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[bookmark: _Toc220953371][bookmark: _Toc222095802]1.1 Background of the Project
The hospitality industry has become very competitive, where customer satisfaction is an essential factor in determining business success, which affects repeat business, loyalty, and positive referrals. The World Tourism Organisation also recorded that international tourist arrivals were about 1.3 billion all over the world, making hotels compete to stay unique in addition to the conventional service quality aspects (UN Tourism, 2025). Although the level of staff responsiveness, room comfort, and amenities are still critical aspects that should be considered, recent research reveals that guests are increasingly considering the safety and sustainability measures in the context of the hotel experiences.
The issue of safety practices has gained special relevance in the post-pandemic setting. According to research, more than 70 per cent of hotel guests note visible hygiene and safety protocols as a major factor when choosing to book in a hotel, and improved sanitation standards have a direct correlation with increased trust and comfort perceptions (Singgalen, 2024). The main focus of ensuring guest confidence and satisfaction, therefore, includes health and safety procedures, such as cleanliness, emergency preparedness, and risk management. The inability to fulfil these expectations may lead to bad reviews and lost reputation in a time when online reviews lead to a significant impact on consumer behaviour (Papademetriou et al., 2023).
Sustainability is another issue that has become a critical concern for current hotel guests, in addition to safety. According to a world survey on hospitality, it is stated that around 70 per cent of all travellers would like to spend the night in an environmentally conscious hotel, and over 60 per cent would pay an extra price to stay at a hotel that offers sustainable services (Chan, 2022). Ecological programs like waste management, energy efficiency, water conservation, and eco-friendly facilities can decrease the impact on the environment; it also improves service quality as well as brand credibility in the minds of the guests. Sustainability has emerged as a business strategy of hotels aiming to remain competitive in the long term as environmental awareness continues increasing (Pozo et al., 2024).
Although there is an increasing academic focus on the theme of safety and sustainability in the hospitality sector, much of the literature available addresses the issue through a quantitative lens and considers the two concepts separately. This leaves a gap in knowledge regarding the interaction and combined effect of safety and sustainability practices' impact on customer satisfaction, especially in mid-sized hotels, where the consistency of implementation and operational resources might not be the same as in large international chains. The insights of the guests and the staff based on experience are still underutilised qualitatively.
The present placement research project fills this gap by a qualitative case study of Mercure Hotel, Newport, which is a mid-sized hotel and is running under the internationally recognised Mercure brand. The hotel is a Newport-based hotel that serves a wide range of customers, such as business travellers and holidaymakers. The hotel proactively deploys safety measures and other sustainability programs, and this makes it an appropriate place to study the effects of this practice on customer satisfaction. The researcher will be on the ground in the hotel, which will allow him to access the staff and the guests directly to get an in-depth to the practices used in operations as well as lived experiences.
[bookmark: _Toc220953372][bookmark: _Toc222095803]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][bookmark: _Toc222095804]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][bookmark: _Toc222095805]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: _Toc222095806]Chapter 2: Literature Review
[bookmark: _Toc222095807]2.1 Customer Satisfaction in the Hospitality Industry
Customer satisfaction is generally accepted as one of the key performance indicators of the hospitality industry. According to Ali et al. (2021), perceived service quality, specifically, reliability, responsiveness, assurance, and empathy, defines customer satisfaction to a large degree. The paper finds a robust positive correlation between the quality of services and satisfaction, yet the analysis is narrowed on the traditional service encounters. Therefore, the wider operational areas like safety and sustainability are not adequately covered and therefore, reducing the scope of application of the model to the modern-day hospitality context where guests have increased expectations.
In addition to the quality of the services, employee capability has been noted to be a customer satisfaction determinant. Secchi et al. (2019) argue that competence in service improvisation maximises customer satisfaction because frontline employees can adjust to any unforeseen guest demands. This argument contributes to the knowledge of satisfaction by considering the flexibility of the services, but it puts too much weight on the aspect of human interaction. Compared to Ali et al. (2021), operation systems like hygienic standards or safety measures are not given much focus, even though they are becoming more and more relevant to the experiences of guests.
Customer satisfaction in the hospitality environment is also influenced by trust-based relationships. Amoako et al. (2019) prove that the relationship between service delivery and customer satisfaction is mediated by trust and commitment. Although this relational approach has a deeper insight into the satisfaction theory, trust is studied more in the context of marketing interactions than in the context of operational guarantees. This leads to the fact that the role of safety practices and sustainability initiatives in the formation of trust has not been studied, and the conceptual gap in the literature on the subject of satisfaction is identified.
[bookmark: _Toc222095808]2.2 Safety Practices in the Hospitality Industry
Safety practices have replaced the role of a significant attribute of the hotel service delivery, especially in the post-pandemic scenario. Rawal et al. (2020) note that hygiene and sanitation might have become a key determinant of guest confidence and satisfaction during COVID-19. The review mentions increased cleaning practices as the required reassurance mechanisms. Nevertheless, the discussion is still general and descriptive across the industry, and it provides little information on how individual guests understand or rank certain safety measures when staying at the hotel.
The hospitality safety practices involving food safety are a vital area. According to Odonkor and Odonkor (2020), there are gaps in food protection knowledge and compliance in the hotel business, which attribute such shortcomings to the low quality of services. Although the research is successful in pointing out the operational weaknesses, it is an internal study, where emphasis is on the staff practices as opposed to the perceptions of the guests. The customer satisfaction is discussed indirectly, compared with Rawal et al. (2020), which helps uphold the propensity of safety research to focus on compliance rather than experience.
The awareness of regulations also affects safety performance in hospitality organisations. According to Malumfashi and Mohammed Usman (2024), the lack of awareness and availability of safety regulations decreases the effectiveness of the implemented rules. Despite the fact that this observation brings about structural issues, a lack of customer-based analysis restricts insights into how irregularities in safety practices affect guest satisfaction. This repeated exclusion appears to be the reason to include the experiential views into safety research.
[bookmark: _Toc222095809]2.3 Occupational Health and Safety and Service Outcomes
The issue of employee safety is influential in the quality of service delivery. According to Samir (2021), occupational health hazards have a detrimental impact on the well-being of employees and thus affect the performance of the services provided and customer satisfaction. With this argument, an indirect relationship between internal safety conditions and external service results is set. Nevertheless, the fact that there is no empirical data that can confirm the direct correlation between employee safety and guest perceptions undermines the explanatory power of the research.
The formal safety management systems also have an impact on the hotel operations. The authors Alsetoohy et al. (2026) reveal that the efficiency of safety outcomes is enhanced by occupational health and safety management practices because the employees are knowledgeable, motivated, and innovative. Although the findings are excellent operational evidence, there is no direct analysis of customer satisfaction. Unlike Samir (2021), operational efficiency is not measured after evaluating the recognition, or perceived value by the guests, of these internal safety improvements.
Hotels are also impacted by the organisational barriers in terms of safety compliance. According to Segbedzi et al. (2025), cost limitation, lack of proper monitoring, and staff turnover are the major challenges to food safety compliance. Despite the contextualisation of safety failure in the organisational constraints in the study, customer satisfaction is not within the analysis framework. This strengthens the prevailing operational orientation in the safety literature and a long-standing gap in the guest-centred analysis.
[bookmark: _Toc222095810]2.4 Sustainability Practices in the Hospitality Industry
The concept of sustainability as a practice in the hotel industry has become more relevant due to the pressure and expectation of the stakeholders in the hotel industry. According to Meeroff et al. (2020), sustainability is conceptualised as operational strategies that aim at enhancing energy efficiency, reducing waste, and meeting regulatory requirements. Although this view emphasises the motivations of the managers, customer satisfaction cannot be considered a key motivation to adopt sustainability, which restricts its use to experience-based studies.
Sustainability, on the other hand, has been associated with favourable organisational and customer results. Sakshi et al. (2020) state that a combination of sustainability policies leads to improved customer satisfaction and organisational performance. Nevertheless, the use of performance indicators does not allow for the understanding of the guests' perceptions. Sustainability is put in a more positive light than in Meeroff et al. (2020), but what is lacking is experiential dimensions.
Sustainability research has also put emphasis on environmental performance measurement. Prakash et al. (2023) define green hotel operations key performance indicators, with the focus on environmental quality improvements. Even though the environmental outcomes are well put, the assumption that better performance will be directly associated with customer satisfaction has not been sufficiently tested. Sustainability programs and their visibility, as well as awareness among the guests, are not studied.
[bookmark: _Toc222095811]2.5 Sustainability, Leadership, and Implementation Challenges
Leadership commitment is a success factor of sustainability. According to Khassawneh et al. (2024), eco-innovation has a positive impact on customer satisfaction since it is a result of green leadership. Although leadership-based sustainability is presented as one of the strategic advantages, the decision that guests identify and appreciate such efforts is not empirically supportable, especially in mid-sized hotels.
The sustainability outcomes are also complicated by implementation gaps. As the authors of Khatter et al. (2019) note, there are inconsistencies between sustainability policies and operational practices, and these inconsistencies undermine customer trust. This criticism questions the optimism provided by Majeed et al. (2022) that sustainability efforts can boost satisfaction provided that the implementation is genuine and reliable.
Sustainability adoption is also limited by resource limitations. According to Khatter (2023), the significant obstacles to hospitality sustainability are financial constraints, staff opposition, and complex operations. This point is especially pertinent to mid-sized hotels, which have fewer resources, thus making the sustainability practices less visible and effective, and shaping the guest experiences disproportionately.
[bookmark: _Toc222095812]2.6 From Sustainability Adoption to Guest Experience
The difference between the existence of sustainability and experience is not well researched. According to Akhtar and Najar (2020), sustainability practices, on most occasions, are symbolic as opposed to being substantive, minimising their effect on customer satisfaction. Sustainability initiatives are unlikely to have an impact on the perceptions of guests without any meaningful implementation.
This issue is supported by an extended overview of sustainability studies. Shaikh and Bhautik (2022) conclude that the literature in the hospitality industry focuses on the adoption of sustainability more than the experiential impact. The lack of qualitative research on guests allows little knowledge to be gathered on the extent to which sustainability practices influence customer satisfaction in the hotel, which may further reinforce the merit of qualitative study.
[bookmark: _Toc222095813]2.7 Research Gap
Although much research has been conducted on the topic of customer satisfaction, the cross-influence of safety and sustainability practices is still understudied. Research is largely on the quality of service, employee performance, or brand image (Ali et al., 2021; Secchi et al., 2019; Amoako et al., 2019), and the studies on safety research are mainly on compliance and hygiene measures without considering the perceptions of the guest (Rawal et al., 2020; Odonkor and Odonkor, 2020; Alsetoohy et al., 2026). The focus of sustainability literature is on policies and management performance, overlooking the experiential guest insights (Meeroff et al., 2020; Sakshi et al., 2020; Khassawneh et al., 2024). Few qualitative studies explore the combined effect of these practices on customer satisfaction, especially in mid-sized hotels such as the Mercure Hotel, Newport. Such a gap warrants a qualitative, case-based research.
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