




in Service
Recognised for Excellence 

Waterfront Hotel 
Grand Copthorne 

up 8.3% overall

M&C’s Q3 2008 revenue

The Grand Copthorne Waterfront Hotel (GCW) has attained the Singapore Service 
Class (S-Class) certification at the recent 2008 Business Excellence Awards, in 
recognition of its strong focus on service excellence. 

When asked why the hotel decided to pursue the S-Class certification, Mr John 
Sartain, General Manager of GCW replied, “We all want to be associated with a 
successful business. Being recognised in this way, my people would feel proud to 
work for a great organisation, thereby making recruitment and retention of the best 
easier too.” 

“There is a clear relationship between a motivated, satisfied workforce and higher 
productivity which leads to improved business performance,” explained Mr Sartain. 
This is evident, as the five-star hotel, which has 574 rooms and is also a top 
conference centre in the region, is enjoying its best year ever in terms of revenue 
and profitability. 

Major economies around the world experienced 
unprecedented financial turmoil in the third quarter of 2008, 
leading to an uncertain outlook for the world’s economy. 
For the period ended 30 September 2008, Millennium & 
Copthorne Hotels plc (M&C) had identified a slowing growth 
rate in Asia. The company has been vigilant in controlling 
costs and has taken steps to react to changing market 
conditions. 

As a result, the company achieved both revenue and 
earnings growth in the turbulent Q3 of 2008. Revenue was 
up 8.3% year-on-year to £173.9 million for the Q3 while 
Revenue per available room (RevPAR) grew 9.2%. Hotel 
gross operating profit in Q3 increased 7.9% to £65.7 million. 
The company has maintained a strong balance sheet and a 
low gearing of 16.5% as at 30 September 2008, down from 
18.6% during the same period in 2007. 

The Group’s gateway cities of London, New York and 
Singapore continued to show good positive growth in the 

The elegant facade of the Grand 
Copthorne Waterfront by dusk.

Employees of Grand Copthorne Waterfront Hotel (GCW) are all smiles 
after having attained the Singapore Service Class certification.

M&C Hotels in Singapore including Orchard Hotel Singapore, 
enjoyed strong occupancy during the F1 period. 

The S-Class is a national recognition for organisations that have management 
systems and processes in place to achieve service excellence. It is the 
certification for organisations who have achieved the business excellence niche 
standard for service. The niche standard enables organisations to develop their 
service capabilities to enhance service leadership, service agility, customer 
delight, and customer experience. 

The hotel’s attainment of the 
S-class certification has created a 
buzz across the hotel’s ranks. “This 
will further reinforce our guests’ 
confidence in our services, and will 
also be great encouragement for all 
our staff,” Mr Sartain added.

In early 2008, the hotel also 
launched La Residenza, comprising 
24 luxurious extended-stay 
serviced suites which Mr Sartain 
says, has proven popular with 
business travellers. 

year-to-date. Of the Group’s six main geographic regions, 
regional US was the only one to see a decline in RevPAR, 
with the impact of refurbishments at our properties 
driving the shortfall. Growth in the other regions has been 
marginal. The resultant RevPAR has still grown by 5.7% 
which is due in no small part to the Group’s diversified 
global portfolio. 

In Asia, RevPAR increased by 17.3% driven by a 17.9% 
increase in average room rate. Singapore continued 
to show strong growth with the positive effects of the 
inaugural 2008 Formula 1 SingTel Singapore Grand Prix 
held in September. Year-to-date RevPAR increased by 
28.2% driven by a 32.5% increase in average rate. Our five 
hotels, the Grand Copthorne Waterfront, Copthorne King’s 
Hotel, M Hotel, Copthorne Orchid Singapore and Orchard 
Hotel Singapore, enjoyed strong occupancy during the F1 
period. 

Orchard Hotel was also proud to have been selected to 
provide catering services for over 6,000 corporate clients 
at the Stamford Suite during the F1 event. The Stamford 
Suite was part of the corporate hospitality suites located 
beside the War Memorial Park. The hotel was also the sole 
caterer for the prestigious spin-off Mercedes-Benz event, 
Stylo Fashion Grand Prix 2008. 

In November 2008, M&C was named in the top 10 of 
a study on the Top Hotel Boards in Europe. The study, 
conducted by HVS Executive Search, assessed board 
practices and performances at 23 European-listed hotel 
companies. HVS has found that as investors become 
increasingly demanding and have placed company boards 
under greater scrutiny, the accessibility and transparency 
of data and information have vastly improved. HVS scored 
companies in four key categories:

• Size, makeup and independence of the board
• Committee structure and effectiveness
• Presence of interlocks, insider participation and related 

transactions
• Commitment to pay-for-performance for executive and 

director pay

M&C scored a perfect ten in the category of “Interlocks 
and insider participation”, an issue that has historically 
been a key concern for investors.
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MICE and Travel Industries

PRESENTING A GLOBAL COMMUNITY OF HOTELS OFFERING CONSISTENTLY HIGH 
STANDARDS OF EXCELLENCE TO BUSINESS AND LEISURE CUSTOMERS, M&C HAS 
RECENTLY BEEN ACCORDED TWO KEY AWARDS FOR ITS ACHIEVEMENTS.

Millennium Gloucester Shines in the 
MICE market

The Millennium Gloucester Hotel & Conference Centre London 
Kensington has won the Gold Award for Best Brand Marketing 
Campaign and the Silver Award for Best CD-Rom/DVD at the well-
regarded annual Meetings Industry Marketing Awards (MIMA) held 
in London.

The Best Brand Marketing Campaign win recognised the 
Millennium Gloucester’s achievement of a return on investment of 
nearly £10 for every pound spent on its campaign to reposition its M&C Success at World Travel Awards 

MIDDLE EAST

The World Travel Awards was launched in 1993 to acknowledge 
and recognise excellence in the world’s travel and tourism industry. 
The award is regarded as the very highest achievement that a travel 
product could ever hope to receive and was recently described by 
The Wall Street Journal as the “Oscars” of the travel industry.

The luxurious Millennium Hotel Sharjah Hotel is renowned for its 
elegance, style and excellent service.

Located in the heart of prestigious Kensington, the Millennium Gloucester Hotel & Conference Centre is close to many 
of London’s major attractions and exclusive shopping districts.

The Millennium Airport Hotel Dubai, 
surrounded by lush green gardens, 
caters to both corporate and leisure 
travellers alike.

M&C Hotels 
are Honoured by

newly refurbished Conference Centre. The hotel’s 
brand marketing campaign included the production 
of new marketing collateral, advertising in trade 
publications and select websites, and participation 
in exhibitions. The other finalists were Earl’s Court 
Exhibition Centre, New Jersey Convention Centre 
and the Barbican. 

Millennium Gloucester, a leading hotel among 
London residents, is also a popular spot with 
Singaporeans visiting Britain for business or 
leisure.

“We are proud that the Millennium Gloucester has 
been recognised for its efforts by the independent 
judging panel of industry experts and leading 
buyers. Having refurbished our Millennium 
Conference Centre with a careful redesign of the 
space just a year ago, we are now able to better 
meet the varying needs of our clients,” said Mr 
Richard Hartman, CEO, Millennium & Copthorne 
Hotels plc (M&C). 

Mr Hartman added, “This award also underscores 
our efforts to be a key MICE player not just here in 
London, but also throughout our properties around 
the world.”

The award puts the London hotel in good company 
with award-winning sister hotels that also provide 
exceptional meeting and conference facilities, 
such as the Millennium Broadway New York, and 
in Singapore, the Grand Copthorne Waterfront 
Hotel and Orchard Hotel. 

M&C has firmly reinforced its position as one of 
the world’s best hotel groups with duo success 
at the recent World Travel Awards Middle East 
Ceremony 2008 held at the Atlantis, The Palm, 
Dubai.

The Millennium Hotel Sharjah was awarded 
“Sharjah’s Leading Hotel” for the fourth year 
running. This luxurious 259-room hotel is 
located minutes away from the city centre, 
Dubai and major local attractions such as the 
Blue Souk. All elegantly furnished guest rooms 
have high speed and wireless internet access 
and enjoy spectacular views across the Khalid 
Lagoon or the city.

The Millennium Airport Hotel Dubai was 
awarded “Middle East’s Leading Airport 
Hotel”. Located just minutes away from Dubai 
International Airport on Al Garhoud Road, 
the hotel is right at the crossroads of the key 
routes to the city centre, the banking and 
business districts and Dubai’s numerous parks 
and beaches.

The winners are chosen by votes cast globally 
by travel professionals from 167,000 travel 
agencies, tour and transport companies and 
tourism organisations in over 160 countries 
across the globe.

The Millennium Gloucester also bagged the Best CD-Rom/DVD Silver 
award at the award ceremony in October 2008. This award recognised 
the hotel’s efforts in offering a complete, flexible and user-friendly tool 
that amply communicates pertinent information to event planners and 
event managers. Along with interactive floor-plans, picture galleries 
and a capacities chart, the CD also offers 3D tours. Nearly 70% of new 
business arose from clients who had received the CD.
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Maris Stella High School exhibited creative digital expressions on 
environmental conservation during the carnival.

14         HEART FOR OUR CITY

in Singapore

Community Outreach – 
Environmental Conservation         

Mitigating CDL’s business impact on the environment through resource 
conservation and pollution prevention is an essential component of 
our Environmental Management System and has been integral to our 
business practices. 

To further spread the eco message, CDL remains deeply committed 
to a wide range of CDL-initiated projects as well as support of key 
community environmental programmes in Singapore. Using the 3P 
Partnership model involving the Public, People and Private sectors, we 
hope to heighten environmental awareness in the community, whether 
they be the youth, corporations, households or our associates. 

Clean & Green Singapore (CGS)

For many years now, CDL has been a firm supporter of National 
Environment Agency (NEA)’s CGS campaign which aims to inspire 
Singaporeans to care for and protect our living environment by 
adopting an environmentally-friendly lifestyle.

In 2008, CDL participated in two key CGS events – Schools’ Carnival 
2008 and 10% Energy Challenge.

Project: Eco-Office Seminar and Green 
Office Label Presentation 2008

Project: Eco-Office was initiated by CDL with SEC in 2002 to help 
businesses go green in the office. An extension of this project is the online 
office audit which was established in 2003. Companies which performed 
well in the online audit were encouraged to participate in a formal office 
audit conducted by an independent auditor. On passing this audit, 
companies will be awarded the Green Office Label certification which is 
applicable for two years. 

Since 2005, when the first Green Office Label certificate was given out, 
the programme has gained much momentum evident from the increased 
interest from companies who want to go green. In 2008, another 
15 companies including BP, The Royal Bank of Scotland and CDL’s 
subsidiary, CBM Pte Ltd, were presented with their certifications during 
the Green Office Label Presentation Ceremony which was officiated by 
Guest of Honour Dr Amy Khor, Senior Parliamentary Secretary, Ministry of 
the Environment and Water Resources and Mayor of South West District.

NEA’s 10% Energy Challenge

Launched in April 2008, the objective of 
the 10% Energy Challenge is to encourage 
an energy-efficient lifestyle at home. 
This is an ethos that CDL advocates, 
thus making us natural partners in this 
year-round campaign. As part of the 
campaign, NEA delivered energy-saving 

CGS Schools’ Carnival 2008

In 2008, CDL “adopted” a total of six 
schools under NEA’s Corporate and School 
Partnership Programme (CASP).  The schools 
included Catholic High School (Primary) which 
we have adopted since 2005, Catholic High 
School (Secondary), St. Nicholas Girls’ School 
(Primary and Secondary) and the newest 
addition to the family, Maris Stella High School 
(Primary and Secondary). CASP aims to instill 
a sense of ownership of the environment 
amongst students, through green activities and 
partnership efforts.

At the CGS Schools’ Carnival 2008, each 
school presented dynamic and unique 
environmental projects. Catholic High School 
came in second place for Best Project in the 
Primary Category while St. Nicholas Girls’ 
School (Secondary) was awarded third prize 
in the Open Category for developing green 
methods of oil removal at the Environment 
Project Competition 2008.

Catholic High School 
Primary’s innovative 
strategies to prevent 
mosquito breeding 
received a mention 
by Guest of Honour 
Dr Amy Khor, Senior 
Parliamentary 
Secretary, Ministry 
of the Environment 
and Water 
Resources in her 
speech during the 
opening ceremony. 

Nature’s Melodious Treasures 
Melodies is CDL’s 12th installment of our “Beauty of Nature” Series Calendars 
which highlights the importance of conserving our natural and cultural 
heritage. In this 2009 calendar, we embrace the simple pleasures that little 
birds bring to us with melodies that paint a smile on our faces and brighten our 
everyday. The calendar showcases the photographic works of Mr Kwek Leng 
Joo, CDL’s Managing Director.

This calendar is distributed to our business associates and employees to 
reinforce the message on the need to protect our natural heritage and preserve 
its beauty daily.

Hear the melodies 
that resonate in our 
hearts; bright happy 
notes that serenade 
to each new day.

kits to households which included important information about the use 
of energy in the home and tips to lower energy consumption. To further 
promote this campaign, we also placed 10% Energy Challenge posters 
at almost 30 CDL properties.

CDL also was a programme sponsor of Project Carbon Zero, a 
supporting project to the 10% Energy Challenge, targeting at Primary 3 
to 5 children, managed by Singapore Environment Council (SEC).
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Sculpture Award

via THE 4th CDL Singapore 
Reconnecting with Nature

A Workforce with A Heart
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The search for creative talent continues with the launch of the 4th CDL 
Singapore Sculpture Award. Sculptors stand a chance to have their 
piece commissioned and installed at a picturesque site alongside a 
meandering riverine at the redeveloped Bishan Park.

Created to nurture artistic talent and encourage creativity amongst 
youths and local artists alike, as well as to provide a platform 
to showcase the works of local sculptors, the CDL Singapore 
Sculpture Award is part of CDL’s long-standing commitment to the 
development of the arts and youth in Singapore.

Apart from attractive cash prizes of S$10,000 and S$5,000 awaiting 
the winners of the Open and Student category respectively, the 
winner of the CDL Singapore Sculpture Award 2009 may have 
the opportunity to have his/her masterpiece commissioned and 
installed for public display at the designated sculpture site.

Held for the fourth time since the inaugural Award in 2003, this 
nation-wide sculpture competition has garnered the support of 
government agencies such as National Heritage Board and National 
Arts Council, as well as arts institutions like LASALLE College of the 

2008 was an eventful year for CDL and its employees with 
more than 2,600 hours of community work clocked by 
staff in the company’s volunteer programmes. This was 
no mean feat, considering that the activities attracted and 
involved the participation of about 50% of CDL’s entire 
staff strength. 

Through City Sunshine Club, CDL’s staff volunteer 
platform, employees were engaged in a myriad of activities 
that addressed the needs of the less fortunate such as 
befriending, youth mentorship, sharing of expertise and 
pooling of resources to help community partners. 

2009 will be a challenging but exciting year for the 
company. Despite the economic slow down and prudent 

Artist’s impression of the constructed hill by the meandering 
riverine at Bishan Park. (Courtesy of NParks)

In an outstanding show of support, some 225 employees from CDL volunteered their time and energy at the Assisi 
Charity Fun Day on 18 May 2008. Guest of Honour Ms Ho Ching stopped by the CDL booths to cheer the volunteers on.

Every year, CSC volunteers help host the elderly from 
the Henderson Senior Citizen’s Home at a Chinese New 
Year Lunch, enjoying not only a wonderful lunch, but also 
gamely engaged in song and dance.

Arts and Nanyang Academy of Fine Arts – and has 
developed into a true model of 3P partnership. 

As a partner of the Award, the National Parks Board 
(NParks) has offered a site at the redeveloped Bishan 
Park for the display of the winning sculpture for 
the 4th CDL Singapore Sculpture Award. Sculptors 
and budding artists alike are invited to renew their 
connection with nature and create a sculptural icon 
based on the theme “Reconnection” that celebrates 
the intricate relationship between nature and man for 
the Park. 

Under the Government’s Active, Beautiful and 
Clean (ABC) Waters Programme, Bishan Park and 
the Kallang River will be transformed to provide 
a whole new experience for visitors. This exciting 
redevelopment project will see the recreation of a 
natural river system integrating with the Park and a 
merging of the existing “blue and green” boundaries.

The proposed site for the sculpture is a constructed 
hill within Bishan Park – a landmark viewpoint that 
will be visible from all over the Park. From this 
elevated site alongside a meandering riverine, the 
sculpture will be an icon both day and night for the 
redeveloped Park.

The competition is open to all Singapore Citizens 
and Permanent Residents residing in Singapore and 
abroad, as well as work permit, professional and 
student pass holders. 

Entry submission closes on 24 April 2009.

For more information on the competition details, 
please visit www.cdl.com.sg/sculptureaward 

“CDL will continue to be a caring 
workforce  commited to helping 
the needy in our midst. Despite the 
turbulent times ahead, we will find 
meaningful and creative ways to lend 
our support to our beneficiaries and 
community partners who depend on us 

especially in this time of hardship.” 

Mr Kwek Leng Joo,
Managing Director, CDL 

measures to keep costs low, City Sunshine Club will 
roll out its programmes as planned – for the lonely 
elderly and the destitute, youths-at-risk and also for the 
cancer-stricken in society. It will seek ways to improve 
and augment its programmes to ensure that efforts and 
contributions by staff and company are well-received by 
the community. 

2009 also marks a milestone for City Sunshine Club as 
it celebrates its 10th year of community giving. The club 
was set up by CDL Managing Director Mr Kwek Leng 
Joo, who has always advocated a culture of giving – 
whether financially, in-kind or through volunteerism.
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3-Bedroom Apt from $797K ($628psf)
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