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Chairman’s Statement 

It is my honor to present Genting Hong Kong Limited’s third Environmental, Social and 

Governance (ESG) Report. As a leader in leisure, entertainment and hospitality services, we are 

committed to creating shared value for the environment and the community as a whole, while 

sustaining long-term growth in our core business. 

Guests’ experience is pivotal in our business considerations. We apply innovative mindset to 

design cruise experience that can cater a wide spectrum of consumers’ preferences and 

expectations. Aspiring to provide extraordinary services for all, we strive to create an inclusive, 

accessible and safe cruising environment for customers of different age, background and varying 

physical abilities. By actively listening to our customers’ needs and expectations, we hope to offer 

them with the most enchanting journeys. 

By launching new vessels and increasing investment in related businesses, the Company is 

growing steadily. To ensure the natural environment is not being compromised during our 

expansion, we have equipped our new ships with more energy- and water-efficient hardware and 

machineries. We also adopted a proactive approach to explore applications of cleaner technologies 

and upgrade installations of our existing ships, in view of the ever-stringent emission limits posed 

by the International Marine Organization and multiple Emission Control Areas. Meanwhile, we 

place focus on enhancing the software of our services – our people. We promote a supportive and 

inclusive work culture for unleashing potentials of each individual, and offer a range of training 

and development programs to ensure career and personal growth of our people. 

As a sizable business with global footprint, we are exceptionally conscious about our impact on 

the supply chain. To provide a positive drive in the market, we support fair and sustainable 

procurement practices, and give preference to environmentally-friendly products. We work hand-

in-hand with our suppliers to ensure products and services meet our expectations on quality, and 

enhance the environmental-friendliness of the products and services as far as possible. 

Meanwhile, we are respectful and mindful of the communities in which we operate. During the 

year, we made sponsorships to various charity organizations. Our luxury cruise line, Crystal 

Cruises, has also continued to offer the “You Care. We Care.” Program, which invites our guests 

to join us in protecting and respecting worthwhile causes in the destinations. 

Through this report, we sincerely invite you, and other key stakeholders, onto a journey of 

understanding our approach to maintaining sustainable development of our business, and 

celebrating our achievements made thus far. Welcome aboard! 

Tan Sri Lim Kok Thay  

Chairman and Chief Executive Officer 

28 March 2019  
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Our Sustainability Approach 

Corporate Governance 

Genting Hong Kong Limited (“the Company”, and its subsidiaries, collectively “the Group”) 

believes good corporate governance practices are the key to promoting our business success. We 

are dedicated to maximizing our shareholders’ value by maintaining high standards of business 

ethics and responsible manners, and growing our business in a sustainable and transparent manner 

that surpasses legal compliance standards. 

Our Board of Directors (“the Board”) continues to oversee and enhance policies and corporate 

governance practices of the Group to ensure compliance. The Board is also responsible for 

directing and supervising the Group’s overall management and development to ensure that we are 

on the pathway to long-term success. 

In order to operate in an ethical way and protect the reputation of the Group, the good practices of 

our employees around the globe are essential. Our Code of Conduct governs employees’ behavior 

and provides guidance to employees on personal and ethical decisions, including the handling of 

situations that may result in bribery and corruption, or conflict of interests. 

To maintain a strong anti-money laundering (AML) culture, an AML policy has been established 

and applied at all levels of the Group. The Group’s comprehensive AML program has consolidated 

and institutionalized the AML policy. The AML program aims to ensure compliance with all 

applicable laws and regulations relating to AML, counter-terrorism and economic sanctions. The 

program comprises governance, operational and sustaining elements, each of which is supported 

by policies, procedures and systems controls.  

Guided by the AML Committee, the AML officer is responsible for the implementation and daily 

management of the AML program, including the outlining of the associated risk-based controls. 

Major accomplishments include the members risk scoring system, transaction monitoring tools, 

and e-learning system for both on-board crew and shore staff. During the year, we have delivered 

AML training to over 4,600 employees of our three cruise lines. Furthermore, the AML department 

is overseen and staffed by members of the Association of Certified Anti-Money Laundering 

Specialists (ACAMS). 

All of our employees are encouraged to report any concerns about suspected misconducts through 

the whistle-blowing system. The system is operated by an independent third party and operates 24 

hours a day and 7 days a week. The Committee on Discipline (COD) will review all serious 

misconduct cases reported and verify the status of the offense. Any infringement of the law or 

misconduct may lead to suspension or dismissal. 

For more details about our corporate governance principles and practices, please see the Corporate 

Governance Report in our Annual Report 2018.  
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ESG Governance 

As a leading cruise operator, the Group recognizes our responsibility and impact on sustainable 

development and is committed to integrating sustainability considerations into our operations. To 

achieve this, our established ESG governance structure clearly divides ESG responsibilities among 

different working levels to ensure effective implementation of our Sustainability Policy throughout 

the entire Group, and to drive the Group’s ESG related initiatives and programs to success. 

The Board of Directors is responsible for determining the overall ESG strategies, assessing related 

risks, and ensuring effective ESG risk management is in place. Led by the Board, the Audit 

Committee and the Sustainability ESG Steering Committee are entrusted with the tasks of 

overseeing management, and guiding the Group to achieve long-term sustainability. Meanwhile, 

the Sustainability ESG Taskforce looks after the day-to-day operations of our business units, 

functions and departments to ensure they are in line with the Group’s Sustainability Policy. 

  

ESG Governance Structure 
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Stakeholder Engagement 

We value the views of our stakeholders and believe that they are crucial in driving us forward on 

the journey to sustainable development. Throughout the year, both internal and external 

stakeholders are continuously engaged in various formats. Engagement methods with identified 

stakeholders are listed below.  

Stakeholder Groups Engagement Methods 

Employees ▪ Face-to-face interviews 

▪ Phone interviews 

▪ Employee engagement activities 

▪ Intranet, suggestion boxes and newsletters 

▪ Online survey 

Guests ▪ Interviews 

▪ Satisfaction surveys 

▪ Website and newsletters 

▪ Enquiry hotlines  

▪ Online survey 

Shareholders and investors ▪ Investor meetings and conference calls 

▪ Annual and interim reports 

▪ Circulars/announcements/notices/publications 

▪ Website (investor relations) 

▪ Online survey 

Business partners 

(including suppliers, contractors and 

travel agencies) 

▪ Phone interviews 

▪ Audits and assessments 

▪ Regular meetings 

▪ Online survey 

NGO partners ▪ Phone interviews 

▪ Corporate social responsibility activities 

▪ Online survey 
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Materiality Assessment 

To understand our stakeholders’ expectations and views on our ESG issues, we have invited a 

third-party consultant to conduct a materiality assessment for two consecutive years. This year, 

over 380 internal and external stakeholders from Hong Kong, the United States and Germany 

participated in an online survey to express their opinions and to rank the importance of the ESG 

issues to them and to our business. The results were used to perform a materiality assessment from 

which a materiality matrix was derived to reflect the relative significance of the ESG issues. 

 

Materiality Matrix 

A total of 18 ESG issues were analyzed in this year’s materiality analysis exercise. The top three 

identified material issues are Customer Health and Safety, Customer Satisfaction, and Customer 

Privacy. One ESG issue, Occupational Health and Safety, has been newly identified as highly 

material this year. The formulated materiality matrix guides us in preparing the report to better 

respond to our stakeholders’ concerns, with more emphasis on the more material issues. 

 ESG Issues Considered 

Environmental 

1. Energy 

2. Greenhouse gas emissions 

3. Waste 

4. Water 

5. Materials 

6. Biodiversity 

Employment and Labor Practices 

7. Employee relations 

8. Employee engagements 

9. Occupational health and safety 

10. Employee training and career 

development 

11. Diversity and equal opportunity 

12. Child and forced labor 

Operating Practices 

13. Customer health and safety 

14. Customer data privacy 

15. Customer satisfaction 

16. Supply chain management 

17. Anti-corruption 

Community 

18. Community investment 

* The issues highlighted are considered as a high priority to the business and our stakeholders. 
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Our Environment 

Environmental Management 

We recognize that our business is inseparable from the environment, as it supports us with natural 

resources and good environmental conditions for tourism opportunities and stable operation. We, 

therefore, adopted a thoughtful approach in managing natural capitals and leading the company 

towards long-term environmental sustainability.  Our environmental efforts focus on the proactive 

management and continuous improvement on energy consumption reduction, greenhouse gases 

emission, waste reduction and water conservation. 

Our Marine Operations leaders usher in and oversees our environmental policies, strategies and 

programs. Meanwhile, all of our global operations and departments are required to adhere to the 

Group’s environmental policies, which show our dedication to the protection of environment. Our 

Environmental Management System is in place to guide the development and implementation of 

green initiatives and programs with specified roles and responsibilities, together with milestones 

and procedures. A comprehensive environmental risk management approach is also developed 

under the system. With the systematic management framework focusing on the environment, we 

could seek continuous improvements in technologies and strategies to better manage our impact 

on the environment.  

 

Energy and Emissions 

Energy and emissions are critical aspects that have high priority in our environmental management 

agenda. We recognize the importance of energy conservation and strive to enhance our energy 

efficiency and minimize the impacts on climate change without compromising our guests’ 

experience. The Ship Energy Efficiency Management Plan (SEEMP) has been put in place to 

address the overall energy efficiency usage on-board, covering various energy and fuel saving 

initiatives.  

Large amount of fuel is consumed during our fleet operations, which accounts for the majority of 

our greenhouse gases and other air emissions. To this end, we devote extra efforts in reducing the 

fuel consumption and managing the emissions in cruises. All of our ocean-going cruise ships have 

been built in accordance with strict standards set by the International Marine Organization (IMO) 

while all Rhine Class river cruise ships followed European Union (EU) environmental regulations. 

All engines installed on-board comply with relevant engine specifications, fuel specifications and 

maximum exhaust emission standards. Engines optimization is well-planned and mapped before 

every voyage, so as to minimize load variations while fulfilling the speed requirements. All 

captains have been trained and instructed to minimize engine loads and fuel consumption by 

adjusting ship’s speed and to use available on-shore power whenever in ports.  
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Besides, electricity consumption of facilities is another significant source of our greenhouse gases 

emissions. Technical improvement measures have been put in place to upgrade the energy 

standards and efficiency of different facilities in our operations. In particular, the lighting system 

of the yard facilities in Germany has been converted to LEDs with higher energy efficiency since 

the acquisition in 2015. There is now less than 5% of the lighting system remaining to be non-

LEDs. The total energy saving achieved by this initiative is more than 1,000,000 kWh per year. 

For Crystal River Cruises operations, automatic switches are installed in the air-conditioning units 

inside the suites on the Rhine Class ships. The air-conditioning units will be switched off whenever 

the window is opened, helping to reduce power consumption on-board.  

In addition to the technological energy efficiency improvement, the Group implemented behavior-

directing policies and operation regulations to guide the crew’s exercise of environmentally-

friendly practices. It is required for all housekeepers to check the status of electrical appliances 

and reset air conditioning controls in rooms, so to ensure no unnecessary energy is consumed. The 

lights in balconies, restaurants and rooms are also switched off whenever the spaces are 

unoccupied.  

The Group strives to operate in compliance with the relevant air emission laws and regulation in 

the jurisdictions that our business covers, as well as the regulations stipulated by the IMO. During 

the year, we have investigated and taken remediate action for an incident where SuperStar Virgo 

was fined at the port of Taiwan due to substandard air emission for a fairly short period during 

testing of a newly overhauled engine. We had immediately replaced and adjusted settings and 

operation procedures of the engine parts which caused the unexpected smoke emission. The 

incident has further brought us to better prepare for managing, preventing and mitigating the 

environmental risks in our cruise operations. 

GREENHOUSE GAS EMISSIONS (GHGs) Unit Total 

Direct GHGs (Scope 1) Metric Tons CO2e 752,953 

Indirect GHGs (Scope 2) Metric Tons CO2e 25,766 

Total GHGs Metric Tons CO2e 778,719 

AIR EMISSIONS Unit Total 

Nitrogen Oxides (NOx) Metric Tons 19,706 

Sulfur Oxides (SOx) Metric Tons 12,177 

Particulate Matter (PM2.5) Metric Tons 350 

Volatile Organic Compounds (VOC) Kg 79,161 

Ozone Depleting Substances (ODS) Kg CFC-11e 1,115 

ENERGY & ELECTRICITY Unit Total 

Purchased Electricity MWh 56,382 

Ship Fuel Metric Tons 344,280 

Aviation Fuel Metric Tons 3,913 

Diesel Oil Metric Tons 282 

District Heating MWh 2,728 

Natural Gas GJ 247,422 

Total Energy Consumption GJ 14,493,764 
Energy Intensity GJ/Employee 936.7 
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We will continue to observe the latest development in emission control limits, including the 

establishment of the China Emission Control Area (ECA), ever-stringent fuel sulfur cap set by the 

IMO, and other national regulations, so as to ensure full compliance to the latest regulations and 

reduce our negative impact to the air and the sea. 

 

Water Management  

We highly value water as an important resource and strive to achieve efficient water management 

in our cruise ships and shipyards. Water conservation-friendly designs and technologies are 

incorporated into our facilities to gain the most from every drop of water used. In order to promote 

and engage our crew and guests to be more conscious about water consumption, conservation 

messages are delivered through reminders and notices whenever possible.  

Water conservation-friendly facilities have been installed in our Star Cruises, Dream Cruises and 

Crystal River Cruises ships, including aerating shower heads and vacuum toilets. In doing laundry, 

a new model of Continuous Batch Washer was installed in our newly-launched Dream Cruises. 

These facilities reduce unnecessary water consumption while providing the same quality of 

experience to guests without any compromise. 

Installation of Continuous Batch Washers in Dream Cruises 

The Continuous Batch Washers, also known as the “Tunnel Washer” due to its connected 

compartments, are installed on the Dream Cruises. It works in high energy- and water- efficiency 

with excellent hygiene standards and functions to process all linen classifications. 

 

The stainless steel pipes work can easily be cleaned between batches of different colors and 

soiling, while rinse and press water is completely recycled in the machine internally without a 

recovery tank, which also minimizes heat loss during the process. The special designed pipes 

and recovery systems with water-reuse feature leads to a particularly low water consumption. 

Meanwhile, all water flows in the machine are logged by a water meter, therefore, the washing 

process is highly controllable and reliable. 

 

This new technology is able to handle up to 25kg of laundry in less than 3 mins, which is 

expected to yield water and energy savings significantly. 

 

Water recycling technology is also adopted in all of our cruise ships, where air-conditioning 

condensate is collected and recycled for laundry and cleaning purposes. The practice is estimated 

to collect around 40 to 80 metric tonnes of condensate water every day, replacing the use of 

precious fresh water resources. 

Apart from adoption of latest technology, we greatly rely on the cooperation of our guests to reduce 

water consumption on-board. In all of our cruises lines, we continue to implement the “Reuse 

Towel and Linen” program, where towels and linens in guest rooms will only be changed every 2 
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to 3 days in long-haul cruises if not requested by guests. This could greatly reduce our water 

consumption from laundry-washing. 

On the other hand, a healthy water body which sustains the natural sceneries is critical for not only 

our cruise trip business, but also the marine life and ecosystem. We comply with all regulation 

relevant to wastewater discharge for marine operations imposed by governments around the world, 

together with the International Convention for the Prevention of Pollution from Ships (MARPOL). 

Wastewater treatment facilities, including purification systems and bilge water treatment systems, 

are installed in all cruise lines to handle domestic greywater and oily bilge prior to discharge. To 

protect the local marine ecosystem at ports, ballast water is treated by sterilization to remove 

microorganisms, which avoids potential contamination of the local marine life diversity caused by 

non-native microorganisms. In addition, part of the liquid waste generated from the pulp machine 

in the food waste system is recycled before its discharge, reducing the unnecessary use of fresh 

water resources and wastewater discharge.  

PORTABLE WATER Unit Total 

Water Purchased Metric Tons 576,250 

Water Produced Metric Tons 1,669,815 

Total Water Consumption Metric Tons 2,246,065 

 

Waste Management 

Waste generated on-board during our cruise operation is unneglectable and deserves our attention 

to achieve reduction through the best waste management practices, starting from procurement 

sourcing to the end user disposal. 

During the procurement process, environmental considerations are integrated into the selection 

criteria, where suppliers offering eco-friendly products are given higher priority and advantages. 

We purchase chemicals in bulk and dispense them to refillable pumping bottles or containers for 

daily usage. These practices greatly help in reducing packaging materials and waste generation 

from source.  

We also have a well-established waste management procedures for all our cruises. It is required 

for all cruise ships to sort out waste according to types, such as plastic, paper, aluminum cans and 

scrap metals. For instance, up to 58 different waste types are segregated in Lloyd Werft. Collected 

recyclable waste items are further handled by third-party vendors for recycling. A large number of 

recycling bins are placed in different areas for employees’ and guests’ easy access, making 

recycling possible and convenient.  

As we prepare meals for guests and all crew on-board every day, generation of food waste is 

inevitable. While we encourage guests and crew not to waste food, leftovers and inedible food 

waste are collected, grinded and dried before disposal at ports, achieving more than 75% volume 

reduction in the processes.  
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All employees are trained regularly on waste handling practices. They are required to pay attention 

to the high degree of waste separation. Reminders and notices are displayed in operation areas to 

emphasize the importance of recycling and proper waste management.  

During the reporting period, we complied with the relevant laws and regulations in relation to 

generation and disposal of hazardous and non-hazardous waste. 

WASTE DISPOSAL - FLEET Unit Total 

Hazardous Waste m3 6,511 

Non-Hazardous Waste m3 65,820 

Total Waste for Fleet m3 72,331 

WASTE DISPOSAL - SHIPYARDS Unit Total 

Hazardous Waste Metric Tons 384 

Non-Hazardous Waste Metric Tons 4,369 

Total Waste for Shipyards Metric Tons 4,753 
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Our People 

Employment 

Employees are the cornerstones to our business success, as we rely on them to deliver world-class 

value to our customers and stakeholders. We strive to attract, develop and retain our talents by 

creating optimal career opportunities and competitive remuneration incentives to cultivate people 

with suitable characteristics. 

As a global leisure entertainment and hospitality company, we recruit employees from many 

different countries. As such, diversity and inclusion become a key component of the Group. We 

strive to provide a fair and harmonious working environment in which our employees can fully 

unleash their potential and excel in their roles. Our employment practices support equal 

opportunities, and under no circumstances, will our recruitment be influenced or affected by the 

applicants’ race, gender, age, religion or any other characteristics, which are classified under the 

protection of relevant laws. The use of child labor and forced or compulsory labor is strictly 

prohibited in the Group.  

NUMBER OF EMPLOYEES BY GENDER  

Male 10,699 

Female 4,774 

Total 15,473 

 
NUMBER OF EMPLOYEES BY AGE 

30 or below 7,244 

31-40 4,148 

41-50 2,266 

51 or above 1,815 

Total 15,473 

 
EMPLOYEE TURNOVER RATE BY GENDER  

Male 7.4% 

Female 14.2% 

Overall 9.5% 

 
EMPLOYEE TURNOVER RATE BY AGE 

30 or below 13.2% 

31-40 6.1% 

41-50 6.1% 

51 or above 6.9% 

Overall 9.5% 

We adhere to labor legislations and comply with all relevant labor requirements. During the 

reporting year, no labor case was identified. 
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Training and Development 

The Group is devoted to providing our employees with sufficient opportunities to develop and 

grow. Driven by this goal, we have invested in both on-the-job training and personal development 

of our people. 

On shore, quarterly training with specific themes are crafted with training content ranging from 

job-related skilling, compliance training to employee wellness. Besides, all new employees are 

required to attend an orientation program, as well as familiarization on our cruise, to assist them 

with the start of their career with us. 

On board, technical knowledge on performing one’s job on the ships is provided through classroom 

sessions, on-the-job training, coaching activities and other learning methods. A newly sign-on 

crew is provided with ship safety and security training, and organizational orientation to ensure a 

smooth integration into work life onboard. Other programs covering personal and professional 

development are lined up and are taken by the crew to ensure continuous growth and greater 

mastery of their respective job functions. 

The Group strives to offer our employees the best career development support, clear career 

pathways and prospects which are designed for each employee from different department and 

position. Staff with satisfactory performance and showing potential to assume next level roles are 

reviewed accordingly for career advancement opportunities.  

AVERAGE TRAINING HOURS BY GENDER  

Male 10.9 

Female 12.3 

 
AVERAGE TRAINING HOURS BY EMPLOYEE CATEGORY 

Senior Management 9.9 

Middle Management 5.7 

General Staff 7.7 
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Occupational Health and Safety 

The Group treats occupational health and safety seriously. We have established a comprehensive 

Safety, Health and Environmental Protection Policy, and carefully monitor and manage safety 

risks under our Safety Management System. 

On board, safety managers are assigned to conduct occupational health and safety training on a 

regular basis. New crew is required to receive safety training within their first week on-board, 

highlighting our emphasis on maintaining a safe and healthy workplace. Fire and emergency 

evacuation training are also organized regularly to familiarize employees with smoke diving, 

firefighting, use of life jackets, and escape routes. The “Emergency Response Plan” is also 

available on our internal online platform Starnet for all employees’ access. 

In case of emergency, the business continuity plan will be activated and the key personnel in each 

department will carry out specific procedures to handle the situation. Detailed investigation will 

be undertaken and incident reports will be issued for any safety incident. Health and safety meeting 

is held once a month to review crew accident reports, further investigation will be conducted if 

necessary.  

To protect employees against influenza, Seasonal Flu vaccines are provided for free to shore office 

staff through the health insurance wellness program. Furthermore, to prevent crew from suffering 

transmission diseases on board, all patients with flu, viral or other pandemic symptoms will be 

evaluated by our medical team, and be placed into isolation until they are symptom-free for at least 

24 hours. 

During the reporting period, there was zero fatalities and we complied with the relevant laws and 

regulations that have a significant impact on the Group, in relation to providing a safe working 

environment and protecting employees from occupational hazards. 

OCCUPATIONAL HEALTH AND SAFETY STATISTICS  

Work-related Fatalities 0 

Lost Days due to Work Injuries 1,479 
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Employee Wellbeing 

Adhering to its belief in promoting wellbeing of employees, the Group has been actively dedicating 

resources to employee benefits and engagement events.  

Employees onshore enjoy fringe benefits such as medical and personal life insurance. An 

Employee Assistance Program (EAP) conducted by a professional third-party company is also in 

place to provide counselling services to employees with personal challenges. As a special benefit 

in a travel company, our employees can take on cruise trips with their family and friends at 

attractive staff discounts.  

For crew onboard, not only do we care for their wellbeing through providing healthy and nutritious 

meals, the Group offers exclusive benefits such as open access to certain passengers’ facilities at 

designated periods. In addition, various staff facilities, including crew bar, disco and gym room 

are provided for crew to relax after work. 

The Group believes that team chemistry among staff plays a vital role in employees well-being. 

With this in mind, we organize various engagement activities, such as annual party and annual 

outing to build up team spirit. In addition, different lifestyle and seasonal workshops like 

mooncake making classes and handicraft workshops are available to keep loyalty and happiness 

of our staff. 

Also, we show great appreciation to our employees as recognition for their hard work. Awards of 

Achievers of the Month and Achievers of the Year are awarded to crew with outstanding 

performance. Dream Makers of the Month was introduced in our new Dream Cruises. We also 

award crew with excellent safety awareness with the Safety Award. Furthermore, in order to give 

recognition to loyal staff, we have the Loyalty Service Award to acknowledge those who have 

served in the Group for more than 5 years.  
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Our Services 

Our Guests 

The Group places passengers’ safety first. Along with this, the Group strives to provide world-

class services and memorable experiences to our valued guests. Our two shipbuilding subsidiaries 

share our responsibility on maximizing wellness of all guests through constructing a safe and 

comfortable on-board environment. In recognition of our superior operations, navigation facilities 

and boarding facilities, Genting Dream was awarded the “Best Quality Ship” by the Japan 

Federation of Pilots Associations in 2018.  

We develop our relationship with guests through long-term innovation, and attentive guest services. 

For instance, we have introduced the “Ageless Dreamers” on Dream Cruises, offering a special 

range of entertainment and wellbeing activities for our aged guests. Strict housekeeping standards 

are adopted on-board to ensure a clean, tidy and comfortable place for our guests to relax. To 

ensure continuous improvements in our services, we continue to employ ‘mystery shopper’ who 

are familiar with hotel operations as guests to periodically examine our service quality for 

continuous improvement.  

Catering to Special Needs of Every Valued Guest 
We have been investing significant resources to ensure that customers with special needs are 

fully taken care of. In our newly-launched World Dream, we considered needs of different 

people at the early stage of design planning. By doing so, guests with varied physical conditions 

are able to enjoy their time on-board with families and friends in a safe and comfortable 

environment.  

 

In order to meet the needs of physically-challenged and wheelchair users, we not only provide 

wheelchair services at the pier for visitors in need, but also introduce a wide range of barrier-

free features in the World Dream. Some of the guest rooms are designed as barrier-free cabins 

to cope with wheelchair access, which have a wider entrance and larger space for wheelchair 

users to move around in the room. Other barrier-free facilities in the room include a bigger 

balcony, a larger bathroom with shower seat, an automatic door system, an accessible closet, 

and a medical alarm system. 

   
More spacious bathroom for 

wheelchair users to move around 

Accessible closet with pull-down racks 

for people with reduced mobility to get 

reach of 

Emergency call button, also known as 

medical alarm, for getting assistance 

in case of emergency 
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We value guests’ voices for continuous evaluation and improvement in customer experience. An 

online guest feedback form is provided regularly. Both positive and negative opinions will be 

forwarded to the relevant departments with the aim of improving operations. Apart from post-

cruise surveys, Crystal Cruises also conduct pre-cruise surveys to understand guests’ needs and 

expectations. Well-established standards are also in place to address guest complaints and disputes, 

for which we ensure fair assistance is extended to each concerned guest. Regular training on 

complaints handling are also provided for our employees to enhance their communication skills 

with our guests.   

Throughout our engagement with guests, their rights to privacy are well-protected. We comply 

with all relevant laws and regulations, including Hong Kong’s Personal Data (Privacy) Ordinance. 

According to our Privacy Policy, we will only collect personal customer data when necessary and 

will not disclose the collected data to any third party for direct marketing without customer consent. 

During 2018, the European Union’s General Data Protection Regulation went into effect, which 

Crystal Cruises complies with to further safeguard data privacy of our guests. In 2018, the Group 

did not receive any substantiated complaints regarding breaches of customer privacy or losses of 

customer data from outside parties or regulators. 

 

Guest Wellness 

To ensure guests’ safety and security on-board, the Group has established a security team to handle 

unexpected situation on ships, and the team works closely with our shore staff for early detection 

of any potential danger. Before boarding, visitors’ identities are verified and carry-ons are screened 

to avoid items that may pose danger to other visitors onboard. A Ship Security Plan has been 

formulated to face different incidents following the International Ship and Port Facility Security 

(ISPS) Code, manpower will be increased while access will be limited in case of any crisis.  

We provide regular safety training for our crew to equip them with knowledge on attending to our 

guests in case of emergency. To ensure our guests are also aware of our emergency procedures, all 

services on the cruise will be stopped during the pre-cruise safety drill to allow them to focus on 

the drill. 

Besides, a medical team comprising at least one licensed doctor and one nurse must be present on 

each required cruise, ready to attend to guests in need around-the-clock. In case the patient has to 

be transferred to the shore for treatment, a helicopter port is available on each cruise for medevac. 

For each medical incident, incidents report will be studied and documented to prevent the 

recurrence of similar incidents. 

Furthermore, food safety is always one of our focus on-board. For instance, World Dream conducts 

daily walk through and weekly internal check to ensure compliance with relevant standards. 

Production date and expiry date of ingredients are listed on every ingredient container.  



 
 

18 
 

During the reporting period, we complied with the relevant laws and regulations that have a 

significant impact on the Group, in relation to health and safety, advertising, labelling and privacy 

matters relating to products and services provided.  

 

Supply Chain Management 

High quality services and products from a wide range of suppliers are critical to the success of our 

business. We are committed to developing long-term partnerships with our suppliers, as well as 

contributing to a more sustainable future through our influence in the value chain. During the 

reporting year, we have a total number of 5,934 suppliers. 

NUMBER OF SUPPLIERS BY GEOGRAPHICAL REGION 
Hong Kong 832 
US 750 
Germany 1,364 
Mainland China 524 
Singapore 490 
Malaysia 536 
Others 1,438 
Total 5,934 

 

In suppliers’ selection process, vendors have to undergo assessments including performance 

background checks, capacity and due diligence to ensure that the potential suppliers are of 

reputable standing.  

To combat bribery and corruption during purchasing process, a few approaches have been adopted. 

Control measures such as compliance with Company’s Policy and Procedures (P&P) and 

Departmental Authority Limit (DAL), Declaration of Interest for employee and suppliers and 

periodic audit review are put in place to prevent collusion with vendors.  Further, personnel from 

the purchasing team are regularly reminded on the ethical purchasing practices, and the appropriate 

handling process on gifts received from vendors. In addition, certain products are designated to 

undergo blind tasting to ensure transparency and fair handling.  

Performance of approved suppliers is monitored with different methods on a continuous basis to 

ensure continuous improvements in their performance. We conduct site visits to inspect suppliers’ 

premises, and invite users to provide vendor performance reports to understand their performance. 

Misconduct can result in a warning letter or termination of contract depending on the severity of 

the issue.   
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To show our support to green products and to foster a more sustainable supply chain, priority is 

given to suppliers with green considerations. Considerable effort has been spent on green 

purchasing, some of the eco-friendly goods we have purchased during the year are listed below: 

• Sustainable seafood is served on Crystal Cruises and some of the ships in Dream Cruises 

and Star Cruises;  

• Biodegradable tableware is purchased for selected hospitality services;  

• Paper straws and bamboo stir sticks are used as an environmentally-friendly alternative to 

plastic straws and stirs; 

• Paints with eco-friendly labels are used for part of our cruise coating; 

• Phosphorus-free laundry chemicals are used fleet-wide on Crystal Cruises; 

• Eco-friendly cleaning chemicals are used in multiple cruise lines; and 

• Sustainably-sourced paper products, which are Program for the Endorsement of Forest 

certification (PEFC) certified, are used on all our cruise lines.  

In the upcoming year, we will continue our exploration for other eco-friendly goods including 

amenities, such as environmentally-friendly toothbrush and combs.  
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Our Community 

Care for Our Community 

Mutual support between the Company and the community is always the foundation for us to 

continue and develop our business. We take care of the wellbeing of our stakeholders and regard 

it as one of our core beliefs in maintaining long-term and sustainable growth. With our long history 

in Asia and other parts of the world, we are committed to giving back to the community through 

various ways. We work with local organizations in different regions and provide resources in kinds 

of volunteering work, cash and cabin sponsorships to reinforce youth education and promote health, 

wellness and green messages. 

In recognition of the Company’s effort in community investment, we received the “10 Years Plus 

Caring Company Logo” by the Hong Kong Council of Social Service and the Corporate 

Citizenship Logo at the "The 9th Hong Kong Corporate Citizenship Program". 

To fully embrace the notion of combining meaningful and educational tourism with adventure 

travel, Crystal Cruises offer a complimentary “You Care. We Care.” Program. Introduced in 2011, 

our “You Care. We Care.” Crystal Voluntourism Adventures is dedicated to protecting and 

respecting worthwhile causes in the destinations. The “You Care.” element offers guests the 

opportunity to make a difference in the places we visit at a very local level, while the “We Care.” 

element represents Crystal Cruises’ strong commitment to investing in preserving the precious 

historical sites and reaching out to local communities in need around the world. These adventures 

focus on volunteer efforts with no obligation for financial donations, aiming to have our guests 

and crew directly contributing to and witnessing first-hand the benefits arisen from their 

participation. Crystal Cruises has also continued to donate cruises for charity auctions through the 

Charity Cruise Donation Program.  

All in all, Genting Hong Kong has donated a total of over US$880,000 in cabin sponsorships, and 

contributed over 1,200 volunteer hours throughout the year. 

 

Youth Development 

Education and supporting youth development is always the key to long-term success for the society. 

This year, Dream Cruises supported the 10th Anniversary of Children Development Fund (CDF) 

organized by the Hong Kong Labour and Welfare Bureau. Over 80 students, together with their 

family members, were invited to our newest ship, World Dream, to kick-off the “Dream Cruises’ 

Signature Programme’. Through the program, we anticipate a long-term development of children 

from underprivileged background, with a view to alleviating poverty and creating valuable life 

experience. 
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The Chief Executive of the HKSAR, Mrs Carrie Lam Cheng Yuet-ngor, giving speech at the kick-off ceremony of the “Dream 

Cruises Signature Programme’ 

Lloyd Werft is also active in engaging children and youths in understanding our business and 

operations, helping them to discover their potential interests in the industry. We invited several 

hundreds of students and school leavers to visit our yard facilities in Germany to provide them 

with knowledge about our business and daily operations.  

 

Health and Wellness 

We continuously support community health and wellness through partnership and co-organization 

of various events with non-governmental organizations. 

Whole-hearted Support for Speech-deficient Children and Families 

A collaboration charity event with Benji’s Centre, which is the first and only charitable 

organization specialized in providing professional speech therapy to speech-deficient children 

from low-income families, was organized in June 2018. Around 20 of our colleagues from Hong 

Kong office and their family members have volunteered to babysit a group of children while 

their parents relax over a candlelight dinner.  

 
Volunteers spending time with speech-deficient children from low-income families 
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In April, Genting Cruise Lines collaborated with Make-A-Wish® Malaysia to gladly celebrate the 

World Wish Day® of 2018. We invited and hosted over 130 guests, which included children with 

illness, their families, as well as volunteers from the organization for a memorable port-stay event 

aboard SuperStar Libra in Port Klang, Malaysia. We continuously strive to inspire hope, love, joy 

and courage for children and their family to conquer all challenges through the treatment and 

recovery.  

Apart from supporting these children, we shared care and love to family in need in Kuala Lumpur, 

Malaysia. A total of 20 colleagues from Malaysia office teamed up with Kechara Soup Kitchen to 

deliver groceries and daily necessities to give provision to families in need. 

 

Environment 

Apart from integrating environmental considerations into our daily operations, we are eager to 

promote the collective efforts needed to combat climate change and other environmental issues.  

Crystal Cruises partnered with "Clean the World", a non-profit organization in Orlando, Florida to 

collect used soaps, shampoos, lotions, and other hygienic products from their ships. These are 

further recycled, sterilized and transformed into personal cleaning products for free distribution to 

impoverished countries worldwide where recycled hand-washing with soap can help save 

thousands of lives. In the reporting year, Crystal Cruises has donated over 2,000 pounds of used 

soap to the Clean the World Program. The event is meaningful not only in the objective of reducing 

waste, but also in the hope to spread the message of environmental conservation of materials and 

promoting wellbeing.  
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About This Report 

Reporting Standards 

The ESG Report was prepared in accordance with the ESG Reporting Guide set out in Appendix 

27 of the Rules Governing the Listing of Securities on The Stock Exchange of Hong Kong Limited 

(HKEx). It is reported in compliance with the “comply or explain” provisions and with reference 

to the “recommended disclosures” of the ESG Reporting Guide. 

 

Reporting Scope and Period 

The scope of this report focuses on our core competence business of Star Cruises, Dream Cruises 

and Crystal Cruises. It also covers the two shipyards located in Germany, namely Lloyd Werft and 

MV Werften. 

This report covers our status on environmental, social and governance issues from 1 January 2018 

to 31 December 2018, unless otherwise specified. 

 

Accessibility of the Report 

For the convenience of our investors and other stakeholders, the report is available on the website 

of the Company and the Hong Kong Stock Exchange in both English and Traditional Chinese. 

 

Board Approval 

This report was approved by the Company’s board of directors (the “Board”) on 28 March 2019. 
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Appendix – HKEx ESG Reporting Guide Content Index 

Indicators Section/ Statement 

A. Environmental 

Aspect A1: 

Emissions 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to air and greenhouse gas emissions, discharges into 

water and land, and generation of hazardous and non-

hazardous waste. 

Our Environment 

KPI A1.1 

The types of emissions and respective emissions data. 

Our Environment 

KPI A1.2 

Greenhouse gas emissions in total (in Metric Tons) and, 

where appropriate, intensity (e.g. per unit of production 

volume, per facility). 

Our Environment 

KPI A1.3 

Total hazardous waste produced (in Metric Tons) and, where 

appropriate, intensity (e.g. per unit of production volume, 

per facility). 

Our Environment 

KPI A1.4  

Total non-hazardous waste produced (in Metric Tons) and, 

where appropriate, intensity (e.g. per unit of production 

volume, per facility). 

Our Environment 

KPI A1.5 

Description of measures to mitigate emissions and results 

achieved. 

Our Environment 

KPI A1.6 

Description of how hazardous and non-hazardous wastes are 

handled, reduction initiatives and results achieved. 

Our Environment 

Aspect A2: 

Use of 

Resources 

General Disclosure 

Policies on the efficient use of resources, including energy, 

water and other raw materials. 

Our Environment 

KPI A2.1 

Direct and/or indirect energy consumption by type (e.g. 

electricity, gas or oil) in total (kWh in ’000s) and intensity 

(e.g. per unit of production volume, per facility). 

Our Environment 

KPI A2.2 

Water consumption in total and intensity (e.g. per unit of 

production volume, per facility). 

Our Environment 

KPI A2.3 

Description of energy use efficiency initiatives and results 

achieved. 

Our Environment 

KPI A2.4 

Description of whether there is any issue in sourcing water 

that is fit for purpose, water efficiency initiatives and results 

achieved. 

Our Environment 
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KPI A2.5 

Total packaging material used for finished products (in 

Metric Tons) and, if applicable, with reference to per unit 

produced. 

Packaging materials 

used for finished 

products are not 

material to our Group 

Aspect A3: 

The 

Environment 

and Natural 

Resources 

General Disclosure 

Policies on minimizing the issuer’s significant impact on the 

environment and natural resources. 

Our Community 

 

KPI A3.1 

Description of the significant impacts of activities on the 

environment and natural resources and the actions taken to 

manage them. 

Our Community 

 

B. Social 

Employment and Labor Practices 

Aspect B1: 

Employment 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to compensation and dismissal, recruitment and 

promotion, working hours, rest periods, equal opportunity, 

diversity, anti-discrimination, and other benefits and 

welfare. 

Our People 

KPI B1.1 

Total workforce by gender, employment type, age group and 

geographical region. 

Our People 

KPI B1.2 

Employee turnover rate by gender, age group and 

geographical region. 

Our People 

Aspect B2: 

Health and 

Safety 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to providing a safe working environment and 

protecting employees from occupational hazards. 

Our People 

KPI B2.1 

Number and rate of work-related fatalities. 

Our People 

KPI B2.2 

Lost days due to work injury 

Our People 

KPI B2.3 

Description of occupational health and safety measures 

adopted, how they are implemented and monitored. 

Our People 

Aspect B3: 

Development 

and Training 

General Disclosure 

Policies on improving employees’ knowledge and skills for 

discharging duties at work. Description of training activities. 

Our People 

KPI B3.1 

The percentage of employees trained by gender and 

employee category (e.g. senior management, middle 

management). 

Our People 
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KPI B3.2 

The average training hours completed per employee by 

gender and employee category.  

Our People 

Aspect B4: 

Labor 

Standards 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to preventing child and forced labor. 

Our People 

Operating Practices 

Aspect B5: 

Supply Chain 

Management 

General Disclosure 

Policies on managing environmental and social risks of the 

supply chain. 

Our Services 

KPI B5.1 

Number of suppliers by geographical region.  

Our Services 

KPI B5.2 

Description of practices relating to engaging suppliers, 

number of suppliers where the practices are being 

implemented, how they are implemented and monitored. 

Our Services 

Aspect B6: 

Product 

Responsibility 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to health and safety, advertising, labelling and 

privacy matters relating to products and services provided 

and methods of redress. 

Our Services 

KPI B6.5 

Description of consumer data protection and privacy 

policies, how they are implemented and monitored. 

Our Services 

Aspect B7: 

Anti-

corruption 

General Disclosure 

Information on: 

(a) the policies; and 

(b) compliance with relevant laws and regulations that have 

a significant impact on the issuer  

relating to bribery, extortion, fraud and money laundering. 

Our Sustainability 

Approach 

KPI B7.2 

Description of preventive measures and whistle-blowing 

procedures, how they are implemented and monitored. 

Our Sustainability 

Approach 

Community 

Aspect B8: 

Community 

Investment 

General Disclosure 

Policies on community engagement to understand the needs 

of the communities where the issuer operates and to ensure 

its activities take into consideration the communities’ 

interests. 

Our Community 

KPI B8.1 

Focus areas of contribution (e.g. education, environmental 

concerns, labor needs, health, culture, sport). 

Our Community 

KPI B8.2 

Resources contributed (e.g. money or time) to the focus area. 

Our Community 

 




