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Shopping Centres Deal with an 
Insurance Crisis Amid a New Normal
The nationwide lockdown amid the COVID-19 pandemic has left the shopping centre industry in India and the 
world in the throes of a crisis. The need for hyper sanitization and social distancing has led to shuttering of malls 
all over the world. In India, the Government has yet to east restrictions on malls, which are reeling under the double 
impact of both a shutdown and retailers not being able to pay rent. Despite sending SOPs proposals, guidelines and 
petitions to the government, the shutdown hasn’t been lifted, even in a phased manner. 

The May digital edition of Shopping Centre News brings its readers the current situation, very grim position of the 
shopping centre industry. 

If mall developers are to bounce back after the lockdown lifts, it will only be through establishing their premises 
not solely as experiential playgrounds, but also as trusted and transparent safe havens. Aside from this, they will 
also need to work in tandem with retailers in their premises, who are suffering as much as mall owners and many 
of whom have been unable to pay rent over the past couple of months. The cover story also discusses the 
various technology measures malls are taking to lure back consumers once they are operational 
again.

Apart from this, the May edition brings to its readers, an indepth analysis of the insurance 
worries of shopping centres, brought about due to the pandemic. We tell you why 
insurance companies are refusing to accept any claims by shopping centres 
arising out of the shutdown. 

As always, I hope you find the issue informative and beneficial. Do log 
on to our website, www.indiaretailing.com to read articles, features 
and updates pertaining to the Shopping Centre Industry in 
COVID-19 times with an emphasis on India. 

AMITABH TANEJA
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08         May 2020      [TURNING POINT]

The lockdown in India due to the COVID-19 pandemic has resulted in zero footfalls and 
revenue for shopping centres. It has also unfavourably impacted employment status and 

livelihoods of several people (direct and indirect - approximately 3,500-5,000 per shopping 
centre). The overall working capital cycle has been adversely impacted and business losses of 
shopping centres are mounting. And to top it all, now shopping centres are being plagued by 

insurance worries…

By Charu Lamba

SHOPPING CENTRES SEEK 
GOVERNMENT INTERVENTION TO 

SOLVE INSURANCE WOES

T
he Indian Shopping 
Centre Industry is reeling 
under immense pressure 
as revenue streams have 

dried up and retail tenants are 
proposing various waiver/ 
rental models around license 
fees and CAM charges amid 
the coronavirus pandemic. 
This is expected to have 
a cascading eff ect on 
shopping centres as they 
will not be to able repay 
loans to banks, EMIs, 
interest on these EMIs, 
minimum electricity bills, 
property tax, municipal 
tax, water tax, salaries, and 
maintenance cost of the mall. 

To add to their woes, the 
lockdown – resulting in zero 
footfalls and revenue – has 
unfavourably impacted the 
employment status and livelihoods 
of several people (direct and 
indirect - approximately 3,500-
5,000 per shopping centre). The 
overall working capital cycle 
has been adversely impacted 
and business losses of shopping 
centres are mounting. 

And to top it all, now shopping 
centres are being plagued 
by insurance woes. In India, 
under traditional business 
interruption insurance policies, 
physical damage to property 
is the only criteria to trigger 
business interruption loss, while 
pandemics and epidemics are 

specifi cally excluded. Insurance 
companies, therefore, are refusing 
to accept any claims arising out of 
shutdown.

Explaining this, Sudhir 
Gudal, Promoter and Chief 
Distribution Offi  cer, Xperitus 
Insurance Brokers Pvt Ltd, says, 
“Mall and retail store owners 
generally take the Standard 
Fire and Special Perils Policy, 

also called as Fire Policy or 
Package Policy to insure their 
properties including; Building, 
Plant and Machineries, Furniture, 
Fixture and Fittings, Electrical 
Equipment- HVACs, Escalators, 
Elevators, Offi  ce Equipment and 
stocks. They also opt for Add 
on, Loss of Profi t (L.O.P) or Loss 
of Rent (L.O.R) cover to protect 
revenue income losses.”

“The Fire Policy provides 
owners indemnity against any 
material damage loss (physical 
damage) to their insured property 
due to any of the 12 insured 

perils. The L.O.P or L.O.R 
policy, protects the insured’s 

consequential loss of revenue, 
after a material damage loss,” 
he adds.

Unfortunately for 
shopping centres, the loss of 
business opportunity and 
profi ts is not 

covered under various 
insurance / risk policies 

which they have bought in 
the past.

According to Sachin 
Dhanawade, Chief Operating 

Offi  cer - Retail & Real Estate, 
Grauer & Weil (India) Limited, 
the business interruption 
insurance covers lost revenues 
and also the recurring costs of the 
business while its shut or out of 
commission in cases of a disaster. 
“In India, under traditional 
business interruption insurance 
policies, physical damage to 
property is the only criteria to 
trigger business interruption loss, 
while pandemics and epidemics 
are specifi cally excluded. Insurance 
companies, therefore, are refusing 
to accept any claims arising out of 
shutdown stating that exclusion 
of pandemics and closure due to 
this direction does not constitute 
physical loss or damage.”
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12         May 2020      [SHOPPING CENTRE REVIVAL]

In an attempt to make its retail partners 
understand its technical SOPs, LuLu Mall, Kochi 
released a video explaining its store reopening 
policy. The one-and-half-minute video showcases 
guidelines required to give confidence to retail 
partners and patrons to come back to the mall…

By Sandeep Kumar

LULU MALL PREPARES 
TO WELCOME BACK 
CONSUMERS WITH 
A CLEANER, SAFER 
ENVIRONMENT

W
ith the Government 
of India lifting 
restrictions for 
the retail industry 

in a phased manner, retailers 
and shopping malls pan India 
are excitedly and exhaustively 
preparing themselves to re-open 
their premises post lockdown. 
For now, the Shopping Centre 
Industry is waiting for orders from 
the Government to allow them to 
reopen in green and orange zones.

In an attempt to make its retail 
partners understand the shopping 
centre’s technical SOPs (Standard 
Operating Procedures) and 
various other preparations better, 
LuLu Mall, Kochi released a video 

explaining its store reopening 
policy. The one-and-half-minute 
video showcases guidelines 
required – from a mall developer’s 
perspective – to convince and give 
confi dence to every retail partner 
and patrons to come back to the 
mall post this long lockdown 
period. 

“It is crucial that we follow this 
set of guidelines before we open 
our doors to consumers. As we 
want to welcome them back to a 
cleaner safer tomorrow, we need 
proper planning and preparation. 
Therefore, we have prepared 
major guidelines for our retail 
staff . They need to download the 
Aarogya Setu app to ensure that 

SHIBU PHILIPS, BUSINESS HEAD, 
LULU SHOPPING MALL

are also helping our retail partners 
implement these measures 
precisely since many of them are 
low on manpower for now,” he 
adds. 

Philips explains that his 
shopping centre has formed a 
‘disinfectant team’ – outsourced 
to an agency – which can be 
contacted by all retail partners in 
case they need assistance related 
to safety measures. 

“The mall has given a list of 

they are not coming from the 
red zones. We are also are asking 
them to wear facemasks and 
gloves for the entire time they are 
in the mall,” says Shibu Philips, 
Business Head, LuLu Shopping 
Mall. 

“We have also provided SOP 
guidelines – along with this video 
– to every retailer which helps 
them understand what they need 
to do before entering the shopping 
centre and opening their store. We 
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14         May 2020      [COVER STORY | SCAI VIRTUAL ROUNDTABLE IV]

The current situation of the shopping centre industry is grim. If mall developers are to 
bounce back after the lockdown lifts, it will only be through establishing their premises not 
solely as experiential playgrounds, but also as trusted and transparent safe havens…

By Shopping Centre News Bureau…

HOW SHOPPING CENTRES ARE DEALING 
WITH THE NEW NORMAL

T
he nationwide lockdown 
amid the COVID-19 
pandemic has left the 
shopping centre industry 

in India and the world in the 
throes of a crisis. The need for 
hyper sanitization and social 
distancing has led to shuttering of 
malls all over the world. In India, 
the Government has yet to east 
restrictions on malls, which are 
reeling under the double impact of 
both a shutdown and retailers not 
being able to pay rent.

The fourth of SCAI Mondays, 
a weekly, custom webinar 
series, titled ‘Retail & Shopping 
Centres: Dealing with the New 
Normal’ took place on May 18, 
2020. The discussion focused 
on global experiences of re-
opening shopping centres amidst 
restrictions, implementation of 
stringent SOPs and stakeholders’ 
reactions (consumers, staff , 
partners, tenants).

The panel deliberated on the 
key takeaways experienced 

by retailers as they reopened 
in shopping centers and high 
streets across India, China, 
Australia, USA, Europe, the 
Middle East, SE Asia and USA. 
A slew of new challenges and 
scopes for improvement were 
highlighted so that brands 
and retailers across India and 
other parts of the world could 
work to not only ensure a safe 
environment but to also create 
new experiences for consumers 
as normalcy returns.

Moderated by Yogeshwar 
Sharma, Select CITYWALK, the 
panel included industry captains 
like:

 Arjun Gehlot, Director, 
Ambience Mall

 Mukesh Kumar, Chief 
Executive Offi  cer, Infi niti Malls

 Sanjeev Mehra, Vice President, 
Quest Mall

 Shibu Philips, Business Head, 
LuLu Shopping Mall

The Current Scenario & 
New Normal
The current situation of the 
shopping centre industry is grim. 
If mall developers are to bounce 
back after the lockdown lifts, it 
will only be through establishing 
their premises not solely as 
experiential playgrounds, but also 
as trusted and transparent safe 
havens.

Talking about the new normal 
for shopping centers, Sanjeev 
Mehra, Vice President, Quest 
Mall said, “Nobody could ever 
imagine that businesses would 
be upended like this. We were 
totally unprepared. We, at Quest, 
had to keep the hypermarket 
open during the lockdown and 
it was very diffi  cult for us to 
manage the chaos of the situation. 
We worked hard to help our 
consumers, with very limited 
manpower. As far as the new 
norms are concerned, it is going 
to be a huge challenge. Although 
the government is trying to help 
everyone, shopping centres across 
the globe has been subjected to 
massive transformation and post 
lock down it is going to be a huge 
challenge.”
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18         May 2020      [SCAI EXCLUSIVE]

A group of India’s leading shopping centre developers, IPCs and retail 
leaders came together in a webinar series organised by Shopping Centres 
Association of India (SCAI) to devise effective solutions, including policy 
influence and government stimulus, out of the severe revenue crisis 
impacting developers pan-India… 

By Shopping Centre News Bureau…

RETAIL & SHOPPING CENTRES: 
2020-21 AND BEYOND

approach towards going to the 
shopping mall will be a cautious 
one. We also found out that 
there will be two categories of 
consumers that the shopping mall 
industry will be witnessing post 
lockdown – fi rst being those who 
desperately want to get back to 
their normal life and the second 
category will be of those who will 
be cautious in going to malls. We 
will have to tackle both sets of 
consumers with the same set of 
norms, and every mall will have 
to look into this. From the mall 
developers’ perspective, we think 
the fi rst 30 days will witness a lot 
of picked up consumption. There 
will be a huge demand of the non-
essential products.  As long as the 
safety measures are concerned, we 
have working on various SOPs and 
will have to gain the confi dence of 
the consumers by ensuring them 
safety.  We are there to welcome 
the consumers and give them the 
ease/convenience of shopping. As 
far as the retailers are concerned, 
they are very eager to open their 
stores in malls. Some are little 
skeptical and worried while others 
are confi dent to come out stronger 
after the lockdown.”

“India too will be witnessing 
a new trend, and our belief is 

including those in e-commerce, 
hybrid formats, design, tenant 
mix, pricing and more. The 
discussion highlighted the path 
for shopping centre developers 
and retailers to come together 
and innovate spaces and existing 
models to create new experiences 
for consumers, as India recovers 
from the current public health and 
economic crisis.

As the voice of India’s shopping 
centre industry, SCAI’s immediate 
task is to see a nation-wide roll-
out of common guidelines and 
to work with partners towards 
re-opening all operational 
shopping centres backed by 
stringent SOPs. The non-profi t 
body has been active on multiple 

fronts since the lockdown 
through daily virtual meetings 
with stakeholders, making 
presentations to government 
functionaries, regulatory and 
civic administration bodies, 
community media and PR.

The session was moderated by 
S Raghunandhan, President-
Commercial, Bhartiya City 
Developers. The other panelists 
included: 

 Pankaj Renjhen, COO, Virtuous 
Retail

 Pushpa Bector, Executive 
Director, DLF Shopping Malls

 Rajneesh Mahajan, CEO, 
Inorbit Malls

 Rashmi Sen, Group COO – 
Malls, The Phoenix Mills Ltd.

Shopping Malls: Post 
Lockdown Scenario
S Raghunandhan talked about 
the current situation of shopping 
malls during the Coronavirus 
crisis and hoped that the industry 
would get a green light to reopen 
malls with the Government of 
India removing restrictions slowly 
for the retail sector. He opened the 
discussion asking the panelists 
to throw light on how shopping 
malls would welcome consumers 
post lockdown.

Pushpa Bector, Executive 
Director, DLF Shopping Malls 
kickstarted the webinar saying, 
“As per surveys and research 
conducted by our team, we 
have noticed that the customer 

T
he third of SCAI Mondays– 
a weekly, custom webinar 
series aimed at redressing 
the unprecedented 

challenges arising out of 
COVID-19 pandemic for India’s 
shopping centre development 
ecosystem – took place on May 11, 
2020. A group of India’s leading 
shopping centre developers, IPCs 
and retail leaders came together 
to devise eff ective solutions, 
including policy infl uence and 
government stimulus, out of the 
severe revenue crisis impacting 
developers pan-India. 

This Virtual Roundtable, titled 
‘Retail & Shopping Centres: 
2020-21 and Beyond’ focused 
on the new normal and the 
potentials for reinvention in retail, 
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By Shopping Centre News Bureau…

BUY YOUR TICKETS, SHOP ONLINE, AND 
YOU ARE READY TO ENTER ESSELWORLD 
& WATER KINGDOM AT EASE!

away. EsselWorld also promotes 
its booking link in each of the 
marketing communication like 
advertisements, social media, and 
digital posts. All of these together 
has helped the brand in boosting 
a good number of sales. Moreover, 
the online travel partners such as 
Neeta bus, Kings travel etc., who 
have been associated with the 
brand since long too have played 
an important role by not only 
off ering tickets at a special price 
but also by giving comfortable 
travel solutions.

On reaching the entry point, 
enter the park at ease just by 
showcasing your QR Code on 
booking your tickets online. With 
a free Wi-Fi available at every 
entrance, browse through the 
latest EsselWorld App that will 
help you reach the closest ride 
near you with less rush through 
the ‘Nearby’ feature. Further, to 
give you a smoother and enjoyable 
experience, the App will send you 
notifi cations, suggesting you the 
next best ride or experience you 
must hop on to. 

While enjoying the Park, at any 
given point if you feel you are 
lost, don’t worry! There are digital 
signages at various locations 
consisting of QR Codes. On 
scanning these codes from the 
App, you will be guided by the 
Fab5 characters of EsselWorld 
through augmented reality. 

on booking the tickets and can 
be redeemed at various Food 
& Beverage outlets. By booking 
tickets through the App, you also 
get a special discount of 10%.  
Moreover, EsselWorld & Water 
Kingdom not only give the ease of 
booking tickets through its new 
App or website but also off ers 
amazing deals on various online 
aggregators and social media 
platforms, which contributes to 
18% of the total sales.

While the App which was 
recently launched is picking up, 
fans have shown their love on the 
brand website with an increase 
of 38% of ticket sales in the past 
one year and have shown steady 
growth, year-on-year. The brand’s 
website gives you an option of 
booking your tickets in advance 
for a particular day while you can 
also skim through the various 
F&B options and buy your meals 

in advance. While booking your 
Water Kingdom tickets, you can 
also buy a set of a swimming 
costume or lycra material clothes, 
which are apt for the water park on 
the website itself. Post purchasing 
everything, you can make your 
entry in the Park without any 
hassle and standing in any queue.

A huge network of online 
aggregators like Bookmyshow, 

MakeMyTrip, cleartrip, nearbuy, 
etc. have been associated with 
EsselWorld & Water Kingdom for 
long and have helped the guests in 
booking park tickets easily thereby 
giving great off ers and discounts. 
The amusement park has also 
associated with various E-Wallets 
such as Airtel Money, Phone Pe, 
BHIM, Paytm, etc. that lets you 
make cashless transactions right 

E
sselWorld, the pioneer 
of amusement parks in 
India has off ered the 
best of fun & thrill to its 

patrons and always believed in 
giving the best of experiences as 
well. Nonetheless, to make our 
life hassle-free, the digital world 
has played an important role and 
EsselWorld & Water Kingdom has 
ensured of giving us that ease. 

Spending most of their time 
on applications, Millennials and 
Gen Z have always embraced the 
latest technology which enables 
them to enjoy the best of off ers 
clubbed with ease and comfort. 
EsselWorld’s app exactly off ers that!

On downloading the App, you 
get a preloaded 100 loyalty points, 
which can additionally be earned 

Join this digital journey of EsselWorld & Water Kingdom and get the best of the deals, off ers and enjoy a memorable 
time at your favourite amusement park with your loved ones.
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22         May 2020      [WHAT’S HOT]

One of the most 
successful shopping 
centres in India, Select 
CITYWALK, believes 
that there lies an 
opportunity in every 
crisis and is hopeful 
that the Indian retail 
sector will embark 
on a different growth 
trajectory in the years 
to come…

By Charu Lamba

– YOGESHWAR SHARMA, SELECT CITYWALK

POST LOCKDOWN 
CONSUMERS WILL 
AGAIN CONGREGATE 
AT SHOPPING 
CENTRES TO 
SATISFY SOCIAL 
NEEDS

C
OVID-19 continues to impact economies worldwide, severely 
hitting businesses and services. As several cities and countries 
observe absolute lockdown, strong ripple effects are shaking 
shopping centres across the world. Meanwhile, one of the most 

successful shopping centres in India, Select CITYWALK, believes that 
there lies an opportunity in every crisis and is hopeful that the Indian 
retail sector will embark on a different growth trajectory in the years to 
come. 

Speaking exclusively to Shopping Centre News, Yogeshwar Sharma, 
Select Infrastructure Pvt Ltd talked about how Select CITYWALK is 
trying to overcome the impact of COVID-19 and a lot more:

What has been the impact of Coronavirus on India’s shopping 
centre industry?

The impact of COVID-19 is an unprecedented global phenomenon across human lives as well as 
businesses. While we are in lockdown, it is given that only essential services will work, till we flatten 
the curve. Shopping centers, which are public spaces, now adhere to government guidelines and are 
only open for essential services. It will take time for things to normalize and for the public to return to 
their favorite malls.  

Both domestic and global brands may re-strategize their expansion plans, as business will be 
impacted for a significant part of coming year. 

COVID-19 outbreak has added enormous pressure to an already delicately poised Indian retail 
sector. New completions will be deferred, leasing activity might be delayed, rentals may come under 
pressure, and vacancies may see a momentary rise and the sector’s overall growth rate will be slowed 
down.

What steps is Select CITYWALK taking to move ahead of the curve?
The aim is twofold. One to ensure social distancing and safety norms for all visitors, stakeholders and 
retailers as per government guidelines and to ensure that we work on best practices. The second is to 
work on a collaborative manner with our retail partners to slowly build up footfalls.  

Currently, the safety of the consumers is our paramount concern and we are focusing on that. Select 
CITYWALK, as a responsible public space will be taking steps for consumer safety and security so that 
consumers can start venturing out gradually for purchasing necessities. 

We also believe that shopping centres have transformed into community centres today, so everyone 
would like to meet, greet and eat. People post lockdown will again congregate at these centres to 
satisfy their social needs.  

While the business situation may improve in the months to come, the recovery will surely be 
gradual and not steep, and the entire impact of this pandemic and the likely future growth path 
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24         May 2020      [IN CONVERSATION]

To reinstate consumer confidence, 
Viviana Mall is regularly posting 
videos on social media platform 

featuring cleaning, sanitising, training 
and maintenance processes being 

carried out...

By Sandeep Kumar

VIVIANA MALL 
USES SOCIAL 

MEDIA TO 
INSTILL SENSE OF 

CONFIDENCE IN 
CUSTOMERS 

I
n an exclusive interaction with Shopping Centre News Bureau, 
Manoj K. Agarwal, Chief Executive Officer, Viviana Mall 
spoke about shopping centres in COVID-19 times, while 
elaborating on the measures taken by Viviana mall to make it 

customer-safe post the lockdown period. 

What are retailers and shopping centres doing to stave off the 
ill effects of the pandemic and reassure consumers? Will you 
shift to a revenue-sharing model with your tenants?
Ever since the outbreak of COVID-19, Viviana Mall has initiated several 
precautionary measures to ensure a hygienic and uncontaminated 
public space for our shoppers. While Viviana Mall’s management has 
always given top priority to cleanliness and will continue to do so, we 
have initiated regular deep cleaning of the entire premises other than 
the mandated sanitisation drive. We will continue deep cleaning and 
sanitisation of all areas in and around the mall before we reopen and 
thereon. We have made this an integral part of our current ‘Standard 
Operating Procedures’. 

We have already procured specialised equipment like steam cleaners 
and body temperature scanners as well as we have indigenously 
developed sanitising equipment for area fumigation, goods received 
and for people walkthrough. We are also in the process of finalising 
additional equipment requirements for use during the shopping centre 
trading. 

In addition to this, based on a wide variety of sources including – 
Shopping Centres Association of India (SCAI) – we are developing 
detailed SOPs and guidelines for customers, retailers, F&B Operators 
and Food Court as well as for own staff and shopping centre 
management office. To instill a sense of confidence in the customers 
we are regularly posting videos and clips on our social media of the 
various cleaning, sanitising, training and maintenance activities being 
carried out at the shopping centre.  

Under the given circumstances, the shopping centre management 
has decided to be governed by the terms of the individual agreements. 
We have received communications from various categories of retailers 
on this subject. These are being evaluated in the light of the agreed 
terms with individual retail partners as well as their performance 
over the years. However, this is the time to together battle and control 
the novel coronavirus spread as well as to get ready together to open 
the shopping centre for our valued customers at the earliest based 
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The webinar aimed at redressing the unprecedented challenges arising out of COVID-19 
pandemic for India’s shopping centre development ecosystem. It focused on the measures of 

prepping to reopen shopping centres in India…

By Shopping Centre News Bureau…

SCAI: RETAIL & SHOPPING CENTRES – 
CONFIDENCE BUILDING MEASURES

With the shopping malls still 
facing closure pan India, the 
panelist spoke in one voice to 
seek both relief and stimulus to 
survive and create immediate and 
long-term strategies to revive.  
Amitabh Taneja highlighted on 
the key immediate tasks being 
undertaken by SCAI nationwide 
to roll out common guidelines and 
to work with partners towards re-
opening all operational shopping 
centres backed by stringent SOPs.

“The non-profi t body has 
been active on multiple 
fronts since the lockdown 
through daily virtual meetings 

T
he Shopping Centres 
Association of India 
(SCAI), in continuation 
of its weekly custom 

webinar series, ‘SCAI Mondays’; 
organised a second virtual session 
titled ‘Retail & Shopping Centres: 
Confi dence Building Measures’ on 
May 4, 2020. The webinar aimed 
at redressing the unprecedented 
challenges arising out of 
COVID-19 pandemic for India’s 
shopping centre development 
ecosystem. It focused on the 
measures of prepping to reopen 
shopping centres in India.

The panelists discussed 

preparations and strategies that 
retailers and shopping centre 
owners will need to design in 
order to build consumer and 
partner confi dence as India 
begins emerging from the 
restrictions. As the day also 
marked the beginning of the third 
phase of lockdown in the country 
and with the Government of India 
announcing major relief in terms 
of opening of stand-alone retail 
stores including liquor shops, the 
panelists talked about having 
a more organised method of 
opening malls and stores in days 
to come.

The session was hosted by 
Amitabh Taneja, Chairman, 
SCAI and was moderated by Anuj 
Puri, Chairman, ANAROCK 
Property Consultants Pvt Ltd. 
The industry leaders on the panel 
included:

 Arjun Sharma, Chairman, 
Select Group

 Dalip Sehgal, CEO, Nexus 
Malls

 Harshavardhan Neotia, 
Chairman, Ambuja Neotia 
Group

 Irfan Razack, Chairman and 
Managing Director, Prestige 
Group
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