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Our people and 
communities 
Building on our culture of investing in our people, we 
continue to act respectfully and responsibly to ensure 
a safe, fair and inclusive workplace for all. We’re proud 
that our hotels and resorts are at the heart of local 
communities all around the world and we’re here to 
support those around us when they need it most. 
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Safety and security

We have implemented an incident-reporting tool 
to ensure comprehensive collation of safety and 
security incident information, including tracking 
a range of indicators to assess their potential 
impact on hotels and to consider where 
additional guidance, learning materials or 
adjustments to existing controls may be 
required. These include:

• Comparison of underlying reported incidents 
versus reported serious incidents/occupancy 
and system size.

• Non-compliance to Brand Safety Standards. 

• Overdue best practice/security matters.

Enhanced cleaning standards
This year, our crisis management system has 
enabled us to bring the necessary skills and 
expertise together to quickly direct resources 
and support to exactly where it is needed around 
the world in response to Covid-19.

We know that people’s appetite to explore, rest 
or work on their travels hasn’t changed, but 
understandably their confidence in when it’s safe 
to do so has. Cleanliness, health and safety are 
now top priorities for many customers, and while 
the wellbeing of our guests has always been 
important to us, we’ve enhanced this part of the 
experience to further reassure them. 

Our hotels are working to best practice  
Covid-19-specific training and operating 
procedures, aligned to regularly monitored 
advice from global health bodies. Our Global 
Cleanliness Board has worked with our new 
partner, Cleveland Clinic, and long-time 
collaborators Ecolab and Diversey, to develop 
new science-led protocols and service measures 
to strengthen our industry-leading IHG Way 
of Clean programme. 

 Learn more about our IHG Clean Promise

As identified in our materiality 
assessment, safety and security is a key 
area of focus for our business. IHG 
employs a team of global risk specialists 
to coordinate and monitor a safety and 
security management system to  
mitigate systemic health and safety or 
security issues across our hotels. 

Monitoring, reporting and assurance protocols 
enable our Board and Executive Committee to 
oversee key areas of uncertainty and the 
effectiveness of risk management and internal 
control arrangements.

A fundamental part of the system are our  
Brand Safety Standards. The standards specify 
reasonable and practicable measures to mitigate 
foreseeable health and safety, and security  
risks in IHG hotels. They are separate to  
local regulations but are designed to 
complement them. 

Measuring compliance to our Brand Safety 
Standards may include full, selected or sample 
inspection at the most appropriate point across 
the hotel life cycle. 

Risks that pose a threat to IHG’s operations are 
managed through multi-layered trained guidance 
that is specific to frontline and supervisory/
managerial colleagues in our hotels. 

We’ve assessed every step of the stay experience 
to ensure guests have a safe environment they 
feel they can control through cleaning and 
distance. Some of the more noticeable changes 
include sanitiser stations, social distance floor 
markers and restrictions on elevator use, more 
grab-and-go food options, fewer unnecessary 
in-room furnishings, and amenity cleaning kits 
and personal sanitisers available for guests. 

We launched Hotel Cleanliness Ratings, which 
customers can see as they book one of our 
properties. Plus, detailed cleanliness information 
is available for guests across IHG’s websites, app 
and in our hotels. Throughout their stays, we’re 
reassuring them when areas were last cleaned, 
when items are ready to use and where social 
distancing procedures are in place. We’re also 
using technology to minimise physical 
interaction, including rolling out mobile check-in 
and check-out across our hotels.

To help support and protect our hotel teams,  
we introduced PPE standards, rolled out training 
and certification, installed front desk shields  
and created online stores for hotels to buy 
PPE supplies at lower cost.

To ensure that every IHG hotel meets the  
highest standards, we work closely with  
our hotels by setting targets, monitoring 
performance and reviews, and conducting 
virtual quality audits, with clear steps in place  
to make necessary improvements.

https://www.ihg.com/content/gb/en/customer-care/clean-promise
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Creating a great place to work

Supporting employees
At a corporate level, every effort has been made 
to reduce costs in ways that do not impact jobs, 
including limiting all discretionary spend and 
withdrawing our dividend to shareholders for the 
first time in our history. However, it has not been 
possible to continue as normal, and where jobs 
have been impacted temporarily through salary 
cuts and furloughs, or permanently, we have 
made changes with great thought and support. 

We have also recognised that working remotely 
full time in response to the pandemic has been a 
significant change for employees. While some of 
our corporate and reservation offices around the 
world are now open again, a significant 
proportion of our business is still being run 
remotely. While working in this way brings with it 
many challenges, it also brings lessons we want 
to build on in the future, such as working in 
simpler ways and with greater flexibility. 

We care for all of our employees and aim 
to create an environment where people 
feel a sense of belonging and enjoyment 
in their work, and where they are 
invested in to be at their best and grow 
their careers. 

A diverse and inclusive culture enriches all of 
this, and it plays a critical role in how we work 
better together, growing our business and 
delivering on our purpose of providing True 
Hospitality for Good. Our values reflect our 
principles and beliefs and underpin how we 
behave, deliver our strategy, make decisions 
and live our purpose. Due to the severity of 
the impact of Covid-19 on the hospitality 
industry, IHG has needed to make difficult 
decisions around pay and jobs in order to 
protect the financial health of our business. 
Our Board and senior leadership have ensured 
these values have been at the centre of how 
we have responded to the pandemic and the 
resulting uncertainty.

To keep employees feeling supported and 
engaged during this challenging year, we have 
put some key things in place, including:

• A Colleague Emergency Support Fund to 
provide financial assistance to those in 
pressing financial hardship, as a result of 
being on furlough or reduced working hours. 
The Company provided nearly $1.3 million and 
assisted 2,134 employees across 10 countries.

• Dedicated websites to stay connected with 
furloughed US and UK employees, which 
included learning tools and welcome-back 
materials to aid their return to work. 

• Expanded IHG Employee Assistance 
Programme to 31 countries, offering access to 
third-party digital resources, including free 
and confidential counselling. 

• Employee resources, including best practice 
advice on working remotely, wellbeing, 
support for carers and parents, leadership 
perspectives and learning materials.

• A week of webinars and leadership podcasts 
in recognition of World Mental Health Day in 
October 2020.

• An IHG Family Network to share useful advice 
with parents and their line managers and 
make sure little people remain a priority while 
we stay productive. 

• Virtual Coffee and Conversation meetings for 
small groups of colleagues so they could hear 
from Executive Committee members, ask 
questions and share feedback. 

• Recharge days one Friday a month in June, 
July and August 2020 to allow employees to 
rest and recharge.

Supporting the UN Sustainable  
Development Goals:



IHG | Responsible Business Report 2020 26

79%
Overall engagement remained 
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Creating a great place to work continued

Employee engagement 
Throughout 2020, we took a creative approach 
to employee engagement, with an increased 
number of video meetings and virtual town halls, 
as well as an expanded e-learning offer. We have 
encouraged regular conversations on feedback 
and performance between managers and their 
team members, and supported them with 
quarterly ‘check-in’ guides. Given the unusual 
and challenging year in 2020, we have also run 
bespoke ad hoc surveys to understand colleague 
sentiment and their needs, with regard to 
aspects such as remote and flexible working, and 
mental health and wellbeing. These have 
enabled us to provide the appropriate care and 
support for our employees.

Due to the impact of the pandemic, our 
employee engagement survey, completed by 
employees in corporate and reservations offices 
and General Managers in managed hotels, was 
only conducted once during the year. The survey 
provided employees the opportunity to share 
their views on key issues relating to company 
culture, IHG’s Covid-19 response, working from 
home, and health and wellbeing. Overall 
engagement remained stable at 79%, above 
external top quartile benchmarks. There were 
significant engagement improvements in relation 
to employees having the right tools and 
resources to carry out their jobs, work 
collaboration and decision-making speed. Short 
pulse surveys carried out during the year also 
showed significant positive responses to Senior 
Leaders’ transparency and open communication. 
Areas for improvement included career 
development opportunities.

Employee share plan
We want to ensure that all our employees feel 
recognised for their efforts and contributions. In 
2019, we launched a new colleague share plan 
for all corporate employees, giving them the 
opportunity to invest in IHG’s growth by 
becoming IHG shareholders. The plan has 
enabled eligible employees to purchase shares 
via monthly deductions from their salary and 
after each calendar year of contributions, the 
Group will match the number of shares they have 
purchased, vesting at the end of the following 
year. In 2020, 49% of eligible employees took up 
the plan.

Due to the severity of the impact of Covid-19 
on the hospitality industry, IHG has needed to 
make difficult decisions around pay and jobs 
in order to protect the financial health of our 
business. Our Board and senior leadership 
have ensured these values have been at the 
centre of how we have responded to the 
pandemic and the resulting uncertainty. 

Learning and development
It is important that everyone feels part of an 
inclusive and safe environment. We empower 
our employees to develop and try new things by 
offering guidance and support, ensuring that 
they have the tools and resources necessary to 
grow and develop their careers. We make all 
these tools available through an online learning 
suite, which included MyLearning, Harvard 
ManageMentor and virtual classes in 2020. 

Throughout the year, line managers and mentors 
meet with their colleagues frequently so they  
can gather feedback on their performance and 
discuss their career development and aspirations. 

Looking to the future 
 
As the future of the workplace evolves and building 
on the programmes we put in place this year to 
support employees, we will find new ways for 
employees to not only prioritise their own wellbeing, 
but also be mindful of the wellbeing of others.

 Learn more in our 2030 plan
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Supporting our hotel colleagues

To help where we can, we undertook 
the following:

• Launched an IHG Job Center site to provide 
access to employment opportunities with 
hiring companies in different industries. 
The site went live in the US, Canada, Mexico, 
Philippines, Costa Rica and Brazil and has 
helped many colleagues find some much-
needed stability with organisations such as 
Amazon, Home Depot and Walmart.

• Created a Stay in Touch programme in 
different markets to stay connected with hotel 
colleagues who were unable to work. 

• Delivered new online instructor-led learning 
modules to help colleagues in our managed 
hotels adapt during the pandemic. These 
included topics such as how to conduct a 
virtual sales call, how to implement an evolved 
food and beverage offering, and the IHG Way 
of Clean programme. 

• Created a suite of masterclasses, such as 
‘Building Resilience’, which are designed to 
upskill and guide hotel colleagues in our 
managed estate.

• Provided a Hotel Re-Opening Guide to enable 
delivery of priority learning and training 
required for the of re-opening of hotels under 
stringent health and safety measures. 

• Recruited and onboarded 152 Future Leaders 
in Greater China as part of IHG’s ongoing 
recovery in the region. 

Despite best collective efforts to protect 
our hotels and teams by working with 
our owners to lower operating costs and 
access financial support, the severity of 
this crisis and historically low levels of 
demand have led to difficult decisions to 
furlough or let go many talented and 
passionate hotel colleagues. It is an 
unfortunate issue we face as an entire 
industry, with the WTTC estimating that 
this crisis could result in up to 174 million 
job losses in the sector. 

Looking to the future 
We recognise how our global 
reach can help shape a positive 
future, so we’ll continue to  
find ways to offer access to 
valuable skills training and  
work experience, through  
our learning and development 
programmes and the 
IHG Academy.

 Learn more in our 2030 plan
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Risk assessment
In 2018, we undertook a human rights impact 
assessment across IHG’s operations – covering 
our supply chains, hotels and corporate offices. 
While the assessment found that IHG has 
systems in place to manage multiple risks to 
human rights, it also identified areas where IHG 
can improve its management of these risks. 
These included: focusing on further due 
diligence related to the management of labour 
risks and, in particular, migrant labour and 
responsible recruitment risks; and human rights 
risks present in the wider IHG business 
ecosystem, including those related to hotel 
construction and development.

Human Rights Policy 

Our Human Rights Policy sets out 
our commitment to respecting 
human rights in accordance with 
the Universal Declaration of 
Human Rights, the International 
Covenant on Civil and Political 
Rights and the ILO’s Declaration 
on Fundamental Principles and 
Rights at Work. Our approach is 
also informed by the Guidelines 
for Multinational Enterprises of 
the Organisation for Economic 
Cooperation and Development 
(OECD), the UN Global Compact 
and the UN Guiding Principles on 
Business and Human Rights (UN 
Guiding Principles). 

 View our Human Rights Policy

In light of the unprecedented impact of Covid-19 
on our business and the hospitality and tourism 
sector more broadly, in 2020 we undertook a 
review of how the global pandemic affects IHG’s 
human rights risks and strategy, following on 
from the 2018 impact assessment. This review 
has included: obtaining input from different IHG 
teams, particularly those who directly support 
hotels, such as Human Resources, Operations, 
Hotel Safety and Security, and Risk and 
Assurance teams; utilising external sources such 
as those from the Sustainable Hospitality 
Alliance; monitoring guidance published by 
governments and NGOs; and reviewing media 
coverage on this topic to track risk areas and 
identify any emerging best practice. 

Migrant workers
To reduce increased human rights risks as a 
result of Covid-19, IHG reprioritised the 
development of additional guidance to support 
hotels and operations teams in addressing the 
needs of migrant workers.

The IHG Hotel Staff Accommodation Guidance 
sets out health and safety considerations relating 
to Covid-19 for IHG-branded hotels and third-
party providers that provide accommodation for 
workers at IHG-branded hotels. We have also 
produced an IHG Migrant Worker Checklist, 
which covers topics such as taking into account 
language difficulties and ensuring effective 
communications, enabling communication with 
the family, repatriation and other considerations 
in the event of hotel closures – for example, 
guidance regarding assistance with flight or 
travel costs if a colleague has to return to their 
home country.

Human rights

Respecting human rights is fundamental 
to achieving the UN SDGs and it’s an 
integral part of our global commitment 
to responsible business. We understand 
the importance of human rights in 
relation to our colleagues, guests and 
the communities in which we operate. 
We also encourage those with whom we 
do business – including our suppliers, 
owners and franchisees – ‘to prevent, 
mitigate and address adverse impacts 
on human rights’.

Supporting the UN Sustainable 
Development Goals: 

https://www.ihgplc.com/en/responsible-business/policies#HumanRights
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Training and identifying risk
We have continued building our human rights-
related training to focus on those colleagues (in 
particular, frontline hotel colleagues) and parts of 
our business that play an important role in 
managing the risks to human rights. In 2020, the 
Preventing Human Trafficking training module, 
which was developed by ECPAT USA and Polaris, 
was completed by 49,000 colleagues globally. 

In 2020, the Sustainable Hospitality Alliance 
training on responsible recruitment was also 
made available to all IHG-branded hotels  
and recommended to all Human Resources 
colleagues and recruiting managers to ensure 
responsible recruitment practices are maintained. 

Collaborative initiatives play an important role in 
addressing human rights risks and driving 
systemic change by focusing attention and 
actions on a joint purpose. For example, together 
with the Qatari government, international 
organisations and members of the Sustainable 
Hospitality Alliance , IHG and our hotels in Qatar 
participated in the development of ‘Promoting 
Fair Recruitment and Employment: A Guidance 
Tool for Hotels in Qatar.’ Published in 2020, the 
tool provides a set of resources for hotels, such 
as sector-specific guidance for engagement with 
labour recruiters and service providers, and easy-
to-use checklists to drive responsible 
recruitment practices across the industry.

Supply chain risks
During 2020, we continued to progress with our 
supplier risk assurance programme. As part of 
the introductory rollout, which began in 2018, we 
issued a desktop-based risk assessment 
questionnaire, made up of 65 questions to more 
than 260 key suppliers to help us understand 
their governance, human rights and 
environmental practices. 

In 2019, we reviewed their responses and 
categorised them based on their risk profile,  
and we continued this work in 2020, identifying 
key questions for which additional follow-up was 
needed. A majority of the key questions relate  
to human rights risks, encompassing topics of 
working hours, hiring practices, freedom of 
association, health and safety practices, working 
with recruitment agencies, safekeeping 
employees’ original identity documents and 
freedom of movement. The remaining questions 
relate to broader business compliance matters, 
including environmental legislation. We 
requested additional information related to these 
topics from a number of suppliers to better 
understand their practices in certain areas. 
The unforeseeable circumstances of 2020 
required us to pause this programme to enable 
our suppliers and our colleagues to address 
challenges of the pandemic. We expect to 
recommence our risk assurance programme 
in 2021. 

To further strengthen our commitment to 
growing our business sustainably and delivering 
long-term value for our owners, hotels and 
guests, we introduced a new set of responsible 
procurement criteria for prospective suppliers in 
2020. The pre-contract assessment is part of 
IHG’s tendering process and includes questions 
about suppliers’ governance, human rights and 
environmental practices relevant not only to their 
own operations but also to those of their supply 
chains. We will continue to collaborate with our 
prospective and existing suppliers, managing 
supply chain risks related to sustainability issues.

 
Case study

Oman
 
In early 2020, prior to the impact of Covid-19, IHG 
completed a pilot market-level labour standards 
assessment in Oman, which focused on migrant 
workers. The assessment was carried out by Article 
One and included visits to IHG hotels in Oman and 
input from a range of stakeholders, including hotel 
leadership, colleague focus groups and external 
stakeholders, such as local and international NGOs. 
Article One spoke to a total of 293 colleagues across 
seven hotels (including direct employees of the 
hotel and workers employed by third parties). The 
assessment included a review of key areas covered 
by the Dhaka Principles and the Sustainable 
Hospitality Alliance Forced Labour Principles, such 
as payment of fees for jobs, clear and transparent 
contracts, retention of identity documents, and 
working and living conditions. 

 For more details, see our  
2020 Modern Slavery Statement

Looking to the future 
 
Collaborating with our peers and 
other industries will help us build 
on our work to date to continue 
to drive respect for, and advance, 
human rights. This will involve 
reviewing our policies and 
practices and remediating 
where required.

 Learn more in our 2030 plan

Human rights continued

https://www.ihgplc.com/en/responsible-business/modern-slavery-2018
https://www.ihgplc.com/en/responsible-business/modern-slavery-2018
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Diversity and inclusion

Our colleagues represent multiple 
nationalities, as well as the many 
cultures, religions, races, sexualities, 
abilities, backgrounds and beliefs, which 
make the world such an interesting 
place. We passionately believe as a 
company that diversity and inclusion  
is a cornerstone of our culture.

Our colleagues should feel included, valued and 
respected – not just because it’s the right thing 
to do, or the best way to behave, but because 
people are the best version of themselves when 
they feel they are being treated in this way.  
When this happens, colleagues are empowered 
to voice ideas, while diverse opinions and 
perspectives spark the innovation IHG needs  
to stand out.

Strengthening a culture of inclusion
Creating an inclusive culture that nurtures and 
celebrates diversity is something we genuinely 
strive for at IHG, but we know we need to do 
more to support our Black employees and 
communities. We have made a number of 
commitments in the Americas, which will also 
help shape our response in other markets, such 
as continuing to deliver ongoing inclusive 
leadership learning programmes and developing 
an Inclusion Index to track perception of culture 
and behaviour in our employee engagement 
survey. We have also committed to supporting 
education, employability and empowerment in 
the community through US partnerships with  
the National Urban League, the National Center 
for Civil and Human Rights, and Jobs for 
America’s Graduates.

Pride month
In June 2020, we celebrated Pride month, but 
unlike other years, we did things a little differently 
to not only reflect the limitations placed upon us 
by Covid-19, but to also acknowledge the public 
scrutiny of racism and inequality among  
Black communities, particularly in the US. 
In collaboration with leaders and our BERG  
and Out & Open ERGs, we emphasised the 
importance of inclusivity. We also switched our 
visual support for Pride month from painting 
IHG’s logo in the traditional rainbow colours, to  
a more inclusive Pride flag that reflected the 
rights of both people of colour and the 
transgender community.

Supporting our women
Ensuring we create a supportive environment for 
women to develop and progress their careers is 
also a key focus for the business, as we aim to 
increase the size of our female leadership and 
continue to promote a more diverse culture. 
Across our estate of managed hotels and 
corporate offices in Europe, we participated in 
celebrating International Women’s Day under the 
global theme of #eachforequal. A series of videos 
were produced globally to celebrate equality 
throughout IHG and how we are supporting 
female progression and equality at work. 

Supporting the UN Sustainable 
Development Goals: 
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Change 100
We also work globally with several NGOs to 
employ colleagues with disabilities and ensure 
we create a supportive environment for them. 
One of the ways we are doing this in the UK is by 
working with the charity Leonard Cheshire on 
Change 100, an award-winning programme of 
paid internships and mentoring that aims to 
unlock the untapped potential of students and 
graduates with disabilities. Over the past four 
years, we have welcomed 30 interns across the 
organisation to teams such as Procurement, 
Communications and Finance. It gives 
organisations access to a talent pool full of 
ability, creativity and insight, and provides 
students with the opportunity to gain experience 
working with top employers. It has proven to be 
an incredibly fulfilling experience for both 
participants and IHG employees.

Diversity in the supply chain 
As we celebrate and invest in our diverse and 
inclusive culture, we seek to work with suppliers 
that share the same mindset. In 2020, our spend 
with diverse suppliers in North America was 
$51 million. The top three highest spend diversity 
categories were minority-owned businesses, 
women-owned businesses and small businesses. 

Following a review of our supply chain in 2019, 
we identified suppliers working in the textiles 
industry as a priority for our attention, given  
they play a big role in our hotels. In 2020, in 
partnership with CARE International UK and our 
key suppliers, we continued our programme to 
create a more gender-inclusive workplace, with 
the aim of creating more productive, resilient and 
secure supply chains. We will keep collaborating 
with specialist organisations to continue 
this work.

Looking to the future 

With thousands of colleagues in our offices  and 
hotels touching the lives of millions of people 
every day, we have an opportunity to help create  
a future where equality, inclusion and fairness are 
experienced by all. We’re committed to driving 
gender balance at IHG and doubling the number  
of people in leadership roles who belong to 
under-represented minorities. We’ll champion an 
inclusive culture where colleagues, owners and 
suppliers feel valued.

 Learn more in our 2030 plan

Case study

Increasing the diversity of our talent 

At IHG, we have various ERGs, where employees can 
come together over shared characteristics, life 
experiences or common needs. 

Our ERGs help directly support the organisation 
through driving a more inclusive culture, 
encouraging creative thinking through ‘think-tank’ 
type groups and advocating for allies. The ERGs 
cover areas such as gender, sexual orientation, 
disability, wellbeing, race and ethnicity, Age, 
Generations, Parents and Carers, as well as virtual 
and remote-working. Numerous ERGs have multiple 
office locations, including Out & Open which is 
present in the Americas, Philippines and UK. 

The IHG Rise Initiative was launched across  
EMEAA in 2020, welcoming a total of 128 hotel-
based female leaders to the programme. During 
2020, mentors and sponsors supported our  
aspiring female General Managers in a number of 
ways, including mentoring sessions, career 
development workshops, high-impact learning 
modules and empowering conversations. 

In November, the Americas celebrated inclusion 
week and put together a packed agenda of various 
events to get colleagues involved. This included 
‘Mindfulness Monday’, where a yoga session was 
carried out with the help of the Diverse Abilities 
Wellbeing Network (DAWN). 

Diversity and inclusion continued

Signatories to:

The project has inspired me to look at 
alternative career paths that I had not 

considered before, and I’m looking 
forward to investigating these different 

options and seeing where they lead.
Fenella

Change 100 participant in 2020
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Supporting our communities – responding to the crisis

At IHG, our commitment to help and 
care for people comes naturally to a 
business that stands for providing True 
Hospitality for Good. With more than 
5,900 hotels in over 100 countries, we 
are proud to be at the heart of local 
communities and recognise the 
opportunity we have to make a real 
difference to others. 

We form strategic partnerships with NGOs and 
community organisations, with a focus on 
providing assistance in times of need and access 
to valuable skills and job opportunities that can 
help stimulate social and economic growth. Our 
community policy guides and supports our 
hotels and colleagues in being responsible 
partners to our communities, while ensuring that 
our business objectives enhance the quality of 
life in the local area.

In 2020, as the impact of Covid-19 affected the 
everyday lives of billions of people globally and 
hit our hospitality industry hard, we stepped up 
as a business and stood beside our partners in 
these extremely challenging times to play our 
part in both the response and the recovery. 
Hospitality is a truly global, people industry and 
IHG is well-positioned to drive change.

Working with authorities and 
supporting frontline workers
From China and Australia, to the UK and US, we 
have worked with governments, local authorities 
and our owners around the world to help 
hundreds of our hotels provide accommodation 
to those who need it most during the Covid-19 
pandemic. This has included offering a safe 
place to shelter for the most vulnerable members 
of society, as well as looking after thousands of 
healthcare workers, such as doctors, nurses and 
physicians. In the US, our partnership with 
#FirstRespondersFirst meant we could provide 
free room nights, to those leading relief efforts 
on the frontline.

In the UK, we have been working with the charity 
St Mungo’s and the Greater London Authority 
(GLA), to help nearly 3,000 vulnerable people  
off the streets, out of emergency hubs and into 
individual hotel rooms in six IHG hotels across 
London. Our partnership has worked so well  
that more hotels from across the industry and 
local councils have started to offer similar 
housing solutions. 

In Indonesia, working with our humanitarian and 
international development partner CARE 
International, we supported 4,822 people in 
high-risk areas by providing PPE, essential 
hygiene items and clean water to ensure the 
safety of marginalised communities and help 
stop the spread of Covid-19.

The current situation is 
unprecedented and people’s 
health and wellbeing must be 
the top priority. We were really 

pleased to work closely with the 
Mayor of London’s office and 

GLA to use our hotels to 
contribute to the efforts to 

support housing the homeless in 
London, and that work 

continues.
Karan Khanna

Managing Director, UK&I for IHG

4,822
people in Indonesia were 
provided with PPE, hygiene 
items and clean waterSupporting the UN Sustainable 

Development Goals: 

$3.4m
donated to charitable causes since 2018
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Supporting our communities – responding to the crisis

Saying thank you
To recognise the incredible efforts of frontline 
workers and our NGO partners around the  
world, we launched an IHG Heroes rate for them, 
which offers discounted, flexible rates at 
participating hotels. To show our gratitude, IHG 
hotels in the Americas and EMEAA have also 
been surprising workers during their stays with 
room upgrades, restaurant credits and more – 
and sharing their incredible stories. A ‘Thank You’ 
campaign was also set up to surprise nominated 
volunteers and employees of our charity 
partners, who have been working so hard during 
the pandemic. To show our appreciation for 
them, we have provided opportunities for some 
rest and recovery time, as well as an exciting 
cook-along with Chef JJ, supported by our 
partners Mastercard.

Food bank infrastructure
In response to Covid-19, many of our hotels 
found ways to provide food to frontline 
responders and those in need within their 
communities. We also provided financial 
assistance to our partners No Kid Hungry in the 
US and Trussell Trust in the UK, and supported 
The Global FoodBanking Network (GFN) and the 
European Food Banks Federation (FEBA). Our 
support has helped ensure food banks around 
the world have access to the funds, training and 
resources required to help offer basic provisions 
to society’s most vulnerable. 

Case study

CARE India

Together, IHG and CARE India are working together 
to bring education and opportunities to girls from 10 
villages of District Nuh, Haryana. Due to the 
disruption of schooling because of the pandemic, 
we will be creating temporary learning spaces in the 
villages to provide education, working with 
community ambassadors to offer a safe space for 
learning and emotional wellbeing.

We will also be developing digital learning materials 
for teachers on the socio-emotional wellbeing of 
children. These can be used nationally, with the  
aim of helping more than 2,000 students and 
500 parents this year.

Case study

Providing food in response to 
the pandemic

 — Colleagues from our hotels and corporate office 
in Atlanta, US volunteered their time to help those 
in need. 

 — In Malta, our support of the European Food Banks 
Federation meant that a dedicated food collection 
van could be arranged to collect food available for 
donation, and our InterContinental Hotel in Malta 
has also provided food to be redistributed. 

 — In Wuhan, China, our hotels prepared and served 
meals for frontline workers. 

85+
heroes from 12 organisations were 
recognised through our campaign 
to thank volunteers and employees 
from our charity partners

When families across the globe 
were in severe need, IHG made 
an invaluable commitment to 

The Global FoodBanking 
Network, helping us serve meals 

to more than 27 million people  
in 44 countries.

Lisa Moon
CEO and President, The Global 

FoodBanking Network
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Supporting our communities – collaborating for change

Charitable partnerships
In 2020, we continued working with our NGO 
partners to support projects and causes in  
a number of areas, including building skills for 
the hospitality industry, environmental 
sustainability and disaster relief, alongside 
supporting Covid-19 relief work. During our 
2018-2020 target reporting period, we 
contributed $3.4 million to charitable causes  
and supported 400,000 people globally. 

Our partnership with Junior Achievement 
Worldwide continued in 2020, with sustainability 
innovation camps taking place in London, Dubai, 
Toronto and Atlanta. Participating students in 
each location worked in teams with IHG 
colleagues to come up with sustainable hotel 
solutions for the future. It provided a great 
opportunity for students to learn more about the 
world of hospitality and sustainability, while 
building essential soft skills that can benefit them 
in their careers. Due to Covid-19, the remainder 
of our events are currently on hold, but we are 
working with Junior Achievement Worldwide to 
continue to find ways to engage students in 
virtual events in 2021.

Giving for Good 
Our annual Giving for Good month, which  
sees colleagues volunteer and make a positive 
difference in their communities every 
September, was replaced in 2020 by our  
Giving for Good Awards. These took place in 
December, in honour of the UN International Day 
of Volunteering, and celebrated colleagues’ 
efforts to support their local communities in  
the response to Covid-19. More than 28,000 
colleagues shared their stories of how together 
they provided 212,528 hours supporting 
their communities.

Case study

Regional CEO Giving for Good Award winners

Americas
Corporate colleagues Ashley Broussard, 
Eddie Howard and Ronnell Williams 
organised the ‘Adopt a Family’ drive to 
support 23 hotel colleagues and their 
families who had been impacted by the 
hurricanes in Louisiana, US. Through an 
online sign-up, essential items were 
collected and delivered to our colleagues 
and their family members around Louisiana 
to help them recover.

EMEAA
Chefs Miguel de la Fuente and Josefina 
Misme at InterContinental Madrid partnered 
with World Central Kitchen to lead a team of 
35 volunteers to cook for three months, 
distributing more than 1 million meals.
Greater China
Our Greater China Holiday Inn Express 
Design and Engineering team volunteered 
their time to provide free consulting 
services for the renovation of a local 
community centre, which was built by NPI 
to provide a workspace for community 
events and NGO colleagues.

Employability and skills building
Tourism is typically responsible for one in 10 jobs 
worldwide, but we know how hard the industry 
has been hit and the huge repercussions the 
pandemic has had on employment.

Through our IHG Academy programme, we plan 
to widen our existing skills-building projects to 
help those in our communities access the 
resources and training they need to find 
employment. Within a global framework,  
each IHG Academy is unique, ensuring that  
the programme meets the needs of the local 
community it serves. All IHG Academy 
programmes operate together with local 
community organisations and education 
providers to offer participants real experience  
of working in a hotel or one of our corporate 
offices. Despite having to put the majority of 
programmes on hold in 2020, we were able to 
support 3,277 participants, which meant we 
were able to achieve our target of supporting 
more than 31,000 people between 2018 
and 2020. 

We have also funded a dedicated hospitality 
skills-building curriculum with our partners, the 
Sustainable Hospitality Alliance, to help provide 
access to training and opportunities as the 
industry recovers. 

In the short term, we recognise the changing 
economic climate and so we have adapted our 
programmes to focus on those transferable and 
soft skills that the hospitality industry is so good 
at fostering: planning, organisation, creativity 
and customer services. 

By making sure people have access to these 
skills, we hope that when our sector recovers 
and jobs return, we can welcome them 
back again.
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Supporting our communities – disaster relief

Case study

Vanuatu

When Category 5 Tropical Cyclone Harold 
made landfall in the Pacific island nation of 
Vanuatu on 6 April 2020, it not only 
destroyed homes and livelihoods across 
three provinces, it also destroyed trees, 
which are vital to rebuilding efforts.

With support from its donors, CARE 
Vanuatu launched an emergency response 
in the aftermath of Tropical Cyclone Harold 
between June and November 2020, 
providing 1,600 households in southern 
Pentecost with shelter kits, including fixings 
and community toolkits. In addition, 
154 community representatives in 
Pentecost were trained as Shelter Focal 
Points, giving them the skills required to 
rebuild stronger houses better able to 
withstand cyclones, while sharing this 
knowledge with their communities. 

The lack of local sawmills and equipment to 
turn raw material into timber for 
construction proved a challenge. With 
support from IHG, as well as other donors, 
CARE Vanuatu provided training on how to 
operate chainsaws, with women also being 
encouraged to take part.

CARE worked closely with local community 
leaders to develop this aspect of the 
training, with the leaders coordinating 
efforts so that everyone could benefit from 
the initiative. They also proactively sought 
women’s participation which meant that 
two in every five people trained as Shelter 
Focal Points were women.

Looking to the future

With hotels spanning more than 100 countries,  
we’re proud to be at the heart of our communities 
and recognise how our global reach helps us  
shape a positive future for local people and the  
generations to come.

We’ll help drive economic growth by increasing 
access to valuable skills and work experience 
opportunities, along with providing support in  
times of need. We will also begin to look at how  
we can help initiate social change and the fostering 
of new ideas, which can help communities create  
a brighter future.

 Learn more in our 2030 plan

Providing support in times of 
natural disaster 
While Covid-19 has occupied the headlines and 
much of the world’s focus in 2020, sadly, many 
communities also had to deal with devastating 
natural disasters. 

Working with some incredible charity partners, 
we help prepare our hotels and communities for 
natural disasters and provide funds to deliver an 
emergency response when it’s needed.

These charity partners include the British Red 
Cross, American Red Cross, Canadian Red Cross, 
CARE International UK and China Red Cross. 
Collectively, they support millions of people 
globally, preparing communities in advance, 
saving lives in the aftermath and then helping 
people get back on their feet. 

We’re also members of the British Red Cross 
Disaster Alliance, which allows us to contribute  
to a swift emergency response and provide help 
where it’s needed most, along with innovative 
solutions and education to help deal with 
natural disasters. 

We also activated our Colleague Assistance  
Fund on a number of occasions to provide fast 
financial aid to our colleagues who have been 
affected by natural disasters. 

In 2020, the Americas experienced a record-
breaking hurricane season, there were wildfires 
in Australia and typhoons in the Philippines. We 
supported 1,428 colleagues in response to 14 
disasters and supported many more people in 
local communities who were also impacted. 
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