
Annual Review 2002



Hilton 
The world’s most powerful 
hotel brand, Hilton International
currently operates over 249
hotels in over 70 countries
worldwide.

Scandic
Acquired in 2001, Scandic is
the leading Nordic hotel brand
with 135 hotels located primarily
in the Scandinavian and Baltic
regions.

LivingWell
LivingWell is one of the UK’s
largest health club operators. 
Its international portfolio of 
102 clubs services over 
140,000 members.

Ladbrokes
Ladbrokes is the world’s 
leading bookmaker employing
over 12,000 people in its 
retail, telephone and 
eGaming operations.

Vernons
A leading operator of the football
pools since 1925, Vernons 
has over 5 million current and
past players spread across 
150 countries worldwide.

1 Group highlights
2 Chairman’s statement
3 Chief Executive’s

statement

4 Hilton at a glance
Operational review:

7 Hotels
8 Betting and Gaming

10 Corporate social
responsibility

12 Managing the group
13 Financial Review

14 Summary financial
statement

17 Shareholder information
and Corporate Directory

www.hiltongroup.com



1Hilton Group plc Annual Review 2002

Group highlights

› Group profit before taxation, goodwill amortisation 
and exceptional items down 3.1% to £271.4 million.

› Worldwide Betting profits up 31.5% to £149.3 million 
with strong growth in all channels.

› Hotel profits fell 16.9% to £212.1 million as trading remains
difficult, particularly in the European gateway cities.

› Net borrowings reduced by over £300 million 
to £1,164.8 million.

› Final dividend of 5.52 pence making a total 
of 8.92 pence – level with last year.

2002 has been a difficult year in terms of economic 
and global uncertainties but the Group has reported 
a solid performance. 

£5,479.0m
turnover up 31.6%

13.40p
earnings per share down 6.3%

£271.4m
group profit before taxation down 3.1%

8.92p
full year dividend maintained

£1,164.8m
net borrowings reduced by over £300m



Chairman’s statement
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Hilton and Ladbrokes are both world-leading
brands. It is our belief that, in the medium
term, our hotel performance will improve 
and Ladbrokes will continue to grow. 

The past year has been a difficult one in terms of
economic and global uncertainties but I am pleased
to report a solid performance by your Group.

World-leading Brands
Hilton and Ladbrokes are both world-leading
brands. They offer products, service and quality
that will always be in demand.

Overview of Results
The Group’s profit before taxation, goodwill
amortisation and exceptional items fell 3.1% 
to £271.4 million.

Due to the reduction in international travel
exacerbated by the general downturn of economies,
notably in Germany and Scandinavia where the
portfolio is predominantly owned or leased, the
hotel division saw operating profit for the year fall by
£43.2 million to £212.1 million. Underlying profit,
after adjusting for property changes and exchange
movements and excluding the Scandic acquisition
fell by 13.4% to £200.6 million.

Worldwide Betting turnover at £3.8 billion
increased by 50% following the introduction of
‘tax-free’ betting, the continued international
expansion of our eGaming business and the benefit
of the World Cup in Japan and Korea. Gross win 
at £622 million was up by 8%, increasing in all
channels and reflecting positive growth across the
business. Operating profit before exceptional items
increased by 31.5% to £149.3 million.

Setting the Pace
It is our belief that, in the medium term, our hotel
performance will improve and Ladbrokes will
continue to grow. We hold that belief because 
we know that both businesses are leaders in their
sectors, developing fresh approaches, making
innovations and responding to their customers’
demands. These are businesses that set the pace
and the agenda in their sectors. Where Hilton or
Ladbrokes goes, the competition is sure to follow.

Most Admired Company
This is a Group that wins awards. A raft of awards
in hotels, betting and gaming and health clubs was
capped at the end of last year with the news that
readers of Management Today magazine voted
Hilton Group the most admired company in the
leisure and hotels sector. In addition, of the largest
125 companies in the UK our ‘admiration ranking’
moved up from 72 to 19.

Hilton in the Community 
As a Group we take our responsibilities to our
employees and the communities in which we operate
very seriously. In February 2002 we established
Hilton University which provides employees with
learning and education opportunities. The Hilton in
the Community Foundation, established almost two
years ago, is now supporting charities and disaster
relief right round the world. At Ladbrokes, staff are
close to raising over £2 million for charity over the
last five years.

Customer Service
Hilton Group is in good shape and I want to take
this opportunity to thank staff and management
right across the business for their hard work and
commitment to customer service that has helped
bring this about.

The Board
On 22 July 2002 Nicholas Jones was appointed 
a non-executive director. Nicholas is a distinguished
corporate financier and is Vice Chairman of Lazard
Brothers and was previously Chairman of the
National Stud. Russell Walls, the senior independent
director, will not be standing for re-election at this
year’s AGM and we would like to thank Russell 
for the contribution he has made to the Group.

On Russell’s retirement Patrick Lupo takes over 
as the senior independent director.

Being Responsive
We have, over the years, built a Group that is
structured to be financially strong during such
uncertain times as these. We have built a Group
that is responsive to the needs of our customers and
which will continue to be so. Both these attributes
leave Hilton Group as a strong player for the future.

The Dividend
In line with our commitment given last November
that we would maintain the full year 2002 dividend
at no less than last year’s level, the Board have
recommended a final dividend of 5.52 pence 
per share payable on 2 June 2003 to shareholders
on the register on 7 March. This final dividend,
together with the interim dividend of 3.40 pence,
gives a total dividend of 8.92 pence, and is
maintained at last year’s level.

Outlook
At the time of writing, the uniquely complex
economic and political uncertainty makes
forecasting for hotels difficult. The outlook for
betting remains positive. Our task is to muster 
the strengths of our brands, management and
finances to continue to outperform the competition.

Sir Ian Robinson
Chairman
27 February 2003
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Chief Executive’s statement

The Group experienced a year of mixed fortunes
with betting doing well while hotels faced very
trying conditions especially in Continental Europe.
The inherent strengths of the brands remained
intact, however, with Hilton and Ladbrokes both
demonstrating their capacity to cope with rapidly
changing and evolving markets.

Due Credit
Particular credit is due to the Ladbrokes team,
led by Chris Bell, which had a good year with 
the benefits of the zero customer tax regime 
and growing eGaming profitability, coupled 
with the upside from a number of innovative
products and strategic investment in technology
flowing through.

Our £25 million investment in the EPOS system
provided a technological backbone for our shop
estate, which is being further invested in with 
a 3,500 unit self service customer terminal
programme and new TV screen presentation 
and information. This further £20 million
investment will be concluded this year.

Inventiveness
Led by Anthony Harris, the hotel division had 
to deal with very tough trading conditions and his
team demonstrated great skill in adapting quickly
to the new challenges, especially the downturn 
in international travel. Our sales and marketing
colleagues displayed great inventiveness in driving
increased domestic and regional business – an
invaluable skill in the current market.

Steady Expansion
We have managed to expand into new territories
in both businesses over the past year. For hotels 
we have added contracts for a number of new
properties in important destinations to Hilton –
perhaps surprisingly so given the climate. We will
see in the coming years a third and well located
Hilton in Paris, the first Hilton in Moscow and the
first Hilton in Venice as well as some of our older
and most famous hotels being totally refurbished –
in most cases closed and to be reopened – such 
as Sydney, Athens and Vienna.

Within Ladbrokes, expansion is also internationally
driven – but we have not had to leave these 
shores often to do it! In eGaming, helped by new
product launches and improved presentation and
service, our overseas business is growing and for
the sportsbook now represents 46% of turnover.
Ladbrokespoker.com is another good example. In
under a year, without accepting bets from US
citizens as players, we have established ourselves 
as one of the biggest sites in the world.

Similarly, driven by new technology and customer
service levels, our telephone betting business now
takes calls and bets from over 35 countries.

Our shop businesses in the UK, Ireland and
Belgium are all continually being refreshed with
acquisitions, relocations and refurbishments – 
we are always trying to bring a better service,
environment and new ideas to the customer.

Strong Finances
My deputy, Brian Wallace, leads a respected finance
team. Their prudent management of cash and
strong focus on liquidity help present a solid
business profile essential for future growth and
development at the appropriate time, whilst
affording funding security during periods of
economic uncertainty.

Customer Led
We are a customer led business and, despite these
uncertain times, good service delivery must remain
our key aim. My primary objective for the year
ahead is to build upon and improve levels of guest
and customer satisfaction, which in turn, will enable
us to continue to outperform our competitors.

In the year ahead, the challenges are to control
the costs of a growing set of businesses without
affecting our well-respected customer service
delivery.

The challenge presented by ever more demanding
and discerning customers in a tough market is 
one the Group will tackle with enthusiasm.
I remain confident.

David Michels
Chief Executive
27 February 2003

Hilton and Ladbrokes both demonstrated
their capacity to cope with rapidly changing
and evolving markets.

Anthony R Harris
1955-2003

On 11 March 2003,
Anthony Harris, Chief
Executive of our Hilton
International hotels division,
sadly died after a six-month
illness. His career with Hilton
spanned some 25 years
during which time he spent
two spells at the company,
as a Vice President, and
latterly as Chief Executive.
His outstanding contribution
was driven by a passion for
the hotels business and an
enthusiasm for Hilton, its
guests and its staff. He will 
be sorely missed.
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Hilton Group at a glance

Hilton Group is a global company operating in the
hospitality, health club, betting and gaming markets with
the leading brand names of Hilton, Scandic, LivingWell,
Ladbrokes and Vernons.

The new Hilton São Paulo Morumbi offers
an unparalleled welcome in the commercial
capital of Brazil.

Soothe and pamper your mind, body
and soul at one of Hilton’s spas.

Hilton HHonors is the best known and preferred
reward and recognition programme for business
travellers in Europe and the Middle East.
[Source: BDRC – Guest Survey 2002]

Profit from the hotel division of £212.1m was 
impacted by a downturn in international traffic.

£212.1mChoose from 40 Hilton Worldwide 
Resorts in the most breathtaking 
and exotic locations in the world.

Hilton Meetings, Hilton’s award-winning
meeting concept, offers you hassle-free
meetings in over 1,300 rooms worldwide.

www.hilton.com



Over 1,500 Cash Quest terminals were
installed throughout the UK in 2002. 
A further 2,000 terminals, 12 betting
events and ‘Live Terminal Betting’ are
scheduled for 2003.
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New ‘International Racing’ betting
opportunities from South Africa, 
Dubai, France, Italy and Germany 
are generating enormous customer
demand. £52m annual turnover. 

The web’s first every minute numbers game was
rejuvenated early last year with the addition of more
innovative betting opportunities. Over 500 players 
a day pay testament to Balls’ continued success.

Ladbrokespoker.com has gone from strength 
to strength since its launch in Summer 2002. 
Poker popularity has been aided by televised 
events such as Poker Million.

Partnering with major football brands with extensive
domestic and international fan bases provides
opportunities both locally in the UK and globally,
especially in the Far East market.

With perimeter board advertising
at major premiership grounds,
Ladbrokes’ association with top-
flight football is viewed across
the world. www.ladbrokes.com



384
hotels with over 96,000 
rooms in over 70 countries.

The newly rebranded Hilton, the Helsinki Strand is the
first Hilton in Finland and offers 192 elegantly furbished
rooms, high class conference facilities and spectacular
sea views.

Superb cuisine for Hilton guests around the globe.

There are over 85 LivingWell health clubs in the 
UK with a membership of 130,000; with a further
nine international health clubs and seven new
LivingWell Express clubs in Europe.

Hilton Relaxation Rooms are one of Hilton’s latest
innovations. The concept offers a radical departure 
from the traditional two area bedroom design, by
introducing three zones consisting of the bedroom, 
work area and bathroom.
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Putting back a little 
of what life takes out…

Over1,300
meeting rooms in 130 hotels in 34 countries.



Hotels
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Business Review
2002 presented the management team with a
number of new challenges, which allowed them 
to demonstrate their ability to deal with rapidly
changing and difficult markets. We have sought 
to drive returns through the investments we 
have already made, as well as maintaining good
service delivery and paying close attention to
customer needs.

The industry is facing a trend towards later booking
as well as a reduction in business traffic. Our sales
and marketing teams have adapted to these new
scenarios with the launch of highly successful
tactical marketing programs.

The growing sophistication of our customers is also
being addressed by offering easier access and more
information about our products through websites
and the internet in general. Over the next year an
additional four localised websites will be developed
for use in the UK, German, Japanese and
Scandinavian markets.

We have successfully relaunched the Hilton
Worldwide Resorts program. We now offer a
unique group of four and five star destinations
including the Maldives Resort and Spa, Tobago
and Mauritius.

We continue to seek out opportunities to take
advantage of the highly successful Hilton brand.
Its acknowledged merits and strengths are proving
attractive to third parties who want to be associated
with the Hilton name to support and enhance their
own products. For example, we recently signed a
licensing and development agreement with 

Coral Hotels, to rebrand their Caribbean hotels
‘Coral by Hilton’. Hilton have also partnered with
Festival Cruises where ‘Hilton Suites’ will be
available on Festival’s premium ships.

In addition, we have continued to expand into new
gateway city locations including Cologne, Narita
Airport (Japan), São Paulo and more recently we
signed management contracts in La Defense (Paris),
Moscow and Venice.

LivingWell, our successful health club business,
continues to explore opportunities in Australia and
a further four clubs are due to open over the next
18 months bringing the total number of premier
clubs in Australia to eight. We have also launched
LivingWell Express, a new cost effective hotel
health club concept designed to meet the needs 
of the travelling business customer.

Operating Review
Due to the reduction in international travel
exacerbated by the general downturn of economies
notably in Germany and Scandinavia operating profit
for the year fell by £43.2 million to £212.1 million.
Underlying profit, after adjusting for property
changes and exchange movements and excluding the
Scandic acquisition fell by 13.4% to £200.6 million.

On a worldwide basis (like for like properties at
constant exchange rates, including a full year of
Scandic in 2001 for comparability) revpar fell by
1.0% with occupancy down 0.5 percentage points
and rate down by 0.2%.

Until the economic climate becomes clearer, capital
expenditure, other than routine repairs, has been
kept to a minimum. In addition, cost control

remains a core focus, but not at the expense of
guest satisfaction.

Profits for the United Kingdom and Ireland
portfolio fell by 14.6% to £107.7 million. Taking
into account the effects of sale and leaseback
transactions, which reduced profitability by 
£8.6 million, underlying profit fell by £9.8 million.

Overall, like for like revpar was down 2.9%, rate
down 1.0% and occupancy down 1.5 percentage
points.

The Provinces performed well in difficult
circumstances with revpar falling by only 
0.3% driven by a fall of 1.8 percentage points 
in occupancy, with rate up 2.2%.

In London, on a like for like basis, revpar for the
year fell 5.7%, although the last quarter showed
some recovery with growth of 11.8%.

The only major capital expenditure project in 
the UK was the 233 room extension at the Hilton
Gatwick, which opened in December 2002.

Europe and Africa saw profits fall by 26.5% 
to £70.6 million.

Hilton branded Europe and Africa revpar for 
the year was down 3.5% (like for like at constant
currencies) with the second half showing growth 
of 1.9% after the first half decline of 8.4%. The
Hilton Geneva had a very good year, with revpar
up over 25% and overall, on a like for like basis,
our Western European managed portfolio saw
revpar up 9.3%.

The Scandic portfolio saw profits fall 13% on a like
for like basis including rebrands. To date 14 hotels
have been rebranded to Hilton with a further two
planned for 2003.

The Asia Pacific and Middle East region 
saw profits fall by 2.0%. Revpar was up 6.4% 
on a like for like basis at constant exchange rates.

Revpar (like for like at constant currencies) in 
Asia Pacific increased by 6.7% and by 5.8% in the
Middle East. Encouraging results came from the
Maldives where revpar was up by 43.1%, in China
where revpar grew by 14% and Japan where revpar
increased 4.2%. Tokyo Bay benefited from the
strong performance of the Disney resorts and saw
profits up by over 70%.

Following the acquisition of the Hilton Sydney in
2000, the hotel closed in the fourth quarter and will
undergo a full £46 million rebuild. It will reopen in
mid 2004 as the premier meeting and conference
hotel in Sydney.

The Americas saw profits fall 23% on a decline in
revpar of 2.1%. The new Hilton São Paulo
Morumbi opened in the fourth quarter in a difficult
market place. The Caribbean performed well in a
challenging environment helped by the launch of
the new resort product.

The LivingWell business saw a very encouraging
19.5% growth in profits. After adjusting for changes
in internal accounting policies comparable profit
grew by over 50%. There has also been a 7%
growth in members and worldwide membership
now stands at over 142,000.

Anthony R Harris
1955-2003

The tragic death of Anthony Harris, aged just 47, came as a real shock.
He was a strong man, full of energy. A keen sportsman, he was only a few
months ago out on the ski slopes, totally unaware of how gravely ill he was.

In a career with Hilton spanning some 25 years, he worked first at the
London Hilton, then the Cavalieri Hilton in Rome before becoming Vice
President for Sales in Europe. He moved on to work first for Ciga hotels in
Italy and then Stakis in the UK before returning to Hilton first as Managing
Director, UK and Ireland and then as Chief Executive, Hilton International
with responsibility for hotel operations in more than 70 countries.

He achieved so much in such a short time thanks to pure talent and hard
work. He was a good hotelier with a passion for the business, and a good
leader with a passion for people. His legacy to Hilton includes Hilton University,
which is improving management skills right across the organisation, and his
gift to those places in which Hilton does business includes the Hilton in the
Community Foundation, which has in less than two years raised more than
£1 million for good causes.

To his friends, Anthony’s lasting mark will be one of enthusiasm, humour,
warmth, approachability and charm. To his family, it will be one of absolute
devotion.

David M C Michels, Hilton Group plc
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Business Review
Ladbrokes continues to build on the unprecedented
levels of change experienced in 2001. The introduction
of ‘tax-free’ betting in late 2001 has been a catalyst 
for growth, leading to a widening of the choice of
betting opportunities in all distribution channels.

The Government’s objectives to create a more
enlightened approach to betting with a keen
awareness of customer needs appears to be on
course. Gambling is now a mainstream leisure
product and is rightly being treated as such.

Throughout 2002, Ladbrokes has continued 
to invest in technology enabling the launch of
innovative new products and greater service
delivery to the customer.

Technology has also been exploited through our
electronic point of sale system, which allows customers’
bets to be captured electronically so saving time and
money through increased staff productivity. The
recently introduced mark sense (lottery style) slips,
made possible through the electronic point of sale
systems and touch screen betting facilities, have also
proved to be extremely popular.

The eGaming business continues to grow at
encouraging levels and benefited from the popularity
of the World Cup when over 1.2 million bets were
placed by over 62,000 customers. 13 languages 
are now supported across an increased range of
products, accepting 15 different currencies.

Particular success included the expansion of the
rapid keno style game ‘Balls’ and the launch in 
May of ladbrokespoker.com. The ladbrokescasino.com

site is developing rapidly and is now recognised as 
a leading player in the industry. Jackpot games now
offer customers the chance to win over $1 million.

The telephone betting operation continues to grow
rapidly, with over 100,000 active customers, an
increase of 14%. Investment has and still is being
made in improving customer service, including
development of a speech recognition system for
automated call handling. In the first half of 2003
the Ladbrokes One Account service will enable
customers to, for example, bet from their office,
using the telephone or internet and then pick up
their winnings from their local Ladbrokes shop on
their way home from the office. No other competitor
offers customers this level of accessibility.

Vernons continues to perform well, with the 
growth of online games products and numbers
games available through mail and telephone
offsetting the industry decline in traditional 
pools betting.

Operating Review
Turnover at £3.8 billion increased substantially 
by 50% following the introduction of ‘tax-free’
betting, the continued international expansion 
of our eGaming business and the benefit of the 
World Cup in Japan and Korea.

Gross win at £622 million was up by 8%, increasing
in all channels and reflecting positive growth 
across the business. Gross profit, after deducting
duty and VAT was up by 20% at £527 million.

Operating profit increased by 31.5% to 
£149.3 million.

Boosted by our continued investment in the
condition of the estate, customer facing technology
and extended opening hours, turnover rose by 52%.

Gross profit margin (excluding AWPs and FOBTs)
of 13.9% was lower than the three year average 
of 14.4%. This is a consequence of both horserace
margins being reduced on-course by the impact 
of bookmakers at the race track hedging off-course
with betting exchanges and increased customer
betting on lower margin and virtual events.

However, gross win, the amount of money 
the customer leaves behind, increased by 4%
demonstrating that in the new no tax era customers
are prepared to reinvest their winnings as value 
to them improves.

The European shop businesses achieved a 22%
increase in profit, each and every business showing
growth other than Belgium, which had to withdraw
slot machines under new legislation. The UK
business in particular benefited from accelerated
shop development with 46 relocations, ten new
licenses and 27 acquisitions at a total cost of
£29 million. The leverage of our EPOS network 
was pushed further with the commencement of
installation of 3,500 self service customer terminals
and new in-shop screen presentations and data
library costing some £20 million.

Costs in UK retail rose by 14% as increased 
levies and picture payments were made to British
horseracing, shops were open for longer hours and
on more Sundays and higher property rents, utility
charges and insurance costs were incurred.

Vernons continued to perform well, with turnover
decline slowing and new products being introduced,
generating a profit of £5.5 million (2001: £5.5 million).

Following the return of our call centre from
Gilbraltar to London and Liverpool, telephone
betting turnover has increased by 38%, call
volumes by 26% and average call costs have
reduced by 18%.

Gross win also increased by 9% as stakes per 
call rose to £82. Telephone betting made an
increased profit of £8.1 million from a base 
of 104,000 active customers.

eGaming continued its growth, increasing turnover
on the sportsbook by 78%, the casino by 66% and
‘Balls’ almost six-fold. Gross win increased by 102%
to £53 million, also benefiting from the launch of
our poker site in May. From a standing start our
poker site – ladbrokespoker.com – is one of the top
three in the world and the biggest poker room
without US customers.

Encouragingly, whilst we continue to invest in 
this business, profit has reached £11.3 million 
an increase of £9.3 million on 2001.

We now have over 500,000 registered players,
with 264,000 active during 2002.

Internationalisation of the offering continues –
even though we do not take bets from US citizens – 
we take bets from 180 countries in 15 currencies
and provide full customer service back up in 
13 languages.

Betting and Gaming
The introduction of ‘tax-free’ betting in late 2001
has been a catalyst for growth, leading to a
widening of the choice of betting opportunities
in all distribution channels.

Christopher Bell
Chief Executive
Ladbrokes Worldwide
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Setting the pace…

+32%

+36%

Operating profit grew 32% in 2002, fuelled by over 50%
turnover growth in UK shops following a full year of 
‘tax-free’ betting. Strong progress in telephone betting
and near five-fold growth in eGaming.

Greater consistency in the
forthcoming 2003 horseracing
programme will ensure more
competitive racing all year round.

Dogs turnover and gross win performance
outperformed plan in 2002. This was fuelled by
the supply of additional race meetings and a
stronger focus on dogs throughout all channels.

Record call volumes will be augmented
by improved call routing and further
developments of voice recognition.

Outstanding numbers turnover and profit
performance up 36% during 2002, despite
furious competition from the Lotto and the
introduction of ‘Hot Picks’.

Ladbrokes.com sponsored the 2003 World Darts
Championship – an event that has become part 
of the Christmas tradition for sports lovers.

Virtual horseracing launched in Ladbrokes
betting offices during 2002 with 10 virtual 
races and has an annual turnover of over £40m. 
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Our People 
We rely on our employees to provide the high
quality of service our guests and customers expect.
In return we work hard to look after our people.
Our aim is to maximise and develop the skills 
of our staff, provide opportunities for personal
development and achieve high rates of employee
satisfaction.

Through its ‘Esprit’ programme, Hilton
International aims to make everyone feel valued
within their working environment. Its objectives 
are to maintain high standards in human resources
management and to create a business culture in
which everyone can grow and develop their careers.
To support this commitment, Hilton University 
has been launched worldwide, covering a range 
of skills for the hotel industry, from operational 
and technical to finance and general management.

Ladbrokes has been Investors in People accredited
since 1998 and is continuously monitoring and
improving its activities. For the second year 
running, Ladbrokes has achieved GoodCorporation
accreditation, with its staff receiving a commendation
for their approach to customers and the local
community.

Equal Opportunities and Human Rights
Hilton Group values its international reputation
and respects the communities in which we work.
We uphold the principle of equal opportunities 
and strive to meet high ethical standards. Our
divisions abide by the provisions of the Universal
Declaration of Human Rights.

Health and Safety
Health and safety is a primary objective of the
Group and an integral part of the way we manage
our business. Our aim is to achieve best-practice
standards in health and safety throughout our
operations. We support a proactive culture of risk
management to ensure accidents and incidents
remain as low as is reasonably practicable.

Environment and Sustainability
Hilton Group is committed to protecting the
environment and improving its environmental
performance.

We are included in FTSE4Good and are an 
active participant in the UK Business in the
Environment’s Index of Corporate Environmental
Engagement. We also sponsor the International
Hotels Environment Initiative (IHEI).

We are continually working to incorporate
environmental management into everyday business
practice, measuring our performance and setting
improvement targets for all our business units.
To date, we have focused on minimising the 
direct impact of our operations and in particular
reducing the amount of energy and water we use
and waste we produce.

Hilton Group operates to high standards of
performance and advocates socially and
environmentally responsible business practice. 

Corporate social responsibility

The NSPCC child protection
helpline was printed on the
back of more than 25 million
betting slips.

‘Family day’ at Hilton Melbourne Airport.

Company Health and Safety mascot
CHAS helps raise cash for the Hilton
in the Community Foundation.

Linda Lusardi launched the 
latest phase of fund raising 
for the NSPCC by Ladbrokes.

Community action campaign at the
Caledonian Hilton, Edinburgh.

www.hiltongroup.com

In demonstrating our commitment to Corporate Social
Responsibility (CSR) we have produced a full disclosure 
on our website (www.hiltongroup.com), highlights of 
which are presented here.
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Business Practice
Our internal codes of practice require business
professionalism, honesty and integrity in all that we
do. We seek to comply with all relevant legislation
and to maintain good relationships with all our
stakeholders.

Customers
Our customers are our business. In order to
maintain high levels of satisfaction, we are
constantly assessing the views of our customers.
Hilton Group encourages its divisions to operate a
fair system for handling complaints from customers,
guests, employees and suppliers. We respect the
rights of the consumer according to all applicable
legislation in the countries in which we operate.

Business Partners and Supply Chain
We promote long-term relationships with our
business partners and our divisions work closely
with their suppliers to maintain the integrity and
continuity of service expected by our customers.
In particular, we have established social, ethical 
and environmental criteria for procurement and 
are working with our suppliers to integrate them
into our supply chain.

Communities and Charities
Good relationships with local communities provide
invaluable benefits to our business. We encourage 
all our employees to be involved in their communities.

Hilton in the Community Foundation is the
charitable trust set up and wholly supported by
Hilton International and its employees. The
foundation was launched in the UK in 2000 
and is now being rolled-out worldwide.

In 2002, the Ladbrokes charity of the year has 
been the NSPCC. In addition, Ladbrokes continues
to support the Gambling Industry Charitable 
Trust (inc Gamcare), assisting both individuals and
their families who have issues related to problem
gambling.

Our employees throughout the world have been
involved in fundraising and charitable activities and
during 2002 have raised approximately £1 million.
In addition, group companies donated £164,000 
to 348 charities worldwide of which £131,000 
was to UK charitable organisations. This excludes
£200,000 donated by Hilton International in support
of the Hilton in the Community Foundation.

In demonstrating our commitment to corporate
social responsibility (CSR) we have produced full
disclosure on our website (www.hiltongroup.com).

Further information on corporate social
responsibility is included in the Directors’ Report on
page 49 of the Annual Report 2002, which is
available as set out on page 14.

Our aim is to bring a positive benefit to the societies 
in which we operate, through high quality services,
economic growth, environmental protection, community
involvement and, of course, employment.

Celebrity punters were each given
£5,000 to bet on the World Cup, 
with the biggest winnings going to 
the NSPCC.

The Hilton Jalousie helps carry the
Commonwealth Games Baton across
St. Lucia.

‘Give racism the red card’ campaign –
Scandic Hotels. Hilton in the Community Foundation is

now supporting charities and disaster
relief right around the world.

£1million
Approximately £1m donated to charities by employees 



Stephen Bollenbach 
He was appointed non-executive director in
January 1997. Stephen F Bollenbach is President
and Chief Executive Officer of Hilton Hotels
Corporation. He is also Chairman of Park Place
Entertainment and is on the board of AOL/Time
Warner and Catellus Development Corporation.
Age 60.

Patrick Lupo 
He was appointed non-executive director 
on 26 January 2001. Patrick Lupo is a director
and former Chief Executive of DHL Worldwide,
where he has held a number of senior positions
since 1975. He is also currently a non-executive
director of WH Smith Group plc. He will become
senior independent director following the 2003
AGM. Age 51.

Louise Patten MA (Oxon) 
She was appointed non-executive director 
in 1993. Louise Patten is a member of the
Advisory Board of Bain & Company, the strategy
consultants, and is a non-executive director of
GUS, Brixton and Somerfield. Previously she 
has held positions in management consultancy,
corporate banking and retail financial services. 
Age 49.

Russell Walls BSC FCCA

He was appointed non-executive director in 
June 1996 and is the senior independent director.
Russell Walls was formerly Group Finance Director
of BAA and previously held similar positions with
Wellcome and Coats Viyella. He is also a non-
executive director of Stagecoach Group, Signet
Group, and The Mersey Docks and Harbour
Company. Age 59.

Nicholas Jones 
A qualified accountant and business school
graduate, Nicholas Jones is a distinguished
corporate financier and is Vice Chairman of Lazard
Brothers, a position he has held since 1999. His
other interests include horseracing and from 1991-
2000 he was Chairman of the National Stud. Age
56.

Senior Management Mike Ashton
Senior Vice President Marketing, 
Hilton International
Tim Davis
Senior Vice President Distribution 
and eCommerce, Hilton International
Roger Devlin 
Corporate Development Director

Jürgen Fischer 
President Hilton International, Europe and Africa
Howard Friedman 
President Hilton International, The Americas
Paul Harvey
Managing Director, LivingWell
Koos Klein 
President Hilton International, 
Middle East & Asia Pacific

Wolfgang M Neumann 
President Hilton International, UK and Ireland
John O’Reilly 
Managing Director, Ladbrokes eGaming
Alex Pagett
Corporate Affairs Director
Alan Ross 
Managing Director, Ladbrokes 

Bryan Taker 
Head of Group Human Resources 
and Legal Services
Desmond Taljaard 
Senior Vice President Real Estate, 
Hilton International
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Managing the group

Sir Ian Robinson BSC FRENG

Chairman

He was appointed Chairman of the board on 
1 October 2001, having joined the board as a
non-executive director and Deputy Chairman on
22 February 2001. Sir Ian was Chief Executive 
of Scottish Power plc from 1995 to 2001. He is 
a Fellow of the Royal Academy of Engineering
and is non-executive Chairman of Amey plc 
and Scottish Enterprise. Age 60.

David Michels 
Group Chief Executive

He was appointed Group Chief Executive of Hilton
Group on 1 June 2000. He joined the board in
March 1999 and was appointed Chief Executive 
of Hilton International in April 1999. A graduate 
of the London Hotel School, David Michels was
formerly Chief Executive of Stakis plc. He is also 
a non-executive director of British Land plc and
Hilton Hotels Corporation. Age 56.

Brian Wallace MA ACA

Deputy Group Chief Executive and 
Group Finance Director

He became Deputy Group Chief Executive on 
1 June 2000. He was appointed Group Finance
Director and joined the group board in April 1995.
He was formerly Group Finance Director of Geest
and has held financial appointments with APV,
Schlumberger and Price Waterhouse. He is also 
a non-executive director of Hays plc. Age 48.

Christopher Bell 
Chief Executive, Ladbrokes Worldwide

He was appointed to the board on 1 June 2000.
He joined Ladbrokes in 1991 and became
Managing Director in 1995. Prior to joining
Ladbrokes he held a number of senior positions
with Allied Domecq. He is also Vice-Chairman of
the Association of British Bookmakers, a member
of the Bookmakers Committee and a director of
Satellite Information Services. Chris Bell was
appointed a non-executive director of Game
Group plc in January 2003. Age 45.

Anthony Harris 
1955-2003

He was appointed Chief Executive Officer of Hilton
International and joined the board on 1 June 2000.
He joined Hilton International in March 1999 as
Managing Director for the UK and Ireland and
became Chief Operating Officer, Hilton International
in the early part of 2000. Prior to joining Hilton, 
he was Deputy Chief Executive and Managing
Director of Stakis plc. Sadly Anthony died on 
11 March 2003, aged just 47.


