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Digital strategies drive 
hospitality success

s we come close to completing the 昀椀rst half of 2024, 
it is more than clear that the overall outlook for the 
hospitality industry is extremely positive and post 
pandemic forecasts and estimates remain justi昀椀ed. 
There are, however, discernible trends emerging that 
are likely to disrupt the future of our business and have 
long-term impact in respect of sources of business, 
traveller preferences, destinations and experiences.

There is no doubt that Indian outbound travel is 
contributing signi昀椀cantly to global travel and is now 
counted as a key contributor. While foreign inbound 
business and leisure travel is de昀椀nitely on the rise, it 
is domestic travel within India that is playing a major 
role in keeping the growth index stable in terms of 
luxury and mid scale travel. With highly improved 
connectivity, India needs to expose more of its hidden 
gems in terms of destinations, even in remote areas. 
Experiential travel with fuller itineraries is likely to be 
key to the new discerning travellers, most of whom 
are conscious of sustainability and would possibly 
select destinations where travel capacity is controlled 
and use of natural resources well managed.

Since a signi昀椀cant part of the business will come to 
be de昀椀ned by these clear-sighted travellers, it would 
be imperative to adopt digital marketing strategies 
that are laser-focussed on driving effective outreach 
and promised experiences. We now live in a digitally 
connected planet as one world. It is time for the 
industry to take some bold steps, move away from the 
beaten path and deploy a robust marketing approach 
to target relevant audiences at scale across the globe.

On the subject of sustainability and conservation, we 
have and will continue to bring pertinent information 
in every issue of HotelTalk. A number of hotels have 
launched carefully designed programmes to support 
sustainable operations and reduce wastage. We would 
now dedicate one page in HotelTalk for a period of 
one year as a platform for hotels to write about their 
agendas and achievements, which would serve as 
a source of encouragement and learning for all.

Dear readers, your views and feedback are most 
important to us. Please do send your comments to 
talk@ddppl.com.

Cheers,
Sunil Ghadiok 

A

It is time for the 

industry to take bold 

steps, move away 

from the beaten path, 

and deploy a robust 

marketing approach 

to target relevant 

audiences at scale 

across the globe

Vantage point
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S
uman Billa, Additional 

Secretary, Union Ministry 

of Tourism, has expressed 

optimism about hospitality 

sector’s future, outlining a strategic 

vision to harness the industry. Billa 

believes with increased investments, 

proactive government advocacy, 

vital for tourism success

States’ involvement

Words by Nisha Verma

Suman Billa reiterates need for increased investment to address 

expanding domestic demand in India’s hospitality sector.

and active state participation, the 

country can not only meet the 

domestic demand but also maintain 

its appeal to international tourists.

“Rooms are an issue because 

domestic demand is expanding, 

reducing international demand as 

local customers are willing to shell 

more money to stay in hotels. I 

believe investments in India need 

to increase to address this demand, 

and the best way to achieve this 

is by involving the states. The 

government should advocate for 

state participation, as the states 

need to recognise tourism as an 

Tourism update
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Suman Billa, Additional secretary, Union Ministry of Tourism

A significant aspect of managing this demand is ensuring that 

states actively participate in investment promotion.”

and subsidies, while the remaining 

lack them. The 昀椀rst step should be to 
bring all the states on one platform 

and highlight hospitality  sector as 

an opportunity in order to improve 

their revenues,” Billa explained.

Skilling is vital
“Skilling is important for us because 

the realisation of Viksit Bharat plan 

depends on e昀昀ectively utilising our 

demographic dividend. Therefore, 

labour-intensive sectors such as 

hospitality and tourism must play 

a crucial role. We need to expand 

the hospitality footprint and create 

employment aligning with our 

development goals. The next  

昀椀ve years will be essential for 
getting back on track with global 

promotion and publicity,” the 

Additional Secretary explained. 

MICE boom
Billa claimed the MICE industry 

is doing well because India has 

developed vital infrastructure, which 

was not the case 昀椀ve years ago. “We 
need to leverage the sector and 

elevate it to the next level. Plans are 

being developed, and the Ministry is 

already working on this. We aim to 

enhance our competitiveness in this 

sector ensuring that India emerges as 

a leading global destination for MICE 

events. While there are concerns, 

such as taxation, some of which we 

can address and some we cannot, our 

goal is to make the country a cost-

competitive MICE destination within 

the existing framework,” he said. 

Business plan strategy
Billa asserted, “We need to broadly 

consider developing a business  

plan-like strategy, addressing 

questions such as: Where do we stand 

currently? Where do we aim to be 

by 2047? And what targets do we 

set for the next 昀椀ve years regarding 
investment, job creation, promotion, 

and publicity?”  HT

entrepreneurial opportunity. They 

should think such as entrepreneurs, 

considering what they can o昀昀er and 
what they will gain. A signi昀椀cant 
aspect of managing this demand is 

by ensuring that the states actively 

participate in investment promotion,” 

he said, while highlighting how 

inventory shortage is a pressing 

issue for the hospitality industry.

Onboarding states
“We need to think of Viksit Bharat 

2047 and plan for the next 昀椀ve 
years in order to create a strong 

hospitality sector. This requires more 

investments and ensuring that states 

are fully engaged in this programme. 

Currently, eight or nine states have 

strong tourism policies, incentives, 
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Key 

takeaways

Budget travelling

This year’s travel survey showed 

an increase in young travellers, 

including college students, 

seeking budget travel due to 

昀椀nancial constraints.

Identify new source market

Speaking about India’s source 

markets, Saxena said, “We need 

to segment our offerings not 

only to usual source markets but 

also identify newer ones.”

Digitalising Incredible India

The new website, launching 

soon, will integrate with OTAs, 

in昀氀uencers, bloggers and 
people from the industry in a 

bid to make it more interactive. 

Offerings to boost MICE

India has 60 G20 locations, and 

it is essential to curate the types 

of events whether big or small, 

artistic or corporate that can be 

hosted at various venues

International marketing

India has not only been 

marketing but also creating 

new destinations, enhancing 

experiences at existing ones, 

and rediscovering hidden gems.

Indian Tourism
on path of

recovery

WOrdS by SurBhI SharMa

At the 17th PATA India Meeting,  

Manisha Saxena emphasised India’s 

tourism strategy: New destinations, 

wildlife, digitalising Incredible India 

and global promotion.

MOT update
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A
ddressing the recently 

held 17th Outlook & 

Update Meeting of the 

PATA India Chapter in 

New Delhi, Manisha Saxena, 

Director General, Union Ministry 

of Tourism, emphasised enhancing 

India’s tourism potential through 

development of new destinations, 

including tier II and III cities, and 

products such as wildlife tourism, 

segments the o昀昀erings, digitalising 
Incredible India and promoting 

India globally, among others. The 

event was attended by stalwarts 

from travel, aviation and hospitality 

industries. During the event, 

Saxena highlighted their target 

was to increase the tourist footfall 

and explained how the Ministry 

with the help of stakeholders, is 

preparing a roadmap to achieve 

this goal. “The Union Government 

has emphasised tourism as a 

key driver of economic growth, 

particularly as a means of generating 

employment ,” she mentioned.

Manisha Saxena

dG, Tourism,

Ministry of Tourism

Government of India 

has emphasised 

tourism as a key 

driver of economic 

growth, particularly as 

a means of generating 

employment.”

Speaking about the Ministry’s 

role in increasing the publicity of 

its campaigns abroad, she said, “We 

are participating in global fairs and 

festivals and working through Indian 

missions to promote India’s tourism 

o昀昀erings. Since the country is a vast 
destination with so much variety, 

we are also segmenting the o昀昀erings 
according to the interests of di昀昀erent 
countries.”

“With the new government in 

place, the forthcoming Union Budget 

will soon resolve recurring issues 

related to our overseas representation 

and marketing,” Saxena added. HT

MOT update
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Words by LipLa Negi

JB Singh, President & CEO, InterGlobe Hotels 

says the company thrives through a relentless 

focus on innovation, e�ciency, and quality.
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Q: What unique guiding principles 

has the InterGlobe Hotels set in the 

competitive hospitality industry?

A: InterGlobe Hotels stands out in the 

competitive hospitality industry due to its 

unwavering commitment to innovation, 

e昀케ciency, and quality. Our core philosophy 
revolves around driving value by e昀케ciently 
building high-quality products. Triple A 
locations, right-sizing assets, high-build 

quality and focus on design are some of the 
fundamentals that form the foundations 
of our business model. For us, attention 
to sleep quality and comfort is critical. 
Therefore, selection of mattresses and 
linen, quality of air conditioning and 
award-winning acoustics are critical.

Operations are optimised at every level, 
ensuring consistency across our network. 
Quality teams, commitment to learning 

and development, high-quality resources to 
help teams deliver, good work-life balance 
are our focus areas. Quality processes, 
robust asset management teams, strong 

project execution capability and long-

term vision are some of our strengths that 
ensure we remain ahead of the curve. 

We are good at troubleshooting. Problem 
areas have been identi昀椀ed, and root cause 
analysis is done in a structured way leading to 

sustainable solutions. Failures are used as a 

Our core philosophy revolves 

around driving value by e�ciently 

building high-quality products.

springboard to drive success all the time. This 
ensures that strong processes are embedded 

making our business strong and resilient.
Finally, central to our theme is our customer. 

We are committed to driving exceptional 

customer experiences through quality and 
e昀케ciency. This enables us to innovate and 
invigorate the organisation everyday.

To maximise e昀케ciency, we optimise our 
operations and strategically select hotel 

locations. Delivering high-quality service 
and products, while building a brand 

presence is fundamental to our strategy. 
Understanding distribution channels and 

industry dynamics help us e昀昀ectively reach 
our target market and drive growth.

We o昀昀er smart economy product o昀昀erings 
and deliver a world-class experience to 

our guests. Modern travellers seek more 
value, quality, comfort, and memorable 
experiences, and they constantly push 

us to meet these expectations. We never 
compromise on quality. Whether it is the 
services we provide or the products we 

o昀昀er, they are always our top priority.
Our commitment extends beyond 

the tangible aspects of our hotels. We 
invest in food quality and interior design, 
collaborating with top partners and 

designers worldwide to create spaces that are 

functional as well as aesthetically pleasing.

Tête-à-tête



Q: How did InterGlobe Hotels cultivate 

a company culture that fosters 

sustainable and successful growth? 

A: Our guiding principles of integrity, customer 
orientation, and future mindedness permeate 
every facet of the organisation, fostering 
agility, innovation, and continuous learning. 

We empower our most valuable asset—

our people—and invest in their skills and 

development. A culture of open communication, 
collaboration, and transparency builds trust 

and a positive work environment. We focus 
on a performance-driven approach, but one 
that prioritises empathy and understanding 

the needs of our team. Our focus on employee 
engagement fosters opportunities for co-
creation and drives a commitment to cross-

functional learning. This, in turn, becomes 
a powerhouse of trust and understanding.  

We love planning! Meticulous planning 
for short, medium, and long-term ensures 
we harness opportunities with clarity and 

agility. Regular assessments are key to our 
commitment to continuous improvement. By 
constantly evaluating our performance, we 
identify areas for enhancement and quickly 
implement proactive measures to optimise our 

operations. Our asset management structure 
ensures e昀케cient and e昀昀ective use of our 
resources, maximising asset performance. 

Finally, compliance with regulations 
and focus on sustainability are non-
negotiable aspects for us. Many of our 
hotels hold Indian Green Building Council 
(IGBC) certi昀椀cation, re昀氀ecting our 
commitment to responsible growth.

Q: How are you attracting the millennial 

travellers? What are their expectations?

A: Our strategy for attracting millennial 
travellers involves a keen understanding 

of contemporary trends and the evolving 
expectations of this demographic. Millennials 
are known for being tech-savvy and desire 
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for convenience. They expect hotels to 
o昀昀er high-speed internet, mobile check-in, 
and other amenities that make their stay 

more comfortable and e昀케cient. We have 
incorporated curated libraries into our 

latest hotel designs, creating intellectual 

spaces that resonate with millennials’ desire 

for knowledge and discovery. Books are 
carefully selected across various genres such 
as economics, business and management, 

wildlife and history, among others. 
We have also focused on health, wellness, 

and quality breakfast options. Our high-quality 
gyms and extended breakfast service with 
healthy choices have been received well.

We are closely monitoring the Indian 

art scene. All the art work in our hotels is 
sourced from emerging Indian artists and 
curated by experienced professionals. This 
enriches our guests’ cultural experience, 

appealing to millennials, Generation Z, 

and business and leisure travellers.

Q: Availability of trained sta昀昀 is a 
growing concern in the industry. 

Does InterGlobe have any plans of 

venturing into skill development? 

A: We believe in empowering our employees by 

equipping them with new skills and fostering 
an environment of continuous learning, 
which bene昀椀ts both our employees and our 
organisation. We have been rated as one of 
the best employers by leading organisations, 

achieving high engagement scores.
Through a range of training programmes, 

workshops, and online courses, we equip 
our employees with new skills and foster an 
environment of continuous learning. Our 
experiential learning platform o昀昀ers courses 
across various genres. This platform serves 
as a signi昀椀cant source of learning for our 
employees, enabling them to upskill and 

progress in their careers. Additionally, we 
o昀昀er self-development enrolment guidelines, 
allowing employees to join any course that 

We have incorporated 

curated libraries into 

our latest hotel designs, 

creating intellectual 

spaces that resonate 

with millennials’ desire 

for knowledge and 

discovery.”

Tête-à-tête
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aids in their career progression or upskilling 

with reimbursement from the organisation.
Beyond formal workshops, we have 

established a concept called cross functional 
learning (CFL). Every month, we organise 
CFL workshops that allow employees from 
diverse teams to participate in knowledge-

sharing sessions. This collaborative learning 
atmosphere has been instrumental in 

fostering a comprehensive understanding of 
various functions within the organisation.

InterGlobe Hotels also invests in the 

skills and talent of the industry’s future by 
o昀昀ering targeted programmes for young talent. 
These comprehensive training initiatives 
equip participants with the skills needed to 
thrive in hospitality, retail, and other sectors. 
In association with the Indian School of 
Hospitality, we host a master class as part 

of an industry-academia collaboration. This 

initiative aims to bridge the gap between 

theoretical knowledge and practical industry 

skills and prepare students for the real-
world challenges in the hospitality sector.

Q: Sustainability is a serious concern 

across organisations. Have you 

instituted any measurable initiatives 

and what has been the success rate? 

A: At InterGlobe Hotels, sustainability is of the 
importance. We have integrated sustainable 
development practices into every aspect of 
our operations, from the construction phase 
to the daily operations of our hotels.

Our initiatives include constructions that 
are IGBC-certi昀椀ed Gold Rated, re昀氀ecting 
our adherence to stringent environmental 

standards. We harness solar energy for 
our day-to-day operations, demonstrating 

our proactive approach towards renewable 

energy sources. We have reduced plastic 
waste and eliminated single-use plastic 

from guest interface areas. Also, we have 
installed water bottling plants throughout our 

portfolio, which has helped conserve water.
E昀케cient use of energy and resources 

is another key aspect of our sustainability 
strategy. To this end, we employ advanced 
technological tools for energy monitoring, 
which enabled us to identify and implement 
energy-saving measures e昀昀ectively. HT

Our asset management structure 

ensures e�cient use of resources, 

maximising asset performance.”

Tête-à-tête
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Words by Sunil Ghadiok

Tarun Thakral and Meena Bhatia reflect on their 30-year journey 

at Le Méridien New Delhi, highlighting valuable knowledge gained 

and importance of adopting best practices.
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Tarun Thakral, Executive director,

CJ International Hotels - Hotel Le Meridien New delhi

Q: It has been an amazing 

tenure with Le Méridien 

New Delhi for you. Can you 

share your comments on 

this wonderful journey?

A: Tarun Thukral: Starting 

way back in 1986 as a trainee at Le 

Méridien New Delhi, I could never 

have imagined that this journey 

would continue till today. Learning 

about the various departments 

at the start of my career gave me 

an in-depth knowledge of all the 

departments and the day-to-day 

issues. The French Government 

Scholarship I received to pursue an 

MBA in International Hospitality 

Management in France added 

perspective to my managerial 

skills, enhancing my ability to 

e昀케ciently run a hotel.When I 
returned back to India, I applied 

these skills to the hotel and enjoyed 

the subsequent successes. 

Meena Bhatia: Absolutely. Le 

Learning about various departments at 
the start of my career gave me an in-
depth knowledge of all the departments.”

Méridien New Delhi has truly been 

a special place for me. Le Méridien 

New Delhi is more than just a 

hotel; it is a family. Over the years, 

I have had the opportunity to work 

with some of the most dedicated 

and enthusiastic individuals in the 

industry. Le Méridien New Delhi 

has given me the opportunity to 

constantly learn, grow, and push 

the boundaries of what is possible. 

Q: It is no secret that Le 

Méridien New Delhi positioned 

the Le Méridien brand in India 

for Starwood at the time. 

To what factors would you 

attribute this achievement?

A: Tarun Thukral: The hotel 

commanded a great position in the 

market and was the 昀氀ag bearer for Le 
Méridien Group in India. Starwood 

recognised and appreciated the 

hotel’s advantageous position—its 

location, service standards, strong 

guest database, among others. Their 

development philosophy aligned 

with the status and reputation 

enjoyed by Le Méridien New Delhi. 

Meena Bhatia: Firstly, we 

embraced the brand’s unique 

In conversation
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Meena Bhatia

Vice President & General Manager

Le Meridien, New delhi

Le Méridien New 
Delhi has given 
me opportunity to 
constantly learn, 
grow, and push 
the boundaries of 
what is possible.”

European heritage and prioritised 

cultural discovery, providing guests 

with a one-of-a-kind experience in 

the dynamic Indian setting. Secondly, 

we focused on establishing a guest-

centric environment that provided 

exceptional service and personalised 

attention. Thirdly, we built a sense 

of community by engaging with local 

artists and companies to provide our 

guests with an immersive experience. 

Finally, our drive to innovation and 

exceeding expectations helped us 

stand out in a competitive 昀椀eld.

Q: The hotel has remained 

a leader in its competitive 

set. What are those focus 

areas that help chalk up 

such performance?

A: Tarun Thukral: A great team, 

which has always been ready for 

any challenge, has been one of the 

key reasons for this performance. 

In addition, we have been proactive 

and used the right tools to forecast 

the market better. Each of our 

sales associates is competitive, 

which has aided us. We ensure 
that all employees understand they 

represent the hotel, encouraging 

them to bring us the leads they 

encounter through their networks. 

We explore newer markets through 
the sales leads generated through 

Starwood/Marriott networks. 

Meena Bhatia: Maintaining our 

leadership position necessitates an 

emphasis on critical areas. First and 

foremost, we value guest satisfaction. 

We actively collect feedback and 
are working to improve our o昀昀ers 
and services depending on guest 

preferences. Second, we invest 

extensively in our sta昀昀, o昀昀ering 

extensive training and growth 

opportunities to ensure they provide 

outstanding service. Third, we are 

committed to excellence in all aspects 

of our operations, from housekeeping 

to culinary experiences.

Q: Recruiting skilled employees 

is a major concern today. 

What are your views on this 

challenge, and how have you 

managed to contain attrition 

under such circumstances?

A: Tarun Thukral: We have a 
strong HR and Training department 

that has played a key role in 

retaining employees. Our internally 

developed programmes such as 
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Meridien Executive Programme 

(MET) and Meridien Operations 

Supervisory Training Programme 

(MOST) have been the backbone 

for employee retention. Above 

all, we at Le Méridien ensure that 

they and their families are looked 

after through schemes such as 

annual family days, scholarships 

for their children and the like. 

Meena Bhatia: The talent 

shortage is undoubtedly a big 

concern in today’s hospitality 

industry. We address this by 
fostering a positive and ful昀椀lling 

work environment that values 

employee well-being and 

progress. We provide competitive 
compensation packages, invest 

in training and development 

initiatives, and recognise and value 

our team members’ contributions. 

We cultivate a strong corporate 
culture that values teamwork, 

collaboration, and mutual respect. 

This comprehensive approach 

enables us to attract and retain 

excellent people. For example, 

a signi昀椀cant percentage of our 
employees have been with Le 

Méridien New Delhi for 20 to 

Tarun Thakral

Le Méridien New Delhi will unveil 
a brand-new restaurant and bar in 
September 2024.
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25 years and are still actively 

contributing to the hotel’s success.

Q: F&B have historically 

played a key role in the hotel’s 

positioning and generating 

impressive revenues. Are you 

planning to introduce any 

changes in F&B concepts to 

keep client interest piqued?

A: Tarun Thukral: Food and 

Beverages in hotels have seen a major 

transformation in the past few years. 

There was a time when visitors had 

limited options in the city and had 

to frequent 5-star hotels. Things are 

di昀昀erent today and we must compete 
with high-quality trendy restaurants 

in the city. Today, hotels make an 

extra e昀昀ort to ensure that their 
restaurants and bars stay relevant. 

I personally feel that we need to 

reinvent ourselves every 昀椀ve years. 
The hotel is working on brand new 

concepts in this area and you shall 

see a brand new Bar & Restaurant in 

September 2024. Banqueting menus 

and service are also being upgraded. 

Come September, and you shall 

see these noticeable di昀昀erences!-

Meena Bhatia: We prioritise 
utilising fresh, local ingredients 

creating menus that cater to a variety 

of tastes, o昀昀ering healthier options 
alongside our signature dishes.

This year, to truly embrace the 

unique occurrence of an extra day 

in the leap year, we have launched 

a year-long campaign called ‘+1 

for the Leap Year’. This initiative 

presents enriching experiences that 

elevate our current o昀昀erings. The ‘+1 
Celebrating Flavours of the Globe’ 

campaign is a vital component of this 

programme.We showcase a collection 
of gastronomic treats from a di昀昀erent 
country every month. This allows 

guests to experience a global culinary 

trip without leaving the hotel.

We feel this initiative keeps our 
o昀昀erings fresh and symbolises Le 
Méridien’s commitment to cultural 

exploration. It is a vital component of 

the brand’s DNA. We feel con昀椀dent 
that our guests are going to relish this 

one-of-a-kind opportunity to discover 

the world through their taste buds. HTMeena Bhatia

�e ‘+1 Celebrating Flavours of the 
Globe’ campaign allows guests to 
experience a global culinary trip.”

In conversation
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From prodigal 
to prudent
Hotels turning 
food-wise
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Achieving 34% reduction in its food waste with strategies such as, 

measure, reduce, redistribute, & recycle. Vishvapreet Singh  

Cheema explains how IHG is plating up a sustainable future.

F
ood waste is a pressing 

global issue that has far-

reaching consequences 

for the environment, the 

economy, and human well-being. 

According to the Food Waste Index 

Report 2024, released jointly by 

the United Nations Environment 

Programme (UNEP) and WRAP 

(Waste and Resources Action 

Programme), the world wasted 1.05 

billion tonnes of food, equating to 

one-昀椀fth (19%) of all food available.  
In India, the situation is particularly 

poignant as it is estimated that 

about 40 per cent of the food 

produced is wasted. We face the 

dual challenges of signi昀椀cant food 

Vishvapreet Singh Cheema

Director of Operations - South West Asia, InterContinental Hotels and Resorts (IHG)

In India, it is estimated that about 40% of the 
food produced is wasted.”

wastage and a rising hunger index. 

This staggering amount of waste 

not only represents a monetary 

loss but also raises concerns about 

global hunger and the environmental 

impact of food production.

The hospitality industry faces 

a signi昀椀cant challenge with food 
waste. The industry has been 

experiencing rapid growth with an 

increasing number of domestic and 

international tourists due to which 

the volume of food prepared and 

served has surged. Unfortunately, 

this growth has been accompanied 

by an increase in food waste. As 

one of the world’s leading hotel 

companies, IHG Hotels & Resorts, 

embraces the responsibility and the 

opportunity to take active measures 

to combat food waste. At the core 

of our culture and business is to 

operate responsibly and sustainably.

Brighter future
Building on our commitment, in 

2021, IHG launched a 10-year action 

plan called ‘Journey to Tomorrow’ 

that will make a positive di昀昀erence 
to the world. We are focusing our 

actions on three signi昀椀cant areas. 
For our people, we promote well-

being in the workplace, champion 

an inclusive culture, and advance 

human rights. In our communities, 

we seize the opportunity to improve 

millions of lives, whether by 

supporting disaster relief or tackling 

food poverty, or by imparting skills 

training that can drive social and 

economic change. For our planet, 

we work with our hotels to reduce 

carbon emissions in line with climate 

science, eliminate single-use items, 

reduce food waste, and collaborate 

with the local stakeholders in 

order to tackle water sustainability 

issues in areas of greatest risk. 

This initiative provides our 

hotels with the know-how to 

succeed in our commitment towards 

sustainability. It o昀昀ers practical 
ways and means of making smart 

choices, from packing food to 

reducing waste to 昀椀nding innovative 
storage solutions. This empowers 

Sustainability
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Our chefs employ strategies in 
order to ensure every ingredient  
is used fully to promote creativity  
and sustainability.”

Sustainability
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our teams to maximise e昀케ciency 
and environmental management.

Shaping a better tomorrow
Over the past two years, IHG in 

SWA has implemented a concrete 

and comprehensive action plan in 

a bid to substantially cut down on 

food wastage, and this has been 

proven to be a transformative vision 

for the hotel group. Today, our 

strategies involve “measure, reduce, 

redistribute, and recycle” and the 

teams aim towards promoting 

circular solutions across our 

operations. With a carefully chalked 

out supply chain and honing the skills 

of the sta昀昀, we have signi昀椀cantly 
decreased food waste at IHG hotels 

throughout the country thereby 

achieving as much as 34 per cent 

reduction over the past year. This 

resounding success does not only 

bene昀椀t the environment but also 
leads to cost savings for the hotels.

Sustainability in action
Most IHG hotels in India embrace 

a “zero waste” philosophy, 昀椀nding 
innovative ways to utilise every 

part of the food, bene昀椀ting both 
the planet and our guests’ palates. 

Even in the hotel kitchens, our 

professional chefs employ strategies 

to ensure every ingredient is used 

fully, promoting creativity and 

sustainability. Additionally, we have 

invested signi昀椀cantly in cutting-edge 
kitchen equipment that enhances 

quality and reduces food waste. 

In our e昀昀orts to lessen food 
wastage, We have put in practices 

initiatives such as “No Bin Day.” 

By displaying meal waste boards 

prominently, we make sure that 

our groups are usually aware of and 

actively involved in reducing waste.

Targeted approach
With a sharp focus on utilising food 

waste e昀昀ectively, in select IHG hotels 

such as Crowne Plaza Ahmedabad, 

we use bio-methanation plants that 

turn leftover food scraps into biogas, 

powering the hotels with smooth, 

renewable strength at multiple 

properties. Many IHG hotels such as 

Crowne Plaza Gurgaon and Crowne 

Plaza Okhla also compost food 

waste, transforming it into nutrient-

rich fertilizer for on-site gardens, 

promoting a sustainable cycle.

Food waste remains a global 

challenge that requires a collective 

e昀昀ort. To truly make a di昀昀erence, we 
need a united front from everyone 

involved in the food supply chain, 

from farm to table. Implementing 

strategies that focus on reducing 

waste, redistributing surplus food, and 

recycling organic waste are essential 

steps that the industry must take. HT

(The views expressed are solely of 

the author. The publication may or 

may not subscribe to the same)
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India bets big on

young workforceits

Straight talk
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Could India become the skill hub for global 

hospitality economy? Rajan Bahadur, 

CEO, Tourism & Hospitality Skill Council, 

underscores skilling and upskilling as the 

biggest gamechangers.

Developing eco-friendly practices 

and promoting sustainable options 

can attract environmentally 

conscious travellers.”

Q: What skill gaps currently 

exist in the hospitality 

and tourism sectors?

A: The two sectors currently face 

several skill gaps and challenges. 

There is a notable de昀椀ciency in 
technological pro昀椀ciency, with 
many professionals lacking the 

skills to e昀昀ectively use advanced 
technologies such as Arti昀椀cial 
Intelligence, Internet of Things, and 
digital platforms. Enhanced customer 

service skills are also needed to 

meet the increasing expectations of 

guests. Additionally, there is often 
a lack of pro昀椀ciency in multiple 
languages and strong communication 

skills, which is especially important 
in regions with diverse clientele. 

Training in eco-friendly practices 

and sustainable tourism methods 

is also insu昀케cient. Management 
and leadership skills are in short 

supply, impacting team performance 
and operational e昀케ciency. 

Q: Where do you see 

opportunities for growth and 

innovation in the hospitality 

and tourism industry?

A: Opportunities for growth and 

innovation in the hospitality and 

tourism industry lie in sustainable 

tourism, digital transformation, and 
health and safety enhancements. 

Developing eco-friendly practices 

and promoting sustainable options 

can attract environmentally 

conscious travellers. Utilising 

advanced technologies such as 

AI, VR, and data analytics can 
enhance customer experiences and 

streamline operations. Promoting 

domestic tourism through unique 

local experiences and adventure 

tourism can tap into the growing 
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market of travellers seeking local 

adventures. Leveraging big data for 

personalised marketing strategies 

tailored to individual preferences 

can increase customer engagement 

and loyalty, driving growth and 
innovation in the industry. 

Q. Is the subcontinent 

headed to become the 

supply chain for skills in the 

hotels across the world? 

A: The subcontinent, particularly 
countries such as India, is well-
positioned to become a crucial 

supply chain for skills in the 

international hotel industry. With 

its large, youthful population 
and a growing focus on skill 

development in the hospitality 

sector, the region has the potential 
to meet the increasing demand for 

trained professionals worldwide.

THSC has enrolled more than 

1.5 million youth and successfully 

certi昀椀ed over a million. With a 
network of over 1,000 institutes, 
100 colleges, and 2,000 industry 
units, THSC aims to create a 
robust, industry-aligned skilling 
ecosystem to promote the tourism 

and hospitality sector. Our 1,000 
training centres impart training to 

urban and rural youth. Of these , 
150 centres o昀昀er student-funded 
programmes, which are directly 
linked with industry, providing 
employment or apprenticeships. 

Q: Can you highlight some of 

the key training programmes or 

initiatives that the THSC o昀昀ers?
A: Formed as part of the Skill India 

mission and under the umbrella of 

the Ministry of Skill Development 
and Entrepreneurship, THSC has 
an independent Governing Board, 
comprising representation from 

the government, industry partners 
and industry a ssociations. 





THSC is actively collaborating 

with government initiatives and 

central ministries on schemes such as 

PMKVY, DDUGKY, NULM, Seekho 
aur Kamao, and Sankalp. It has 
undertaken the following initiatives:

• Developed 67 NSQC-approved 
quali昀椀cations in alignment 
with industry partners

• Developed adventure 
tourism courses to meet 

market requirements and 

prepare a pipeline for future 

industry demand, with a 
focus on domestic tourism

• Partnered with international 
organisations such as the 

American Hotel Lodging and 

Education Institute (AHLEI) to 

o昀昀er globally recognised courses.
• Created participant handbooks 

and e-content that re昀氀ect 
evolving industry requirements

• Introducing many courses 
aligned with the hospitality 

industry, such as Assistant 
Chef, Food & Beverage Service 
Associate, Customer Service 
Executive (Meet & Greet), 
and Guest House Caretaker, 
among others to help youth 

excel in the hospitality sector

• Introduced courses such as 
homestay host, tour guide, 
walk tour facilitator, and travel 
guide and incorporated skills 

like basic accounting, and social 
media promotion to help young 

people start their businesses and 

promote domestic tourism HT

About the author 

An extensive cross-industrious exposure 

of over 35 years, has credited Rajan 

Bahadur with rich management 

experience and strong leadership skills 

from sectors such as FMCG, travel and 

tourism, 昀椀nancial services, hospitality 
and social sectors. In his capacity as 

the CEO of Tourism & Hospitality Skill 

Council (a PPP under Ministry of Skill 

Development and Entrepreneurship, 

Govt. of India), his vision is to bridge the 

increasing gap in the skill ecosystem.

Most crucial skills 

for hospitality 

professionals

Strong communication

Essential for interacting effectively with 

guests and colleagues

Customer service

Paramount for ensuring positive guest 

experiences and fostering loyalty

Adaptability & problem-solving

Vital for handling the dynamic and 

unpredictable nature of the industry

Cultural awareness & sensitivity

Important for catering to a diverse 

clientele

Technological pro昀椀ciency
Necessary for using digital tools and 

platforms to enhance service delivery

Leadership & teamwork

Critical for coordinating with various 

depts to provide seamless service

Multitasking

Employees often juggle multiple tasks 

altogether to ensure smooth operations 

Straight talk
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Nikhil Shah, CFA

Senior Director, Hospitality, Capital Markets & Investment Services

drive hospitality 
renaissance

New age 
investors

Upbeat about year-on-year growth 

of hospitality sector, new-age 

investors are turning towards hotel 

investment, targeting dual returns: 

A steady cash yield and potential 

capital appreciation.

T
he Indian hospitality sector is 

witnessing a paradigm shift, with 

a new breed of investors stepping 

into the market. Traditionally 

dominated by individual hoteliers with single 

or multiple assets, the sector is now attracting 

institutional money and educated investors 

who understand the nuances of the real 

estate and hospitality cycles. These new-age 

investors, often educated abroad, are keen to 

explore hotel investments, viewing them as 

long-term assets akin to perpetual bonds.

The dual returns of hotel investments
Today in India, investing in hotels o昀昀ers 
a unique combination of returns: a steady 

cash yield and potential capital appreciation. 

Typically for investors, hotel investments 

provide a cash yield of 4 to 6 per cent annually, 

and this comes coupled with a capital 

appreciation of 4 to 5 per cent if the asset is 

held for a long-term cycle, usually more than 

15 years. This dual return makes hotels an 

attractive investment for those looking to 

balance income generation with asset growth.

New-age investors viewing hotel investment 
as long-term assets akin to perpetual bonds

WorDS by Nikhil Shah

Market analysis
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Investment parameters
New-age investors and traditional owners alike evaluate hotel investments based on several 

昀椀nancial metrics to ensure pro昀椀tability and sustainability. Let us look at the 昀椀nancial parameters.

internal Rate of Return (iRR)

Many investors seek an Irr 

greater than 15% to justify 

the long-term commitment 

and capital outlay involved 

in hotel investments.

Return on Capital 

Employed (ROCE)

The ROCE for the 昀椀rst or 
third year of operation 

is often expected to be 

between 10% and 12%. This 

ensures that the investment 

starts generating 

acceptable returns relatively 

early in its lifecycle.

EBiTDa multiple

When purchasing hotel 

assets, investors look for 

earnings before interest, 

taxes, depreciation, and 

amortization multiple of 

around 12x. This metric 

helps in evaluating 

the value of the hotel 

based on its EbITDA.

Experts support strong growth metrics 
Speaking with Ra昀椀q Balwa of Fair昀椀eld 
Marriott, Sagar Galani of Moxy Hotel, Ayushi 

Ashar of Ashar Group, and Harsh Shah 

of Naman Group unravels a set of collective 

highlights that reveal the promising prospects 

of investing in the Indian hospitality sector. 

As India’s economy grows rapidly, 

the middle class is expanding, leading to 

higher disposable incomes and increased 
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spending on travel, leisure, and 

hospitality services. More Indians 

traveling and staying in hotels is 

boosting domestic demand.

Infrastructure development 

and improved connectivity to 

religious sites and tier III cities are 

enhancing the attractiveness of 

investing in the hospitality industry.

Ra昀椀q Balwa said, “India has 
seen a signi昀椀cant rise in domestic 
and international tourists over 

the past decade, driven by 

government initiatives like the 

Incredible India campaign and 

relaxed visa regulations. This 

surge in tourism has increased the 

demand for hotels nationwide.”

Harsh Shah of Naman Group 

echoed a similar sentiment that 

the return and yield expectations 

for hotel projects in India have 

improved signi昀椀cantly because 
of robust economic growth, 

wealth creation, and enhanced 

infrastructure. Additionally, cost-

saving measures implemented 

during the pandemic have resulted 

in better operating margins.

“For location preferences, we 
are focused on top-tier business and 

leisure destinations with limited 

upcoming supply, as these markets 

Harsh Shah

Vice President

Shree Naman Group

Surge in tourism 
has increased the 
demand for hotels 
nationwide.”

We are focused 
on top-tier 
leisure & business 
destinations with 
limited supply.”

o昀昀er high return on investments 
(ROI) potential. Regarding the 

development versus acquisition 

discourse, we are open to both 

strategies. Renovating brown昀椀eld 
properties in urban areas often 

provides better ROI prospects, 

but green昀椀eld projects are also 
considered based on opportunities. 

Our long-term vision typically 

involves holding assets for long-

term revenue generation and 

appreciation. However, successful 

recent IPOs in the hospitality sector 

may o昀昀er opportunities for earlier 
liquidity,” Harsh Shah added. 

New trends infuse new energy
Ayushi Ashar of Ashar Group 

described the three main reasons 

to invest in the hospitality sector, 

“Firstly, the Indian hospitality sector 
saw signi昀椀cant growth year-on-year. 
This growth was driven by increased 

corporate travel, weddings, and 

demand for MICE events. Secondly, 

the industry revenue growth is fueled 

by steady domestic demand and an 

in昀氀ux of international travellers, 
presenting lucrative opportunities for 

investors. Thirdly, domestic tourism 

is a strong driver, with economic 

activity and leisure travel expected 

Ra昀椀q Balwa
Director, balwa Group
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Creating sustainable buildings involves 

optimising energy, and o�setting 

carbon footprints through innovative 

solutions, says Adreesh Chakraborty, 

architect and interior designer.

Sustainable 
architecture
Necessity, 
not luxury

Hotel design
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T
he hospitality industry is 

booming in the Kingdom 

of Saudi Arabia (KSA). 

At the forefront of this 

growth is BWH Hotels. In an 

interview, Stefan Dubbeling, 

Managing Director, Development 

EMEA, BWH Hotels and Mujahid 

Pasha, Director, Development 

Middle East, BWH Hotels, reveal 

the strategies behind their success 

and future course of action.

Blueprint for

long-term 
success

WORDS BY HT BUREAU

As Kingdom of Saudi Arabia accelerates 

economic diversification, the industry sees 

unprecedented growth. We ask BWH Hotels 

about their expansion plans in the market. Mujahid Pasha, Director, Development Middle 

East, BWH Hotels, with Stefan Dubbeling, 

Managing Director, Development EMEA,  

BWH Hotels

Meeting diverse needs 
BWH Hotels oʡers an array of soft 
brand options tailored to meet the 

diverse needs of hotel operators in 

the Kingdom. Pasha highlights the 

signiýcance of these options, ñWe 
oʡer management, franchise, and 
soft brand options. Some owners 

prefer to retain their hotelís identity, 

and our soft brand allows for that, 

oʡering back-end support, sales, 
and marketing without imposing 

a new brand name. This þexibility 
is particularly appealing to owners 

who are emotionally attached 

to their hotelís individuality.î

Partnerships & proýt sharing
The companyís unique DNA, as 

Dubbeling explained, sets BWH 
Hotels apart. ñWe are a membership 
organisation, run by hoteliers for 

hoteliers. This non-proýt structure 
means all proýts are reinvested 
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