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Abstract
This article is dealing with the consequences of sustainability programmes in guest satisfaction and running efficiency of a country living operational hotel, The Huntsman Inn, which is based in Holmfirth, West Yorkshire. The research will concentrate on the discovery of the role played by sustainability efforts in resulting in the customer experience and organisational performance. The targeted objectives were: to investigate the sustainability practise of The Huntsman Inn; to investigate how the customers rated eco-friendly practises; to investigate the benefits and issues that sustainability practises offered to operations and to recommend what could be done in order to improve the sustainability hospitality performance. The case study as a qualitative approach was mentioned to gather as much information on the sustainability structure of the hotel. In this case, semi-structured interviews were employed with five of them working as representatives of key areas of operation including the management, the housekeeping, the front office, the maintenance, and food and beverages departments as well as the utilisation of secondary data including the company reports, the TripAdvisor reviews, and the academic literature. Thematic analysis was used to identify major trends in regard to sustainability practises, guest response and operation outcome.
This discussion has revealed that sustainability has been incorporated in the operations of The Huntsman Inn every day through the implementation of energy saving appliances, waste management, local sourcing and guest reuse. However, even in such areas as, the lack of demanded financial opportunities, the absence of regular contacts with guests and performance measurement remains. Tourists are more likely to appreciate the concept of sustainability of the hotel, particularly its more visible elements, such as buying local food or recycling, as opposed to the knowledge into the back-storey of the operations. The paper concludes that, though there is a good operational sustainability at The Huntsman Inn, a lack of strategic integration, formality, and systematic evaluation mechanisms of the same is observed between the management. Some of the recommendations include development of a sustainability communication strategy, development of training in Green HRM, alignment of operations with the UN Sustainable Development Goals, and a process of electronic monitoring on performance tracking. 
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[bookmark: _Toc211714216]Chapter 1: Introduction 
[bookmark: _Toc211714217][image: ]1.1 Background of The Huntsman Inn
Figure 1: The Huntsman Inn
(Source: Louis 2021)
The Huntsman Inn is an award-winning hotel in the countryside in the city of Holmfirth, West Yorkshire, which is managed by the Inn Collection Group. The facility has a blend of quality accommodation, mainstream food, and event services that appeal to the local and foreign tourists. The hotel itself is placed in the rural scenery, bringing the panoramic views of the Pennines to the guests and ensuring that the hospitality services of the establishment will be unlike those of city hotels. The Inn Collection Group has built a good reputation, sustaining a personality in its approach, combining past and present standards of operation, overlaying comfort, sustainability, and originality into the service provision. The increasing focus on environmental responsibility in the hospitality industry is making small hotels like the Huntsman Inn one of the critical components of sustainable tourism, a widespread sectoral shift to environmental practices (Madanageli et al. 2023).
[bookmark: _Toc211714218]1.2 Rationale
The rationale of this study is due to the elevated level of awareness of sustainability as a component of customer satisfaction in the hospitality industry. Khatter et al. (2021) assert that one of the hospitality competitiveness factors includes environmental sustainability, which has influenced the choice of guests and their perception of brand credibility. Because of such a crowded area as The Huntsman Inn in rural cases, any attempt to establish a green-friendly solution would increase the effectiveness of operations and customer loyalty due to the attraction of green travellers. According to Prakash et al. (2023), hotel green practices enhanced their environmental performance as well as improved their positioning in the market and reputation of their services. In addition, Saar et al (2024) also highlighted that sustainable activities in the rural hospitality setting could contribute to the enhancement of the local economies, as well as the protection of the natural landscape, which would also be a beneficial factor to both society and the organisation. The research, consequently, is relevant in the context of its topic and practical significance because it focuses on the exploration of the roles of sustainability initiatives in The Huntsman Inn and the effects of sustainability initiatives on long-term guest satisfaction and sustainability.
[bookmark: _Toc211714219]1.3 Research Aim
This study aims to determine the effect of sustainability activities in The Huntsman Inn on customer satisfaction and operational efficiency. This objective will enhance an examination of the perceptions held by the guests and the opinions held by the managerial level, of a balanced perspective on the way sustainability and business performance amalgamate.
[bookmark: _Toc211714220]1.4 Research Objectives
· To examine the sustainability work in place at The Huntsman Inn.
· To determine how eco-friendly initiatives implemented by the hotel were perceived by the guests.
· To examine the operational advantages and issues relating to sustainability strategies.
· To make viable suggestions on how to improve sustainable operations.
[bookmark: _Toc211714221]1.5 Research Questions
· What are the sustainability measures currently being used at The Huntsman Inn?
· What are the impacts of these sustainability practices on guest satisfaction?
· What is the perception and reaction of the guests to the sustainable initiatives at The Huntsman Inn?
· What are the operational results linked with the execution of sustainability practices?
[bookmark: _Toc211714222]1.6 Report Outline
This report has been divided into six chapters. Chapter 1 presents the context of the research, reasons, and aims. Chapter 2 is an overview of the literature on the idea of sustainability and guest satisfaction in the field of the hospitality industry that identifies theoretical and empirical studies. Chapter 3 describes the research methodology, including the description of data collection and ethical aspects. Chapter 4 reports the results that the author acquired during both primary and secondary research. The results are critically analysed in Chapter 5, and they are related to the literature reviewed. Lastly, Chapter 6 sums up with major lessons and gives strategic proposals to The Huntsman Inn as a way of enhancing its sustainable performance and customers' experience.
[bookmark: _Toc211714223]Chapter 2: Literature Review 
[bookmark: _Toc211714224]2.1 Introduction
Over the last few years, the hospitality industry has experienced a paradigm shift, and the concept of sustainability has become a focal point of its operational approach and client satisfaction. Prakash et al. (2023) state that sustainable practices have shifted from voluntary practices to being critical elements of hotel competitiveness and reputation. The chapter critically analyses the academic theory and empirical research that are pertinent to sustainability and customer satisfaction in the context of hospitality. It presents the theoretical models of sustainability established, and theories of customer satisfaction, and post-pandemic adaptations, and determines gaps in the current literature, especially in the cases of small rural hotels like The Huntsman Inn.
[bookmark: _Toc211714225]2.2 Hospitality Sustainability Models
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Figure 2: The Future of Hospitality and Sustainable Practices
(Source: Hospitality 2025)
The idea of hospitality sustainability is frequently presented using the Triple Bottom Line (TBL) model that puts an emphasis on the economic, environmental, and social performance. According to Khatter et al. (2021), the TBL framework motivates hotels to include the aspects of environmental stewardship, social responsibility, and profitability in a balanced method of operation. This framework enables managers to evaluate success, not accounting for the financial measures, but the impact the operations have on the environment and the community. Nevertheless, Tokro and Dzitse (2024) insinuated that small hotels usually fail to apply TBL principles best because of resource insufficiency and experienced lack of expertise and a lack of government assistance.
The concept of Corporate Social Responsibility (CSR) is complementary to the TBL framework as it takes sustainability to the level of an ethical way of doing business and involves stakeholders. Akbari et al. (2021) proposed that hotel brand loyalty is enhanced through CSR activities, and guests are also affected by CSR in their intention to revisit. However, they concentrated on large global chains as their main object of investigation and did not pay attention to the generalizability of CSR in small businesses. Gryshchenko et al. analysed green tourism businesses and revealed that marketing-oriented CSR activities can contribute to environmental credibility in the case of transparent communication. Nonetheless, the authors cautioned that even shallow or otherwise referred to as greenwashed assertions may harm consumer confidence among consumers with eco-conscious views on the environment.
The Green Hospitality Model is also an effective prism through which sustainable hotel management can be comprehended. According to Moise et al. (2021), attendants are becoming more demanding regarding visible environmentally friendly activities, including energy-efficient processes and minimisation of waste. This expectation mounts pressure on the hoteliers in order to invest in the environmental management initiative that is realistic and operationally sound. Derhab and Elkhwesky (2023) report an opposite situation since the waste management systems in small and medium enterprises are not yet developed enough to allow them to produce quantifiable sustainability results. Therefore, the literature indicates that sustainability frameworks are theoretically sound, but their practical implementation differs greatly, depending on the property size, place, and resources.
[bookmark: _Toc211714226]2.3 Theoretical Perspectives on Customer Satisfaction
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Figure 3: Theoretical Perspectives on Customer Satisfaction
(Source: Louis 2020)
Customer satisfaction has been a key area of research in hospitality since the time conception of SERVQUAL and Expectancy -Disconfirmation Theory (EDT), which offer a theoretical context to explain customer satisfaction. The SERVQUAL model is an evaluation model that measures quality of service in terms of reliability, responsiveness, assurance, empathy, and tangibility. According to Crossman (2024), the importance of a personalised service and emotional interaction is so great that the dimensions are especially applicable to the operation of a boutique hotel. 
An additional theory, the Expectancy Disconfirmation Theory, presents a complementary theory, saying that satisfaction is a result of perceived performance being equivalent to, or even greater than, the expectations. Kim and Hall (2020) opined that their expectations are becoming more influenced by the values of the environment of the guests in sustainable hospitality situations. Visibly positive eco-friendly behaviours by the hotels will result in positive disconfirmation among the guests and consequently increased loyalty. Lin et al. (2025) also wrote that inclusion of Sustainable Development Goals (SDGs) into the branding of the hotel enhances both satisfaction and brand image. 
Moreover, Olya et al. (2021) noted that the ability of those making their visit to be sustainability-aware makes a difference in how they will behave towards green efforts. Informed customers have a better perception of the sustainable hotels. On the other hand, Madanageli et al. (2023) also implied that the perceived value of sustainability investments may be low because visitors do not realise their role, which means that a lack of awareness in the target customer may detract from that value. 
[bookmark: _Toc211714227]2.4 Post-COVID Adaptations in Sustainable Hospitality
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Figure 4: Post-COVID Adaptations in Sustainable Hospitality
(Source: Orîndaru et al. 2021)
This is because the COVID-19 pandemic severely affected the operations of hospitality businesses, reevaluating their models of service and sustainability. According to Saar et al. (2024), rural hotels both had challenges and opportunities, since travellers started to prefer to go to places with low density in rural areas and have a stronger connection to nature. This transformation underpinned the strategic importance of sustainability as a tool to bring in guests who are interested in health, safety, and authenticity. Liu et al. (2024) also stated that consumer behaviour after the outbreak of the pandemic is more environmentally conscious, as guests prefer to visit establishments that sincerely apply sustainable innovation.
Tanveer et al. (2024) discussed the idea of the so-called Green Human Resource Management (Green HRM), wherein employee engagement is extremely important in ensuring sustainable operation during the post-pandemic era. The research has determined employee participation and training as key approaches to maintaining long-term change. Nevertheless, Tokro and Dzitse (2024) noted that small hotels do not necessarily have formal HR systems, which prevents the incorporation of Green HRM. Pathirana (2020) indicated that informal leadership and intersectoral cooperation help the boutique hotels mitigate these restrictions in an effort to establish the culture of environmental consciousness without a large bureaucratic organisation. Sun et al. (2022) contributed to the digital outlook by affirming that the post-COVID failure or success in the hospitality sphere is premised on the quality of hotel websites and mobile delivery of the sustainability lifeline. Good online storytelling has the potential to strengthen the commitment to the environment and to impact the booking choices.
[bookmark: _Toc211714228]2.5 Comparative Analysis of Sustainability and Guest Satisfaction
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Figure 5: Comparative Analysis of Sustainability and Guest Satisfaction
(Source: Moliner 2020) 
Sustainability and customer satisfaction are related in a complex manner. Akbari et al. (2021) mentioned that the CSR-based sustainability directly improves brand loyalty, and Kim and Hall (2020) implied that they felt satisfied with the perceived alignment to ethics and no longer only the performance of the operations. Conversely, Prakash et al. (2023) have reported a lack of translation to increased levels of satisfaction with sustainability strategies when they were not part of the main service experience. This contradiction demonstrates the necessity to put the concept of sustainability into the context of particular types of hotels and customer groups.
Madanageli et al. (2023) highlighted that the operational issues presented to rural hospitality enterprises include waste disposal and resource allocation, which are unique to this group. However, they can be used to spur innovation by supporting cheap, community-level sustainability projects. Gryshchenko et al. (2022) introduced the hypothesis that modifying environmental responsibility into a market advantage can be done via local cooperation and marketing of green tourism. Thus, in the case of small hotels such as The Huntsman Inn, authenticity and stakeholder partnership can be more important than development investment in hotel sustainability than extensive technological schemes.
[bookmark: _Toc211714229]2.6 Research Gap
Although there is substantial research on sustainability and guest satisfaction, there is a significant gap in the literature related to the experiences of small rural hotels. The majority of empirical research is related to international or city hotel chains that have considerable resources and are famous worldwide. According to Khatter et al. (2021), environmental sustainability studies in hospitality involve large-scale properties, and this reduces generalisability. In contrast, Pathirana (2020) pointed out the lack of information on the existence of boutique hotels in rural areas. Besides, the conceptualisation of sustainability and customer satisfaction theories, including SERVQUAL and EDT, has yet to be utilised in smaller establishments. As a result, scanty information exists on how the hotel that is resource-constrained hotel can translate its sustainability initiatives into measurable guest satisfaction results. Researching this gap will offer some insights into scalable sustainability measures that can be put in place to target independent rural properties such as The Huntsman Inn.
[bookmark: _Toc211714230]2.7 Conclusion
The chapter has critically examined important theories and research on the sustainability of customer satisfaction in the hospitality industry. The discussion has demonstrated the importance of the Triple Bottom Line, CSR, and Green Hospitality models and the relevance of SERVQUAL and Expectancy-Disconfirmation in the discussion. More so, post-COVID literature showed that sustainability has already become a competitive strategy and also a guest requirement. The narrow concept of rural hotels, however, highlights the fact that there should be more empirical studies on small-scale sustainability practices and their impact on customer experience. This gap will be closed in the following methodology chapter, which will describe a research design that will be used to investigate sustainability and satisfaction in the operational setting of The Huntsman Inn.
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[bookmark: _Toc211714232]3.1 Introduction
A consistent approach methodology will guarantee the reliability and validity of results. The methodological design is what gives operationalisation of theoretical ideas to empirical findings. The chapter presents the qualitative methodology, case-study design, method of data collection, sampling, ethical process, analysis method, and constraints that were used in investigating the effects of sustainability efforts in The Huntsman Inn on customer satisfaction and efficiency in the running of the business.
[bookmark: _Toc211714233]3.2 Research Approach
The paper uses a qualitative research design to have a detailed understanding of the sustainability in a rural hospitality environment. The qualitative inquiry helps a researcher to understand the interpretation of complex social experiences by offering the interpretation through the views of participants (Cutler, Halcomb, and Sim 2021). This strategy at The Huntsman Inn is to get the insights of the staff on sustainable operations and their perception of the effects on the guests. Open-ended and conversational interviews permit more refined investigation of behaviour and meaning than measurement.
[bookmark: _Toc211714234]3.3 Methodological Framework
An approach that was used was the case-study one, where a single bounded case was considered, as the Huntsman Inn. The case study method allows exploring real-world phenomena in situations where the boundaries of context are not explicit. The Huntsman Inn was selected as an independent rural property that balances the experiences of the guests with a focus on environmental responsibility. Such an approach reflects the study of Pathirana (2020), who employed case analyses to investigate sustainability in boutique hotels.
[bookmark: _Toc211714235]3.4 Data Collection Methods
Triangulation of primary and secondary sources was carried out during data collection. Primary data included semi-structured interviews with five employees of the company, with a duration of 25-30 minutes. Ten open-ended questions dealt with sustainability efforts, visitor responses, and performance. The semi-structured interviewing allows the interviewer to use a conversational approach, but focus on covering major objectives. Findings were put into perspective by reviewing secondary data, i.e., company reports, websites, TripAdvisor reviews, and academic studies. According to Saunders et al. (2024), secondary materials assist in increasing the credibility of the data by giving it an outside source of confirmation.
[bookmark: _Toc211714236]3.5 Sampling Strategy
The purposive sampling method was adopted to select five employees who are directly involved in sustainable practices and interaction with guests. The purposive sampling may be effective in cases where the subjects are selected due to the reason of expertise. The sample included the management, food and beverage, housekeeping, maintenance, and front-office positions, giving the complete operation of the place. The small sample size was appropriate for the exploratory and qualitative research.
[bookmark: _Toc211714237]3.6 Ethical Considerations
Ethical standards at the University of Wales Trinity Saint David were adhered to in the research. All participants agreed on informed consent (voluntary participation and possibility to withdraw). According to Wu et al. (2022), the main focus of ethical research is confidentiality and autonomy. The identities were anonymised and the information was kept in a secure place. Data collection was preceded by the approval of the Ethical Approval Form, the PG2 version. The questions were not sensitive to avoid losing the trust and integrity of the participants.
[bookmark: _Toc211714238]3.7 Data Analysis Technique
The transcripts of the interviews were analysed thematically. According to Braun and Clarke (2023), this method determines patterns that are repeated in qualitative data sets. It included the coding of key statements, creating groups based on statements, and drawing significant themes based on sustainability, staff involvement, and guest opinion. The cross-check of the themes with the secondary data helped intensify the validity and minimise interpretive bias.
[bookmark: _Toc211714239]3.8 Limitations
The small sample size consisting of five staff members limits generalisation outside The Huntsman Inn. Use of employee perceptions bypasses direct guest perceptions, which would enhance comprehension. Longitudinal observation was not a possibility because of time constraints. According to Saunders et al. (2024), it is possible that qualitative interpretation can cause bias associated with the researcher; nevertheless, the mitigation of this risk was ensured through triangulation and reflexivity.
[bookmark: _sgauxpokvlf0]
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[bookmark: _Toc211714241]4.1 Introduction
In this chapter, the authors provide the empirical results of semi-structured processes with interviews with five employees of The Huntsman Inn, who served as the representatives of management, housekeeping, front office, food and beverage, and maintenance divisions. The aim is to provide factual findings on what the hotel does to sustain its activities, what the guests have thought about the activities, and what the operations are doing. Interpretation of the interviews using thematic analysis revealed three key themes as per the research aims, namely, sustainability practices, guest perception and satisfaction, and operational impact. Information is displayed impartially and substantiated by the choice of quotations and literature to provide a contextual insight.
[bookmark: _Toc211714242]4.2 Sustainability Practices Implemented at The Huntsman Inn
The initial theme will show the sustainability efforts of the hotel that are incorporated throughout the operations. Respondents always mentioned that The Huntsman Inn has taken measures that emphasise energy usage, minimisation of waste, and fair sourcing. According to the management representative, the company utilised efficient lighting systems, low-usage fittings, and motion sensors alike, which lowered the energy bills. This is in tandem with Moise et al. (2021), who activated the idea that the implementation of energy-efficient technology in small hotels improves the environmental and financial performance.
The storehousekeeping and food and beverage employees attested that they use waste segregation and bio-degradable cleaning products, which is the Triple Bottom Line (TBL) principle outlined by Khatter et al. (2021), which preaches environmental, social, and economic accountability. The use of controlled laundry cycles, recycling programmes, as well as single-use plastics that are fewer in number, has made sustainability a part of operations. The front-office employee stated that the guests are welcome to reuse towels and linens by using in-room communication cards, which is typical of the green movement in the hospitality industry.
The maintenance department indicated that there was regular water system monitoring to ensure that leaks are detected and to enhance the efficiency of the resources. It is now possible to maintain precise records of the level of consumption due to a digital maintenance logbook that ensures that the necessary intervention occurs on time. The above measures show that the property is well-organised in the management of the environment, although the property is small in size. Nevertheless, the participants noted that they had difficulties in diversifying into renewable energy technologies because of the cost limitations. Tokro and Dzitse (2024) supplied an argument that the lack of finances frequently creates a disadvantage to small hotels in order to pursue high levels of sustainability.
	Department
	Sustainability Measure
	Implementation Approach
	Observed Benefit
	Limitation

	Management
	Energy-efficient lighting and motion sensors
	Routine monitoring
	Reduced energy bills
	High cost of renewable systems

	Housekeeping
	Biodegradable cleaning products
	Supplier partnerships
	Lower chemical waste
	Limited local supply

	F&B Service
	Local sourcing of ingredients
	Collaboration with nearby farms
	Fresher produce
	Seasonal constraints

	Front Office
	Towel and linen reuse programme
	Guest awareness materials
	Reduced laundry costs
	Inconsistent guest response

	Maintenance
	Water conservation systems
	Leak detection monitoring
	Improved water efficiency
	Resource-intensive upkeep


Table 4.1: Key Sustainability Practices at The Huntsman Inn
[bookmark: _Toc211714243]4.3 Guest Perception and Satisfaction
The second theme will focus on the concept of sustainability as perceived by guests in The Huntsman Inn. According to all respondents, guests are usually very pleased by the eco-friendly activities of the hotel. According to the front-office staff member, most visitors in their feedback commentary claim to appreciate the recycling and conservatory energy practices at the hotel. This is aligned with Olya et al. (2021), who indicated that guests who are environmentally conscious rank sustainable hotels as compared to conventional hotels.
The food and beverage employees noted that customers attach importance to locally sourced menus as a form of authenticity and support of the community, which is in line with Gryshchenko et al. (2022), who claim that sustainable food sourcing helps rural hotels establish themselves in the market. Nevertheless, the housekeeping participant reported that not all guests seem to be informed about sustainability initiatives, and the information does not seem to be communicated. Madanageli et al. (2023) provided the information that when the perceived value of sustainability is low, the solution is the lack of awareness about the sustainability practices communicated to the guests.
He/she participants concurred that sustainability increases guest satisfaction in terms of perceived service quality and ethical value. This was noted by the management representative, who noted that repetitive guests tend to cite environmental responsibility as a reward loyalty determinant in favour of Kim and Hall (2020), who established that ethical alignment between hotels and guests promoted long-term commitment. Emotional connectivity with the customers is also created by allowing the scenic rural ambience and the emphasis on the natural calmness of the hotel. According to Crossman (2024), authenticity and emotional connection are key factors that many boutique hotels would use to reach their satisfaction, which is reflected in the interest of this particular property.
[bookmark: _Toc211714244]4.4 Operational Efficiency and Organisational Impact
The third theme is the role of sustainability in determining the efficiency of operation. The entire participants agreed that they saw quantifiable changes in cost management, resource management, and productivity of the staff. According to the management representative, the implementation of LED lighting and an intelligent energy system saved utility costs to a great extent. The observation has been in line with Prakash et al. (2023), who indicated that sustainability-based efficiency builds organisational performance by minimising costs.
The maintenance participant also said that the monitoring systems allow the monitoring of patterns of consumption, and waste will be prevented. These results are in line with those of Derhab and Elkhwesky (2023), as they discovered that operational resilience in small hotels is enhanced by effective waste management. The local procurement strategy of the hotel has also minimised the time of delivery and transportation.
Training turned out to be one of the main forces of sustainable performance. According to the housekeeping employee, the regular training of staff makes them follow the sustainability procedures consistently. According to Tanveer et al. (2024), Green Human Resource Management (Green HRM) enhances the engagement and alignment of employees towards the sustainability objectives. The resource usage data are compared against the previous months in the form of the monthly management review because this practice was designed to implement the performance-tracking strategy outlined by Saar et al. (2024), who highlighted the need to measure sustainability indicators.
However, there is still a weakness in the manual driving of data. The management participant remarked that it is possible to use digital monitoring devices to enhance real-time analysis, which correlates with Liu et al. (2024), who have proposed that technology increases the transparency of operations. The concept of sustainability also becomes a part of brand communication; it is stated that the front-office employee promotes the environmentally-friendly projects on social media and the hotel webpage. According to Sun et al. (2022), digital storeys enhance brand differentiation and customer trust.
	Operational Area
	Outcome
	Performance Indicator
	Staff Observation
	Supporting Literature

	Energy Management
	Reduced consumption
	Lower electricity bills
	Smart sensors effective
	Prakash et al. (2023)

	Waste Reduction
	Improved segregation
	Less landfill waste
	High staff compliance
	Derhab and Elkhwesky (2023)

	Procurement
	Increased local sourcing
	Shorter delivery chains
	Strong supplier ties
	Gryshchenko et al. (2022)

	Staff Training
	Enhanced awareness
	Regular participation
	Improved coordination
	Tanveer et al. (2024)

	Monitoring Systems
	Data-driven evaluation
	Monthly reports
	Manual process limits accuracy
	Saar et al. (2024)


Table 4.2: Operational Outcomes of Sustainability Practices
[bookmark: _Toc211714245]4.5 Emerging Challenges and Improvement Opportunities
Though the hotel is reaching success, there are a number of current challenges that the respondents pointed to. The most important one is associated with the economic cost of increasing sustainability programmes. The management respondent mentioned that investments in solar energy facilities or charging of electric vehicles are still a dream because they require large start-up expenses. This is also indicative of the problem that Tokro and Dzitse (2024) outlined, who mentioned that small hotels are restricted in their ability to promote sustainability by financial and technical means.
The second obstacle relates to the unstable engagement of the guests with environmentally friendly practices. Even though there is awareness signage, not all the guests are willing to get involved. Greater participation could be stimulated by the use of more powerful means of communication via digital media or by boosting participation by such means. According to Liu et al. (2024), the digital engagement tools enhance the levels of environmental awareness and engagement, particularly when applied to younger groups.
The other weakness that participants pointed out was the necessity to have better data integration. The performance outcomes cannot be properly measured because of the absence of automated tracking. It might be more transparent to introduce the use of digital monitoring to be able to make evidence-based decisions. On the whole, the results imply that strategic investing into the technological level and improving communication with guests are required to maintain the improvement.
[bookmark: _txdlyk2lqb9f]
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This chapter analyses and critically describes how the results of the study are related to the literature on sustainability and customer satisfaction in the hospitality industry. The findings of The Huntsman Inn analysis are linked with the existing theories and models presented in the literature review. Besides, the discussion throws light on both areas of conformity and differences that exist between the case study and the industry trends. The concluding parts evaluate the strengths and weaknesses of existing practices and find practical implications of the same to management.
[bookmark: _Toc211714248]5.2 Alignment with Sustainability Models
The findings indicate that The Huntsman Inn has also adopted some sustainability measures, including energy-efficient lighting solutions, recycling measures, and using locally available products. Such practices show some conformity to the concept of the Triple Bottom Line (TBL) model that focuses on environmental, social, and economic balance. Khatter et al. (2021) state that sustainable operations allow hotels using the concept of TBL to gain a competitive advantage. The actions of the Huntsman Inn have signified the consciousness of the local environmental responsibility and the involvement with the local community in procurement on the local level. Nevertheless, the lack of measuring instruments and the performance monitoring means that the complete implementation of the TBL framework is not as rich. Tokro and Dzitse (2024) opined that institutionalisation of sustainability is a challenge normally faced by small hotels due to the lack of financial resources and personnel knowledge in this area. This difficulty seems to correlate with the results of the contemporary study in which the management has recognised the budget reductions of massive-scale green investments.
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Figure 6: Comparison of The Huntsman Inn’s Sustainability Practices with Industry Models
(Source: Estaki 2020)
Moreover, the analysis determined that sustainability practices are operational and not strategic; that is, employees adhere to fundamental eco-friendly processes, but very little empirical evaluation of the long-term effect of these practices is done. The study by Calza et al. (2023) emphasised the value of integrating the previously stated concepts of environmental sustainability and customer experience management to develop an integrated decision-making framework. The Huntsman Inn, however, seems to handle these dimensions individually that it has thus missing the opportunity of using sustainability as a tool to increase guest satisfaction and brand differentiation. Thus, even though the hotel has made steps towards operational sustainability, the lack of an integrated strategic approach can restrain the overall efficiency of these programmes.
[bookmark: _Toc211714249]5.3 Guest Perception and Customer Satisfaction
The results reveal that patrons of The Huntsman Inn tend to value visible, environmentally friendly things like the use of local produce and waste minimization systems, but not those that are less visible, like energy-saving activities. Gonzalvaez-Viralta et al. (2023) also suggest that the visibility of green actions and their perceived authenticity affect the customer satisfaction levels significantly. This is an indication that the less pronounced sustainability communication practised by The Huntsman Inn is possible to erode the perceived value among the environmentally aware guests. Contrarily, Sun et al. (2022) also found that online reporting of sustainability via hotel web pages increases customer loyalty and brand image. The fact that The Huntsman Inn does not have specific online sustainability information supports the statement that the marketing of its environmental management can be further developed.
Moreover, sustainability and satisfaction seem to be related to the environmental consciousness of the guests. According to Olya et al. (2021), guests who are sustainability aware are more likely to form a more positive perception of the hotel in case eco-friendly efforts are visible.  This is in line with the results of the research that environmentally conscious customers gave more positive feedback than those who were not aware of sustainability programmes. Moise et al. (2021) also stated, though, that perception of green initiatives might be affected by gender and demographic variations. Segmentation of communication strategies may therefore be of benefit to The Huntsman Inn to cater to the various types of guests. The findings also indicate that customer satisfaction is still highly determined by conventional dimensions of hospitality quality of service, cleanliness, and ambiance. According to Crossman (2024), the use of personalised service is critical to the creation of emotional involvement in the scope of the operation of boutique hotels. This value still prevails in The Huntsman Inn, where employee friendliness and local authenticity are still ruling the scores of guest satisfaction. Therefore, sustainability has a positive impact on the perceptions of guests; however, it does not have the impact that surpasses traditional service attributes.
[bookmark: _Toc211714250]5.4 Operational Impact and Staff Engagement
The study discovered that sustainability efforts have had a small-scale positive impact on operational efficiency, especially in energy and waste management. The management said that there were indirect benefits like lower costs of utility and higher communal goodwill. Prakash et al. (2023) claim that green operational practices increase the quality of the environment and improve profitability over the long run. Even minor sustainability can produce tangible benefits in its operations, as the experience of the Huntsman Inn shows. Nevertheless, the results also show a flaw in the staff engagement and training. Sustainability has become a buzzword among employees who are not given the formulated policies of Green HRM or performance-based incentives. Tanveer et al. (2024) added that employee involvement is a key factor that facilitates the success of the environment in the hospitality industry. 
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Figure 7: Conceptual Relationship Between Sustainability Practices, Guest Satisfaction, and Operational Efficiency
(Source: Pervan 2020)
Sustainable practices will lapse into mere processes unless they are being trained on. Liu et al. (2024) also assumed that sustainable innovation requires both conscious and unconscious behaviours of staff, which means that the culture shift in the long term has to be reinforced consistently. The informal person-based leader approach at Huntsman Inn sparks teamwork, yet there is no accountability because there is no formal person or system of monitoring sustainability. Oriade et al. (2021) noted that the organisational culture has a strong influence on the environmental behaviour of hotels, especially in underdeveloped or under-resourced settings. Consequently, sustainability must be incorporated in job descriptions and the appraisal system by the management to reinforce behavioural consistency.
[bookmark: _Toc211714251]5.5 Comparison with Industry Trends
The Huntsman Inn has moderate compliance with the post-pandemic sustainability trends when compared with broader hospitality trends. According to a study carried out by Saar et al. (2024), the hotels in the rural area were able to gain a competitive edge because they focused on authenticity and experiences in nature. These trends fit the Huntsman Inn very well due to its rural setting and focus on local food production. Nevertheless, the sustainability of the property is not as developed as in the urban or chain hotels that utilise extensive CSR policies. Akbari et al. (2021) believe that corporate social responsibility improves the brand loyalty of hotels, as well as customer retention, in cases of transparent communication. A weak level of external communication deprives the Huntsman Inn of chances to build a strong image of the green brand. Ali et al. (2023) provided that environmental CSR reinforces the environmental passion of the employees and consequently enhances the image of the corporation. The fact that there is no scheduled CSR reporting or employee-led efforts and initiatives implies that the hotel is not utilising this strength to its full potential.
Conversely, technology is being adopted worldwide in more and more ways to manage the resource consumption of possible facilities and innovation in engaging guests via mobile platforms to enhance their sustainability. According to Lin et al. (2025), congruence with the Sustainable Development Goals (SDGs) produces a positive effect on loyalty and brand image. The Huntsman Inn has not directly related its activities to SDG principles, and this may be considered one of its opportunities to integrate into a globally recognised agenda. Hence, the sustainability movement of the hotel is good; however, it is reactive instead of visionary.
[bookmark: _Toc211714252]5.6 Strengths and Weaknesses
The Huntsman Inn has its primary strength in its excellent customer service culture and integration into the community. Emotional value is achieved via staff hospitality and personalised service, which adds to its sustainability story. Kokkhangplu and Auemsuvarn (2024) point out that emotional connection and local authenticity are critical components of success in terms of a boutique hotel. This package will give The Huntsman Inn a competitive advantage in its effort to attract repeat customers who appreciate character and moral conduct. The other strength that is worthy of mention is the practical nature of waste management and the energy conservativeness of the establishment, contributing to the saving of costs and environmental safety. Youseaf et al. (2021) noted that the true CSR campaigns result in better environmental performance and future trust of visitors. 
Sourcing of ingredients locally and recycling activities in the Huntsman Inn are also in line with this principle, which makes the establishment credible and good in its effort to ensure that it is a responsible rural property. Nevertheless, there are still three major weak areas, namely communication, training, and measurement. A lack of a formal sustainability report or online marketing does not promote awareness among guests. Moreover, sustainability cannot be a collective organisational value because it is only an operational duty unless there is formal employee training. Lastly, the absence of performance measures means that management will not be able to check their progress or realize performance based on industry best practices. The constraints decrease the chances of the hotel establishing sustainability as a long-term brand strength.
[bookmark: _Toc211714253]5.7 Practical Implications for Management
The analysis and the results have a number of management implications. To begin with, the sustainability communication should be given preference in the form of online and on-site communications. This would be in line with the assertion made by Sun et al. (2022) that customer trust is increased with green storytelling. A specially crafted web page or signage outlining eco-friendly activity may raise the awareness and appreciation of guests. Secondly, institutionalisation of environmental behaviour should be done through structured Green HRM programmes. The effective way to maintain a long-term commitment to the environment is to train and recognise employees, which was recommended by Tanveer et al. (2024). Thirdly, the management may consider using performance measurement mechanisms like sustainability scorecards to check on the consumption of energy, waste, and water. Prakash et al. (2023) proved that the management that utilises data leads to better environmental and operational results. 
Moreover, the expansion of partnerships with local suppliers might be done to increase the authenticity of the locally sourced brand identity. As Saar et al. (2024) observe, partnership with local stakeholders enhances the sustainability and development of the community. Finally, to place the hotel in an international sustainability discourse, it should make its sustainability goals consistent with the UN Sustainable Development Goals. As already pointed out by Lin et al. (2025), SDG alignment maintains the loyalty of customers and corporate reputation. All these initiatives would help The Huntsman Inn to shift to a more strategic, integrated, and measurable operational structure than the one currently being operated.
[bookmark: _Toc211714254]5.8 Conclusion
[bookmark: _otksx7ykx8zq]Altogether, the discussion shows that the sustainability practices of The Huntsman Inn partially follow the known theories, including the Triple Bottom Line or Green HRM. The hotel has strength in terms of authentic service provision, community stakeholding, and efficiency in its operations. Nonetheless, its shortcomings, especially in communication, training, and performance measurement, restrict the transformative ability of sustainability on guest satisfaction and brand image. The analysis confirms that, although the efforts in question can validate the existing researches that provide a link between sustainability and satisfaction, certain gaps can be observed that are aligned with the small hotel challenges, which Tokro and Dzitse (2024) acknowledge. Thus, to be socially responsible and competitive, The Huntsman Inn has to be more integrated into its strategic management tools with sustainability. The following chapter will be the final part of the report, which will summarise a range of the main findings and provide certain measures that may be implemented to make this property more sustainable in its operations and customer experience.

[bookmark: _Toc211714255]Chapter 6: Conclusion and Recommendations
[bookmark: _Toc211714256]6.1 Conclusion
[bookmark: _Toc211714257]6.1.1 Overview of the Study
This study was designed to determine the impact of the sustainability efforts in The Huntsman Inn on customer satisfaction and operational efficiency. The research examined the relationship between environmental responsibility and the perception of the guests and how the practices impact the long-term performance of the hotel. The findings showed that although sustainability efforts have been undertaken, they are still immature, informal, and tactical, and not strategic. Prakash et al. (2023) concluded that the sustainability of hospitality relies on operational practices that are congruent with quantifiable objectives. The results, thus, verify that the sustainability framework applied at The Huntsman Inn is operational, yet does not have a systematic evaluation and reporting.
[bookmark: _Toc211714258]6.1.2 Achievement of Research Objectives
The research attained the four research objectives that were set in Chapter 1. The initial goal, which is to examine sustainability activities done in The Huntsman Inn, uncovered the fact that the hotel uses different environmentally friendly programs, including energy-efficient lighting, waste separation, and domestic sourcing. Such practices portray environmental awareness, although they are minor in magnitude. Khatter et al. (2021) noted that most small hotels do not adopt sustainability as a wide-ranging scheme but use extensive actions. This result proves that the current attempts of The Huntsman Inn follow the operational level of sustainability that is commonly observed in independent rural properties. The second goal, which was to assess the views of guests towards environmentally conscious measures, was attained as well. The survey and interview data showed that guests like seeing sustainability acts, but have no knowledge of what happens behind the scenes. Gonzalez-Viralta et al. (2023) denote that the sustainability of operations needs to be transformed to reach the next satisfaction stage, which involves visibility and authenticity. 
These initiatives have an effect on the perceptions of the guests, decreased by the lack of structured communication, thus. The third aim was to analyse operational gains/losses regarding sustainability strategies revealed gains in energy efficiency and waste management, confirming partial gains in operations. Nonetheless, there still remain issues with resource provision, employee development, and assessment. Tanveer et al. (2024) reasoned that efficient sustainability is based on employee involvement and leadership dedication. The absence of formal practices in Green HRM at The Huntsman Inn suppresses the uniformity and sustainability of the environmental behaviour in the employees. The fourth goal, which is to give practical recommendations on the way to improve sustainable operations, was achieved with the final analysis and synthesis of findings. The following section is a list of specific actionable recommendations to management that directly respond to weaknesses and opportunities found.
[bookmark: _Toc211714259]6.1.3 Key Insights and Interpretation
Among the major findings occurring in the research is the fact that customer satisfaction and sustainability are linked but unsymmetrical. Although the concept of sustainability positively affects satisfaction, more traditional service quality variables like cleanliness and personal contact are the key variables of the guest experience. Like Crossman (2024), the author noted that the key determinants of a good boutique hotel are emotional connection and authenticity rather than technology or infrastructure. Huntsman Inn shows the existence of this dynamic well, since, despite underexpressed sustainability, the appeal and personalised service continue to be the key elements of retaining customers. The other significant lesson is the imbalance in the implementation of sustainability and communication. The hotel was rated more positively by the guests who were made aware of the environmental practices, which is in line with the observation made by Olya et al. (2021) that familiarity with sustainability can improve positive ratings. 
Hence, communication appears to be a mediation process between operational sustainability and perceived satisfaction. It was also found that the rural setting of The Huntsman Inn implies its assets and limitations. It is also placed in a location that encourages local sourcing and integration into the community, but restricts the ability to use advanced sustainability technologies. Researchers Tokro and Dzitse (2024) felt that in the rural areas, small hotels usually have financial and infrastructural challenges, and a small step is more efficient than a big step. The Huntsman Inn does not act otherwise, as it embraces practical yet economical environmental practices that nevertheless make it a social corporate responsibility.
[bookmark: _Toc211714260]6.1.4 Theoretical and Practical Implications
In theory, the research confirms the applicability of the model of Triple Bottom Line and the model of SERVQUAL to the small-hospitality environment. The combination of the dimensions of environmental, social, and service quality assists in the purchase of the overall notion of customer satisfaction. Lin et al. (2025) found that brand image and loyalty are increased due to the correlation with the Sustainable Development Goals. Nevertheless, the Huntsman Inn has not adopted these structures directly, which suggests the absence of coherence between the theory and practice. In practice, the study indicates that formal sustainability management is required to include the contribution of employees and measurable outcomes. These results prove that sustainability is also beneficial to cost efficiency, reputation, and community relations, and its potential still remains to be confirmed without formal documentation and communication. Staff are therefore able to provide empirical and management facts to self-determined hotels, which strive to enhance their performance in terms of sustainability without compromising the satisfaction of the guests.
[bookmark: _Toc211714261]6.1.5 Concluding Summary
To sum up, this study was effective in reaching its objective as it was able to assess the impact of sustainability programmes on guest satisfaction and business performance at The Huntsman Inn. The results of the study confirmed that environmental practices help improve the perception of guests and operational results positively; however, a gap exists in communication, measurement, and training of the employees. The results are in agreement with earlier studies that the small hotels are characterised by high moral intent and low structural capacity (Oriade et al. 2021). By all accounts, the Huntsman Inn is an example of a rising subsector of rural hotels, which are advancing to the sustainability level, with authentic yet disaggregated efforts. The success in the future will rely on the ability to turn these initiatives into a consistent, quantifiable, and saleable sustainability policy that will improve the business outcome as well as the loyalty of the customers.
[bookmark: _Toc211714262]6.2 Recommendations
[bookmark: _Toc211714263]6.2.1 Introduction
The subsequent recommendations are meant to enhance the sustainability structure of The Huntsman Inn and make the guests more satisfied. All the suggestions are based on the findings and literature analysis. Calza et al. (2023) state that adding sustainability and customer experience management could help a hotel gain a long-term competitive benefit. Hence, the actions suggested will integrate operational, strategic as well as marketing aspects to guarantee holistic enhancement.
[bookmark: _Toc211714264]6.2.2 Short-Term Actions (0–12 months)
A. Implement Structured Green HRM Training
Sustainability of operations should be entrenched through staff training. As Tanveer et al. (2024) emphasised, the concept of employee engagement is essential to ensuring that all aspects of the environment are consistent. Waste management, energy-saving, and customer communication education would create shared responsibility and awareness. Management could organise regular workshops having measurable rates of participation.
B. Develop a Sustainability Communication Plan
The fact that guests are not that aware of eco-friendly practices indicates that they should communicate better. Sun et al. (2022) observed that there is enhanced loyalty and trust, which is enhanced through online communication of sustainability. Some of the actions that can be presented by use of a webpage, in-room displays, and social media updates include local sourcing and recycling programmes. Sustainability can be made closer to the guests through visual storytelling with the help of photographs and basic statistics.
C. Establish Basic Sustainability Metrics
The management of the establishment will be able to track the progress by applying quantifiable measures of waste, water, and energy consumption. Prakash et al. (2023) have emphasised the use of data-supported management in improving the quality of the environment. The monthly tracking will also facilitate a comparison against benchmarks and identify cost savings that will increase accountability and motivation.
D. Create Local Partnerships
The additional advancements in collaboration with the local farms, artisans, and local communities will help the hotel improve in its new identity of becoming a hotel that goes local. The researchers of Saar et al. (2024) ensured that local cooperation provides an opportunity to raise the brand credibility level and encourage the rural region. The win-win approach of sustainable collaboration would be the emphasis of periodical review of suppliers and co-operations as far as promotion is concerned.
[bookmark: _Toc211714265]6.2.3 Long-Term Actions (1–3 years)
A. Introduce a Sustainability Management Framework
It should have an official sustainability policy based on the setting of environmental targets, personnel responsibilities, and reporting practices. Khatter et al. (2021) indicated that the key to environmentally sustainable outcomes is systematic management frameworks. The simplified edition of the international standards, like ISO 1400,1, would consider on standard of the processes and bring about credibility.
B. Align with the Sustainable Development Goals (SDGs)
The hotel operations that are currently being aligned with the chosen SDGs, like the Responsible Consumption and Production, and the Decent Work and Economic Growth, can transform The Huntsman Inn to be a part of a global sustainability story. The consumer attitude towards the brand responsibility is augmented by SDG correspondence (Lin et al. 2025). SDG logos and storeys would be viewed as the implication of accountability and responsibility in marketing publications.
C. Introduce a Digital Guest Feedback System
It would receive the sustainability initiatives ratings of the guests in real-time using a digital platform. The extent to which customers get to participate in an activity predisposes their satisfaction and readiness to pay, as demonstrated by Gonzalez-Viralta et al. (2023). It may utilise the post survey or in-stay interactive surveys to understand what the guests appreciate most, and this would be applied in the development of a continuous improvement.
D. Enhance Green Marketing and Branding
The Huntsman Inn can gain a chance to be different among the competitors, who are also building a green brand image. Based on the CSR-based branding, Akbari et al. (2021) assumed that the brand loyalty and the willingness to revisit the restaurant in the future will rise. One of the taglines that can be used by the company is Authentically Local, Sustainably Yours which will display the history of the company and the attention. Working with the eco-tourism destinations would form more sensitization to the environmentally friendly travellers.
E. Invest in Resource-Efficient Technologies
A long-term good investment will be a gradual investment in energy-saving appliances like a smart thermostat or water-saving fittings, which will help the firm in the long term. Yousef and colleagues (2021) articulated the excellence and efficiency of authentic CSR on environmental performance and efficiency. The short payback upgrades will be prioritised so that they can become achievable according to the available budget.
[bookmark: _Toc211714266]6.2.4 Implementation and Monitoring
To be effective, the management is supposed to allocate certain roles to every recommendation. Implementation may be managed by a position of Sustainability Champion who may write quarterly reports of progress. Calza et al. (2023) suggested that sustainability should be incorporated in the decision-making frameworks within the context of long-term consistency. Periodic review will be provided by the feedback of the staff and the guests, which will facilitate the ability to improve adaptively and maintain interest.
[bookmark: _Toc211714267]6.2.5 Concluding Summary
Overall, the recommendations offer a pathway on how The Huntsman Inn can be changed into a strategically sustainable brand rather than an operationally sustainable property. Short-term measures include training, communication, and measurement, where long-term measures involve integration, investment in technology, and branding. These projects are realistic and contextually adequate to a rural boutique hotel. Together, they are compatible with the results of this study and the concepts of responsible hospitality that were identified in the literature. By implementing these measures, The Huntsman Inn will be better placed to boost guest satisfaction, operational performance, and social image, resulting in long-term profitability with regard to true sustainability that is empirically verified and enforced.
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[bookmark: _Toc211714269]Appendix: Interview Questions for The Huntsman Inn Staff
	No.
	Research/Interview Question

	1
	How would you describe the sustainability practices currently implemented at The Huntsman Inn?

	2
	What motivated the hotel to adopt these eco-friendly initiatives, and how are they integrated into daily operations?

	3
	What challenges have you experienced in maintaining or improving sustainability standards within the hotel?

	4
	How do guests typically respond to the hotel’s sustainability initiatives?

	5
	In your opinion, do these practices influence guests’ overall satisfaction and likelihood to return?

	6
	Have you received specific feedback from guests related to environmental or ethical practices? If so, what are the common themes?

	7
	How have sustainability initiatives affected operational efficiency, such as energy management, waste reduction, or procurement?

	8
	What role does staff training or awareness play in supporting sustainable operations at the hotel?

	9
	How does the management measure the success or effectiveness of its sustainability strategies?

	10
	What recommendations would you suggest to enhance sustainability further and improve guest satisfaction at The Huntsman Inn?
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