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Our hotels

Our hotels and 
colleagues are 
focused on bringing 
great brands to life  
for millions of guests 
As well as creating the right 
experience, we’re taking the right 
steps to help our hotels to operate 
sustainably and responsibly.

 InterContinental Bali
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Supporting Sustainable  
Development Goals:

Case study

Future Leaders
Each year, a new cohort of hospitality graduates  
join our Future Leaders course. During a two-year 
programme, we embed and develop exceptional talent 
within IHG, working across our Operations, Finance 
and Revenue Management functions. On completion  
of the programme, the graduates take on managerial 
positions within the company.

Developing our hotel colleagues

Our colleagues are the ones who  
bring our brands and purpose of True 
Hospitality for everyone to life, build 
relationships with guests and work with 
hotel owners to drive performance.

To enable our hotel colleagues to be at their best 
and deliver great guest experiences, we provide  
the necessary tools, support and understanding  
of all our brands to ensure that our colleagues 
and hotels can perform strongly.

Learning tools 
IHG’s hotel colleague learning platform, 
MyLearning, is available to all hotel colleagues in 
multiple languages and across digital platforms. 
It gives people the chance to track their personal 
learning journey, and allows managers to easily 
review progress. Through the online platform, 
colleagues can access IHG Frontline, bite-sized 
online videos, activities and learning support 
materials, which educate them about IHG, our 
brands, ways of working, and how to enhance 
performance that improves guest satisfaction. 

We offer all our hotel colleagues True Hospitality 
Service Skills training so that guests can expect 
a consistently great experience delivered by 
colleagues trained in True Attitude, True 
Confidence, True Listening and True 
Responsiveness.

Across our Crowne Plaza, Holiday Inn, Staybridge 
Suites and Candlewood Suite brands, we 
introduced Brand Service Pathways in 2019, 
a tailored learning approach to differentiate 
the service culture across individual brands. 

Fuse
We also have a global online learning platform  
for all hotel General Managers (GMs) called Fuse. 
This brings our network of GMs together in an 
online social community to share best practice, 
seek advice and complete professional 
development courses. GMs can also access a 
range of other resources from onboarding 
curriculums and learning plans to specific, 
flexible online learning modules.

414,000
Courses completed by  
colleagues on IHG Frontline
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Carbon and energy

The global hotel industry accounts for 
more than 18 million hotel rooms across  
the globe. With hotels operating 24 hours 
a day, servicing the many needs of guests, 
the energy consumption across the 
industry represents around 1% of total 
global greenhouse gas (GHG) emissions. 

We’re committed to reducing 
absolute scope 1, 2 and 3 

greenhouse gas emissions from 
our owned, leased and managed 

hotels by 15% by 2030*

We’re reducing scope 3 
greenhouse gas emissions from 

our franchised hotels by 46% 
per square metre by 2030*

*from a 2018 base year

5.9%
reduction in carbon footprint per 
occupied room from 2018-2019 
on a 2017 baseline

Given our scale and operations across more than 
100 countries, we believe the best approach to 
reducing and managing carbon emissions comes 
from working hand-in-hand with all our hotels and 
third-party owners to change our own behaviours, 
before considering to purchase carbon offsets. 

For the past six years, we have set and tracked 
against carbon reduction targets for our hotel 
estate. Our current 2018-2020 targets set out 
our ambition to further reduce our carbon per 
occupied room by 6-7% and since 2018, we 
reduced our footprint by 5.9% on a 2017 baseline. 

Hotel carbon metric 
During the year, a hotel carbon metric was included 
for the first time, putting carbon reduction as one  
of 10 key measures for our hotels. To help hotels 
achieve their target, we provided training and 
resources, sharing guidance and best practices in 
achieving energy efficiency and carbon reduction. 
Using the IHG Green Engage platform, (see page 
31) hotels have constant visibility of progress and 
suggestions of actions to take. 

We are proud of the efforts our hotels have taken  
to reduce their carbon emissions per occupied 
room. However, whilst this is common practice to 
follow an intensity target in our industry, as climate 
science continues to evolve we want to take  
our ambitions further. 

Science-based targets
In 2019, we set 2030 science-based targets to 
reduce our greenhouse gas emissions. Looking at 
our ambitious long-term growth plans, including 
a pipeline of nearly 2,000 hotels, setting science-
based targets is a stretch ambition, but one that 
we recognise the importance of. We are committed 
to working very closely with our third-party hotel 
owners so that we can collaborate to grow 
sustainably, transitioning to a low carbon industry. 

Task Force on Climate-related  
Financial Disclosures (TCFD)
Building on the work we have done to set our 
science-based targets, we have made a formal 
commitment to implement the recommendations 
of the Task Force on Climate-related Financial 
Disclosures (TCFD) and in 2020 we will be 
developing a disclosure roadmap for the 
coming years.

Case study

Six Senses Fiji
For Six Senses, being sustainable is not something 
that it does; it is who they are. At Six Senses Fiji, 
they have developed a number of sustainability 
programmes that include conserving energy and 
rainwater for the long term. They make their own 
high-quality drinking water in a reverse osmosis 
plant and refinery, grow organic produce and use 
wormbased septic tanks. The resort and residences 
are designed to use solar power and is home to one  
of the largest off-grid solar installations using Tesla 
battery packs in the Southern Hemisphere. Energy 
from the sun is used to power the resort and any 
excess power is used for the desalination plant.

See page [XX] 
for more information



IHG | Responsible Business Report 2019 29

Introduction Our culture Our hotels Our communities Our performance

Supporting Sustainable  
Development Goals:

Water

Water stewardship
To truly have an impact on water it is imperative 
to understand what is happening at catchment 
level, taking a very localised approach to water 
stewardship. This is reflected in our 2018-2020 
targets, with a focus on delivering six water 
stewardship projects.

To ensure the approach we are taking is robust,  
we became members of the Alliance for Water 
Stewardship (AWS) and aligned our methodology to 
their certification programme. During 2019, we worked 
with AWS on the ground in India, China and Indonesia, 
to undertake comprehensive water catchment 
assessments, helping us to identify interventions that 
can improve water quality and availability.

We completed a project in Okhla, a suburb of 
Delhi, which faces several challenges including an 
insufficient water supply, improper sewage systems 
and poor sanitation facilities. In the community, 
there had been low levels of education and 
awareness of water sanitation, as well as a lack of 
local infrastructure. In partnership with the Center 
for International Projects Trust (CIPT), a local NGO, 
our hotels hosted 12 workshops with more than 
400 people from across the community to learn 
more about water, sanitation and hygiene (WASH) 
programmes. Through the project, collectively 
our hotels have reduced their water consumption 
by 12%. A local community stakeholder group has 
been created and innovations have been identified 
that can be worked on collaboratively. To further 
our efforts in India, we are proud to be partnering 
with WaterAid to bring more WASH programmes  
to communities across the country. 

China’s capital, Beijing, is another city that faces 
severe water stress. In 2019 we partnered with 
AWS and 11 hotels across the city to hold training 
and workshops with colleagues to help them share 
their challenges and potential solutions to reduce 
their water usage. Through the session and on-site 

Water stress impacts over 40% of the 
global population and is anticipated to  
rise further, according to the UN. More 
than 1.7 billion of the world’s population 
currently live in river basins, where water 
use exceeds its recharge, and the problem 
will get worse as the population grows. 

Building on our 2016 comprehensive water 
risk assessment, in 2019, we refreshed our 
risk mapping, encompassing our entire 
global estate of open and pipeline hotels, 
to ensure we are continuing to identify 
areas that are facing, or at risk of facing 
water scarcity. 

3.6%
reduction in water use per 
occupied room in water-stressed 
areas since 2017

audits, solutions have been implemented at the 
InterContinental Beijing – Beichen that have already 
seen a reduction of water use per occupied room 
by 7%. Building on this work, a local stakeholder 
committee has been created to identify innovations 
that can be rolled out across hotels in Beijing  
and more widely across Greater China. 

UN CEO Water Mandate 
Building on the work done in 2019 to evaluate 
our approach to responsible business and current 
water stewardship projects, our CEO, Keith Barr 
has signed a commitment of membership to the 
UN Global Compact, CEO Water Mandate. This 
represents a pledge to six core commitments that 
mobilises business leaders on water, sanitation,  
and the UN Sustainable Development Goals.

New projects
We recognise how important collaboration, 
education and awareness are to achieving our own 
sustainability goals as a business. We will continue 
to partner with AWS to use our findings from  
Delhi, Beijing and Indonesia to work with local 
communities and implement important 
interventions across these locations and beyond. 
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Waste

Every day in our hotels around the world, 
millions of items are used, from food and 
plastics to linens and soaps. We see a real 
opportunity to help our guests have a more 
sustainable stay by reducing levels of waste 
in our properties. 

The global nature of our business means that 
tackling waste is not easy, but it’s something 
we have worked hard to address in 2019. 
Working with representatives across the 
business we have mapped out the areas  
of waste to prioritise, considering 
environmental impact, operational 
requirements and guest experience. 

Furniture
Our Renovation Donation Initiative has grown 
steadily in its second year. In collaboration with 
the IHG Owners Association and charity partner 
Good360, the partnership sees IHG-branded 
hotels undergoing renovations or property 
improvements in the US and Canada donate 
furniture, fixings and equipment to community 
organisations. Nearly 30 hotels have donated more 
than $325,000 of goods to 14 different community 
organisations, helping to furnish veterans’ housing 
units, women’s support centres and youth facilities, 
among other causes.

Linens 
Through our partnership with a local social 
enterprise, HuiLing and eight InterContinental 
Hotels across China, we have recycled more than  
1.1 tonnes of hotel linens, upcycling them into new 
products including shopping bags, aprons and 
hand towels. Through the programme, the 
products are made by 90 people from local 
communities in and around our hotels who 
have learning disabilities, providing training 
and education and a stepping stone  
to start their careers.

Plastic bottles
As we continue to focus on plastic waste, some of 
our hotels in Europe have been trialling alternatives 
to plastic water bottles and we hope to work with 
suppliers to find alternatives for all our markets to 
individual, non-recyclable plastic water bottles. 

Bulk bathroom amenities
In July 2019, building on our 2018 pledge to remove 
plastic straws from our hotels, we announced our 
intention to remove single use miniature bathroom 
amenities from our entire estate, across all brands. 
We currently use an average of 200 million of these 
tiny toiletries every year, and by switching to bulk-size 
products during 2021, we will significantly reduce our 
plastic waste. IHG was the first global hotel group 
to make this commitment and we are delighted to 
have seen a number of industry peers follow suit.

Reduce, reuse, recycle 
Our spirit of collaboration sees many hotels  
working with specialist organisations that are  
taking an innovative approach to waste reduction, 
focusing on soap, furniture, food and linen.

Food waste
In Australia, we’ve partnered with the charity 
OzHarvest to enable our hotels to divert food waste 
going to landfill by donating it to local communities 
across Australia. We are also working with Winnow 
Solutions (see page 31) to use technology to track, 
measure and reduce food waste at some of our 
hotels in the Middle East.

Soap recycling 
Several of our hotels are choosing to partner 
with not-for-profit organisations to recycle soap 
and guest room amenities, so that they can be 
distributed to communities in the developing world 
and help reduce the risk of disease. Working with 
Clean the World in the Americas, Soap for Hope in 
Asia and SoapAid in Australia. Participating hotels 
have recycled soap, helping to produce 255,000 
soap bars for people in some of the world’s most 
impoverished communities.

Supporting Sustainable  
Development Goals:

200m
IHG is significantly reducing the 
200 million bathroom miniatures 
used in hotels annually. 
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Development Goals:

Ellen MacArthur
CE 100 Network

We also want to look for ways to 
reduce, reuse or divert waste that 
is generated in our hotels and look 
for collaboration opportunities to 
achieve this. In 2019, we were the 
first hospitality business to join the 
Ellen MacArthur CE 100 Network, 
which will help IHG connect with 
other businesses and find circular 
solutions to our waste  
reduction efforts.

Technology and innovation

Approximately 83% of our 5,903 hotels  
are franchised and that means we’re in 
constant dialogue with our hotel owners 
who operate and own these properties  
to influence and drive innovations. 

We consider each stage of the hotel 
lifecycle to find more sustainable 
solutions that can be amplified and  
rolled out at scale. Technology plays an 
important role, enabling us to collaborate 
with our hotel teams and find new 
solutions that can achieve a more  
circular approach to waste management. 

IHG Green Engage 
Our online sustainability platform, the IHG Green 
Engage system, helps our hotels measure, report 
and manage their use of energy, carbon, water  
and waste, minimising their overall utility costs 
and environmental impact. 

We make it a global standard for all hotels to utilise 
the platform and we recognise their progress 
through four levels of certification. The tool provides 
more than 200 Green Solutions – sustainable and 
efficient actions that hotels can implement to 
reduce their environmental footprint.

Keeping the disturbance of animals, plants and 
their natural habitats to a minimum is important 
to us. Through the tool, we have a set of 
recommendations aimed at preserving and 
protecting on-site local flora and fauna and the 
wider regional ecosystems affected by our 
operations. This includes advice on management 
of green spaces and long-term strategies for 
protecting local habitats.

To ensure the quality of participation in the IHG 
Green Engage system, hotels that reach any level 
of certification undergo a third-party assurance 
process, administered by Deloitte. In addition, our 
environmental performance data is independently 
verified through Lloyd’s Register Quality Assurance 
(LRQA), in accordance with ISO 14064 – 3:2006. 

Innovations
Within our voco brand, many hotels have been 
sourcing their duvets and pillows with filling  
that is made from recycled plastic water bottles. 
To date over a million water bottles have been 
diverted and put into our bedding.

Across 32 of our hotels in Europe, we have 
furnished guest areas with a carpet using a yarn 
made from recycled plastic bottles and fishing nets.

Our partnership with Winnow Solutions has seen  
us implement their AI technology in 24 properties 
across the Middle East to test and learn the 
potential food reduction savings that can be 
achieved through better visibility of food waste.  
Our hotels have been able to better forecast, plan 
and replenish buffets to deliver cost savings and  
a reduced environmental footprint. 

In Europe, we have also seen our hotels start to 
use Too Good To Go, a unique app that connects 
its customers with left over food to purchase for 
a small cost. This is a great solution for hotels, 
incentivising food waste diversion  
through monetisation. 

In 2020, we will be rolling out Winnow and Too 
Good to Go to more markets and more hotels, 
building a community of properties using 
technology to reduce their food waste and  
sharing best practices and learnings.
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