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Stakeholder Communication

To implement sustainable management across the entire value chain, Hotel Lotte identifies its primary stakeholders as customers, employees, shareholders and financial institutions, partner companies (suppliers), and local 
communities. Each of these stakeholder groups significantly influences various aspects of Hotel Lotte’s overall operations. Accordingly, when determining key sustainability issues, Hotel Lotte broadly incorporates stakeholder 
perspectives. Through diverse communication channels, the company regularly discloses the processes and outcomes of how these issues are integrated into and executed within its business objectives. Furthermore, to en-
hance accessibility and engagement, Hotel Lotte publishes relevant sustainability information on its corporate website and provides its sustainability report in both Korean and English.

Stakeholder 
Identification 
Method

• �Ongoing & As neededCommunication 
Cycle

• �Improvement of service 
quality

• �Strengthening of safety 
measures

Major Subject

Main 
Communication 
Channels

• �Stakeholders
• �Banks
• �Credit rating agencies

• �Regular

• �Financial transaction  
(loans, etc.)

• �Increasing corporate value

• �Employees with an indefinite 
term of employment

• �Temporary employees

• �Ongoing & As needed

• �Evaluation and compensation 
of employees’ performance

• �Handling of grievances
• �Benefits
• �Reinforcement of capabilities

• �Supply chain
• �Service contractors
• �Promoters

• �Ongoing & As needed

• �Win-win cooperation
• �Fair transaction
• �Transparent transactions

• �Local governments
• �Associations
• �Civic groups

• �As needed

• �Communication with local 
communities

• �Social contribution 
activities

• �Regional social gatherings
• �Activities of the CSV 

(Corporate Social Value) 
Department

* Ongoing: Permanently available channels that can respond in real time / As needed: Short-term channels operated as needed / Regular: Channels operated on a fixed schedule

• �Business Report
• �Sustainability Report

• �Meetings with partner 
companies

• �Website
• �Surveys

• �Labor union
• �Ethical management 

reporting channel
• �Staff meetings
• �Human rights impact 

assessment
• �Customer satisfaction survey

• �Voice of Customer 
(VoC)

• �Website
• �Customer Center
• �Survey

CUSTOMERS STAKEHOLDERS  
AND FINANCIAL COMPANIESEMPLOYEES PARTNERS COMMUNITY

• Visiting customers
• Online customers

https://www.hotellotte.com/en/main#lotte
https://www.hotellotte.com/en/esg/governance/ethics
https://www.hotellotte.com/en/esg/archive/reports
https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708
https://www.hotellotte.com/en/main#lotte
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Materiality Assessment

Hotel Lotte selects its material issues annually in alignment with its sustainable management vision and objectives. For the current year, in addition to the existing material issues, the company conducted a comprehensive 
review of internally identified key issues, global sustainability trends, and industry best practices. The importance of each issue was adjusted and detailed items were supplemented by incorporating feedback from both in-
ternal and external stakeholders. The materiality assessment focused on evaluating the positive, negative, actual, and potential impacts—both in magnitude and severity—that the three business units under Hotel Lotte may 
have on the environment, society, and people through their business activities, as well as the potential financial implications of these issues. The assessment process included interviews and focus group interviews (FGIs) with 
practitioners directly involved in addressing the relevant issues in their day-to-day operations. In addition, the Board of Directors and senior management, recognizing that Hotel Lotte’s business places a strong emphasis on 
customer service, agreed to prioritize material issues within the social domain that can simultaneously enhance customer value and advance sustainability outcomes. Furthermore, to maintain consistency and executional 
effectiveness in sustainable management amid rapidly changing business conditions, the number of material issues was streamlined from eight in the previous year to six, with an emphasis on execution and performance 
generation. However, as all material issues require continuous effort, no specific prioritization was assigned.

Materiality Assessment Procedure

❶ Derivation of Issue Pool

❷ Confirmation of Issue 
Importance by Internal 

Stakeholders

❸ Comprehensive Analysis 
and Selection of Material 

Issues by Practitioners

❹ Executive Decision-
Making on Material Issues

❺ External Disclosure of 
Sustainability Report

Hotel Lotte identified a total pool of 24 issues by comprehensively considering 
its existing material issues, relevant regulations, global sustainability guidelines, 
emerging global sustainability trends, and best practices from peer industries.

Based on the identified issue pool, both quantitative and qualitative assess-
ments were conducted to incorporate the perspectives of internal stakeholders. 
In 2023, a survey was administered to a total of 1,233 internal and external stake-
holders.* In 2024, the results of the 2023 survey were supplemented by focus 
group interviews and workshops involving approximately 20 practitioners from 
relevant departments to verify the materiality of the issues.

The identified material sustainability issues were reviewed by management 
and subsequently reported to and approved by the Board of Directors. In their 
deliberations, management and the Board placed particular emphasis on the 
tangible impacts of the issues across overall business operations and their 
financial implications.

Drawing on the issue pool and materiality assessment results, approximately 
20 representatives from the three business units, together with the dedicat-
ed ESG department, conducted a practical analysis of the materiality of each 
issue. The analysis primarily considered the magnitude and severity of the 
positive, negative, actual, and potential impacts that each issue has on the en-
vironment, society, and people, as well as the associated financial implications. 
These factors were reviewed alongside business synergies, balance across ESG 
domains, and alignment with global priority issues to finalize the selection of 
material issues.

The finalized material issues are incorporated into the company’s sustainability 
goals, strategies, and implementation plans, and are publicly disclosed through 
the Sustainability Report. This process enhances transparency and strengthens 
engagement with stakeholders.

* �In 2023, a stakeholder survey on interest in sustainability material issues was conducted with 1,233 participants, 
comprising 764 customers, 303 employees, 84 partner company employees, 77 ESG practitioners from peer companies, 
and 5 community stakeholders, including representatives from local community organizations.

Area Issue GRI Page

Environment Climate Change Responses and 
Greenhouse Gas Reduction

201-2, 302-1~5,  
305-1~7 21~23, 78~79

Social  
+ Customer 

Value

Respect and Protection of Human Rights 2-26, 406-1 24~31

Safe Working Environment and  
Customer Facilities 403-1~10 32~39

Employee Capacity Building and 
Organizational Culture 401-1~3, 404-1~3 40~44

Privacy Protection 418-1 45~49

Governance Compliance and Ethical Management 2-27, 205-1~3, 206-1 50~54

Changes Compared to the Previous Year

To enhance the execution and value creation of its sustainable management strategy, Hotel Lotte adjusted 
the number of material issues from eight in the previous year to six. As a result, the material topics “Resource 
Saving and Waste Reduction” and “Provision of Sustainable Products and Services” have been excluded 
from the current list of material issues. However, given their continued importance in the environmental 
management of Hotel Lotte’s three business units, these topics will remain under active management, with 
ongoing performance reported. Activities related to these topics are disclosed in the “Key Achievements in 
Sustainable Management” section of this report.

This refinement of material issues reflects a realignment of Hotel Lotte’s sustainability framework to better 
match current business characteristics and strategic priorities. The process involved collecting feedback 
through interviews and workshops with relevant department heads and operational staff from the three 
business units, followed by review by senior management and final approval by the Board of Directors. This 
approach enables Hotel Lotte to maintain the breadth of its sustainability management scope while focus-
ing more closely on issues directly tied to operational execution. Hotel Lotte will continue to periodically re-
view and update its material issues to reflect the expectations of internal and external stakeholders as well 
as the evolving business environment.

2024 Material Issues
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Area Environment Social & Customer Value Governance

Material Issue
Climate Change Response 

and Greenhouse Gas 
Reduction

Respect and Protection of 
Human Rights

Safe Working Environment and 
Customer Facilities

Employee Capacity Building 
and Organizational Culture Privacy Protection Compliance and Ethical 

Management

Impact

Out → In

• �Mandatory carbon neutrality 
and greenhouse gas (GHG) 
reduction requirements, 
along with increased disaster 
risks due to climate change

• �Rising global human rights 
standards and the widespread 
adoption of DEI* cultures

• �Need for stricter occupational 
health and safety standards 
in response to external factors 
such as pandemics, disasters, 
and strengthened laws and 
regulations

• �Growing societal awareness 
and recognition of DEI* 
principles

• �Strengthening information 
security regulations and 
management standards to 
align with global practices

• �Strengthened standards for 
ethical management and 
compliance oversight

In → Out

• �Contributing to climate crisis 
mitigation through carbon 
neutrality and transition to 
low-carbon business models

• �Enhancing social trust 
and global market 
reputation through the 
institutionalization of human 
rights management systems

• �Strengthening customer 
and stakeholder confidence 
through ISO certifications, 
enhanced safety training, and 
robust safety management

• �Improving corporate 
productivity and sustainability 
via talent management 
practices embedded with DEI* 
principles

• �Contributing to crime 
prevention and a safer 
society through systematic 
information security measures, 
with enhanced trust resulting 
from strong data protection 
capabilities

• �Increasing external credibility 
through expansion of ethical 
management certifications 
and compliance activities

Risk

Non-
financial

• �Potential decline in 
corporate trust and brand 
value if carbon reduction 
performance is insufficient

• �Reputational damage and 
negative public perception 
if human rights violations or 
discrimination issues arise 
internally

• �Decline in corporate 
reputation, stakeholder trust, 
and satisfaction in the event 
of safety incidents or health-
related issues

• �Employee dissatisfaction 
and turnover risk arising 
from unfair performance 
evaluations, restricted 
promotions, or limited access 
to training opportunities

• �Erosion of trust and 
stakeholder confidence 
following personal data 
breaches

• �Possible reputational harm 
and stakeholder distrust in 
cases of compliance or ethics 
violations

Financial

• �Possible reputational harm 
and stakeholder distrust 
in cases of compliance or 
ethics violations

• �Higher litigation and 
regulatory response costs due 
to legal violations or human 
rights-related grievances

• �Elevated expenses from 
lawsuits, compensation, and 
recovery measures following 
disasters or accidents, coupled 
with potential revenue loss 
from reduced customers

• �Costs from labor disputes, 
incident response, and 
operational disruptions arising 
from HR and labor-related 
issues

• �Financial losses from security 
incidents due to response, 
recovery, legal liabilities, and 
customer attrition

• �Potential cost increases from 
legal disputes, regulatory 
violations, and associated 
penalties or fines

Opportunity

Non-
financial

• �Improved brand reputation 
and higher ESG ratings 
through successful carbon 
neutrality initiatives

• �Enhanced global evaluations 
and brand trust by fostering a 
human rights–based corporate 
culture

• �Increased stakeholder 
satisfaction and trust through 
comprehensive safety 
management and preventive 
measures

• �Strengthened organizational 
cohesion and higher employee 
retention through improved 
satisfaction and loyalty

• �Reinforced brand image 
and stakeholder confidence 
through rigorous information 
security practices

• �Reinforced brand image 
and stakeholder confidence 
through rigorous information 
security practices

Financial

• �Lower operational expenses 
(e.g., electricity and heating 
costs) through energy 
conservation and adoption 
of high-efficiency systems

• �Reduced incident response 
costs and risk avoidance 
through proactive human 
rights risk prevention

• �Decreased potential loss costs 
via safety and health incident 
prevention

• �Increased HR efficiency and 
operational stability through 
higher job engagement and 
lower turnover rates

• �Reduced incident 
management costs and 
increased revenue through 
prevention of security 
breaches and resulting 
customer trust gains

• �Lower legal compliance 
costs through proactive risk 
mitigation and prevention of 
violations

Analysis of Impacts, Risks, and Opportunities of Material Issues

Hotel Lotte held a workshop with key practitioners to discuss how to apply the six material issues—identified through a materiality assessment—across the entire business value chain. This led to a comprehensive analysis of 
the company’s impacts on the environment, society, people, and the economy, along with the risks and opportunities they present to future business activities.

* DEI: Diversity, Equity, and Inclusion
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In alignment with LOTTE Group’s 2040 Carbon Neutrality declaration, all Hotel Lotte business units 
have established and are steadily implementing GHG reduction strategies. Going forward, Hotel Lotte 
will continue to recognize both the risks and opportunities posed by the climate crisis, and will work to 
systematically manage GHG emissions to achieve its carbon neutrality goal.

Hotel Lotte’s 2040 Carbon Neutrality Roadmap

|   Hotel Lotte Corporation’s Carbon Emissions

* Hotel Lotte’s carbon neutrality roadmap is based on Scope 1 & 2 emissions

(Unit: Ten thousand tons)

* Actual emissions by balancing net emissions with absorption / Deadline for achieving Lotte Group’s target

18

16

14

12

10

0
2018(Baseline Year) 2020 2030 2040*(Expected) 

16.41

13.67

10.67

35% of 2018 baseline 
emissions

Carbon 
Neutrality

Establishment of the 2040 carbon neutrality target in line with  
the Group’s goals with phased implementation

Term Duty Free Hotels & Resorts World

Short-Term 
(by 2025)

• �Review of renewable energy 
transition plans

• �Management of carbon 
intensity

• �Energy consumption 
management and 
introduction of energy 
efficiency equipment 
through environmental 
task forces by site

• �Adoption of renewable 
energy within worksites

• �Improvement of aged 
facilities and enhancement 
of energy efficiency

Medium-Term 
(by 2030)

• �Strategic investment 
review for achieving carbon 
neutrality

• �Expansion of solar power and 
energy efficiency facilities

• �Review and expansion of 
sites eligible for renewable 
energy (solar power) 
installation

• �Expansion of renewable 
energy facilities at 
worksites

Long-Term  
(by 2040) • �Achievement of carbon neutrality through continuous carbon emission management

|   2024 GHG reduction plans and performance (Unit: tCO2-eq)

Classification Reduction Plan Reduction Performance Target Achievement Rate

Lotte Duty Free 804 844 105%

Lotte Hotels & Resorts 2,579 4,645 180%

Lotte World 1,425 1,676 118%

Total 4,808 7,165 149%
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Climate Change Response and Greenhouse Gas Reduction

As the challenges posed by climate change intensify, global warming has led to an increased frequency 
of extreme weather events such as heatwaves, floods, and droughts. Reducing greenhouse gas emis-
sions—one of the main contributors to climate change—has therefore emerged as an urgent and critical 
priority for global corporations. Hotel Lotte systematically manages GHG emissions across all operations 
and is implementing a phased set of action plans to achieve its long-term carbon neutrality target.

< Reporting System >

Hotel Lotte Board of Directors

CEO and ESG Committees

Environmental Departments

Approval of agenda 
items for resolution/ 

reporting

Submission of  
agenda items for 

resolution/reporting

Review/approval of 
goals and strategies

Reporting on goals 
and performance

< Implementation System >

Plan • E�nvironment management 
policy goals/plans01

Do • Support and operations02

Check • Performance evaluation03

Action • �Improvement and 
corrective actions04

Governance

Materiality of the Issue

Goals and Strategies
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Internalization of environmental management

Hotel Lotte completed ISO 14001 certif ication for environmental 
management systems across all domestic business sites in 2024, 
thereby strengthening its company-wide environmental man-
agement framework. ISO 14001 is an international standard that 
supports organizations in proactively identifying and managing 
environmental risks and continuously improving environmental 
performance. Based on this certification, Hotel Lotte systematically 
manages environmental risks at each business site, ensuring com-
pliance with legal requirements while establishing a foundation for 
continuous environmental performance improvement. In particular, 
tailored environmental management plans are developed and im-
plemented according to the unique characteristics of each business 
sector, including hotels, duty-free shops, and theme parks. Various 
activities such as energy efficiency improvements, waste reduction, 
and water resource management are actively pursued.

Furthermore, to enhance its global climate change response in 
2024, Hotel Lotte responded to the CDP (Carbon Disclosure Project) 
Climate Change questionnaire and achieved a Management-level 
B rating. CDP is a global nonprof it organization that evaluates 
major companies worldwide on their disclosure and management 
performance regarding environmental issues such as climate 
change, forests, and water security. Through obtaining this rating, 
Hotel Lotte has externally recognized its systematic management 
of climate-related risks and its efforts to reduce greenhouse 
gas emissions and adapt to climate change. Based on this 
achievement, Hotel Lotte plans to continue strengthening its global 
environmental leadership by setting and executing higher-level 
climate change response targets.

Expansion and utilization of renewable energy

Lotte Duty Free installed approximately 2,900 solar panels on the 
roofs of two distribution centers in Yeongjong-do, Incheon, over the 
course of 2021 to 2022. The first distribution center was completed 
on November 12, 2021, producing 1,124 MWh of electricity in 2024. 
The second center was completed in October 2022 and generated 
520 MWh over the same period. Together, these two sites produced 
a total of 1,644 MWh in 2024, resulting in approximately KRW 
380 million in energy cost savings and reducing greenhouse gas 
emissions by about 751 tCO₂-eq.

Additionally, Lotte Duty Free became the first duty-free operator in 
Korea to introduce eco-friendly electric bonded transport vehicles 
in 2021. In February 2023, it established an electric vehicle charging 
station capable of simultaneously charging four 1-ton logistics 
trucks. As of 2024, a total of eight electric vehicles are deployed for 
logistics transportation between Yeongjong distribution centers, 
airports, and downtown duty-free shops, operating an eco-friendly 
logistics system. The electric vehicle charging volume in 2024 
reached 198 MWh, contributing to approximately KRW 47 million 
in energy cost savings and reducing greenhouse gas emissions by 
about 91 tCO₂-eq.

Lotte Hotels & Resorts contributes to greenhouse gas reduction 
through both self-consumption and sales of renewable energy. 
In 2024, geothermal systems operating at L7 Myeongdong, L7 
Hongdae, L7 Gangnam, Myeongdong City Hotel, Guro City Hotel, 
and Ulsan City Hotel produced a total of 1,602 Gcal of energy. 
Solar power systems at Jeju Hotel, Ulsan Hotel, L7 Myeongdong, 
L7 Gangnam, Myeongdong City Hotel, and Daejeon City Hotel 
generated 166 MWh of electricity. The amount of electricity self-
consumed through geothermal and solar power generation during 
2024 corresponds to approximately 926 tCO₂-eq in greenhouse gas 
emissions. Notably, Ulsan Hotel sold the electricity generated from 
solar power systems to Korea Electric Power Corporation (KEPCO) 
and received Renewable Energy Certificates (RECs) from the Korea 
Energy Agency, achieving an additional greenhouse gas reduction 
of approximately 7.35 tCO₂-eq.

01

02EXECUTION PERFORMANCE |   Hotel Lotte Renewable Energy Generation

Improvement of building and facility energy 
efficiency

Lotte Hotels & Resorts continuously undertakes the replacement 
and maintenance of aged equipment to reduce greenhouse 
gas emissions through improved energy eff iciency. In 2024, 
replacement work for room chillers and air conditioners was carried 
out at Ulsan Hotel and Jeju Resort to enhance heating and cooling 
eff iciency. Each business site regularly performs component 
replacements, maintenance, and tuning of mechanical equipment 
to maintain performance and maximize energy eff iciency. In 
addition, LED lighting replacement in Back of House (BOH) areas is 
being progressively implemented across all business sites, with the 
replacement area expanding annually to achieve energy savings. 
These efforts not only reduce energy consumption and contribute 
to carbon emission reduction but also extend the lifespan of 
facilities and strengthen long-term operational efficiency. 

03

■	 Solar power generation volume (TJ)        
■	 Geothermal power generation volume (TJ)
	 Renewable energy intensity (TJ/KRW 1 trillion)

(TJ) (TJ/KRW 1 trillion)

* �Intensity: Renewable energy generation volume / revenue based on the 
relevant period

10.0 

8.0 

6.0 

4.0 

2.0

-

2.50 

2.00 

1.50 

1.00 

0.50

- 
2022 2023 2024

6.0

6.9

6.7

6.3
6.7

7.7

Climate Change Response and Greenhouse Gas Reduction
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Lotte World has contributed to greenhouse gas reduction by replacing existing gas boilers in the water 
park with electric heat pumps. This equipment replacement involved installing three 30 HP capacity heat 
pumps at outdoor wave pool islands, supplying steam necessary to maintain pool temperatures during 
peak season outdoor areas. This conversion from LNG (gas) boilers to electric heat pumps resulted in 
approximately KRW 47 million in annual utility cost savings, corresponding to an estimated reduction of 
108 tCO₂-eq in greenhouse gas emissions.

Hotel Lotte is designated as a liable entity under the greenhouse gas emissions trading system and 
reports its annual greenhouse gas emissions to the government. Any shortfall in emission allowances is 
offset through purchasing. To achieve the mid-to-long-term carbon neutrality goal by 2040, the company 
is actively reviewing the adoption of renewable energy and plans to select eligible business sites through 
consultations with relevant departments. Additionally, Hotel Lotte aims to reduce greenhouse gas 
emissions from mobile sources by transitioning executive and business-use vehicles to electric vehicles 
and plans to enhance customer convenience by installing additional EV charging stations. Energy 
consumption at overseas business sites will also be managed systematically. Starting with directly 
managed sites, energy management systems will be gradually expanded to outsourced sites to improve 
operational eff iciency. The company will actively pursue local and government subsidy programs to 
reduce greenhouse gas emissions in a quantitative and credible manner. Through these efforts, Hotel 
Lotte is committed to practicing low-carbon management and leading climate change response for a 
sustainable future.

FUTURE PLANS

In 2024, Lotte World Waterpark Gimhae installed heat pumps. Could you explain what a 
heat pump is?

Simply put, it’s similar to the outdoor unit of an air conditioner used in households. Howev-
er, unlike an air conditioner outdoor unit which releases hot air outside while sending cold 
air indoors, a heat pump collects and reutilizes the hot air as an energy source.

Where and how are the heat pumps installed at Lotte World Waterpark being utilized?

Currently, they are installed at the staff dormitory and the heated pools within the water 
park. Initially, because both the dormitory and pools required large amounts of hot water 
and the cost of city gas was very high, we replaced the gas boilers with electric water 
heaters. However, the electricity consumption was also signif icant, so we trialed heat 
pumps. They proved effective by supplying hot water while simultaneously functioning as 
air conditioners.

How efficient are heat pumps compared to other systems?

Heat pumps are approximately 3 to 7 times more eff icient than electric water heaters. 
While electric water heaters simply produce hot water, heat pumps perform multiple 
functions such as cooling, dehumidif ication, and hot water supply. When installed in 
appropriate locations and based on demand, they can achieve very high energy efficiency.

What are the future challenges and plans for energy savings and efficiency 
improvements?

As was the case when installing heat pumps, we continuously seek not only to maintain 
facilities and equipment but also to explore better methods. Reducing energy consumption 
not only saves costs but also benef its the environment. Therefore, we are actively 
collaborating and researching with equipment suppliers. We are continuously exploring 
renewable energy options such as solar power and methods to utilize heat generated from 
hot sand during summer. We expect that ongoing experimentation and trials will yield 
positive results.

Q

Q

Q

Q

How can we reduce energy consumption?  
It is a question we constantly consider.

Yoon-je Cho, Deputy Manager,  
Facilities Support Team, Lotte World Waterpark Gimhae

Lotte World heat pump Heated pools using heat pumps

INTERVIEW

|   Lotte World heat pump introduction

Energy cost savings

KRW KRW 4747 million per year million per year

Equivalent reduction effect

108108 tCO tCO₂₂-eq per year-eq per year

Climate Change Response and Greenhouse Gas Reduction
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Aiming to realize effective human rights management and establish a globally competitive framework, 
Hotel Lotte has been implementing human rights impact assessments in phases since 2023. This 
evaluation was carried out consecutively in 2024, covering domestic operations of Lotte Duty Free, Lotte 
Hotels & Resorts, and Lotte World, and involving all employees — regular, non-regular, and part-time. In 
the initial stage, a survey was conducted for all employees to assess the current status of human rights 
management. Subsequently, targeted groups were selected based on various criteria such as business 
unit, gender, age, and job level, and one-on-one in-depth interviews were conducted. This process led 
to the identification of the Top Five Priority Issues for Advancement in Human Rights Management, 
which now serve as core indicators for policy formulation and implementation.

In 2025, the performance of improvement tasks identified in 2024 was reviewed as part of the human 
rights management evaluation. Progress was assessed through interviews with relevant departmental 
staff, and the verif ication of improvement outcomes was conducted by an external professional 
organization to ensure objectivity and credibility.

2024 Human Rights Management Performance Evaluation
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Respect and Protection of Human Rights

Hotel Lotte recognizes that, given the nature of the tourism and service industries with their numerous 
touchpoints with diverse stakeholders, it is essential to establish a human rights management system 
aligned with global standards and to strengthen its practical implementation across all business opera-
tions. In particular, the company continuously enhances its management framework to prevent poten-
tial human rights violations in advance and to foster a working environment where dignity and diversity 
are respected. Going forward, Hotel Lotte will continue to implement human rights management from 
a long-term perspective rather than as a short-term initiative, upholding respect for and protection of 
human rights as a top priority in corporate management.

< Reporting System > < Implementation System >

DUE  
DILIGENCE

• �Conduct human rights 
impact assessments 
and evaluations

01

TASK • �Identify key action 
items02

IMPLEMEN-
TATION • Execute action items03

EVALUATION • �Assess performance of 
action items04

Governance

Materiality of the Issue

Term Goals and Strategies

Short-term
(by 2025)

• �Institutionalize human rights management and human rights impact 
assessments in accordance with the UN Guiding Principles on Business and 
Human Rights (UNGPs)

• �Regularize human rights impact assessments, identify improvement tasks, and 
review implementation performance

Mid-to long-term
(by 2030)

• �Achieve effective human rights management at the level of leading global 
companies

• �Expand human rights management: Consider extending practices to in-house 
partners and across the supply chain

Goals and Strategies

Hotel Lotte Board of Directors

CEO and ESG Committees

Human Rights  
ESG Working-Level Council

Approval of agenda 
items for resolution/ 

reporting

Submission of  
agenda items for 

resolution/reporting

Review/approval of 
goals and strategies

Reporting on goals 
and performance

Development of Human Rights 
Management Process

2023~2024

Enhancing the Effectiveness of 
Human Rights Management

2025

Embedding Human Rights 
Management

Mid-to Long-term Plan

• �Human rights impact 
assessment for all employees

- �Checklist review in accordance 
with the UN Guiding 
Principles on Business and 
Human Rights (UNGPs)

- �Company-wide employee 
survey

- In-depth telephone interviews

• �Derivation of improvement 
tasks

- �Workshops with relevant 
departments

• �Reporting to management 
and the Board of Directors

- �Reporting of evaluation results 
and improvement tasks

• �Publication of Human Rights 
Management Report

• �Design and implementation 
of effective human rights 
impact assessments

- �Review of the previous 
year’s task implementation 
performance by business unit

- �Focus group interviews 
(FGI) by task with relevant 
departments

• �Identification of 
improvement tasks

• �Reporting to management 
and the Board of Directors

• �Disclosure of performance in  
the Sustainability Report

• �Institutionalization and 
regularization of human 
rights impact assessments

- �Establishment of periodic 
evaluation cycles

- �Standardization of 
operational processes, 
including survey 
implementation schedules

• �Consideration of gradual 
expansion of human rights 
impact assessments to 
broader scopes
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Human Rights Management Policy

Lotte Duty Free, Lotte Hotels & Resorts, and Lotte World, which are part of Hotel Lotte, respect and protect the human rights of all stakeholders, including customers, employees, partners’ employees, local communities, 
and people worldwide. As a global company, Hotel Lotte supports international human rights and labor standards, including the UN Universal Declaration of Human Rights, the UN Guiding Principles on Business and 
Human Rights, the OECD Guidelines for Multinational Enterprises, and the ILO Labor Principles. We also comply with the human rights and labor laws and regulations in each country where we operate, including South 
Korea, the U.S., Japan, China, Australia, Russia, Vietnam, and Uzbekistan. In particular, to foster a corporate culture that respects and protects human rights, Hotel Lotte has established and actively implements a human 
rights management policy. This policy is publicly disclosed to all stakeholders via the corporate website of each business unit. (Certain internal regulations, however, are accessible only to employees.)

Policy·Regulation Name Target Scope Overview Link

Consolidated Principles  
of Sustainability Management

All stakeholders of  
Hotel Lotte

The consolidated principles that contain the vision & conviction of Hotel Lotte's sustainable management include ① Human 
Rights Principles, ② Ethical & Compliance Management, ③ Safety & Health, ④ Environmental Management, ⑤ Customer,  
⑥ Sustainable Management Cooperation for Partners and ⑦ Universal & Inclusive Design/Service.

Click here

Human Rights Management 
Principles

The Human Rights Management Principles, a sub-principle of the consolidated principles of sustainability management,  
consist of ① Respect for Human Rights, ② Guarantee of Freedom of Association and the Right to Collective Bargaining,  
③ Prohibition of Forced Labor, ④ Non-Discrimination, ⑤ Prohibition of Child Labor, ⑥ Prohibition of Sexual Harassment & 
Workplace Bullying, ⑦ Compliance with Workplace Conditions, ⑧ Respecting DEI Values and Establishing a Culture,  
⑨ School-Aged Workers, ⑩ Work Hours, ⑪ Compensation (Wages), ⑫ Members’ Personal Information Security, ⑬ Human 
Rights Education, ⑭ Human Rights Impact Assessment & Due Diligence, etc.

Safety Management Principles  
& Guidelines

All business sites of  
Hotel Lotte

The “Safety & Health Principles” are composed of the sub-principles of the consolidated principles of sustainability 
management, and each business department has established bylaws such as the “Safety and Health Management Policy” and 
“Safety and Health Management Regulations” to practice safety management to protect life, safety & health. 

Ethics & Compliance  
Management Principles & 

Guidelines
Employees of Hotel Lotte

As a sub-principle of consolidated principles of sustainability management, “Ethics & Law Management Principles” are  
included, and each business department has established bylaws such as “Code of Ethics” and “Compliance Regulations” to 
practice ethics & law management.

HR Policy Guidelines
Among the consolidated principles of sustainability management, the Human Rights Management Principles include 
anti-discrimination provisions, and Personnel Bylaws for each business department are established to prevent and punish 
discrimination from recruitment, promotion, and compensation. 

Internal disclosure

Information Protection Principles 
& Guidelines

All stakeholders of  
Hotel Lotte

The consolidated principles of sustainability management & the Information Protection Regulations for each business unit are 
established to safely manage the information of customers & stakeholders. Internal disclosure

Respect and Protection of Human Rights

https://www.hotellotte.com/ko/esg/archive/reports/125?page=1
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Programs to Strengthen Organizational Culture 
and Collaboration

Lotte Duty Free operates various programs to promote flexible 
communication and a positive organizational culture. The Lotte 
EATS Program, available to all employees, selects three teams 
every two months through a story submission process, providing 
opportunities for inter-team communication and collaboration.  
This program contributes to strengthening bonds across 
generations and hierarchical levels, enhancing collaboration 
synergy. In 2024, a total of 78 employees participated, with the 
program fostering voluntary and natural communication, thereby 
increasing cohesion and vitality among employees. Additionally, 
to support the onboarding of new and experienced employees, 
eco-friendly welcome kits are provided. The kits include practical 
and sustainability-conscious items such as tumblers, wireless 
charging pads, and toothbrush sterilizers. To reduce paper usage, 
a QR guidebook is offered to facilitate early-stage work adaptation. 
The digital guidebook, approximately 129 pages, contains practical 
information on internal system usage and work support procedures, 
helping employees integrate quickly into their roles. Lotte Duty 
Free plans to continue expanding organizational culture programs 
that enhance communication and onboarding, strengthening 
employee belonging, job satisfaction, and establishing a sustainable 
organizational culture.

Lotte Hotels & Resorts established a new management-support 
team-based forum, Young Discover, to drive organizational 
culture improvement in 2024. This forum conducted preliminary 
work including employee feedback collection, anonymous 
communication, and field surveys, leading to the development and 
company-wide announcement of the Organizational Culture Work 
Rules. These rules provide core guidelines regarding organizational 
culture, compliance, and work practices, and are communicated 
through online postings, posters, and other channels to ensure 
accessibility. The initiative promotes improved work practices, 
enhances internal communication, and contributes to the creation 
of a more transparent and open organizational culture.

Lotte World operates diverse programs to enhance employee 
communication and strengthen team cohesion. The “World What’s 
Talk (Lunch meeting with the CEO)” program enables direct 
communication with the CEO through lunch sessions, sharing 
the organization’s core values and encouraging open employee 
feedback. In 2024, a total of 20 sessions were conducted, resulting 
in positive outcomes such as organizational vision alignment, active 
reflection of employee opinions, and reduced psychological distance 
between management and staff. In addition, “Lotty Olympics”, a 
sports exchange program designed to promote interdepartmental 
collaboration and employee well-being, was launched in 2024. The 
program featured f ive sports disciplines, including table tennis, 
badminton, volleyball, Nintendo sports, and batting competitions. A 
total of 144 teams participated, fostering interdepartmental bonds 
and encouraging active engagement across all employees. Lotte 
World plans to continue expanding participatory programs that 
promote communication and collaboration within the organization 
while supporting employees’ psychological stability and physical 
health.

02

Lotte EATS Program Lotte Duty Free New Employee Eco-friendly 
Welcome Kit

Young Discover - Organizational Culture Innovation Project LOTTY OlympicsWorld What’s Talk

Employee Capacity Building and Organizational Culture
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Lotte Duty Free continues to establish and operate a variety of 
training programs to develop employee competencies and cultivate 
key talent aligned with business strategy. In 2025, the company 
plans to launch a Marketing Academy reflecting the increasingly 
diverse demands of global customers. This academy will focus on 
enhancing marketing capabilities tailored to multidimensional 
customer segments, including nationality, age group, and 
consumption patterns, with the aim of systematically nurturing 
marketing professionals with global competitiveness.

Lotte Hotels & Resorts is preparing customized training programs 
to maximize educational effectiveness based on employee 
talent types. For key talent (A-Players), the scope of training 
for general managers will be expanded f rom team leaders to 
managers, enabling systematic learning of core hotel industry 
competencies and providing indirect experience across diverse 
roles that employees may not encounter directly. This approach 
aims to enhance comprehensive understanding of overall hotel 
operations. For potential key talent (B-Players), the company plans 
to strengthen specialized training aligned with its global expansion 
strategy (Asset-Light model). For instance, AI literacy courses will 
be introduced for marketing roles, and business feasibility analysis 
courses for development roles, to elevate domain-specific expertise 
and support employees in growing into globally competitive 
professionals. Going forward, Lotte Hotels & Resorts will continue 
to expand talent-type-specif ic training programs, providing a 
foundation for both key and potential talent to develop into global 
leaders.

Employee Welfare Programs

Lotte Duty Free operates a variety of welfare programs to foster 
a family-friendly work environment. Since obtaining the Family-
Friendly Certif ication in 2013, the company has continuously 
strengthened its family-oriented corporate culture, most recently 
achieving recertif ication in 2024. To facilitate the use of welfare 
benefits according to employees’ life stages, information is provided 
through online and offline internal bulletin boards, categorized into 
early career, family formation, child-rearing, and retirement stages, 
thereby expanding tailored welfare support. In addition, to enhance 
accessibility to welfare information, an AI Welfare Chatbot has been 
introduced, allowing employees to freely ask questions and receive 
real-time guidance on available benefits.

Lotte Hotels & Resorts introduced a fertility treatment support 
program in 2024 through labor-management consultation to 
strengthen lifecycle-based welfare support. This program provides 
reimbursement of up to KRW 1,000,000 per session for a maximum 
of three sessions for employees diagnosed with infertility. The 
initiative aims to support employees’ healthy family formation and 
childbirth, reflecting welfare needs across life stages and promoting 
a work environment that enables work-life balance.

Lotte World operates the Life Cycle Welfare Program to enhance 
employees’ quality of life and support work-family balance. The 
program offers a range of welfare benefits aligned with key life 
events such as joining the company, marriage, childbirth, parenting, 
and child-rearing, aiming to enable employees to maintain 
stability throughout their life stages. The program is designed 
based on active employee feedback to maximize its effectiveness, 
contributing to the realization of a work-family balance culture 
and addressing social issues such as low birth rates. These efforts 
improve employee satisfaction and encourage long-term retention, 
thereby fostering a stable organizational culture.

03 FUTURE PLANS

Employee Capacity Building and Organizational Culture
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• �Provision of Welcome Kits for new 
employees

• �Family tickets and discounted  
tickets for company facilities

• �Flexible working arrangements
• �Birthday celebration points
• �Family anniversary cake gifts
• �Interest support for new employee 

loans

❶ Onboarding

• �Family allowances for spouse and 
children

• �Unpaid pre-natal leave, parental leave, 
and extended parental leave

• �Reduced working hours during 
pregnancy and childcare periods

• �Support for wedding-related expenses 
(congratulatory cash, flowers, etc.)

• �Housing and lease loan support
• �Mandatory one-month paternity leave

❷ Marriage

• �School entrance congratulatory 
gifts

• �Tuition support
• �School entrance care leave for 

children
• �College entrance examination 

support gifts

❺ �Elementary, Middle, and 
High School 

• �Regular health check-ups and 
influenza vaccination

• �Hospitalization cost support
• �Employee psychological care services
• �Medical expense coverage (including 

spouse and children)
• �Enrollment in group accident and 

indemnity medical insurance
• �Family care leave and extended leave 

(up to 90 days per year)

❽ Medical Support

• �Infertility treatment leave and cost 
support

• �Reduced working hours throughout 
pregnancy

• �Childbirth congratulatory payments and 
maternity chairs

• �Provision of newborn formula
• �Unpaid maternity leave (up to 10 months)
• �Lotte Parental Leave and School Entrance 

Care Leave
• �Operation of Lotte Daycare Centers

❸ Childbirth & Childcare

• �Department store gift vouchers
• �Career consulting online 

lectures for employees aged 50 
and above

• �Reemployment support 
programs for employees aged 
50 and above (post-retirement 
career planning)

• �Appreciation gifts upon 
retirement

❿ Retirement Benefits

• �Full coverage of university admission 
and tuition fees

• �Graduation congratulatory payments 
for evening school graduates

❻ University 

• �Kindergarten subsidy support
• �Full coverage for company-run daycare
• �Monthly childcare fee support (from 

age 1 to elementary school entry)

❹ Kindergarten 

• �Marriage congratulatory payments
• �Three days of leave for children’s 

marriage
• �Flower delivery support

❼ Children’s Marriage

• �Funeral service support (funeral supplies, 
flower arrangements, condolence 
messages) (Applicable to employee, 
spouse, parents, in-laws, children)

• �Condolence cash payment if funeral 
services are not utilized

❾ Bereavement Support
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Employee Capacity Building and Organizational Culture

• �Zippyjiggy Tours (overseas theme park visits)
• �Allocation of welfare points
• �Paid leave for employee graduation 

ceremonies
• �Discounted resort membership benefits
• �Summer vacation and vacation  

allowance support
• �Recognition and rewards for long-term 

service
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Implementation Framework

With the acceleration of digital transformation and the expansion of online services, the importance of 
protecting customer and employee personal information has been further amplified. To this end, Hotel 
Lotte is strengthening its personal information management system by implementing robust security 
solutions and providing continuous employee training, which also enhances its ability to respond to data 
security incidents. We plan to continue reinforcing a proactive, preventive approach to security, elevating 
our data protection standards to foster a safe digital environment and secure customer trust.

Term Duty Free Hotels & Resorts World

Short-term
(by 2025)

• �Enhance privacy 
protection solutions

• �Ensure system 
availability through 
disaster recovery 
systems

• �Strengthen personal data vulnerability 
management and formalize response 
drills for potential data breaches

• �Advance AI-based threat and intrusion 
detection and response processes

• �Expand information 
security certification 
scope to next-generation 
reservation systems and 
physical areas (parking, 
CCTV, access control)

Medium-
term

(by 2030)

• �Implement a zero-
trust security model

• �Develop a 
comprehensive 
privacy protection 
management portal

• �Strengthen governance of outsourced 
and global business sites, pursuing 
international standards certifications 
(ISO 27701, APEC CBPR)

• �Implement responsible AI governance 
and establish an integrated data 
security and privacy portal

• �Implement a zero-trust 
security model

• �Minimize security blind 
spots through AI utilization 

Privacy Protection Principles

Hotel Lotte recognizes that information security is an essential element for establishing authentic 
relationships with customers and delivering sustainable service value as a global leader. Accordingly, 
the company conducts information security activities, including the establishment and provision 
of information security policies and guidelines, operation of organizational units responsible for 
information protection tasks, management of a CISO (Chief Information Security Officer)/CPO (Chief 
Privacy Officer) practical working group, and information security training and certif ication for all 
organizational members, to ensure the secure handling of customer personal information and 
effective response to security threats.

Privacy Protection 
Manager

Privacy Protection 
Council

Privacy Protection 
Officer

Chief Information Security 
Officer (CISO)

CEO

Privacy Protection Organization
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Privacy Protection

< Reporting System >

Hotel Lotte Board of Directors

CEO and ESG Committees

Department in Charge of  
Privacy Protection

Approval of agenda 
items for resolution/ 

reporting

Submission of  
agenda items for 

resolution/reporting

Review/approval of 
goals and strategies

Reporting on goals 
and performance

< Implementation System >

Plan
• �Establishment of objectives 

and action plans for security 
solutions management

01

Do • �Establishment of security 
solutions and internal training02

Check • �Personal data protection 
audits and evaluations03

Action • �Corrective actions and 
improvement activities04

Materiality of the Issue

Mid- to Long-term Goals and Strategies

Governance
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Information Security Framework

Hotel Lotte has established a f ramework of administrative, technical, and physical safeguards to 
implement a systematic security strategy.

Personal Data Handling Process

Hotel Lotte systematically identif ies and manages all processes in which personal data is handled, 
including activities, systems and business applications, databases, and relevant organizational units.

Incident Response Process

• �Real-time detection, 
information 
collection, analysis, 
dissemination, and 
reporting of threat 
indicators

• �Activation of 
preventive and 
blocking measures 
prior to crisis 
occurrence

Prevention

• �Immediate action 
according to the 
response framework

• �Operation of 
backup systems 
and deployment of 
alternative resources

• �Strengthening 
external 
communication

Response

• �Real-time system 
inspections

• �Training and 
simulation exercises 
based on crisis-
specific response 
plans

• �Establishment  
of backup systems 
and contingency 
measures

Preparedness

• �Execution of recovery 
procedures

• �Analysis of root 
causes and system 
reinforcement

• �Establishment of 
measures to prevent 
recurrence

RecoverySecurity Threat Response Solutions

• ��DRM
• ��Database Encryption
• ��DLP (ON/OFF)
• ��Database Access 

Control

Prevention of Critical 
Information Leakage

• �Anti-Ransomware
• ��Network 

Segmentation
• ��Multi-factor 

Authentication

Advanced Hacking 
Response

• NAC
• ��APT Response
• ��App Tampering 

Prevention
• ��WAF (Web 

Application Firewall)

Prevention of 
Security Incidents

• �Server Access Control
• ��Whitelist Antivirus
• ��EDR
• ��Security Monitoring

Response to Emerging 
Security Threats

Administra-
tive  
Measures

Technical 
Measures

Collection ProvisionStorage/Use Disposal

Screen/output 
protection 

(watermark)

Detection of  
personal data files

Network segregation 
 for personal data 

handlers

Document 
shredding

Encryption of 
data in transit

Database  
access control

Server access 
control Encryption Secure 

deletion

• �Adhere to the principle of minimal collection
• �Consent for collection and use 

Immediate 
disposal

• �Notification of personal data processing policy
• �Outsourced personal information security management agreement and 

supervision (Annual)

Administra-
tive  
Safeguards

Technical 
Safeguards

Physical 
Safeguards

Inform
ation security certifi

cation

C
ooperation and consortium

 w
ith external 

specialized institutions

Policy  
Establishment

• �Information security 
policies

• �Operational/
management 
guidelines

• �Security 
management of 
information systems

Organizational 
Structure

• �CISO/CPO
• �Operation of 

information security 
organization and 
committees

Competency  
Development

• �Information security 
training

• �Simulated virus email 
exercises

• �Partner information 
security audits and 
training

Security monitoring

IPS/ 
SHELL monitoring Firewall/Web firewall Network access control

Antivirus/EDR DLP Anti-ransomware

Monitoring

Designated controlled 
areas Access control CCTV operation

Privacy Protection
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What efforts did Lotte World make in 2024 and the first half of 2025 to strengthen information security?

The achievements of our Information Security Team can be broadly categorized into managerial and technical accom-
plishments. On the managerial side, Lotte World became the first theme park operator to obtain ISO 27001 (International  
Standard for Information Security Management Systems) certification. While we had previously acquired and maintained 
ISMS (Information Security Management System) certification, obtaining ISO 27001 in 2024 further demonstrates that Lotte 
World upholds an internationally recognized level of information security management. From a technical perspective, we  
enhanced the management of endpoint security, which was previously PC-centered, to include a more advanced NAC (Net-
work Access Control) system for diverse mobile devices. Additionally, to respond to the surge in external hacking attempts, we 
implemented next-generation firewalls, significantly improving our cyber threat monitoring capabilities.

What results have these efforts achieved?

The ultimate goal in information security is to prevent any incidents, such as data leaks or cyberattacks—achieving “Zero.” 
Through active technology investments and strict internal management supported by security certifications, Lotte World 
has maintained a record of zero security incidents. Although external hacking attempts occur frequently, our preventive 
measures, along with regular updates to policies and operational guidelines alongside ongoing information security 
management system certifications, have allowed us to maintain this zero-incident performance.

What should customers and employees do themselves to protect information?

No matter how much the company invests in security or provides training, true information protection cannot be achieved 
without individual awareness. For example, if employees fail to manage their account passwords properly, or leave old IDs 
and passwords unused for long periods, the risk of hacking or misuse becomes very high. Many incidents have occurred in 
this way. Therefore, customers and employees must recognize themselves as responsible for safeguarding information and 
take appropriate actions. Passwords should be changed regularly, and unused internet accounts or memberships should be 
deleted or deactivated.

What are the challenges and plans for the Lotte World Information Security Team in 2025?

With the rapid and complex changes in the information security environment, including widespread AI adoption, our team 
continually learns about new issues, responds promptly when situations arise, and adapts relevant laws and regulations to 
suit the company. In 2025, as always, we will do our utmost to maintain zero information security incidents.

Q

Q

Q

Q

Lotte World’s Information Security Goal is Always ZERO!!
Jin-tak Lee, Deputy Manager,  

Information Security Team, Lotte World

Information Security Management System 
Certification and Advancement

Lotte Duty Free recognizes the importance of information security 
and personal data management and maintains ISMS-P (Information 
Security and Personal Information Management System) 
certification to establish a stable information security environment. 
In July 2023, it obtained ISMS-P certification for its existing systems, 
and in October 2024, the certif ication for a new next-generation 
system was successfully completed. This reflects the enhancement 
of the information security management system in response to 
evolving IT environment requirements, contributing to the trust of 
customers and partners.

Lotte Hotels & Resorts f irst obtained ISMS (Information Security 
Management System) certif ication in 2014 and continued to 
maintain the certif ication by passing the follow-up audit in June 
2024. Through this, the company ensures the protection of personal 
information and legal compliance for its hotel and resort online 
reservation services, thereby securing customer trust. In addition, in 
2024, it newly acquired ISO 27001 (Information Security Management 
System), a global information security standard, and completed 
the follow-up audit in March 2025. This establishes a management 
system aligned with global standards, further strengthening data 
security and customer information protection.

Lotte World continuously strives to develop information security 
capabilities that meet global standards. Managing over 3.5 million 
personal data records annually, Lotte World has maintained ISMS 
certif ication every year since 2022, and in 2024, it became the 
first theme park operator to newly acquire ISO 27001 certification. 
Furthermore, it plans to pursue ISMS-P certif ication for its next-
generation information system, scheduled to open in the future, 
to further enhance the information security framework for new 
systems.

01

EXECUTION PERFORMANCE INTERVIEW

Privacy Protection
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Information Security Risk Response

Lotte Duty Free continuously conducts vulnerability assessments 
and compliance checks to strengthen the security of critical IT 
infrastructure, including servers, networks, and web/app systems. 
In particular, regular security evaluations are performed on the 
AWS infrastructure environment to enhance data protection, while 
developers and operations staff receive guidance and training on 
vulnerability remediation to improve overall security awareness.

Lotte Hotels & Resorts has implemented an External Attack Surface 
Monitoring  service to address emerging threats associated with 
expanding cloud adoption, such as AWS. By proactively identifying 
potential threats from an attacker’s perspective and maintaining 
continuous monitoring, the company strengthens its preventive 
security measures and ensures high levels of protection even in 
cloud environments. Furthermore, to comply with information 
security requirements and prevent security incidents, Lotte 
Hotels & Resorts conducts internal security review procedures. 
During the introduction, development, or modif ication of new 
systems, key security issues are identif ied in advance based 
on legal requirements and group information security policies, 
and necessary improvements are implemented prior to system 
deployment to prevent operational security risks. To further enhance 
employee security awareness, a quarterly simulated phishing email 
training is conducted. This exercise sends emails mimicking real 
malicious messages, and employees who click on embedded links 
are considered “infected.” Those employees receive additional 
training to prevent security incidents such as ransomware infection 
or personal data leakage, emphasizing the cultivation of a strong 
security-conscious workforce.

Lotte World strengthens its incident response capabilities through 
regular security incident drills. These exercises involve not only 
information security teams but also operational departments that 
directly handle personal data, focusing on improving practical 
response skills. Given that rapid detection at the endpoint is 
crucial for effective incident response, participation of frontline 
employees—who are likely to be the first to notice an incident—is 
actively encouraged to maximize the “golden time” for response. 
These drills help reduce response times, foster an autonomous 
security culture, and enhance the organization’s self-sustaining 
information security capabilities, forming a foundation for 
sustainable business management.

Strengthening Personal Information Protection 
Framework

Lotte Hotels & Resorts implemented a personal information access 
log management solution for key personal data processing systems 
in April 2024 to strengthen measures against the misuse of personal 
information. This system enables systematic management of 
access histories by personnel handling personal data, while periodic 
log analyses allow for the detection of abnormal activities and 
reinforcement of preventive measures. With the expansion of new 
business initiatives and marketing activities broadening the scope 
of personal data usage, the company plans to further enhance 
the access log management solution by 2025. This upgrade 
will enable more precise analysis of irregular activities during 
personal data processing and implement verif ication procedures 
for any anomalies, thereby further elevating the level of personal 
information protection. Additionally, in September 2024, Lotte 
Hotels & Resorts conducted a compliance inspection of 121 vendors 
entrusted with personal data processing. Over approximately two 
months, the company used a personal information protection 
checklist to evaluate each vendor’s handling of personal data. For 
four vendors processing unique identification information and three 
vendors handling special sales for Chuseok gift sets, additional on-
site inspections were conducted. Identif ied improvement items 
were immediately addressed, and customized guidelines were 
provided to ensure vendors continuously comply with relevant 
regulations. In the second half of 2025, Lotte Hotels & Resorts plans 
to inspect approximately 100 entrusted vendors to verify whether 
their technical, administrative, and physical protection measures 
meet the “Safety Measures” standards. If necessary, additional 
improvement guidance will be provided to continuously enhance 
the level of personal information protection across all vendors.

0302

Privacy Protection
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Information Security and Personal Data  
Protection Training

Lotte Duty Free has expanded and implemented personal data 
protection training for employees, personal data handlers, developers, 
and service providers in accordance with relevant personal data 
protection regulations. Training is provided to all employees, 
including new hires and experienced recruits, on the information 
security framework and compliance requirements. In addition, legal 
standards required for handling personal data and major violation 
cases are studied together, thereby strengthening risk awareness 
and response capabilities in actual business operations. Furthermore, 
training for external service providers was conducted twice a year 
(in May and August), with participation by all on-site personnel, 
contributing to the enhancement of the overall level of information 
protection.

Lotte Hotels & Resorts, to strengthen its capacity for personal 
data protection, conducted training in November 2024 for human 
resources and labor management staff, and in December for 
marketing and website personnel, focusing on step-by-step 
precautions required during personal data processing. This training 
reinforced personal data protection processes and enhanced 
practical understanding among business managers. In April 2025, 
additional training was provided to individuals with access rights 
to video information processing devices across all chain hotels, as 
well as to management representatives from partner companies, 
in order to enhance awareness of personal video information 
protection. The training consisted of compliance requirements 
related to personal video information, as well as procedures for 
viewing and providing such information, with a particular focus on 
strengthening the management capacity of practitioners handling 
personal video data. Going forward, Lotte Hotels & Resorts plans to 
expand training to cover a broader range of personal data handlers, 
including those responsible for SNS, event and promotional 
marketing activities, and delegated data processing, while also 
implementing diverse campaigns and practice-oriented programs 
to enable all employees to actively participate in personal data 
protection.

Lotte World operates company-wide information security training 
programs to enhance employees’ awareness of information security 
and strengthen their practical capabilities. As part of its core strategy 
to raise the level of personal data protection and strengthen the 
organization’s ability to respond to security threats, various tailored 
training sessions are provided for all employees. In 2024, personal 
data protection training was conducted once annually for all 
employees on a regular basis, while ad-hoc training was also carried 
out for new recruits (including cast members). In addition, advanced 
professional training was separately provided for internal information 
security personnel who are on the f ront line of information 
protection, thereby reinforcing the practical competencies of core 
departments. Alongside this, simulated virus drills were regularly 
conducted to test responsiveness to actual security incidents, 
and identif ied vulnerabilities during the training were addressed 
through supplementary training, thereby promoting continuous 
improvement in awareness.
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Lotte Duty Free plans to implement key initiatives in 2025 to 
strengthen the level of information security not only at domestic 
operations but also at overseas branches. To enhance the 
information security capabilities of overseas branches, information 
security-related regulations and guidelines will be translated into 
English and distributed. In addition, the scope of simulated virus 
training will be expanded to overseas employees to strengthen their 
cyber threat response capabilities, while system security vulnerability 
inspections will be carried out to preemptively address areas 
requiring improvement. Based on the results of security vulnerability 
assessments, tailored remediation guides will be provided, and 
regular information security training will be conducted to elevate 
the overall security standards across the global business network. 
Going forward, Lotte Duty Free will continue to proactively manage 
increasing security risks associated with global business expansion 
and strive to provide stable and reliable services.

FUTURE PLANS

Lotte Hotels & Resorts is continuously advancing its management 
systems to strengthen customer personal data protection. The 
company plans to reinforce its misuse-prevention framework for 
personal data and expand real-time monitoring functions capable of 
analyzing and detecting abnormal signs in major systems, thereby 
establishing a preventive f ramework against data leakage and 
misuse. In addition, the scope of inspections for entrusted service 
providers will be expanded to raise management standards, and 
regular verif ication will be conducted to ensure implementation 
of protective measures. Based on risk analyses for each service 
provider, detailed guidelines for necessary improvements are 
being provided to enhance management effectiveness. Moreover, 
practical training will be expanded for departments with frequent 
personal data usage such as SNS, marketing, and event planning. 
Repetitive learning content and campaigns will also be operated to 
strengthen employees’ awareness and response capabilities with 
respect to personal data protection across the organization.

Lotte World is planning to improve its overall information security 
framework to enhance the efficiency of security facilities and sys-
tems, while strengthening security capabilities. As a f irst step, an 
integrated log analysis management solution and a personal data 
access history management solution will be introduced, with the aim 
of automating repetitive tasks and enabling efficient processing of 
large-scale data. This is expected to reduce the workload of security 
personnel while enhancing detection and response capabilities for 
security incidents. Furthermore, a firewall policy management solu-
tion will be introduced to drive policy integration and optimization, 
allowing for adjustments of conflicting policies and rapid detection 
of vulnerabilities to establish a more secure network environment. In 
parallel, the replacement of outdated security equipment will also be 
a priority task. In particular, major security devices such as DLP (Data 
Loss Prevention) solutions will be upgraded to the latest versions, 
preventing the external leakage of information assets while ensuring 
both security and accessibility for AI and external collaboration tools. 
Through the continuous advancement of its information security 
framework, Lotte World will continue efforts to establish a secure 
digital business environment and further strengthen customer trust.

Privacy Protection
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Implementation Framework

Hotel Lotte has implemented a six-step compliance process in alignment with the Anti-Bribery 
Management System (ISO 37001), reinforcing its commitment to global best practices in compliance 
and ethical management. The process is applied consistently across all business sites and embedded 
into daily operations through employee training and awareness programs.

Operation of Dedicated 
Organization

• �Compliance Office 
(Compliance Team, 
Management Audit Team, 
Legal Team)

STEP 1

Establishment of Internal 
Processes

STEP 2

• �Distribution of 
compliance rules and 
operational manuals and 
guidelines

Violation Investigation and 
Recurrence Prevention

STEP 3

• �Investigation and response 
to reported cases

Strengthening Global 
Compliance

• �Risk prevention of domestic 
and international properties

STEP 4

Systemization of Educational 
Activities

STEP 5

• �Strengthening compliance 
training (Regular training 
and special training for all 
employees and particularly 
employees of major 
departments)

Risk Detection through Internal 
Reporting and Monitoring

STEP 6

• �Operation and management 
of internal reporting 
channels
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Compliance and Ethical Management

Compliance and ethical management are the foundation of sustainable management and a core 
principle at Hotel Lotte. This means all employees strictly adhere to laws and ethics in their daily work, 
building stakeholder trust through transparent and responsible decision-making. Hotel Lotte will 
continue to promote a company-wide culture of compliance and ethics, ensuring that a culture of 
accountability is firmly embedded throughout the organization.

< Reporting System >

Hotel Lotte Board of Directors

CEO and ESG Committees

Department in Charge of 
Compliance

Approval of agenda 
items for resolution/ 

reporting

Submission of  
agenda items for 

resolution/reporting

Review/approval of 
goals and strategies

Reporting on goals 
and performance

< Implementation System >

Plan • �Establishment of 
Compliance Processes01

Do • �Issue Management and 
Response02

Check • �Reporting and Remedial 
Actions03

Action • �Feedback and Prevention 
of Recurrence04

Governance

Materiality of the Issue

Mid-to Long-term Goals and Strategies

Term Duty Free Hotels & Resorts World

Short-term 
(by 2025)

• �Acquisition of Anti-Bribery  
Management System 
certification (ISO 37001) and 
Compliance Management 
System certification (ISO 
37301)

• �Attainment of “A” grade or 
higher in Compliance  
Program (CP) evaluation

• �Acquisition of Anti-Bribery  
Management System  
certification (ISO 37001) and 
Compliance Management  
System certification (ISO 37301)

• �Reduction in corruption inci-
dents through the operation of 
internal and external reporting 
and monitoring channels

• �Establishment of an ethics 
management framework 
and activation of preventive 
diagnostic systems

• �Ethical management risk 
assessment and post- 
management for business 
partners

Medium- 
term 

(by 2030)

• �Expansion of the scope of 
international standard certi-
fication (ISO) from domestic 
to overseas operations

• �Strengthening of global  
compliance for risk prevention 
across domestic and  
international chain hotels

• �Advancement of ethical 
management risk  
prevention systems and 
response mechanisms 
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Key Achievements in Sustainability Management 

Resource Circulation and Waste Reduction

Lotte Duty Free is actively working to reduce waste generated 
during logistics and duty-free product sales. Following the recent 
relaxation of bottle quantity restrictions on duty-f ree alcoholic 
beverages, the company has introduced paper wine bags for 
wine products in place of plastic air caps, with plans to expand 
this initiative to all alcoholic beverages in the future. Additionally, 
research is underway to replace Styrofoam cushioning materials 
used in logistics center packaging with recyclable alternatives.

In addition, to promote proper disposal of used batteries, Lotte 
Duty Free has established collection systems within office spaces. 
Since April 2024, separate collection bins have been installed at 
nine locations, including headquarters off ices and nationwide 
sales outlets, with the locations publicly announced via internal 
bulletin boards. Over approximately eight months, a total of 589 
used batteries (AA and 9V types) were collected, contributing to the 
safe handling of hazardous waste. Moving forward, Lotte Duty Free 
plans to expand everyday resource recycling activities and continue 
raising employee awareness to prevent environmental damage 
from hazardous waste.

Lotte Hotels & Resorts has been operating a waste electronics 
recycling project since April 2024 in collaboration with E-Circular 
Governance under an MOU. The program collects obsolete 
electronic products from hotels, resorts, and golf courses nationwide 
at the time of replacement. Over eight months, approximately 40 
tons of household and off ice electronic equipment—including 
refrigerators, monitors, and computers—were collected through 
this project. The collected items are recycled through eco-friendly 
processes to recover electrical and electronic raw materials, with 
proceeds donated to the Child Fund Korea, thus generating 
social value. In 2025, the project will expand its scope and actively 
encourage employee participation to establish a voluntary ESG 
implementation platform. Guided by the belief that “small everyday 
actions can lead to significant environmental impact,” Lotte Hotels 
& Resorts aims to cultivate a circular economy culture among all 
employees and build a foundation for carbon neutrality.

Lotte World is implementing a range of eco-friendly initiatives 
to achieve sustainable environmental management. To enhance 
water resource efficiency, the company has introduced advanced 
rainwater recycling systems. In 2022, a dedicated rainwater pipeline 
was installed connecting the greywater plant storage facility to 
external parking structures, strengthening the rainwater recycling 
infrastructure. Additionally, unused greywater tanks in the wellness 
center’s main mechanical room were repurposed, increasing storage 
capacity from 184 tons to 384 tons, helping prevent flood damage. 
As of 2024, a total of 7,185 tons of rainwater has been recycled, with 
the recycled rainwater being utilized for restrooms, cleaning, and 
landscaping. Lotte World will continue to expand its rainwater 
recycling infrastructure and enhance water resource management 
systems to simultaneously improve resource eff iciency and 
environmental protection. 

01

Paper Pouch for Liquor

Lotte World Greywater Plant 
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Statement of use Hotel Lotte Co., Ltd. reports data from January 1, 2024, to December 31, 2024, based on the GRI Standards 2021. Some ongoing qualitative performance from 2024 is included up to 
the first quarter of 2025.

GRI used GRI 1: Foundation 2021

Applicable GRI Sector Standards As of the publication date, the sector-specific standards for “Tourism Accommodation and Hotel Industry,” which correspond to Hotel Lotte’s primary business, have not been  
published and therefore were not applied.

GRI STANDARDS INDEX

GRI Standard Disclosure Page No. Omission Reasons Notes

General disclosures

GRI 2: General Disclosures 
2021

2-1 Organizational details 6

2-2 Entities included in the organization’s sustainability reporting 2

2-3 Reporting period, frequency and contact point 2

2-4 Restatements of information - Footnote included on the relevant page

2-5 External assurance 80

2-6 Activities, value chain and other business relationships 8-11

2-7 Employees 66

2-8 Workers who are not employees 66

2-9 Governance structure and composition 14-15

2-10 Nomination and selection of the highest governance body 14

2-11 Chair of the highest governance body 14-15

2-12 Role of the highest governance body in overseeing the management of 
impacts 14, 16

2-13 Delegation of responsibility for managing impacts 14, 16

2-14 Role of the highest governance body in sustainability reporting 14, 16

2-15 Conflicts of interest 14,  
182-184 (52nd Business Report)

General Disclosure

https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708


https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708
https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708
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GRI Standard Disclosure Page No. Omission Reasons Notes

Material topics

6. Compliance and Ethical Management

GRI 3: Material Topics 2021 3-3 Management of material topics 20, 50-54, 63, 68

GRI 205:  
Anti-corruption 2016

205-1 Operations assessed for risks related to corruption 63 No disciplinary actions or sanctions identified

205-2 Communication and training about anti-corruption policies and 
procedures 63

205-3 Confirmed incidents of corruption and actions taken 404-405
(52nd Business Report)

GRI 206: Anti-competitive 
Behavior 2016

206-1 Legal actions for anti-competitive behavior, anti-trust, and monopoly 
practices

404-405
(52nd Business Report)

Material Topic

GRI Standard Disclosure Page No. Omission Reasons Notes

Non-Material topics

GRI 201:  
Economic Performance 2016

201-1 Direct economic value generated and distributed 62

201-3 Defined benefit plan obligations and other retirement plans 63

GRI 202:  
Market Presence 2016

202-1 Ratios of standard entry level wage by gender compared to local 
minimum wage 63

202-2 Proportion of senior management hired from the local community 63

GRI 203: Indirect Economic 
Impacts 2016 203-2 Significant indirect economic impacts 59-60

GRI 207: Tax 2019

207-1 Approach to tax 54

207-2 Tax governance, control, and risk management 54

207-3 Stakeholder engagement and management of concerns related to tax 54

207-4 Country-by-country reporting 63

Non-Material Topic

GRI STANDARDS INDEX

https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708
https://englishdart.fss.or.kr/dsbh001/main.do?rcpNo=20250331003708
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GRI Standard Disclosure Page No. Omission Reasons Notes

Non-Material topics

GRI 303:  
Water and Effluents 2018

303-1 Interactions with water as a shared 
resource 75

a. Direct water-related impacts
Hotels & Resorts: Direct use for guest hygiene in rooms, food and beverage preparation in operational 
areas, water-related services in resort water facilities, employee shower facilities in BOH areas
World: Adventure rides and fountains, hot water supply, kitchens, restrooms (washbasins)

b. Identification of water-related impacts: Data management
c, d. Water management and local engagement

Hotels & Resorts: Outsourced management of facilities to ensure adequate water supply; 
operation of wastewater treatment facilities at Seoul laundry plant
World: Reclaimed water plant (recycled water) – reuse of water consumed in operational areas
Duty Free: Not applicable

303-2 Management of water discharge-related 
impacts 75 After use, water is discharged to the sewage treatment plant, where it is treated in accordance with 

environmental standards.

303-3 Water withdrawal 64

303-4 Water discharge 64

303-5 Water consumption 64

GRI 304: Biodiversity 2016

304-1 Operational sites owned, leased,  
managed in, or adjacent to, protected areas  
and areas of high biodiversity value outside 
protected areas

75

Areas significant for biodiversity:
Ecological and landscape conservation areas, wetland protection areas, natural parks, wildlife 
protection zones, drinking water protection zones, and biosphere reserves  
(disclosed based on the administrative “dong” location of each site).
Duty Free: World Tower Branch (Jamsil-dong, Songpa-gu, Seoul), Jeju Airport Branch  
(Yongdam-dong, Jeju)
Hotels & Resorts: Signiel Seoul, Lotte Hotel World (Jamsil-dong, Songpa-gu, Seoul), Signiel Busan 
(Jung-dong, Haeundae-gu, Busan), Lotte Hotel Jeju, Lotte Resort Jeju Art Villas, Skyhill CC Jeju 
(Saekdal-dong, Seogwipo), Lotte City Hotel Daejeon (Doryong-dong, Yuseong-gu, Daejeon), Lotte 
City Hotel Ulsan (Dal-dong, Nam-gu, Ulsan), Lotte City Hotel Jeju (Yeon-dong, Jeju), Lotte Resort 
Sokcho (Daepo-dong, Sokcho)
World: Headquarters, Lotte World Adventure Seoul, Seoul Sky, Lotte World Aquarium  
(Jamsil-dong, Songpa-gu, Seoul)

GRI 306: Waste 2020

306-1 Waste generation and significant  
waste-related impacts 75

Duty Free: Major waste is generated during the storage process of merchandise at the integrated 
logistics center.
Hotels & Resorts, World: Waste arises from organizational activities and customer use of facilities at 
business sites.

306-2 Management of significant waste-related 
impacts 55, 75

Waste is managed through legally authorized treatment vendors on a per-site basis, and data 
are managed with Olbaro System. For leased duty-free locations, management is conducted via 
comprehensive contracts with the lessors, so direct data collection is limited (where possible, data 
are estimated based on unit area costs, etc.).

306-3 Waste generated 65

306-4 Waste diverted from disposal 65

306-5 Waste directed to disposal 65

Non-Material Topic

GRI STANDARDS INDEX
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Membership Associations Acknowledgements

Unit Membership Associations

Lotte Duty Free Korean Duty-Free Shop Association

Lotte Hotels & 
Resorts

Korean Standards Association, The Korean Association of Professional Convention 
Organizers, Korea-Japan Economic Association, The Federation of Korean 
Industries, Korea Enterprises Federation, Seoul chamber of Commerce and 
Industry, Korea Golf Course Business Association, Resort Condominium Business 
Association of Korea, Korea Chief Privacy Officers Council (KCPO), Korea CPO 
Forum(Korea Chief Privacy Officers’ Forum), Korea Hotel Association, CONCERT 
(CONsortium of CERT)   

Lotte World
Korea Amusement and Theme Parks Association, Korea Museum Association, 
Korea Fire Safety Association, Korea Nursing Association, Korea International Trade 
Association, Korean Standards Association

Unit Acknowledgements 

Lotte Duty Free
Corporate Relations Team, Environmental & Safety Team,  
Management Support Division, Information Security Division, Legal Team,  
Ethical Management Team

Lotte Hotels & 
Resorts

Communication Team, Management Support Division, Safety Support Division, 
Information Security Division, Corporate Support Division, Office of Compliance

Lotte World
Safety Management Team, Ethical Management Team, Information Security Team, 
Communication Team, Office of Compliance, Management Support Division,  
Park Operation Team, Facilities Support Team (Lotte World Waterpark)



Hotel Lotte Co., Ltd.
www.hotellotte.com
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