


An Analysis of the Impact of Safety and Sustainability Practices on Customer Satisfaction: A Case Study of Mercure Hotel, Newport



Contents
Project Title	3
1. Introduction	3
1.1 Background of the Project	3
1.2 Project Aim	3
1.3 Project Objectives	4
1.4 Project Questions	4
1.5 Rationale of the Project	4
2. Literature Research	5
3. Research Methods	6
3.1 Research Strategy	6
3.2 Primary Data Collection Method	7
3.3 Participants and Researcher Placement	7
3.4 Data Analysis Techniques	7
3.5 Resources Required	7
3.6 Ethical Considerations	8
3.7 Limitations of the Study	8
4. Benefits	8
5. Gantt Chart	9
References	10



[bookmark: _Toc220953369]Project Title
An Analysis of the Impact of Safety and Sustainability Practices on Customer Satisfaction: A Case Study of Mercure Hotel, Newport
[bookmark: _Toc220953370]1. Introduction
[bookmark: _Toc220953371]1.1 Background of the Project
The hospitality sector is very competitive and customer satisfaction has been identified with as a major source of business success, repeat business and positive word of mouth. In addition to the old and conventional ways of determining the quality of services in a hotel; the responsiveness of the staff and the amenities, guests nowadays consider safety and sustainability measures. It has been found that the hotel guests put safety practices, such as hygiene and emergency preparedness, as factors influencing their satisfaction with the hotel experience, and certain environmental friendliness programs, including waste management and eco-friendly facilities, in contexts of shaping their experience in the hotel (Papademetriou et al., 2023).
The safety practices have gained more and more criticality, especially in the post-pandemic period. Safety plays a very important role in guest trust, comfort and loyalty as enhanced hygiene and sanitation significantly contribute to it (Ali et al., 2021). In the same vein, not only do sustainable practices satisfy the increasing environmental demands but also contribute to the satisfaction and loyalty of guests because eco-conscious guests want hotels that represent their values (Pozo et al., 2024).
Although there are studies, few qualitative studies have been conducted on the combined effect of safety and sustainability practice on customer satisfaction, particularly in the middle-size hotels such as Mercure Hotel, Newport. The present study succeeds in filling this gap by including perceptions and experiences of the guests and the staff and providing practical and academic input.
[bookmark: _Toc220953372]1.2 Project Aim
The project aims to explore the impact of safety and sustainability practices on customer satisfaction at Mercure Hotel, Newport.
[bookmark: _Toc220953373]1.3 Project Objectives
1. To identify the safety and sustainability practices currently implemented at Mercure Hotel, Newport
2. To explore how safety practices at Mercure Hotel, Newport influence guests’ perceptions of satisfaction and trust
3. To explore how sustainability practices at Mercure Hotel, Newport shape guests’ satisfaction and overall hotel experience
4. To recommend feasible and context-specific improvements to safety and sustainability practices at Mercure Hotel, Newport
[bookmark: _Toc220953374]1.4 Project Questions
1. What safety and sustainability practices are currently implemented at Mercure Hotel, Newport?
2. How do the safety practices at Mercure Hotel, Newport influence guests’ perceptions of satisfaction and trust?
3. In what ways do sustainability practices at Mercure Hotel, Newport affect guests’ satisfaction and overall hotel experience?
4. What feasible and context-specific improvements can be recommended to enhance safety and sustainability practices at Mercure Hotel, Newport?
[bookmark: _Toc220953375]1.5 Rationale of the Project
The project was selected due to the fact that safety and sustainability practices are becoming more critical in the determination of customer satisfaction in the hospitality industry and little qualitative studies have been done that investigate the combined effect in mid-sized hotels. Mercure Hotel, Newport, is a case study that is relevant because it is actively engaged in the safety measures as well as the sustainability measures; thus, this hotel serves as the most suitable location to investigate the views of guests and members of staff.
The essential purpose of choosing this project is to learn how operational practices would affect the guest experiences and then make practical use of this knowledge to improve the management of the hotel. By concentrating on the idea of safety and sustainability, the study fills a research gap in the literature whereby the two concepts are frequently considered independently, whereas they relate to each other because of their impact on the perceptions of customers.
Moreover, the decision to select this project is in line with the latest trends in the industry, with hotels being observed to strive towards achieving a greater level of safety and embracing environmental-friendly concepts in order to please socially and environmentally conscious patrons. The present study provides a possibility to develop qualitative data that may be valuable in terms of its academic and practical application, contributing to an increase in customer satisfaction, loyalty, and quality of services overall at Mercure Hotel, Newport.
[bookmark: _Toc220953376]2. Literature Research
1. Dwiatmojo, A.R., Musdalifah, M., Nyura, Y., Arsyad, F. and Jonet, N., (2022), March. An analysis of the impact of cleanliness, health, safety, environmental sustainability (CHSE) on consumer satisfaction at Zoom Hotel Mulawarman Samarinda. In International Conference on Applied Science and Technology on Social Science 2021 (iCAST-SS 2021) (pp. 467-470). Atlantis Press.
Dwiatmojo et al. (2022) examined the influence of the cleanliness, health, safety, and environmental sustainability (CHSE) on customer satisfaction at Zoom Hotel Mulawarman Samarinda via survey questionnaires. Their results indicate that there is a strong positive correlation between the CHSE practices and the guest satisfaction, especially that visible hygiene and safety practices help to boost the trust. Nevertheless, the paper lacks due to its quantitative survey approach which only provides the perceptions in numerical terms but fails to provide information on how the guests experience or understand these practices as contextualized. It also neglects the operational issues of the staff in the process of implementing CHSE on a regular basis, and it is hard to see whether the high scores in satisfaction are the actual result of operational efficiency or just the expectations of the guests.
2. Chaudhary, H.K., Singh, M. and Ghosh, P., (2025). The impact of green technology on guest safety: the mediating roles of responsible tourism practices and guest satisfaction. Journal of Hospitality and Tourism Insights.
Chaudhary, Singh and Ghosh (2025) also investigated how green technology contributes to safety and satisfaction of the guest with the use of structural equation modelling, by demonstrating that responsible tourism practices mediate this association. The study is theoretically meaningful as it has connected the elements of technology, safety, and sustainability, yet the research is more quantitative and does not touch on the opinion of staff and real-life issues with offering technological interventions. In aggregate, these works indicate that safety and sustainability are positively important factors that drive satisfaction but cannot provide the qualitative, experiential data that could be used to gain a picture of how these practices are perceived and implemented in the real life contexts of hotels. The gap is the reason why it is appropriate to use qualitative case study of Mercure Hotel, Newport, based on interviews (semi-structured) to examine the views of both guests and staff in order to have profound insights in academic and practical use..
3. Olya, H., Altinay, L., Farmaki, A., Kenebayeva, A. and Gursoy, D., (2021). Hotels' sustainability practices and guests' familiarity, attitudes and behaviours. In Sustainable consumer behaviour and the environment (pp. 43-61). Routledge.
Olya et al. (2021) investigated hotel sustainability practices and their impact on guest attitudes and behaviours, based on the structured questionnaires and observations. The analysis proves the hypothesis that green initiatives enhance satisfaction, loyalty, and referral intentions. Although this offers valuable understanding into the payoff of sustainability, the study is largely attitudinal and it is not concerned with how guests and staffs view the practicality of these programs and the way sustainability relates with other service aspects such as safety. This weakness makes it less applicable to examine the holistic guest experience, especially in mid-sized hotels when the resource constraint can compromise the uniformity and the visibility of sustainability initiatives.
[bookmark: _Toc220953377]3. Research Methods
[bookmark: _Toc220953378]3.1 Research Strategy
The proposed study is a qualitative case study based on Mercure Hotel, Newport. Case study method is suitable since it gives an opportunity to explore a relationship between safety, sustainability practices and customer satisfaction in a real life situation in detail. A qualitative approach is selected to get comprehensive and detailed information on the experiences and perceptions of guests and staff, which is not entirely discernible using quantitative surveys or numerical data (Alam, 2021).
[bookmark: _Toc220953379]3.2 Primary Data Collection Method
Semi-structured interviews will be used as the main form of data collection. In this way the researcher is able to prepare guiding questions and leave the rest to the participants in their language. The interviews will aim at learning how safety and sustainability practices are being undertaken, perceived and experienced and their effect on an overall satisfaction by the customers.
[bookmark: _Toc220953380]3.3 Participants and Researcher Placement
Two groups will be used to obtain the data in the study. The initial sample is that of hotel guests, who will be chosen carefully to make sure that there will be a diversity of demographics and experience of stay. The second cluster involves the employees of the hotel including the management, housekeeping staff, and front-desk employees who are directly engaged in the application of the safety and sustainability practices. The close proximity of the researcher to the Mercure Hotel, Newport, presented the researcher with direct access to both employees and customers, which gave the researcher an easy time in scheduling interviews and observing the practices of the operations at the hotel at real time. The location also provided an inside view, which increased the knowledge of hotel operations and interpersonal relationships with the guests.
[bookmark: _Toc220953381]3.4 Data Analysis Techniques
The interviews will be audio-taped with the consent of the participants and transcribed verbatim. An analysis of the data will be based on the thematic analysis and include the identification, analysis, and reporting of patterns and themes connected to the aspects of safety, sustainability, and customer satisfaction. A coded scheme will be utilized in order to interpret the views of the participants in a systematic manner and qualitative analysis software like NVivo can be applied to help in systematizing and managing the data.
[bookmark: _Toc220953382]3.5 Resources Required
A semi-structured interview guide, audio recorders, and safe storage of transcripts and consent are the tools that the study will require as well as ethical documents. The proximity of the researcher to the hotel will guarantee access to the participants and operational contexts and software such as NVivo will be used in the coding and analysis of qualitative data.
Incorporating both placement by the means of insider access and semi-structured interviews, as well as thematic analysis, this method will produce both comprehensive, contextualized information about the role of practices toward safety and sustainability in customer satisfaction and practical advice applicable to the hotel and to the overall research on hospitality.
[bookmark: _Toc220953383]3.6 Ethical Considerations
During the research, ethical considerations will be followed to the letter. All participants will be informed in written consent that they know the goal of the study, they have a right to participate in the study at any time and how their data is going to be used. Participant identity will be preserved and the transcripts of the interviews stored with high levels of confidentiality and anonymity (Yu, 2020). The research will observe professional boundaries in the interviews of hotel employees and hotel clients, and no force or coercion will be used to make them participate. Lastly, honest reporting of findings will be done in the research, both positive and negative perceptions will be presented without bias and this is in line with ethical research standards.
[bookmark: _Toc220953384]3.7 Limitations of the Study
The research has limitations, including the qualitative case study design that was used in the study with only Mercure Hotel, Newport. Although this enables the exploration of the perceptions of guests and staff in depth, the results might not be applicable in other hotels especially those in large international chains or in other cultures. This also creates a possibility of bias because of the use of semi-structured interviews where the interviewee can give socially desirable answers particularly the staff who would want to portray the hotel in a positive manner. Moreover, the sample size is so small that the range of perspectives is rather narrow, and the research relies on the interpretation of the data by the researcher who can be biased due to the use of systematic thematic analysis.
[bookmark: _Toc220953385]4. Benefits
1. Better appreciation of the perceptions of the guests: The research will offer insightful information regarding the way the guests perceive and experience safety and sustainability practices in Mercure Hotel, Newport. Thematic analysis of the answers given by the interviewees can be applied to measure this qualitatively, revealing major patterns, issues, and sources of satisfaction.
2. Practical implications to the hotel management: The research will produce practical implications to enhance the safety and sustainability practices by discussing the views of the staff and guests. The hotel may subsequently indicate the effectiveness of these recommendations by subsequent feedback on the hotel by guests or staff.
1. Value addition to scholarship: The research will be a gap in the qualitative studies on the confluence effect of safety and sustainability practices in the mid-sized hotels. The results of this advantage can be quantified by the creation of a research report, thematic findings and insights which can be used in future hospitality management literature.
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