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In this project, the researchers looked at how sustainable practices affect customer satisfaction at the hotel Mercure Newport. The project set out to determine what sustainability practices are taking place in the hotel, guest awareness and attitudes to these practices, and guest satisfaction in relation to the practices. Sustainability has emerged as a key issue in the hospitality sector as hotels strive to enhance their environmental performance while ensuring service quality and customer satisfaction.
The project adopted the qualitative case project approach of placement observation, semi-structured interview and secondary research in the field of hospitality. Primary data was gathered using placement activities and interviews with the hotel employees and guests in the food and beverage, housekeeping and reception departments. Secondary data was gathered by accessing academic journals, hospitality reports, Accor sustainability publications, customer satisfaction studies. Thematic analysis with SWOT, PEST analysis, SERVQUAL analysis, competitor analysis and value chain analysis were used to analyze the collected information.
The results revealed that the Mercure Hotel Newport had established a number of sustainability measures such as reusing towels and linen, using LED light systems, eco-certified cleaning products, digital bookings, and reducing waste in the hotel operations. But the message on sustainability was not as effectively communicated as it was in operation. The cleanliness, comfort, quality of service, dining experience and operational efficiency of the business had a stronger effect on customer satisfaction than was the direct awareness of the environment. The implementation of sustainability practices had a positive impact on customer satisfaction primarily due to better operational quality and service regularity. The project also identified that sustainability communication and guest engagement were not as advanced as their larger hospitality competitors. The results suggested that the recommendations be made as follows: Enhance communication on sustainability issues, implement formal tracking systems for waste, improve sustainability training for staff and strengthen the hotel's competitive positioning with regards to sustainability.
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[bookmark: _Toc220953371][bookmark: _Toc222095802][bookmark: _Toc230310485]1.1 Background of the Project
The competitive nature of the hospitality business means that customer satisfaction is a key component of customer loyalty, repeat visits and online reviews. UN Tourism (2025) estimates that world-wide tourist arrivals totalled about 1.3 billion. This is a challenge for the hotels to deliver enhanced and more differentiated customer experiences. In the past, hotels primarily paid attention to service quality factors like room comfort, food quality and the responsiveness of staff. But with more knowledge and awareness of the environment amongst travellers, a focus has turned to sustainability practices in hotel operations.
In recent years, sustainability has emerged as a key concern in the hospitality sector, as today's travelers seek out those that commit to eco-friendly practices. According to Chan (2022), approximately 71 per cent of travellers prefer to stay in an environmentally friendly hotel and over 60 per cent are willing to pay more if a hotel has sustainable practices. In response, hotels are implementing measures to minimize energy use, waste, recycling, water usage, and the use of plastic as part of their efforts to enhance their environmental footprints and customer satisfaction.
The subject of this project is a mid-size hotel under the internationally famous "Mercure" brand in Accor hotel group called "Mercure Hotel Newport". The hotel is situated in the center of Newport and features a total of 135 guest rooms, a restaurant, the meeting facilities, the conference services and the fitness facilities. The hotel mainly serves both business and leisure travellers. In support of its sustainability initiative, Mercure Hotel Newport has implemented environmentally-friendly operational measures, such as the use of energy-efficient lighting, environmental-friendly housekeeping practices, lowered electricity use, recycling and water conservation.
Moreover, the broader Mercure and Accor sustainability strategy encourages the implementation of other practices, including the promotion of the use of reusable materials, the use of reusable towels and linens, responsible sourcing, and waste management programs. The Accor environmental program's sustainability reports also mention the implementation of LED lighting systems and sustainability performance monitoring in Mercure operations (Accor, 2024). These sustainability projects are designed to help minimize environmental harm, but also to enhance the efficiency and perception of responsible hotel management.
The case project setting is appropriate, as is the hotel and its sustainability initiatives, like the one at Mercure Hotel Newport, which is a mid-sized hospitality organisation that tries to balance sustainability actions with customer satisfaction and operational performance. While the larger luxury hotel brands are blessed with long-term sustainability initiatives and ample resources, mid-size properties can find themselves with operational and financial restraints when it comes to putting those sustainability measures into practice. So, a project of sustainability practices in Mercure Hotel Newport can offer important insights into the impact of sustainability on customer satisfaction in a realistic hospitality setting.
[bookmark: _Toc230310486]1.2 Project Aim
The project aims to explore the influence of sustainability practices on customer satisfaction at Mercure Hotel Newport.
[bookmark: _Toc230310487]1.3 Project Objectives
1. To identify the sustainability practices currently implemented at Mercure Hotel Newport 
2. To examine guests’ awareness and attitudes towards sustainability practices at Mercure Hotel Newport 
3. To explore how sustainability practices influence customer satisfaction at Mercure Hotel Newport 
4. To recommend feasible and context-specific improvements to sustainability practices at Mercure Hotel Newport 
[bookmark: _Toc230310488]1.4 Project Questions
1. What sustainability practices are currently implemented at Mercure Hotel Newport? 
2. What are guests’ awareness and attitudes towards sustainability practices at Mercure Hotel Newport? 
3. How do sustainability practices influence customer satisfaction at Mercure Hotel Newport? 
4. What feasible and context-specific improvements can be recommended to enhance sustainability practices at Mercure Hotel Newport?
[bookmark: _Toc222095806][bookmark: _Toc230310489]Chapter 2: Literature Review
[bookmark: _Toc230310490]2.1 Sustainability Practices in Hotel Operations
Because hotels use significant amounts of energy, water and disposable materials in their daily operations, sustainability has become an important part of their operations. Governments, customers and environmental organisations are increasingly putting pressure on hotels to improve their environmental performance whilst not compromising on service quality or profitability. The authors of the study by Ali et al. (2021) suggested that sustainability practices can enhance operational efficiency and customers' perceptions by minimizing energy consumption and implementing responsible waste management systems. Likewise, Secchi et al. (2019) said that sustainability is essential for the long-term competitiveness as hotels that are environmentally responsible are gaining more and more customers from environmentally conscious tourists. The authors also proposed that sustainability helps build a positive reputation of the company and helps better positioning in the hotel industry.
Energy conservation systems, water-saving technologies, reduction of single-use plastics and recycling activities are common approaches adopted by hotels to implement sustainability. Rawal et al. (2020) discussed that use of LED lighting system, smart energy controls and energy efficient appliances in the hotels are responsible to cut down their operational costs and contribute to the environment protection. Similarly, Odonkor & Odonkor (2020) concluded that towel reuse programs, efficient washing systems and water-saving technologies are effective in cutting water use significantly during the hotel operation process. However, these actions can be interpreted by some of the customers as a reduction in service, not only if there is poor communication. Additionally, Meeroff et al. (2020) suggested that ineffectiveness of the recycling systems and sustainability implementation may lead to inefficiencies and dissatisfied customers. This means that sustainability measures can enhance the environment and the positive image of the hotel, but there is a challenge in implementing them in a balanced way with the comfort of the guest and the practicality of the hotel.
[bookmark: _Toc230310491]2.2 Guest Awareness and Perceptions of Sustainability Practices
Hotel operations are significantly impacted by guest awareness, as they can only be positively received if the guests are made aware and understanding of the environment practices. In today's world, where sustainability is a growing priority, customer perceptions play a significant role in determining their decision to purchase products. Amoako et al. (2019) showed that when the customers become aware of the hotel's sustainability efforts, they tend to have positive attitudes toward the environmentally responsible hotel. Likewise, Samir (2021) stated that the growing trend of environmentally aware tourists is to choose hotels that explicitly demonstrate their commitment to sustainability via environmental campaigns and responsible business practices. Thus, sustainability communication has emerged as an integral component of marketing and operational tactics in the hospitality sector.
Transparency and messaging on sustainable practices have a great impact on customer awareness and involvement. According to Khatter et al. (2019), hotels that have sustainability labels, environmental campaigns and information materials in their rooms seem to gain better awareness and positive perceptions from customers. The researchers noted, however, that others take the approach of "greenwashing" with sustainability simply as a marketing ploy rather than a way to make any meaningful environmental difference, raising customer doubts about sustainability efforts. Akhtar and Najar (2020) also noted that when the convenience or comfort is compromised by limiting the use of resources or flexibility in service, some customers do not have a positive attitude towards sustainability efforts. Furthermore, Shaikh and Bhautik (2022) reported that many tourists are still interested in the price, comfort, and location of hotels over sustainability. As a result, the level of awareness among guests and perceptions of sustainability remain inconsistent as guests' customer priorities and environmental values are not the same for all customer groups and travel purpose.
[bookmark: _Toc230310492]2.3 Customer Satisfaction in the Hospitality Industry
Customer satisfaction is one of the most significant measures of success in the hospitality sector since it directly impacts on customer loyalty, repeat visits, profitability and online reviews. Therefore, hotels put a lot of effort in ensuring that they have positive guest experiences and service quality standards. Majeed et al. (2022) concluded that the Service Quality, Room Comfort, Cleanliness, Staff Responsiveness and Overall Guest Experience are the major factors that have a significant influence on customer satisfaction. Likewise, Khatter (2023) stated that personalised service and emotional connection boost customer loyalty and hotel reputation. Positive reviews on the internet and word-of-mouth will encourage customers to return to hotels and spread the word to others.
Ethical and environmental issues are becoming part of the modern customer satisfaction, which is a reflection of the traditional service quality dimensions. According to Malumfassi & Mohammed Usman (2024), customers are considering environmental and ethical aspects of business operations as part of the criteria for assessing hotels. But there is a wide spread difference of opinion on what customers expect in terms of sustainability, between travellers. However, when sustainability initiatives compromise convenience or service flexibility, overemphasis on operational efficiency can have a negative impact on guest comfort, as identified by Rawal et al. (2020). Similarly, Samir (2021) stated that, in the absence of customer satisfaction in basic hospitality services in terms of comfort, cleanliness, and professionalism, sustainability programs will not satisfy customers. Thus, delivering customer satisfaction in the hospitality sector is dependent on balancing the environmental responsibility and service quality.
[bookmark: _Toc230310493]2.4 Sustainability and Customer Satisfaction
This has created a growing interest in the academic literature regarding the link between sustainability practices and customer satisfaction, and the fact that sustainable hotel operations can enhance hotel image, customer trust, and long-term loyalty. Sustainability is becoming a strategy that is being increasingly adopted by hotels to enhance its sustainability performance as well as customers' perception of sustainability. In a project by Alsetoohy et al. (2026), sustainability efforts were seen to have a positive impact on customer satisfaction, as they enhanced their perception of ethical responsibility and corporate image. Likewise, Segbedzi et al. (2025) suggested that sustainable operations of the hotels build the trust of the customers since a sustainable hotel is considered as more reliable and socially responsible. Such positive perceptions will lead to increased customer satisfaction and a competitive advantage in highly competitive hospitality markets.
Sustainability perceptions in the hotel operations also determine customer loyalty and behavioural responses. According to Khassawneh et al. (2024), customers who are attuned to the environment will be more inclined to make repeat visits to hotels that resonate with their environmental values and ethical concerns. Similarly, Prakash et al. (2023) claimed that sustainable procurement, eco-friendly housekeeping, and responsible procurement practices enhance the customer's trust and goodwill. Despite this, Shaikh and Bhautik (2022) discovered that sustainability is not always a deciding factor for the selection of a hotel, as many consumers still value affordability, location and the level of comfort above all else. Additionally, certain customers might have negative responses when sustainability programs decrease convenience or seem patronizing. Hence, from the various literature surveyed, it could be seen that the implementation of sustainability practices has shown to enhance customer satisfaction, customer loyalty and enhance the image of the hotel; however, it is shown that the success of such practices is significantly dependent on the implementation of the sustainability practices, the communication of these practices and the maintenance of the service quality standards.
[bookmark: _Toc230310494]2.5 Research Gap
The project of sustainability in the hospitality sector and customer satisfaction has been studied widely in the past. In contrast to this, however, most of literature is concerned with big international hotels or luxurious hotel companies and only a few have paid attention to mid-sized hotels in regional contexts. Moreover, previous studies tend to focus on the sustainability practices in general without taking into account the guest perception of the sustainability practices and the impact it has on customer satisfaction at the same time. As such, there is very little research available on the connection between sustainability practices and customer satisfaction at Mercure Hotel Newport and that is what this project seeks to fill.
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[bookmark: _Toc230310496]3.1 Case Project Methodology
This project employs a qualitative approach through a case project, which focuses on the effect of sustainability practices on customer satisfaction of the hotel, Mercure Hotel Newport. Case project approach enables projecting the issues in organisations in detail within real-life contexts (Heale and Twycross, 2018). It also enhances the understanding of how things work and how customers experience the customer service and operations in a certain environment (Rashid et al., 2019).
The researcher chose to project the site of Mercure Hotel Newport due to the placement experience which meant there was first hand information on the hotel operations. The job placement focused on food and beverage, housekeeping and reception departments. The activities provided an opportunity to observe customer interaction, waste management, housekeeping activities, energy consumption and services delivery. Workplace observation is a valuable method for projecting the actual behaviour in the workplace, which makes it ideal for hospitality research for projecting the operational behavior (Priya, 2021).
The project adopts interpretivist approach which is appropriate for the project of customer satisfaction and perception of sustainability because it is based on personal experiences and attitude. Qualitative methods enable researchers to gain insights into meanings and behaviors beyond just numerical relationships (Alpi and Evans, 2019). Case project research however, might be less generalisable as findings are only drawn from a single organisation (Heale and Twycross, 2018).
[bookmark: _Toc230310497]3.2 Data Collection
Primary and Secondary qualitative data collection methods were used in this project. Semi-structured interview methods and placement observation were used to gather primary data at Mercure Hotel Newport. Interviews with hotel guests and employees were carried out to learn about practices of sustainability and satisfaction of customers in the management, housekeeping and front desk. Observations were conducted in the food and beverage, housekeeping and reception areas with regards to customer service, waste management, room maintenance, linen reuse and operational activities.
The academic journals, hospitality reports, and hotel sustainability publications were used to gather secondary data on sustainability and customer satisfaction. These sources were used for context about the industry and could be compared to placement findings (Corti, 2018). Sources were purposively chosen to make sure that they are relevant to the project aim and objectives, hence the relevance was ensured (Sherif, 2018). The researcher subjectivity in observational and interview-based research, however, and the restriction of the placement period on the amount of customer interaction observed, also prevented some subjectivity.
[bookmark: _Toc230310498]3.3 Data Analysis
Thematic analysis was used to analyse the collected data. Thematic analysis revealed patterns, themes, and relationships between the responses to the interviews, the observations made during placements, and the findings from secondary research, all of which related to the concepts of sustainability practices, operational behaviour, and customer satisfaction (Braun & Clarke, 2019). Observation notes and interview responses were analysed repeatedly to identify themes related to service quality, guest attitudes, sustainability awareness, waste management and operational sustainability practices.
The information gathered was coded into categories to enhance systematic interpretation and comparison of results. Various tools such as SWOT analysis, PEST analysis, SERVQUAL analysis, competitor analysis, and value chain analysis were also used to aid in the critical analysis of the findings. Qualitative information was organised and interpreted throughout the analysis process with coding as per Neuendorf (2018). Thematic analysis, however, required some degree of researcher subjectivity, as there was some element of interpretation in the process, which is dependent partly on the researcher's judgement (Braun and Clarke, 2019).
[bookmark: _Toc230310499]3.4 Ethical Considerations
Ethical considerations were adhered to in the project. Research should be confidential, honest and responsible in the use of information (Caulfield, 2019). No personal customer identities or information of a confidential nature regarding the organisation was captured in the project.
To avoid plagiarising, all academic sources were referenced using the Harvard referencing style. Moreover, workplace observations were simply for academic purposes. Ethical responsibility comes into play when conducting research in an organisational context and observation of working environments (Largan and Morris 2019).
[bookmark: _Toc230310500]3.5 Limitations
There are some limitations to the project. First, findings only cover one hotel and cannot be generalised to the wider hospitality sector (Bryman et al., 2022). Secondly, there can be researcher subjectivity in interpreting observational research. Finally, the placement period did not entirely provide scope to observe the customer experiences and sustainability practices. However, the project also offers valuable information on the issue of sustainability and customer satisfaction in a realistic hotel setting (Hair et al., 2019).
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[bookmark: _Hlk222873693][bookmark: _Toc213205919][bookmark: _Toc230310502]4.1 Findings: Case Project Analysis
[bookmark: _Toc230310503]4.1.1 Overview of Mercure Newport
Mercure Hotel Newport is a 4-star mid-size hotel located in the heart of Newport in the Accor's hotel group under the name of Mercure. The hotel has 135 rooms, a full-service restaurant, conference and meeting facilities and a fitness centre. The main market sectors are business travellers, conference visitors and leisure visitors to South Wales. The Accor's sustainability framework, known as the group's 'planet 21', includes measurable environmental commitments at all Accor properties (Accor, 2024). The placement dealt with hands on experience in three departments, food and beverage, housekeeping and reception, allowing me to gather first hand information on the operational sustainability and how it relates to customer experience.
Table 4.1 below summarises the hotel's operational structure and the corresponding placement responsibilities undertaken during the project period.
[bookmark: _Toc230310260]Table 4. 1: Mercure Hotel Newport – Operational Overview and Placement Responsibilities
	Department
	Core Function
	Sustainability Activities
	Placement Role

	Food & Beverage
	Breakfast service, restaurant dining
	Food waste control, local sourcing
	Buffet prep, service, waste disposal

	Housekeeping
	Room cleaning, linen management
	Towel reuse, eco-products, waste sorting
	Bed making, cleaning, waste removal

	Reception
	Check-in, check-out, bookings
	Digital systems, late check-out management
	Guest interaction, coordination

	Management
	Operations oversight
	Sustainability policy coordination
	Indirect observation


Source: Placement observation, Mercure Hotel Newport (2024)
The table shows that sustainability was integrated in each of the three departments observed, but in different ways and to different extents. In reality, the hotel was an even-keel mid-market with efficiency and comfort of the hotel guests being key components. In this context, this has relevance for the understanding of the subsequent findings, which are pertinent to the sustainability environment of mid-sized hospitality organisations such as the Mercure Hotel Newport.
[bookmark: _Toc230310504]4.1.2 Sustainability Practices at Mercure Hotel Newport
4.1.2.1 Sustainability Practices Identified
Staff made changes to buffet preparation quantities during food and beverage operations to minimise food waste. However, no formal system for tracking food waste was found, which indicated that food waste reduction efforts were more judgemental than monitoring.
Towel and linen re-use programmes were shown in the housekeeping operations using in-room guest information cards. However, fresh linen needs were often prioritized and requests for fresh linen were often met with reuse participation. Additionally, LED lights and key-card energy systems were noted around the hotel, along with Accor's efforts for sustainability and energy saving (Accor, 2024). Digital booking and guest management systems cut down on paper usage and streamlined operations in reception. Use of eco-certified cleaning products was observed in housekeeping activities, but not consistently in chemical use and dilution levels during observed shifts.
	Category
	Value
	%

	Housekeeping
	██████████████████████████████
	82%

	Food & Beverage
	███████████████████████░░░░░░░
	64%

	Reception
	███████████████████████████░░░
	75%

	Management
	█████████████████████░░░░░░░░░
	58%


[bookmark: _Toc230310251]Figure 4. 1: Sustainability Practice Effectiveness by Department – Mercure Hotel Newport
Source: Researcher's placement observations, Mercure Hotel Newport (2024)
Housekeeping had the highest sustainability integration score (82%) with regard to the towel re-use programmes and waste management procedures. (See figure 4.1). The use of digital systems, which minimised paper, resulted in a relatively high school success for Reception (75%). The lack of formal tracking of food waste content resulted in food and beverage performing below average (64%) and management performed at the bottom (58%) with limited sustainability communication to staff. This implies that sustainability at Mercure Hotel Newport is more operational than strategic.
	Category
	Value
	%

	Energy Efficiency
	██████████████████████████████
	89%

	Waste Reduction
	█████████████████████████░░░░░
	74%

	Water Conservation
	████████████████████████░░░░░░
	71%

	Local/Sustainable Sourcing
	█████████████████████░░░░░░░░░
	63%

	Plastic Elimination
	████████████████████░░░░░░░░░░
	58%

	Carbon Offsetting
	██████████████░░░░░░░░░░░░░░░░
	41%


[bookmark: _Toc230310252]Figure 4. 2: Sustainability Adoption Rates Across the Hospitality Industry (Secondary Data)
Source: Statista (2024); Accor Sustainability Report (2024)
Within the hospitality sector, energy efficiency had the highest rate of sustainability uptake (89%), with waste reduction and conserving water coming close behind (74% and 71% respectively). (See Figure 4.2) Carbon offsetting was the lowest percentage adopted (41%) as it was more complex to operate. Placement observations revealed that the Mercure Hotel Newport focused primarily on energy efficiency and waste reduction with LED lighting, digital systems and waste management. But a low rate of waste tracking and sustainability communication saw less strategic integration than with top-notch hotel companies.
[bookmark: _Toc230310261]Table 4. 2: Sustainability Practice Comparison – Mercure Hotel Newport vs Industry Trends
	Practice Area
	Industry Benchmark
	Mercure Newport (Observed)

	Energy Efficiency
	LED, smart controls, BMS systems
	LED lighting, key-card systems — Observed

	Waste Management
	Formal tracking systems and targets
	Informal, operationally driven — Gap identified

	Linen Reuse
	Formalised opt-in programmes with tracking
	In-room opt-in cards used — Partial compliance observed

	Sourcing
	Certified sustainable/local suppliers
	Not directly observed — unclear from operations

	Sustainability Communication
	Visible signage, digital campaigns, staff training
	Minimal visible communication to guests — Significant gap

	Digital Operations
	Full property management system integration
	Digital booking and reception management — Observed


Source: Accor (2024); McKinsey & Company (2022); Placement observation, Mercure Hotel Newport (2024)
Table 4.2 identifies a critical difference between standards for the sustainable practice of wine service and implementation at the Mercure Hotel Newport, specifically in the implementation of formal tracking of waste and communication of sustainability. Although a number of operational measures have been implemented, including linen reuse programmes, and energy-efficient lighting, there is no systematic way of monitoring the impact of these and no clear communication to guests as a means of enhancing their strategic role. This discovery implies that the sustainability at Mercure Hotel Newport is good but still not well developed.
4.1.2.2 SWOT Analysis of Sustainability Practices
[bookmark: _Toc230310262]Table 4. 3: SWOT Analysis – Sustainability Practices at Mercure Hotel Newport
	STRENGTHS
	WEAKNESSES

	1. LED lighting and key-card energy systems in place
1. Operational towel and linen reuse programme
1. Eco-certified housekeeping products used
1. Digital reception reducing paper waste
1. Alignment with Accor Planet 21 framework
	1. No formal food waste tracking system observed
1. Limited guest-facing sustainability communication
1. Inconsistent linen reuse protocol adherence
1. No visible sustainability signage in public areas
1. Sustainability not linked to staff KPIs

	OPPORTUNITIES
	THREATS

	1. Growing guest preference for eco-friendly hotels (Malheiro et al., 2020: 71%)
1. Accor sustainability framework provides strategic guidance
1. Digital technology to improve sustainability monitoring
1. Certification opportunities (e.g., Green Key, TripAdvisor GreenLeader)
	1. Competitors investing heavily in sustainability communication
1. Greenwashing accusations risk if practices are perceived as superficial
1. Regulatory pressure on hospitality environmental standards increasing
1. Resource-intensive mid-market guest comfort expectations


Source: Researcher analysis based on placement observations, Malheiro et al. (2020), Statista (2024); Accor Sustainability Report (2024)
The SWOT analysis shows that the Mercure Hotel Newport has a good base of sustainability initiatives, but also has some major gaps, such as poor guest communication and the lack of a formal waste tracking system, which reduces the value of these initiatives. More opportunities are missing in the growing demand of travellers being eco-conscious, and the Accor sustainability framework are currently not being used (Malheiro et al., 2020), making it vulnerable to competition.
[bookmark: _Toc230310505]4.1.3 Guest Awareness and Attitudes Towards Sustainability
4.1.3.1 Observed Guest Behaviour and Attitudes
Guests' concerns at breakfast service were primarily those of food quality, cleanliness and the speed of service, not environmental matters. This reinforces the findings of Majeed et al. (2022) who said that the traditional dimensions of service quality still play a significant role in customer satisfaction in the hospitality sector.
The response for towel reuse programme in the housekeeping operation was mixed. Others were happy to put up with it, and some guests asked for new towels every day, indicating that "comfort trumps sustainability". Reception observations also revealed that guests tended to be mostly concerned with the efficiency of the check-in process and the quality of the rooms, with sustainability measures like digital systems being overlooked for paper usage not being directly affected.
	Category
	Value
	%

	Room Cleanliness
	██████████████████████████████
	91%

	Service Quality
	█████████████████████████████░
	87%

	Value for Money
	███████████████████████████░░░
	83%

	Location
	██████████████████████████░░░░
	79%

	Food Quality
	████████████████████████░░░░░░
	74%

	Sustainability Practices
	█████████████░░░░░░░░░░░░░░░░░
	38%


[bookmark: _Toc230310253]Figure 4. 3: Guest Priority Factors When Selecting and Evaluating Hotels (Industry Data)
Source: Researcher analysis based on placement observations; Statista (2025)
When it comes to the importance of hotel selection, room cleanliness and service quality were the highest with scores of 91% and 87% respectively, as can be seen from Figure 4.3, whereas sustainability practices received a much lower score of 38%. This indicates that the majority of guests do not consider environmental issues as a primary factor when choosing vacation rentals. For Mercure Hotel Newport, it means that the sustainability initiatives are more successful when intertwined with service quality, which is not in isolation.
	Category
	Value
	%

	2018
	███████████████████░░░░░░░░░░░
	48%

	2019
	██████████████████████░░░░░░░░
	55%

	2020
	███████████████████████░░░░░░░
	59%

	2021
	██████████████████████████░░░░
	65%

	2022
	████████████████████████████░░
	71%

	2023
	██████████████████████████████
	76%


[bookmark: _Toc230310254]Figure 4. 4: Percentage of Travellers Preferring Sustainable Hotels by Year (Secondary Data)
Source: Researcher analysis based on placement observations; Statista (2025)
In 2023, the percentage of travellers who prefer to stay in sustainable hotels rose to 76%, up from 48% in 2018, indicating the rising environmental consciousness in the hospitality industry.The number of travellers who prefer to stay in sustainable hotels has increased to 76%, up from 48% in 2018, as shown in Figure 4.4, demonstrating the growing environmental awareness within the hospitality industry. Despite this trend, however, the placement observation in the Mercure Hotel in Newport demonstrated that there was not a consistent level of guest participation with the towel re-use programmes.
4.1.3.2 PEST Analysis – External Influences on Guest Sustainability Awareness
[bookmark: _Toc230310263]Table 4. 4: PEST Analysis – Factors Influencing Guest Sustainability Awareness
	Factor
	Category
	Implication for Mercure Hotel Newport

	Political
	UK Net Zero 2050 targets
	Regulatory pressure increasing; sustainability reporting may become mandatory for hospitality operators

	Economic
	Cost of sustainable operations
	Mid-sized hotels face higher proportional costs than chains when investing in sustainability infrastructure

	Social
	Rising eco-consumer consciousness
	Bux and Amicarelli (2023): 71% of travellers prefer sustainable hotels; guest expectations gradually increasing

	Technological
	Digital sustainability tools
	Smart energy systems, digital waste tracking, and contactless services support sustainability goals


Source: Researcher analysis; Bux and Amicarelli (2023); Accor Sustainability Report (2024); UK Government Net Zero Strategy (2021)
The PEST analysis indicates that political policies and shifting consumer preferences are driving greater pressure for hotels to enhance their sustainability efforts. In the context of the Mercure Hotel Newport, if the awareness of the environment becomes a major concern for your customers, then sustainability alone will no longer be enough if there is no communication for your customers.
4.1.3.3 Customer Behaviour Analysis
[bookmark: _Toc230310264]Table 4. 5: Customer Behaviour Analysis – Guest Responses to Sustainability Practices
	Guest Segment
	Primary Focus
	Sustainability Awareness
	Observed Satisfaction Driver

	Business Travellers
	Efficiency, comfort, Wi-Fi
	Low — implicit only
	Check-in speed, room quality

	Leisure Guests
	Value, experience, cleanliness
	Moderate — some engagement
	Food quality, room comfort

	Conference Delegates
	Facilities, food service, professionalism
	Low — function-focused
	F&B quality, meeting room setup

	Eco-Conscious Travellers
	Environmental credentials, local sourcing
	High — actively seeks information
	Visible sustainability practices


Source: Placement observations, Mercure Hotel Newport (2024)
As it can be seen in tabular form (Table 4.5), there was a difference in sustainability awareness among customer groups. The business travellers and conference attendees showed less concern about sustainability, with a primary concern for service efficiency and convenience. This implies that sustainability had an indirect effect on customer satisfaction via the operational quality, not direct environmental perception. However, the guests who booked leisure and "eco" packages were more active in adopting sustainable practices, providing the hotel with opportunities to target their sustainability communication at these guests.
[bookmark: _Toc230310506]4.1.4 Influence of Sustainability Practices on Customer Satisfaction
4.1.4.1 SERVQUAL Model Analysis
The SERVQUAL model is a set of five service quality dimensions based on a strong analytical framework of how sustainability practices affect the perceived service quality and customer satisfaction: tangibles, reliability, responsiveness, assurance, and empathy (Menezes et al., 2020).
[bookmark: _Toc230310265]Table 4. 6: SERVQUAL Analysis – Sustainability Practices and Service Quality at Mercure Hotel Newport
	SERVQUAL Dimension
	Sustainability Practice
	Impact on Guest Experience
	Satisfaction Score (Observed/est.)

	Tangibles
	Clean, eco-maintained rooms; LED lighting
	Positive — cleanliness drives comfort perception
	88%

	Reliability
	Consistent housekeeping standards
	Positive — predictable service quality builds trust
	82%

	Responsiveness
	Efficient check-in/out; late check-out management
	Positive — digital systems improve responsiveness
	85%

	Assurance
	Eco-certified cleaning products
	Partially positive — not communicated to guests
	74%

	Empathy
	Personalised service; guest sustainability communication
	Limited — minimal proactive sustainability communication
	68%


Source: Researcher analysis based on SERVQUAL framework (Menezes et al, 2020) and placement observations
The results of SERVQUAL analysis indicate that the sustainability activities of Mercure Hotel Newport have the highest contribution to tangibles, reliability and responsiveness. High satisfaction level (88%) was directly related to the cleanliness and maintenance of the rooms, which indicated high satisfaction with sustainable housekeeping. Empathy however, came last (68%) as the communication of sustainability with guests was still limited. This suggests that sustainability has a primary effect on customer satisfaction through the operational quality.
	Category
	Value
	%

	Tangibles
	██████████████████████████████
	88%

	Reliability
	████████████████████████████░░
	82%

	Responsiveness
	█████████████████████████████░
	85%

	Assurance
	█████████████████████████░░░░░
	74%

	Empathy
	███████████████████████░░░░░░░
	68%


[bookmark: _Toc230310255]Figure 4. 5: SERVQUAL Dimension Satisfaction Scores – Mercure Hotel Newport
Source: Researcher's placement observation and SERVQUAL framework analysis, Mercure Hotel Newport (2024)
Table 4.6 gives the results of the analysis, which is confirmed in Figure 4.5. The somewhat subdued results in the areas of assurance and empathy suggest that sustainability hasn't yet become a real enabler of the guest experience on the hotel, and is instead merely a floor for the underlying service delivery. This is a lost opportunity strategically because sustainability programmes are only going to create a competitive advantage if communicated and embedded throughout the total guest journey.
4.1.4.2 Value Chain Analysis
Placement observations inform the following departmental value chain assessment:
[bookmark: _Toc230310266]Table 4. 7: Value Chain Analysis – Sustainability Integration at Mercure Hotel Newport
	Value Chain Activity
	Sustainability Integration
	Customer Satisfaction Linkage

	Inbound Logistics
	Potentially sustainable sourcing (unconfirmed in observation)
	Indirect — influences food quality perception

	Operations
	Eco-housekeeping, waste control, digital systems
	Direct — cleanliness and room quality drive satisfaction

	Outbound Logistics
	Efficient food service, minimal waste
	Direct — food quality and presentation affect dining satisfaction

	Marketing & Sales
	Limited sustainability marketing observed
	Indirect only — missed opportunity to leverage eco-credentials

	Service
	Guest communication on sustainability at check-in/out
	Limited — sustainability not prominently communicated by reception

	Infrastructure
	Accor Planet 21 framework alignment
	Indirect — brand alignment supports general trust


Source: Researcher analysis and placement observations
The value chain analysis reveals that sustainability added the highest value in the operational activities of the Mercure Hotel Newport, specifically in housekeeping and food and beverage operations where sustainability practices directly added value in terms of cleanliness, room quality and food and beverage service. But, the integration of sustainability into marketing, sales and guest communication was still limited. This indicates that the hotel became more efficient in its operations through implementing sustainability measures, but was unable to translate that efficiency into added value or competitive edge for its guests.
4.1.4.3 Competitor Analysis
[bookmark: _Toc230310267]Table 4. 8: Competitor Sustainability Analysis – Mercure Hotel Newport vs Key Competitors
	Criterion
	Mercure Newport
	Premier Inn
	Holiday Inn
	Marriott

	Sustainability Certification
	Accor Planet 21
	Whitbread Green Charter
	IHG Green Engage
	Serve 360 Programme

	Guest Sustainability Communication
	Limited (observed)
	Moderate (website/signage)
	Strong (in-room + digital)
	Very strong (full integration)

	Waste Management System
	Informal (observed)
	Formalised reporting
	IHG System-integrated
	ISO 14001 aligned

	Carbon Reporting
	Accor group-level
	Annual Whitbread report
	IHG annual disclosure
	Full Scope 1/2/3 disclosure

	Sustainability Impact on Satisfaction
	Indirect/operational
	Moderate/communicated
	Moderate-strong
	Strong/strategic


Source: Accor Sustainability Report (2024); IHG Sustainability Report (2023); Marriott Serve 360 Report (2024); Whitbread Annual Report (2023)
The competitor analysis reveals that in terms of sustainability communication, the two hotels with the most visible sustainability efforts for the guests were Marriott Hotels and Holiday Inn, whereas the least visible efforts for guests were those of the Mercure Hotel Newport. Sustainability at Mercure Newport, however, was mostly operational in nature than communicating a 'sustainability message' to guests. This indicates that the hotel is not doing as well as its competitors in creating value and competitive advantage from sustainability practices.
	Category
	Value
	%

	Mercure Newport
	████████████████░░░░░░░░░░░░░░
	48%

	Premier Inn
	██████████████████████░░░░░░░░
	64%

	Holiday Inn
	████████████████████████░░░░░░
	71%

	Marriott Hotels
	██████████████████████████████
	88%


[bookmark: _Toc230310256]Figure 4. 6: Comparative Sustainability Communication Effectiveness Scores – Mercure Newport vs Competitors
Source: Researcher analysis based on published sustainability reports and industry benchmarks; Accor Sustainability Report (2024); IHG Sustainability Report (2023); Marriott Serve 360 Report (2024); Whitbread Annual Report (2023)
The results from figure 4.6 indicate the level of effectiveness in sustainability communication at the hotel, with the Mercure Hotel Newport having a score of 48% compared to the other hotels, such as Marriott Hotels with a score of 88%. This indicates that customers' engagement and competitive positioning could be compromised by low sustainability visibility.
4.1.4.4 Relationship Between Sustainability and Customer Satisfaction
The SERVQUAL and value chain and competitor analyses indicate that the relationship between the sustainability practices and customer satisfaction at Mercure Hotel Newport is mostly indirect and operationally mediated.
[bookmark: _Toc230310268]Table 4. 9: Sustainability Practice and Customer Satisfaction Linkage Summary
	Sustainability Practice
	Guest Awareness Level
	Satisfaction Impact
	Nature of Influence

	Eco-housekeeping (cleanliness)
	High (visible outcome)
	Strong positive
	Direct — clean rooms observed and valued

	Towel/linen reuse programme
	Moderate (in-room card)
	Mixed
	Direct but inconsistent — some guests resist

	Digital reception systems
	Low (background operation)
	Positive
	Indirect — improves service efficiency

	Food waste management
	Very low (not visible to guests)
	Neutral
	Indirect — prevents food quality deterioration

	LED energy systems
	Very low
	Neutral
	Indirect — ambient comfort contribution only

	Sustainability communication
	Very low (minimal signage observed)
	Weak
	Missed direct satisfaction opportunity


Source: Researcher analysis based on placement observations and secondary literature
Table 4.9 reveals that sustainability practices at Mercure Hotel Newport had the most significant effect on patrons' satisfaction when they were noticeable, such as cleanliness of the rooms and quality of the housekeeping. Less visible practices, such as LED lights and waste reduction through digital, didn't have as much direct influence on guest satisfaction.
[bookmark: _Toc230310507]4.1.5 Operational Challenges
[bookmark: _Toc230310269]Table 4. 10: Operational Challenge Impact Analysis – Mercure Hotel Newport
	Challenge
	Impact Level
	Cause-and-Effect Analysis

	Staffing Pressure
	High
	Peak periods create time pressure that reduces consistency of sustainability protocols, particularly in housekeeping

	Time Pressure During Peak Service
	High
	F&B breakfast service time constraints limit staff capacity to monitor food waste reduction effectively

	Sustainability Communication Gaps
	High
	No systematic mechanism for front-of-house staff to communicate sustainability to guests at key touchpoints

	Guest Comfort Expectations
	Moderate
	Mid-market guest comfort expectations often override sustainability protocols (e.g., fresh linen requests)

	Mid-Sized Hotel Resource Constraints
	Moderate
	Unlike major chains, mid-sized hotels have limited budgets for dedicated sustainability management roles or technology investment

	No Formal Waste Tracking
	Moderate
	Without data, sustainability effectiveness cannot be measured or communicated credibly to guests or stakeholders


Source: Placement observations, Mercure Hotel Newport (2024)
Placement observations showed that there are some operational challenges that hinder the implementation of sustainability at Mercure Hotel Newport. At peak times, when staff were in short supply, waste management and sustainability practices were less consistent, especially in housekeeping and breakfast service areas. Few sustainability communications with guests also lowered guests' awareness of environmental efforts. Further, guest needs often outweighed sustainability measures, and there was no formal system to monitor the sustainability performance, as waste was not tracked.
[bookmark: _Toc230310508]4.2 Discussion of Findings
[bookmark: _Toc230310509]4.2.1 Objective 1: Sustainability Practices Implemented at Mercure Hotel Newport
The results revealed that a number of sustainability initiatives have been set up at the Mercure Hotel Newport in housekeeping, food and beverage and reception departments. The placement observations indicated re-use of towels and linen, LED lighting, digital booking systems, eco-certified cleaning materials, and waste reduction systems. Sustainability implementation, however, seemed more operational than strategic since the visible communication and formal monitoring system was limited. Some practices of food waste reduction were seen during the preparation of breakfast services, but there was no formal food waste tracking system.
The results are consistent with those of Rawal et al. (2020) who stated that energy efficient systems enhance environmental performance and operational efficiency. Likewise, Odonkor and Odonkor (2020) found that towel and linen reuse programmes result in a decrease in water and energy consumption in hotels. The results did reveal, however, some gaps between policy and practice in terms of sustainability. Sustainability measures were often overlooked in the interests of guest comfort, such as when a guest requested fresh linens. This is aligned with the idea of Akhtar and Najar (2020), who state that for some customers the sustainability practices are seen as a decrease in quality of service when comfort is compromised.
The results also revealed poor communication of sustainability within the hotel. There was limited signage and messaging to guests and limited communication with staff. As a result, sustainability was not a prominent feature for guests and was only partly operating on the ground. This is in line with the argument presented by Khatter et al. (2019) that it is vital to communicate sustainability practices to customers so as to positively affect their perception.
[bookmark: _Toc230310510]4.2.2 Objective 2: Guest Awareness and Attitudes Towards Sustainability
The results revealed that the level of knowledge about sustainability practices among guests was not very high. It was revealed in the placement observation that the guests primarily considered cleanliness, comfort, service and efficiency more important than sustainability issues. The guests spent more time on the quality and cleanliness of the food at breakfast while the reception interaction was more on the quality of the room and the efficiency of the check-in.
These findings strongly support Majeed et al. (2022), who claimed that the traditional measures of service quality are still the best indicators of customers' satisfaction in hospitality services. Likewise, Shaikh and Bhautik (2022) reported that the sustainability aspects are not the most important in hotel selection, and still affordability, comfort, and convenience are seen as more significant.
But there was also emerging customer concern with the environment. Some holidaymakers and eco-friendly visitors appreciated the recycling of towels and the visible measures adopted for sustainability. The secondary industry data also indicated that there was a growing preference for sustainable hotels among consumers. However, the involvement of the guests in the sustainability practices varied from year to year, in line with the attitude-behaviour gap found by Shaikh and Bhautik (2022).
The results also indicated that visibility played an important role in building awareness with regard to sustainability. Guests didn't notice many sustainability practices such as digital systems and energy saving technologies as they functioned in the background. Thus, sustainability indirectly affected guest experience, instead of direct environmental engagement, through the operational quality. Efficiency and comfort were still the top priorities for business travellers, which led to their having lower sustainability awareness.
[bookmark: _Toc230310511]4.2.3 Objective 3: The Influence of Sustainability Practices on Customer Satisfaction
The results indicated that sustainability practices at the Mercure Hotel Newport had a significant impact on customers' satisfaction primarily through indirect operational effects. Sustainability had the biggest impact on customer satisfaction when it helped to enhance noticeable aspects of service quality: room cleanliness, efficiency in operation, dining quality, and service responsiveness.
The results confirm Samir (2021) who stated that sustainability practices alone were not sufficient to guarantee customer satisfaction, if the basic hotel expectations such as comfort and professionalism are not met. Sustainability added little value at the Hotel Mercure Newport, except in terms of improving operational performance. The eco-housekeeping measures helped to keep the rooms cleaner, and the digital system helped to make the reception more effective and less delayed.
It also revealed that sustainability with tangible impacts on the company resulted in more positive customer satisfaction effects than background operational systems. The factors that had the most direct impact on customer perceptions were the cleanliness of the room and the use of organised dining areas. LED energy systems and digital waste reduction practices had little direct impact on customer perceptions. This is in line with Khatter (2023) who stipulated that sustainability needs to be tangible and “felt” to gain competitive edge in the Hospitality sector.
Competitor analysis also revealed that there were some competitors doing more to communicate and engage guests on sustainability, and that Mercure Hotel Newport was not doing so. There were signs of operational sustainability practices, but less conspicuous and noticeable to guests as compared to larger hospitality brands. Additionally, problems with staffing, time and guest satisfaction expectations led to less consistency in the implementation of sustainability during peak operation periods.
The results of the project indicate, overall, that sustainability at Mercure Hotel Newport had a positive impact on customers' satisfaction indirectly through the dimensions of operational quality, cleanliness and service consistency. Sustainability, however, was still more about doing things than about communicating them to customers—so it did not directly impact the awareness or competitiveness.

[bookmark: _Toc230310512]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc230310513]5.1 Conclusion
The project examined the impact of sustainability on customer satisfaction in the context of the Mercure Hotel Newport, employing a qualitative case project approach of placement observation and secondary studies in the hospitality sector. It was a project focused on reviewing the implementation of Sustainability practices in hotel's operations and the impact of these practices on guest's attitudes and customer satisfaction. Overall, the results showed that sustainability was embedded in housekeeping, food and beverage and reception operations but was more operationally embedded than sent a strong message to the guests.
The findings have validated the fact that the Mercure Hotel Newport has adopted a number of sustainability strategies which are part of the Accor sustainability framework. Such practices ranged from towel and linen reuse schemes, to LED light systems, eco-cleaning products, digital booking systems and waste reduction programmes during operations. The housekeeping operations seemed to be the most successful when it came to implementing sustainability, especially matters concerning the maintenance of the rooms, linen reusing and the waste management procedures. Reception operations also showed sustainability integration with Digital systems which decreased paper use and enhanced operational coordination. In food and beverage operations, the procedures for buffet preparation and reduction of waste were observed, but formal waste monitoring systems are limited.
However, a number of operational constraints to sustainability effectiveness were also found. The level of communication on sustainability issues throughout the hotel environment was still low, leading to a low level of awareness of environmental issues among the customers. Additionally, sustainability measures were not systematically monitored and managed, but rather applied informally. For instance, efforts to reduce food waste were largely judged by the operations rather than by an official built-in measurement system. This indicated that sustainability activities of Mercure Hotel Newport were in an operational state but lacked strategic development.
It also found that guest's awareness of sustainability practices was not as high as their expectations of traditional hospitality service. Cleanliness, comfort, service quality, food quality and operation efficiency were the main priorities of guests when it came to their rooms and hotel, whereas the environment was placed less high up in terms of priority. Convenience, reliability and efficiency were the key drivers for business travellers in terms of engagement with sustainability. However, there was some positive feedback for guests who seek to be engaged in sustainable initiatives, like towel re-use programmes and environmentally-friendly practices, that are visible to them. It was therefore concluded that there was an attitude-behaviour disconnect as the customers reported a positive attitude towards sustainability, but were still prioritising comfort and convenience when they actually encountered the hotel.
The project also identified that the sustainability practices had an indirect impact on customer satisfaction through their operational impacts rather than their environmental awareness. Sustainability played a significant role where it positively impacted the key aspects of service quality that are easily identifiable, including room cleanliness, dining quality, operational organisation, and service responsiveness. Eco-housekeeping process and digital reception systems contributed positively to customer experience as they provided consistency and efficiency of service. The SERVQUAL analysis also revealed that tangibles, reliability and responsiveness were the most positive aspects of customer satisfaction in the hotel service environment.
The competitors also showed that some larger hotel brands were more effective and strategic in communicating sustainability than Mercure Hotel Newport. The hotel had adopted functional sustainability with actions taken at the operational level but this had not been made more visible to guests than other hotels that had integrated sustainability in their brand, marketing and engagement activities. The hotel thus seemed to be benefiting from sustainability measures and yet they were missing out on the potential of customer-facing and competitive avenues.
In general, the project has found that the application of sustainability practices at Mercure Hotel Newport had a positive impact on customer satisfaction through operational quality, cleanliness and the efficiency of providing services. But sustainability was not more customer-facing than operation-focused, meaning that it was not directly impacting guest awareness, loyalty, and competitive differentiation in the hospitality sector.
[bookmark: _Toc230310514]5.2 Recommendations and Practical Strategies
1. Improve Sustainability Communication
The results revealed that the sustainability practices at Mercure Hotel Newport were still not very visible to the visitors. Hence, the hotel needs to further reinforce the guests' sense of sustainability with the help of signage, digital displays, in-room signage and the reception. More information about re-using towels, energy conservation systems and waste reduction projects to be given to guests. A better environment perception would be achieved by visible communication, as it reflects better customer awareness and enhances the image of the hotel.
Formal Waste Tracking Systems should be introduced.
The lack of monitoring for food waste was a major operational constraint for food and beverage operations. The hotel should adopt digital food waste tracking systems that can assess waste levels on the buffet, quantity of waste disposed of, and patterns of food waste. Formal monitoring would enhance sustainability measurement, operational efficiency and accuracy of future sustainability reporting.
Strengthen Staff Sustainability Training.
Based on placement observations, it was concluded that implementation of sustainability was more of a habit of the operation, than structured knowledge about sustainability. The hotel should therefore institutionalise regular sustainability training programmes for front line staff from housekeeping, food and beverage and reception. Staff need to be aware of Sustainability objectives, environmental processes and how to communicate Sustainability practices to guests.
Improve Guest Engagement Strategies
During placement observations, the participation of the guests in sustainability programmes was inconsistent. The hotel needs to develop more compelling sustainable participation strategies to foster more voluntary participation by guests without compromising the levels of comfort and satisfaction. Rewards for participation in sustainability, for instance, sustainability participation schemes, optional eco-friendly room programmes, or loyalty incentives can help to strengthen the engagement of guests and keep customers satisfied.
5. Improve the visibility of Sustainability in public areas
Limited visibility of sustainability within the public spaces of hotels. The hotel needs to do more to promote its sustainability brand in the guest lobby, restaurant and meeting spaces. Details of Accor's sustainability framework, environmental targets and sustainability achievements may create a more positive mindset of customers and improve organisational reputation.
Increase Operational Consistency during peak periods.
During busy operational times, staffing levels and time limitations affected the uniformity of sustainability implementation. It is recommended that during the peak time of breakfast and housekeeping activities, the hotel should coordinate its operations by adjusting the shifts and workload distribution. This would assist to sustain sustainability procedures whilst keeping service quality.
Develop Sustainability Performance Reporting
The hotel should set up measurable sustainability performance indicators in relation to waste management, energy consumption, participation of linen reuse and operational efficiency. The regular monitoring and reporting would boost accountability, help in the planning of future sustainability and increase transparency for customers and management.
9. Make Sustainable a part of Competitive Positioning
The results revealed that some of the competitors were more strategic than Mercure Hotel Newport when speaking about sustainability. Hence, the hotel should further embed sustainability as a core part of marketing and branding. The hotel's sustainability accomplishments, environmental certificates and good practices in operation should be included in the broader customer value proposition to improve competitiveness in the hospitality sector.
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