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Vietnam’s path
with VTOS towards
the ASEAN MRA-TP
Ken Atkinson, Chairman of the EuroCham
Tourism & Hospitality Sector Committee

V

ietnam’s tourism sector benefits from a young
population, central geographic location and
increasingly travel-savvy middle class. On the
other hand, the tourism and hospitality industry
suﬀers from a severe shortage of skilled workers, by
quantity and quality, which poses a serious threat to
the sustainable development of the sector.
The Government’s Strategy for Tourism Development
estimates that up to 2.2 million workers will be
needed in the tourism sector by 2015, and 3 million by
2020. This problem has been well recognized and
endeavours to address this have been undertaken,
least through the implementation of the ASEAN
Mutual Recognition Arrangement on Tourism
Professionals (MRA-TP).
The MRA-TP is a comprehensive framework with the
goals of establishing common tourism competency
standards, develop training and education, facilitating
employability and free labour movement, and
improving the competitiveness of the tourism sector

with the ESRT Programme organised 2 full-day
conferences on the implementation of the revised
VTOS in line with the MRA-TP. With the participation of
high-profile and leading experts in their prospective
field, the conference elaborated on the significance
and benefits of the revised VTOS in line with the MRA-TP,
thus improving the relevance and eﬀectiveness of the
VTOS and contributing to the upgrade of quality
service standards in Vietnam’s tourism industry.
The conferences contributed to improve information
and raised awareness of the hotel and tourism
delegates regarding the importance and significance
of MRA-TP and the VTOS. Presentations, panel
discussions and breakout sessions were highly
engaging and participants discussed experiences of
the tourism and hospitality sector and identified
weaknesses and lessons learnt from the current VTOS
system. Out of these conferences VNAT and Vietnam
Tourism Certification Board received valuable
feedback and recommendations from the industry for
a more eﬀective implementation of the VTOS in line
with the MRA-TP for Vietnam.

within ASEAN countries. It is envisioned that tourism
and hospitality enterprises, for the first time, will be
able to move and transfer employees freely, if duly
certified within a national competency standard
system under the MRA-TP’s framework, within ASEAN
countries. Without the normal visa and work
permit restrictions, this will contribute easing the
shortage of skilled labour. Vietnam Tourism
Occupational Standards (VTOS) will be a key
component in helping tourism professionals gain
recognition under the MRA – TP as well as for tourism
companies to support their staﬀ in gaining the
qualifications needed by 2015.

These tourism human resources conferences
contributed to establishing permanent dialogue and
eﬀective partnership between the public and business
tourism sector in Vietnam. The conferences served as
a “role model” for regular, sustainable and eﬀective
public-private dialogue/partnership in the tourism
and hospitality sector and an initiative paper has been
signed. Such conferences may become a recurring
national or regional annual event, hosted by ASEAN
countries on a rotating basis and it is hoped that this
dialogue will continue into the future.

The European Chamber of Commerce and its
Tourism & Hospitality Sector Committee in collaboration

For more information please visit
http://bit.ly/vtosconf31214en
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The 5th
Tourism
Advisory
Board Meeting

T

he Tourism Advisory Board (TAB) held its fifth
meeting on December 13th in Hanoi.
The meeting commenced with a review of
Resolution 92, passed by the Vietnamese government
earlier in the month. The resolution addresses
Vietnam’s tourism industry and is considered to be a
cornerstone piece of legislation to support the
industry’s development.
“The introduction of Resolution 92 is very timely and
indicates to industry stakeholders that the Vietnamese
government is serious about promoting growth in the
sector,” Mr. Ngo Minh Duc, Director of HG Travel.
The primary focus of Resolution 92 is to enhance
Vietnam’s competitiveness as a destination.
The resolution highlighted the an importance on the
Ministry of Culture, Sports and Tourism and its role in
administering the industry. The policy also
recommends greater coordination between other
ministries, including the Ministry of Transportation,
the Ministry of Public Security and the Ministry of
Industry and Trade.

Mr. Duc added that, “the tourism industry generates
more than 10% of Vietnam’s GDP on an indirect and
direct basis. Support from other ministries is necessary to
ensure that we are competitive as a tourism destination,
and what’s good for the industry is also beneficial to
other groups.”
Updates from the TAB Working Groups
In addition to the new legislation, the TAB also
addressed updates from the working groups
established in the prior meeting. The HR & Quality
Management committee provided an update on the

implementation of the VTOS certification standards.
The committee recommended that the Tourism
Certification Board works with the business sector to
assist in implementation and establishment of VTOS
as an industry wide certification.
The Marketing committee presented a formal
proposal for a joint initiative between TAB and VNAT.
Chairman Tuan of VNAT welcomed the idea and
suggested that the committee reconvene early 2015
to specify a detailed action plan. He indicated that
VNAT already works closely with the airline industry
and that the administration would like private sector
support in implementing an online marketing strategy
for the country.
The Policy and Institution committee led by Ken
Atkinson, Vice Chairman of the TAB, addressed
on-going issues with Vietnam’s visa waiver policy and
immigration procedures. Mr. Atkinson indicated that
the committee would broaden its scope to address
other issues and invited members of the TAB to make
recommendations.
New Membership and 2015 Agenda
Several new members were appointed to the TAB,
including Anton Jurgens, General Director of EXO
Travel, Mr. Colin Pine, General Director of the Ho Tram
Project Limited Company, Mr. Luong Hoai Nam, CEO
of Hai Au Vietnam, and Mr. Hawkins Pham, Head of
Advisory for Indochina Capital. The new members
have been enlisted to replace several other departing
members.
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Strengthening Vietnam Tourism
Industry Associations
Jim Flannery, ESRT Tourism Organisation Expert

T

he Vietnam Tourism Association (VITA) is the
umbrella organisation for the commercial
tourism sector. The associations in

membership include the Vietnam Hotel Association
(VHA), the Vietnam Society of Travel Agents (VISTA), the
Mekong Delta Tourist Association, two city
associations – Hanoi City Tourism Association and
Ho Chi Minh Tourism Association. There are also thirty
five Local Tourist Associations.
ESRT was tasked to make proposals that would lead to
strengthening the business associations in the Vietnam
tourism sector. On reviewing the organisations it
became evident that associations are suﬀering from
severe underfunding. This is a major contributing factor to the associations underperformance in serving
the industry, their members and their sectors.
The associations are facing a “chicken and egg”
situation – to generate meaningful membership fees
the associations must provide meaningful services to
the members. Without the fees they will not have the
funds to provide the meaningful services.
Strengthening the associations leading to a strong
public - private partnership is urgently needed to
equip Vietnam’s tourism sector to compete with
neighbouring tourist destinations who are investing
significant funds in aggressive international tourism

marketing and new “novelty” destinations which are
coming into play. These present Vietnam with a major
challenge to hold its present position and increase its
share as an international tourist destination.
To strengthen the associations a number of
recommendations were made for implementation
over a three year period with a special committee to
oversee the implementation. The recommendations
address better funding; clear relationships and
communications between associations and with
members; better communication with the state and
non-duplication of activities and services.
To improve funding it is recommended that members
pay one fee to one point, for distribution amongst all
the associations, and that the fees are increased
gradually. To address the “chicken and egg” issue
support funds are to be sought for the initial period.
Such funds to be used to improve services to
members and training for association personnel.
VITA should become a confederation of the
national associations and be a SINGLE VOICE for the
business sector on issues of impact industry wide.
In 2015, ESRT will further discuss and support the
visibility of VITA’s voice and footprint in policy and
national tourism management decisions.

On 10/01/2015, an annual VITA meeting was held in Thanh Hoa city.
The conference was attended by 70 delegates from the Ministry of
Culture, Sports and Tourism, VITA and its two professional associations,
VISTA and VHA as well as 40 provincial tourism associations
representing nearly 3,000 members throughout the country.
At the conference, ESRT expert Kai Partale delivered a presentation on
the Role of the Associations in Public Private Dialogue for a Responsible
Tourism Development and handed over the functional analysis and
association development report to VITA Chairman Mr Nguyen Huu
Tho. Partale stated “with the development strategy for VITA, ESRT
contributed with a roadmap and implementation plan to achieve the
objectives of such business sectors representative organisations.”
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Ha Long
Workshop
Furthers
Public-Private
Dialogue

A

t an ESRT-sponsored workshop held in Ha
Long City on 30 October 2014 Quang Ninh
DCST presented details of the province’s new
Tourism Master Plan which covers the period to 2020
with vision to 2030. The plan seeks to diversify tourism
in the province, by creating four tourism hubs which
will encourage visitors to stay longer in the North
Eastern province.

The Master Plan also highlights infrastructure
developments likely to increase length of stay and
outlines Quang Ninh’s suggested approach to quality,
human resources and marketing.

The four hubs will be

ESRT’s experts analysed the challenges facing Quang
Ninh, in particular the challenge of mass day tourism
to Ha Long Bay and the province’s very short average
length of stay and average expenditure. They pointed
out that although Ha Long Bay is Vietnam’s premier
visitor attraction and recognised as a spectacular
World Heritage Site, returns from tourism per visitor
are still not high to the province. Better destination
management and more eﬀective marketing of what
Quang Ninh could oﬀer were seen as keys to
addressing this.

•

Ha Long Bay with specific initiatives to encourage
more visitors to stay on land in addition to on
boats, and encouraging entertainment options to
increase length of stay;

•

Mong Cai with an extension of mid-range hotel
options;

•

Van Don and Bai Tu Long Bay where an exotic
luxury tourism cluster will be developed; and

•

Yen Tu Mountain, already a very popular domestic
tourism attraction but with potential to broaden its
market appeal and develop an accommodation
cluster nearby.

Results of an illustrative visitor satisfaction survey
commissioned by ESRT were presented to the
workshop by Mr Hoang Gia Thu, PhD.

Ü
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The Master Plan has called for the creation of a
Quang Ninh Destination Marketing Agency to bring
together the public and business sectors in addressing
marketing challenges for the province. ESRT’s Team
Leader, Ms Mary McKeon, highlighted the importance
of this initiative to the province and confirmed ESRT’s
availability to help further public-private dialogue and
joint action in Quang Ninh.

Dr Ha Thanh Hai, ESRT’s human resources expert,
pointed out future challenges which the province will
face in training staﬀ for its growing tourism
industry. He highlighted the importance of tourism
training colleges engaging with real industry needs and
suggested ways forward to meet future demand for
skilled tourism workers and entrepreneurs in
Quang Ninh.

Changing
tourism situation
in Northern
Highlands

E

SRT destination management workshops held
in Hoa Binh on 10 October and in Sapa on 28
October 2014, discussed the changing patterns
of tourism to the North West Provinces.
The Hoa Binh workshop brought together oﬃcials
from eight provinces to share experiences and ideas
regarding tourism issues in the North West. This
workshop recognised the changing pattern of tourism
to the region, following on from the development of
the Expressway from Hanoi to Lao Cai.
The workshop suggested focussing destination
planning and management along the two main routes
into the region (the expressway and national route 6)
and the river valleys that they follow.
Arising from this workshop a more detailed publicprivate dialogue meeting was held with Lao Cai DCST
in Sapa at the end of October. This meeting heard
findings from ESRT’s visitor satisfaction survey
presented by Ms Tran Thi Kim Thu, PhD. This survey
illustrates how DCSTs might in future gauge visitor
feedback, and adapt destination management tactics

to address findings about the needs of diﬀerent kinds
of visitors.
ESRT’s Destination Management and Development
Expert, Mr Robert Travers, outlined how destination
management issues will most likely arise in tourism
areas, such as Sapa, as domestic tourism visitor
numbers to Sapa and Lao Cai grow, and as both
foreign and domestic tourism expands into more
remote provinces.
He urged Lao Cai DCST and other North West
Provinces to strengthen engagement with the
business sector on managing challenges which will
arise. Strengthened and broadened Provincial Tourism
Steering Committees were identified as the optimum
way of engaging with the industry to help improve
destination management as tourism to the Northern
Provinces changes and expands.
ESRT Programme Director, Mr Vu Quoc Tri, welcomed
the contributions of the public and business sectors to
the meeting and highlighted that ESRT will continue to
help develop training and destination management in
the Northern Highlands in 2015.
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Sustaining Responsible Tourism
Achievements

A

s a progression from the Responsible
Tourism conferences in 2012/2013
the third ESRT supported conference
on responsible tourism in Ho Chi Minh City,
November 2014 aimed at discussing how
to sustain the responsible tourism
achievements.
Nearly 200 delegates from public authorities
and businesses across Vietnam were
presented practical cases and results of ESRT
interventions.
The conference included keynote
presentations on Mainstreaming Responsible
Tourism into Vietnam’s Tourism Development by
Vu Quoc Tri, ESRT Programme Director and
on Improving the Marketing of Vietnam in the
International Markets by Kai Partale, ESRT
Tourism Sector Specialist, followed by three
selected cases on Public Private Initiatives –
The Tourism Advisory Board presented by
Mr Hawkins Pham, secondly on how to
Manage Tourism Destinations in Vietnam

Responsibly by Ha Thanh Hai PhD and thirdly
how to Enhance Professionalism through
Vocational Education and Training
by Mrs Tran Thi Mai.
In three break-out sessions delegates had the
chance to discuss on marketing, destination
management and vocational education and
training:
•

The marketing group focussed on how to
improve the promotion of Vietnam on
national, regional and local level as well
as how to improve the public-private
partnerships for promotion and how to
promote Vietnam in a responsible
manner.

•

The destination management group
discussed the functions of destination
management, its compositions with
specialised working groups as well as the
operation in terms of inter-provincial
collaboration and the integration of the
business sector.
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•

In the group vocational education and
training the role and assistance of state
administration organisations was raised,
how to improve the image and training
programmes and how to accelerate
cooperation between training
organisations and enterprises.

In his concluding remarks VNAT
Vice-Chairman Dr Ha Van Sieu stressed on
behalf of VNAT the commitment to the
Responsible Tourism approach for Vietnam
and its defined direction by emphasizing the
important roles that all stakeholders have in
contributing to creating and maintaining a
competitive and sustainable sector capable
of achieving its full potentials for contributing
to national and local social economic
development.
These include commitments as:
•

Create a dynamic and eﬃcient tourism
sector in Vietnam by developing and
implementing clear, comprehensive
policies that give direction, feature strong
stakeholder coordination and aim to
achieve enhanced competitiveness,
sustainability and overall sector health.

•

Improve the competitiveness of Vietnam’s
tourism investment, business operations
and products/services, and ensure
sustainable and inclusive growth and

attractiveness for investors, operators
and visitors.
•

Maximise the contribution of Vietnam’s
tourism sector to broad-based social
development and poverty reduction
through inclusive planning, development
and operations.

•

Raise awareness throughout Vietnamese
society of tourism’s potential for
contributing to sustainable socioeconomic development that can result in
a positive experience for both visitors and
hosts.

•

Create a well-trained and well-treated
workforce, capable in governance,
knowledge and business skills, and an
engaged society that contributes to both
the satisfaction of tourists and benefits
for local people.

•

Ensure that tourism, and all its
stakeholders, play a positive role in the
sustainable management of Vietnam’s
natural and cultural resources including
their sustainable use by other sectors.

Dr Sieu further committed to collaborate with
the main stakeholders: Ministry of Culture,
Sports and Tourism, Vietnam Tourism
Association, Vietnam Association of Travel
Agents, Vietnam Hotel Association, Vietnam
Tourism Certification Board to ensure that
the Responsible Tourism Policy Guidelines as
developed will be used as reference and
embedded into the new tourism law.
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Preparing a Pilot
‘Vietnam Annual Tourism
Report’ for 2013
David McEven,
ESRT Tourism Statistician Expert

I

n 2014, ESRT began assisting the Vietnam
National Administration for Tourism (VNAT) in
preparing a Vietnam Annual Tourism Report
(VATR) for 2013 with an emphasis on using statistics
as the indicators of performance.
To undertake this task, a Working Group was set up
by VNAT that encompasses the representatives from
Planning and Finance Department, the Tourism
Marketing Department, the Hotel Department and
the Travel Department as well as TITC (Tourism
Information and Technology Centre) and ITDR (Institute
for Tourism Development and Research).
At a first workshop a number of other institutions
were invited to participate with an ‘Observer Status’.
These institutions included the General Statistics
Oﬃce (GSO), the State Bank of Vietnam (SBV), VITA
(Vietnam Tourism Association - business sector) and the
MCST/DCST (Ministry/Department of Culture, Sport and
Tourism).
With regard to the tourism statistics, ESRT brought in
local statistical experts, and working with VNAT,
undertook original investigations in a sample of the
provinces and border posts - air, land and sea - with
field trips to key sites to see the collecting of primary
tourism statistics.
ESRT Statisticians working with GSO and VNAT then
put together an estimate of the contribution of
tourism to the Vietnamese economy. The
methodology was innovative in Vietnam in that the
key metric is the ‘value added’ by tourism expenditure
in Vietnam both by international tourists and by
domestic tourists. This brings Vietnam’s approach
into line with the recommendations of UNWTO’s
(World Tourism Organisation) guidelines outlined in
the ‘Tourism Satellite Account: Recommended
Methodological Framework – TSA:RMF 2008’.

It also brings tourism into line with the National
Accounts procedures in Vietnam.
ESRT estimated ‘direct value added’ and then went
further in their estimation process by calculating
‘indirect value added’ using the Input Output Tables
2007 prepared by GSO using what is commonly
known as the Leontief inverse, an advanced
technique for solving linear equations.
Reconciliation of the Tourism Statistics in Vietnam is
an underlying theme for the ESRT assistance to VNAT
because statistics form the basis of performance
indicators, which in turn underpin economic
decision-making. So the intention is that this first
pilot/draft Vietnam Annual Tourism Report will be
followed by a similar but improved report for 2014
and then in subsequent years be continued by VNAT.

The various chapters of the VATR for 2013 were
prepared by the diﬀerent members of the Working
Group and cover the topics of:
•

Global Performance of Tourism in 2013

•

An Overview of Vietnam’s Tourism
Performance in 2013

•

The Economic Contribution of Tourism
in Vietnam

•

Marketing and Promotional Activities in 2013

•

An Overview of Tourist Accommodation in 2013

•

Performance of Travel Operations in 2013

•

The opportunities, challenges and perspectives
in 2014
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World Travel Market 2014 - Vietnam’s Best
Tourism Oﬀerings

W

orld Travel Mart 2014 took place from 03 06 November 2014 in London. Vietnam
National Administration of Tourism (VNAT)
in the cooperation with Vietnamese Embassy in the
UK and Vietnam Airlines organised a stand and a
press conference to promote the brand of Vietnam
Tourism – Timeless Charm in the European market.

With ESRT support, VNAT successfully participated in
WTM 2014 with a strong showing of stand visitors coupled with press conference participants. The event attracted of nine Vietnamese participants from business
sector as well as the engagement of international tour
operators/travel agents and international media such
as National Geographic and Conde Nast Traveller.

environment. The press conference also provided an
opportunity to answer the most emerging concerns
and interested topics from the international
community about the tourism oﬀering in Vietnam.
For Vietnam tourism, the establishment of a more
continuous and informative relationship with
international media was felt to be important following
the event. They need to keep abreast of tourism news
from Vietnam which can provide interesting topics to
follow up and create story lines for future stories and
articles. Vietnam needs to to set up a networking
database so that VNAT marketing department can be
prepared for future international promotional events.
Environmentally and socially responsible tourism
information in regard to the European Union funded
ESRT was also provided at the stand and press
conference, and this presented an opportunity to
inform the international media and travel trade that
Vietnam is taking care of its tourism resources and
this also caught the attention of the participants.
ESRT will continue to support VNAT marketing in the
promotion of Vietnam at ITB in March 2015 following
the success from WTM in November 2014.

The press conference highlighted that Vietnam is a
place of intense travel experiences from its natural
wonders and cultural delights to its bustling cities,
ensuring that holidays are so remarkable that they
become endless in the travelers mind. Additionally the
press conference also provided an overview on the UK
market to Vietnam; new products and visitor
information. According to travel agents, 65% of the
British tourists choose Vietnam as their ideal place to
visit thanks to attractive tour prices, unique tourism
products, beautiful landscape, and friendly
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Training Course on
Tourism Crisis
Management and
Communication & PR

T

he positive image of Vietnam can be challenged
by a series of crises, e.g. Avian Flu, Typhoons,
Floods and Erosions or political tensions with
other countries. The negative eﬀects of the natural
hazards, disease or political instability can counteract
all professional eﬀorts in building the tourism brand
Vietnam Timeless Charm.
How can tourist destinations respond to crises? Which
elements does crisis management include? How can
the media spotlight be turned away from bad news to
good news? What makes a successful tourism media
campaign? Answers to these questions were worked
out during two 5-day training courses on “Tourism Crisis
Management and Communication & PR” in Halong and
Nha Trang with more than 60 delegates from the
tourism authorities across Vietnam.
The training courses have been developed to
provide tourism administrators from Government

agencies and provincial Departments of Culture,
Sports and Tourism with a deeper understanding and
practical skills for their daily business. Each course
consisted of five days of intensive lectures, group work,
discussions and interactive workshop elements, led by
ESRT trainer Karsten Palme.
An important goal of the training was to
elaborate solutions for an improved tourism
crisis management system and a professional
crisis communications behaviour in the provinces of
Vietnam. Delegates analysed best practices from other
countries, developed tailored crisis management concepts and strategies for their provinces and trained
how to respond quickly to a crisis in tourism. The importance of excellent organisational structures and
clearly defined processes, a comprehensive analysis of
risks and the knowledge how to respond to a crisis
have been trained intensively on real and fictional
examples.
In the second part of the training, the focus was on
public relations as important component
of tourism marketing. The appearance of
Vietnam in the international press has been analysed
and solutions on how to improve the image of Vietnam
were elaborated. In a practical group work, the delegates developed tourism products across provincial
borders and worked out broad PR campaigns for different target markets.
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Training course on
Management of
Tourism Service
Quality and
Standards

S

ervice quality and standards must be
addressed if Vietnam is to viably compete in
the international tourism arena. In response,
the ESRT programme organised two important
training courses on Management of Tourism Service
Quality and Standards for the benefit of over 70
tourism directors, managers and administrators from
the provincial Departments of Culture, Sports and
Tourism throughout Vietnam. The first course was
held in Dalat from 17-21 November and the second in
Hue from December 1-5.
Delegates spent the week considering ways to
improve the level of tourism services and learned
about the roles and functions of international
organisations such as the International Organisation
of Standards (ISO) and the United Nations Industrial
Development Organisation (UNIDO). In addition, the
merits of regional (ASEAN Green Hotel Standard) and
national (Green Lotus Hotel Standards) were discussed
and debated. The concept of meeting customerdriven expectations was also discussed in detail to
demonstrate to participants that the formula to
success is to create customer expectations that can be
delivered consistently over time. Constant reminders
that modern interactive technology such as TripAdvisor
has empowered the customer were made.

Early in the training sessions, five groups of 5-6 people
were formed to investigate service quality and
standards of various tourism service providers,
including accommodation operators, restaurants, tour
companies, attractions and visitor information
centres. The focus of these working groups was on
understanding and developing standards to help
monitor and evaluate service delivery in their
respective sector. The week’s events culminated with
group presentations on the last day of the training.
Quang Ninh Province’s Ms. Bui Thi Thuy Hang outlined
her pleasure with the training and the relevance to
her job. “We have many challenges in our province,
especially Halong Bay, where tourism is booming. Our
greatest problem in achieving service quality is to train
people in the area of service and this can best be done
through the development of standards. This course has
given me the foundation to improve the competitiveness
of our tourism industry.”

In order to keep the content lively and engaging, the
trainers Dr. Scott Smith and Mr. Peter Semone
organised a number of interactive activities, which
challenged people to understand diﬀerences in
leadership and management styles as well as the
importance of consistency in delivering quality
products and services. Several case studies were also
presented to learn from good international practice.
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Green Lotus
Inspectors Get Up
To Date On Best
Practices In Hotel
Sustainability
Hoang Que Nga,
ESRT Technical Specialist on Policy Support &
Institutional Strengthening

I

n order to help the Green Lotus scheme succeed,
ESRT has been working with VNAT's Hotel
Department to strengthen the capacity of the
Label’s hotel inspectors. The inspectors are
responsible for assessing and working with hotels to
improve their level of sustainability performance in
order to achieve the Green Lotus Label.
Beginning with inspectors from the 14 provinces of
Northern Vietnam, ESRT and VNAT's Hotel Department
convened a seminar on current best practices in
sustainable hotel operation and management, with the

objective of updating their knowledge on the latest
thinking and trends in hotel sustainability.
Held at the Sheraton Hotel, Hanoi in November 2014,
the seminar allowed the inspector participants to
share experiences on energy, water and waste
management systems, as well as associated economic
impacts.
After the presentations, the group were taken on a
tour of the Sheraton's operation to experience how the
hotel is working to improve its sustainability
performance.
In the laundry, participants learnt about the hotel’s
innovative ventilation – airflow system which helps
remove hot air from the room and maintain a good
working environment for staﬀ, whilst in the kitchen
participants could observe the hotel’s waste sorting
processes which are helping to reduce the amount of
waste going into landfill. Next participants were taken
outside to learn about the hotel’s extensive wastewater
treatment facilities, and finally underground, to study
the power management system which helping to
improve the hotel’s energy eﬃciency.
Some participants were a little disappointed at not
having the opportunity to explore the Five Star deluxe
service areas, however most agreed that this was far
outweighed by the fact that they were the only external
group to be invited to go behind the scenes to see how
the hotel operates and works towards improving its
environmental performance.

