject to the provision on page 2



Assurance Statement

Terms of Engagement
This Assurance Statement has been prepared for Mandarin Oriental Hotel Group.

Lloyd’s Register Quality Assurance Ltd. (LRQA) was commissioned by Mandarin Oriental Hotel

Group (MOHG) to assure its MOHG 2011Sustainability Report (hereafter referred to as “the
Report”) for the calendar year ending 31 December 2011. The Report relates to the
sustainability performance of MOHG.

Our terms of engagement covered MOHG head office in Hong Kong and the hotels where
MOHG had full operational control in 2011. Our assurance did not cover those residences

and hotels which were either not fully operational or were under development during 2011.

Management Responsibility
MOHG’s management was responsible for preparing the Report and for maintaining
effective internal controls over the data and information disclosed.  LRQA’s responsibility was

to carry out an assurance engagement on the Report in accordance with our contract with
MOHG.

Ultimately, the Report has been approved by, and remains the responsibility of MOHG.

LRQA’s Approach
Our verification has been conducted against the Global Reporting Initiative Sustainability
Reporting Guidelines (GRI G3), 2006.  The objectives of the assurance engagement were to:
 Confirm that the Report meets the requirements of GRI’s application level C

 Validate MOHG’s self-declaration for GRI’s application level C
 Express our opinion on whether MOHG’s reporting processes provide reliable sustainability

performance data and information.

To form our conclusions the assurance was undertaken as a sampling exercise and covered

the following activities:
 Reviewing MOHG’s stakeholder engagement process and information collected from

the various stakeholder groups
 Evaluating MOHG’s material issues against our own independent analysis of stakeholder

issues
 Carrying out a benchmarking exercise of high-level material issues by reviewing

sustainability reports written by other companies within the hotel industry
 Understanding how MOHG determine, respond and report on their material issues
 Interviewing management to understand MOHG’s reporting processes and use of

sustainability performance data within their business decision-making processes
 Interviewing the key personnel to understand MOHG’s processes for setting performance

indicators and for monitoring progress made during the reporting period.

 Verifying MOHG’s data and information management processes and reviewing
supporting evidence made available by MOHG at their head office.
Note 1: The verification was undertaken at MOHG’s head office, 281 Gloucester Road, Causeway
Bay, Hong Kong in accordance with our contract and therefore did not include verifying the data
back to its original sources, nor did it assess the accuracy and completeness of the data reported
by individual locations.
Note 2: Economic performance data was taken direct from the audited financial accounts.

 Checking that the GRI index allows stakeholders to access sustainability performance
indicators.

a s s u r a n c e  d o c u m e n TaT i o n
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This document is subject to the provision below:
This Assurance Statement is only valid when published with the Report to which it refers.

Lloyd's Register Quality Assurance Limited, its affiliates and subsidiaries and their respective officers, employees or agents are,

individually and collectively, referred to in this clause as the 'Lloyd’s Register Group'. The Lloyd’s Register Group assumes no
responsibility and shall not be liable to any person for any loss, damage or expense caused by reliance on the information or advice

in this document or howsoever provided, unless that person has signed a contract with the relevant Lloyd’s Register Group ent ity for
the provision of this information or advice and in that case any responsibility or liability is exclusively on the terms and conditions set

out in that contract.

Because of the inherent limitations in any internal control it is possible that fraud, error, or non-compliance with laws and regulations
may occur and not be detected.  Further, the verification was not designed to detect all weakness or errors in internal controls so far

as they relate to the requirements set out above as the verification has not been performed continuously throughout the period and

the verification carried out on the relevant internal controls were on a test basis.  Any projection of the evaluation of control to future
periods is subject to the risk that the processes may become inadequate because of changes in conditions, or that the degree of

compliance with them may deteriorate.

The English version of this statement is the only valid version. The Lloyd’s Register Group assumes no responsibility for versions
translated into other languages.



Level of Assurance & Materiality

The opinion expressed in this Assurance Statement has been formed on the basis of a
limited level of assurance and applying professional judgement for materiality.

LRQA’s Opinion

Based on LRQA’s approach nothing has come to our attention that would cause us to
believe that the Report does not meet the requirements for GRI´s application level C as
we found nothing that would cause us to contradict this conclusion.

It is also our opinion that MOHG has not excluded any material issues and that their
processes for reporting would provide reliable sustainability data and information.

LRQA’s Recommendations

MOHG should:
 Establish goals to demonstrate their CR commitment and achievements in the areas

of ‘Delivering Excellence’ and ‘Championing Community’; currently MOHG has only
set environmental sustainability goals.

 Ensure that the sustainability data and information is fully reported as per GRI G3.1
requirements. For example, report the management approach in response to the
MOHG sustainability commitments.

Signed Dated: 4th May 2012

William Tsui
LRQA Lead Verifier

On behalf of Lloyd’s Register Quality Assurance
22nd Floor, Dah Sing Financial Centre,
108 Gloucester Road, Wanchai, Hong Kong

LRQA Reference: HKG6013400/0002
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