Health and Safety in Hospitality: A Case Study at Holiday inn Sunderland


[bookmark: _Toc213260348]Executive Summary
The paper challenges the Health and Safety (H&S) models of operation in Holiday Inn Sunderland, questioning current practice, how it affects customer satisfaction, and providing a recommendation on how the practice will be optimised. The inquiry is supported by a case-study approach based on a review of the literature available on the topic to date that challenges international frameworks, technology integration, and the development of a safety culture in the staff within the hospitality sector. 
Findings show that the establishment complies with the IHG Way of Clean and uses digital audit tools, such as Quore and Safety Culture, to maintain consistency and conformity of hygiene and regulations. High results on the cleanliness measurements and a very good Food Hygiene Rating confirm the strong performance on the customer-led safety standards. However, a critical review reveals gaps in the assimilation of compliance checking with preventive maintenance and employee competency, and this heralds the need to develop a more comprehensive safety-management concept. The investigation also highlights that the guest trust and loyalty cannot exist without the openness of the hygiene procedures and the exposure of the safety measures. Strategic interventions that are suggested include implementation of WHO-oriented risk evaluations, CDC-accepted disinfection systems, staff-oriented ergonomic initiatives, and responsibility systems that are based on certification. When viewed as a whole, the research finds that integrating digital efficiencies with a human based safety culture will not only strengthen the operational resilience of Holiday-Inn Sunderland but will also help shape its brand identity in terms of health and safety using best practice.


Table of Contents
Executive Summary	2
1	Introduction	5
1.1	Background	5
1.2	Aims and Objectives	6
1.3	Research Questions	6
1.4	Report Structure	6
2	Literature Review	8
2.1	Health and Safety Concerns in Hospitality	8
2.2	Technological Innovation for Health and Safety in Hospitality	9
2.3	Safety Culture and Staff Training in Hospitality	10
2.4	Gaps in the Literature	11
3	Methods	12
3.1	Research Design	12
3.2	Data Collection	12
3.3	Data Analysis	13
3.4	Ethical Considerations	14
4	Findings and Discussion	15
4.1	Case Study Analysis - Health and Safety Standards at Holiday Inn Sunderland	15
4.1.1	Descriptive Overview of Holiday Inn Sunderland	15
4.1.2	Operational H&S Management Systems and Digital Integration	16
4.1.3	Current H&S Performance Metrics	17
4.2	Systematic Literature Review	17
4.2.1	Influence of Operational Health and Safety Practices on Customer Behaviour and Satisfaction	17
4.2.2	Practical Strategies and Solutions to Enhance Its Health and Safety Standards	19
4.3	Discussion	20
4.3.1	Health and Safety Standards at Holiday Inn Sunderland	20
4.3.2	Influence of Operational Health and Safety Practices on Customer Behaviour and Satisfaction	22
4.3.3	Practical Strategies and Solutions to Enhance Its Health and Safety Standards	23
5	Conclusion and Recommendations	25
5.1	Conclusion	25
5.2	Recommendations and Practical Strategies	27
References	30



[bookmark: _Toc213260349]Introduction
[bookmark: _Toc213260350]Background
The hospitality industry is majorly based in the principles of comfort, service and safety that the clients obtain. Over the last few years and particularly in the post-COVID19 pandemic times, the expectation of guests when it comes to cleanliness and hygiene and health security has taken another major twist. In the United Kingdom, the establishment of the primary responsibilities of safety and hygiene is presented by statutory instruments, specifically the Health and Safety at Work Act of 1974 and the Data Protection Act 2018 as well as the modern guidelines of health and hygiene (England & Painting, 2024).
These legal requirements are also enhanced by the increased consumer expectations. Lee and Deale (2021) argue that the pandemic has permanently shifted the views of hygiene and well-being of the guests. To explain, the Institute of Hospitality (2019) has provided a research stating that 78% of guests choose cleanliness as the key priority when choosing the accommodation; since the research was conducted in the middle of the intervening period, it can be assumed that the values have increased. Furthermore, the data provided by industry risk metrics brings the relevance of these issues into the limelight: as the statistics given by the Health and Safety Executive (HSE) show, in the year 2023/24, the cases of an occupational injury in the UK accommodation and food-service sector were 4,233 in total the data in 2021/22 recorded 3,496 cases of an occupational injury, as a result, 13 percent less than the current level (Seymour, 2024).
The Holiday Inn Sunderland, which is part of the internationally acclaimed IHG hotels and resorts chain, is an example of a modern hotel in UK that is trying to stay at the top of its performance standards in terms of health and safety on one hand and on the other hand, the hotel is trying hard to keep untainted performance standards. The establishment is located in a highly competitive environment, where it has to balance cost-efficiency and comfort, cleanliness, and security requested by the guest. In the post-pandemic environment, when travellers are increasingly focusing on assurance of health and clear hygiene procedures, these standards have become crucial towards customer satisfaction and business loyalty as well as business sustainability in the long run.
In this study, the researcher analysed how Holiday in the Sunderland applies, controls, and continually enhances health and safety standards. It is made to measure the effectiveness of such practices, their effect to the perceptions and satisfaction of the guests, and make any actionable recommendations to improve on the same. The synthesis of the knowledge based on the available literature, as well as the analysis of the real-life case, contribute to the improved awareness of the way health and safety excellence can serve as both a regulatory requirement and a strategic resource of the modern hospitality environment.
[bookmark: _Toc213260351]Aims and Objectives
The purpose of this study is to assess the Health and Safety standards at Holiday inn Sunderland and to identify effective strategies for enhancing these standards. The objectives of the study are the following-
· To examine the Health and Safety standards implemented at Holiday Inn Sunderland.
· To evaluate the influence of Health and Safety standards at Holiday Inn Sunderland on customer behaviour and satisfaction.
· To propose practical strategies and solutions for Holiday Inn Sunderland to enhance its Health and Safety standards.
[bookmark: _Toc213260352]Research Questions
The research questions answered in the study are-
· How effectively are Health and Safety standards implemented and maintained at Holiday Inn Sunderland in accordance with UK hospitality regulations and industry best practices?
· In what ways do the Health and Safety standards at Holiday Inn Sunderland influence customer behaviour, satisfaction, and overall perception of the hotel experience?
[bookmark: _Toc213260353]Report Structure
The report has been divided into six chapters. Chapter 1 provides the background of the research, research objectives, and relevance of exploring health and safety practice at Holiday Inn Sunderland. Chapter 2 provides a thorough literature review of health and safety standards in hospitality sector. Chapter 3 provides the research methodology outlining the approach adopted, method of data collection and theory of analysis. In Chapter 4, there is a comprehensive case study of Holiday Inn Sunderland in which the current health and safety standards and programmes are examined. Chapter 5 addresses the main findings matching them with the literature and critically assessing the impact of those practices on the customer satisfaction and behaviour. The report is completed by Chapter 6 which provides a synthesis of main lessons learnt and suggests realistic measures to ensure further improvement of health and safety standards at Holiday Inn Sunderland.
 

[bookmark: _Toc213260354]Literature Review
[bookmark: _Toc213260355]Health and Safety Concerns in Hospitality
The health and safety issues have played an increasingly significant role in the hotel industry, especially after the COVID-19 pandemic rearranged the anticipations of travellers and their perception of risk. The customer satisfaction determinants in hotels, however, until recently were almost entirely attributed to the tangible factors, including room quality, service delivery, location, and value of money (Zhou et al., 2014; Mankad et al., 2016). The pandemic, though, made the hygiene, the cleanliness, and safety management on the one hand, involved in the decision-making process of the guests. As it has been stated by Nilashi et al. (2021), social media and online channels are crucial in the formation of health and safety practices within travellers, and thus the impact of electronic word-of-mouth (eWOM) on perceptions is crucial. In spite of the fact that Liang et al. (2011) had previously emphasized the significance of eWOM in the context of health, direct empirical evidence of interactions between hotel reviews and health-and-safety practices first occurred in the recent literature (Pauli et al., 2023). Goyal and Taneja (2023) establish that perceived health risks greatly intermediated their survey relationship between pre-travel eWOM and traveller intentions to post reviews, with results indicating that when risk is high, tourists not only need reviews more but also post reviews in order to warn others.
There are certain health and safety measures that have been identified in empirical research and that determine the satisfaction of guests. Using Multiple Correspondence Analysis and cluster segmentation, Petruzzi and Marques (2024) identify that tourist need apparent communication about hygiene, physical safety, and management protocols. Their research suggests electronic interventions, like QR codes and pop-up messages, to provide real-time information on safety standards to develop trust and confidence. Similarly, Arica et al. (2023), who examine 1,119 TripAdvisor reviews on hotels with Safe Hotel Management Certificates, are able to link positive perceptions of safety to higher review scores which demonstrates the immediate impact of observable and trustworthy safety measures to raise the levels of satisfaction. Furthermore, the disruptive effects that the pandemic imposed on both traveller confidence and operational consistency reverberated across the tourism industry as a whole, with only 85.5% of the airline customer review cited by Rita et al. (2022) showcasing customer dissatisfaction with safety and service during the time.  
[bookmark: _Toc213260356]Technological Innovation for Health and Safety in Hospitality
Technological innovation is a form of gradual and radical development of products and services that result in increasing operational efficiency and guest experience (Adam, 2015). Demand and utilisation of technology-wherever possible were accelerated by the pandemic, which offered an opportunity to review and rebrand health and safety behaviours in the tourism and hospitality sectors (O'Leary, 2020). Lau (2020) notes that many hospitality managers viewed COVID-19 as both a challenge and an inciting factor with regard to introducing technologies that support hygiene, social distancing and personalised experiences to guests.
The conspicuous technological advancement in the present-day hospitality management involves the implementation of contactless systems that are designed to lessen direct corporeal contact between employees and patrons in order to curb perceived health hazards. Hotels are also becoming more and more equipped with QR codes, digital keys, mobile check-in, and check-out processes, touch free payment options and dining orders through applications (Marques, et al., 2022). Such major chains as Marriott, Hilton, or Hyatt have adapted them in order to reduce the number of personal contacts by using mobile and kiosk check-in systems as well as robotic cleaning services. Similarly, the digital keys based on smartphones allow guests to manage room facilities, access hotel services and security, as well as maintain the privacy and hygiene rules (Torres, 2018). Such solutions had been introduced before the pandemic, but their adoption rate has been growing due to the guests seeking safe, seamless, and convenient interactions (Marques, et al., 2022; Xu, et al., 2021).
The cleaning and disinfection practice in the hospitality industry has also been transformed through the technological inventions. Superior options, including the use of the electrostatic sprayers and disinfection systems of ultraviolet light, have made the company standards of hygiene higher and the principles of guest safety stronger. Examples include best Western hotels that have provided housekeeping crews with ultraviolet cleaning devices (Marques, et al., 2022) and in China, the use of ultraviolet robots was effective to clean surfaces and eliminate the risk of contamination by the pandemic (Demaitre, 2020). Robotics has also expanded the health and safety management scope to perform the duties such as room service, disinfection, and delivering food, which otherwise would put human personnel at risk (Zeng, et al., 2020; Yang, et al., 2020). Service robots are not only enhancing physical distancing but also give businesses a competitive edge in the post-pandemic hospitality operations (Van‛ Doorn, et al., 2017).
However, as technological change improves hygiene and safety, it also creates some fears of workforce dispossession and all-encompassing social effects across the industry (Bowen & Morosan, 2018). However, the need to become operationally efficient and maintain high standards of health and safety remain the two main factors that drive technological innovation as a strategic fundament of modern hospitality management (Serrano & Kazda, 2020).
[bookmark: _Toc213260357]Safety Culture and Staff Training in Hospitality
A healthy safety culture is based on the presence of similar values, beliefs and behaviours that uphold health, safety and respect of each other at all levels of the organisation. The evidence-based studies prove that the systematic training of employees boosts the transparency of procedures, behavioural consistency, and help reduce misconduct in the workplace, including sexual harassment (Rathore, 2023). However, there is a lot of research with a limited sample size and a short experiment design, which limits our knowledge about the sustained use of the learned behaviours in daily operations. According to Roehling et al. (2022), training can be effective depending on several factors whose classification includes duration, methods of delivery, and involvement of the participants. Furthermore, there are non-training components, including managerial support, open reporting, and accountability systems, that complement the connection between training and the general safety culture (Roehling et al., 2022).
Training is enhanced by the development of awareness among employees, which increases their vigilance and responsiveness against the dangers of safety (Hardt et al., 2023; Mousa and Abdelgaffar, 2022). When the company is knowledgeable about policies and procedures in reporting, the employees would be better positioned to identify hazards and prevent unsafe behaviours. In this way, to promote the safety culture in the hospitality sector, we should embrace a multifaceted approach combining exhaustive trainings, continuous awareness programmes, and leadership investors thus maintaining a healthy and secure work environment that upholds health, safety, and respect to all employees (Mousa and Abdelgaffar, 2022). 
[bookmark: _Toc213260358]Gaps in the Literature
From the research completed in the past, although various studies have been conducted on health and safety practices in the hospitality industry, majority of the research has been conducted on big or luxury hotels including international hotel chains; thus, missing research on mid-range hotels like Holiday Inn. Current literature is likely to focus on conceptual frameworks of safety management and pandemic-inspired innovations of hygiene (Lau, 2021; Marques et al., 2022), and not so much on the implementation and perception of these guidelines among hotels in the UK region. Further, limited literature has examined the direct impact of health and safety practice on customer satisfaction and behavioural outcome in particular hotel setting. There is also no evidence on how the organizational safety policies and the ability of the employee training to be effective at the property level correlate through research. As a result, case-specific inquiries are urgently required, like the one at Holiday Inn Sunderland, to evaluate the existing practices, evaluate the weaknesses, and create practical measures of enhancing both the safety performance and confidence of guests in mid-market hospitality set-ups.


[bookmark: _Toc213260359]Methods
[bookmark: _Toc213260360]Research Design
The research design used in this study is secondary qualitative research to investigate and evaluate the health and safety standards in Holiday Inn Sunderland, besides determining effective measures that can be applied to improve the standards. The qualitative method is suitable in this study because in this analysis it is possible not only to study non-numerical data, paying much attention to the context and the meaning, perception, and relationships. As Denzin (2018) argues, qualitative research is a flexible framework that answers convoluted social facts and interpretive meanings and as such, it is appropriate to examine the multidimensional nature of health and safety management in the hospitality industry. This research utilizes only secondary data since a study of secondary data allows the researcher to integrate existing information, inferences of already published works and reports, and how the indicated results can be applied in the context of the chosen case study. 
[bookmark: _Toc213260361]Data Collection
The research process is structured into two sequential stages, each corresponding to a specific research objective.
Stage 1: Case Study Analysis 
The first step involves the implementation of a case study on Holiday Inn Sunderland and seeks to examine the current health and safety (H&S) standards of the hotel. A case-study approach would be especially appropriate to this goal because it allows a thorough exploration of the real-life practices in the context of their real-life setting. Harrison et al. (2017) believes that the case studies provide the scholars with a more sophisticated insight into the organisational phenomena and the context-specific aspects that define implementation. The information supporting this step was mostly found during the placement experience of the researcher with Holiday Inn, Sunderland which was supported with secondary artefacts including official reports made by the hotel and internal policy reports and body of publications. Accordingly, this step provides preliminary information as far as the existing H&S policies, procedures and management systems that control the establishment are concerned.
Stage 2: Systematic Literature Review 
The second step will be conducting a systematic literature review (SLR) to determine the effects of health and safety standards on customer behaviour and satisfaction to expand on the initial results observed through the case study. The SLR is based on the methodological framework as outlined by the system in Marrying (2003), which is a series of systematised measures purported to guarantee transparency, replicability and methodological rigour:
· Framing the research questions
· Identifying relevant publications
· Selecting studies using inclusion and exclusion criteria
· Assessing the quality and credibility of selected studies
· Summarizing findings
· Interpreting results in relation to research objectives
In its review, the researchers focus on clarifying how strong H&S requirements strengthen the perceived service quality, breed confidence and increase the levels of satisfaction among hotel customers. Peer-reviewed journals were used as academic resources, which were located in the repositories, like Google Scholar, SAGE Journals, Wiley Online Library, and the online library of the university. The last step once more uses a systematic literature review, but with different goals in terms of setting actionable strategies and solutions that would improve the standards of H&S at the Holiday Inn Sunderland. It is the effort that brings together best practice guidelines, regulation orders and industry innovations derived through the body of scholarly and professional literature such as frameworks published by WHO and CDC, national health regulations and hospitality industry reporting. On a comparison of these insights with the partially established practices by the hotel, the review suggests evidence-based solutions that are contextually derived to the operational realities of the hotel. 
[bookmark: _Toc213260362]Data Analysis
Data analysis approaches in this study entails thematic analysis which follows the six steps procedure modelled by Braun and Clarke (2006). The paradigm of analysis is also seen to be valued because of its methodological rigor and adaptive flexibility whereby emergent patterns and themes in qualitative data are systematically identified. The six stages include: being involved in the data by reading widely; coming up with preliminary codes that include salient features in the data; grouping those similar codes together to outline potential themes; critically revising the themes in order to make them relevant and consistent with the research question; defining and naming the themes in order to portray the core meanings; writing a final report so that the identified themes are related to the research objectives and literature at large. 
[bookmark: _Toc213260363]Ethical Considerations
Ethical aspects are strictly conducted during the investigative process. Since the study will use secondary data only, it will not engage with human subjects directly and will thus reduce the risks to the ethical aspect. However, special care will be taken in regard to proper citation and credit to all secondary sources and thus maintain academic integrity and prevent plagiarism. Furthermore, any data obtained in the Holiday Inn Sunderland internal reports or on the open websites will be treated with diligence and where necessary confidentiality.
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[bookmark: _Toc213260365]Case Study Analysis - Health and Safety Standards at Holiday Inn Sunderland
[bookmark: _Toc213260366]Descriptive Overview of Holiday Inn Sunderland
 The Holiday Inn Sunderland is located in a very strategic position in the city centre in Keel Square (SR1 3DS). The location gives it the strategic edge of being neighbouring Sunderland City Hall and being within the three minutes’ walk of the Sunderland Central Station, which gives it the affordability to access the regional rail networks, which lead to Newcastle and the Shields. It includes 120 fully equipped and air-conditioned bedrooms and a fully furnished gym as well as a modern open lobby with 24-hour dining providing Starbucks drinks and snacks to the inhabitants (IHG, 2025). There is a progressive adoption of modern, low contact modalities of transaction, which is operated on a fully cashless basis.   Figure 4‑1 Location of the Hotel

The prime location not only makes the management of health and safety to be a complex issue, but also brought about security issues, the high-utilization facility like the gym and the 24-hour bar, as well as the large flow of people coming in and out. Essentially, the facility is not just a place to stay, but a major source of a social gathering point. This is a large public footprint when the number is added up to 120 rooms, with a bar presence of 150 patrons (IHG, 2025). This structural characteristic significantly increases the likelihood that the establishment will be covered with the most strict public safety laws, particularly the threshold provisions that are set by the Martyns Law, and guarantee that the locational advantage implies the increased regulation compliance liability.
[bookmark: _Toc213260367]Operational H&S Management Systems and Digital Integration
The Holiday Inn Sunderland base of the health and safety standard is anchored on the global standard by InterContinental Hotels Group (IHG) which is the IHG Way of Clean. This system places programmed protocols of science, expert training, and processes that are supported on the basis of the IHG Clean Promise, thus guaranteeing the visitors that the institution has quality hygienic standards that are in the forefront of the industry globally. In order to operationalise the IHG Way of Clean, the group uses digital checklists including Quore and Safety Culture to conduct inspections including health, safety and food safety (Quore, 2025). Switching to digital systems (after a manual paper process) formalises the compliance workflow, increases the integrity of audit trails and increases consistency across staff shifts and department.   
However, in spite of the benefits brought by digital auditing, there exists a crippling uncertainty between compliance tracking and integrity of preventive maintenance. Although digital checklists prove to be effective in the process of tracking cleaning noncompliance, their nature does not automatically control preventive maintenance effectiveness. As has been shown by the case of Dunstable incident, serious health and safety failures are not as common during daily cleaning, but are common during defined maintenance operations, namely during the process of the deep-cleaning of commercial appliances, which are carried out during the specific, high-risk process (Patchett, 2021). If the digital auditing system is not seamlessly integrated with a Computerized Maintenance Management System (CMMS), it can successfully track daily hygiene adherence while simultaneously failing to track staff competency and safe execution on high-risk equipment procedures, creating an unnecessary latent risk.   
[bookmark: _Toc213260368]Current H&S Performance Metrics
 Independent consumer measurements as well as regulatory audit support the hotel to meet high standards of customer-facing.  In the framework of our institution, the property scores excellent results in all key performance areas: Cleanliness 9.4/10, Comfort 9.3, Staff performance 9.4, and so on based on the systematic reviews of the customers (Booking.com, 2025).  Figure 4‑2 guest Reviews of the Hotel (source: Booking.com)

Within the riskiest part of a guest business Food and Beverage (F&B), the Holiday Inn Sunderland produces a very strong regulatory stance.  The Food Hygiene Rating, which is the entire spectrum of a hygienic food processing, including preparation and cooking, down to re-heating, cooling, and storage, has been rated by the Food Standards Agency as Very good (FSA, 2024).  This official accreditation, which is implemented together with Sunderland City Council, confirms that the necessary standards are taken to ensure that the requisite procedures are proactively maintained to reduce the occurrence of food-borne diseases and related lawsuits.
[bookmark: _Toc213260369]Systematic Literature Review
[bookmark: _Toc213260370]Influence of Operational Health and Safety Practices on Customer Behaviour and Satisfaction
	Themes
	Subthemes
	Citations

	Health and Safety as a Driver of Customer Satisfaction and Brand Trust
	- Visible hygiene protocols enhance perceived safety
- Safety transparency strengthens brand image and loyalty
	Ritchie & Jiang (2021); Jiang & Wen (2020)

	Integration of Technology and Human Competency
	- Digital systems support the IHG Way of Clean initiative
- Linking compliance tracking with preventive maintenance
- Need for skilled staff to manage digital safety systems
	Awan et al. (2021); Hayward et al. (2022)

	Hygiene Ratings and Consumer Loyalty
	- Cleanliness and food hygiene ratings enhance consumer trust
- High hygiene standards lead to repeat patronage and positive reviews
	Zhou et al. (2014); Park et al. (2021); Hasan et al. (2017)


The Health and Safety (H&S) management systems have taken a central stage in the hospitality industry, which has a bearing on customer satisfaction, brand loyalty and the dynamics of brand integrity.  The IHG Way of Clean protocol, which includes the use of digital inspection tools, like Quore and Safety Culture, is one of the outcomes of the general industry trend toward evidence-based safety assurance and increased customer confidence.  According to the empirical research, the clearly stated hygiene and safety standards play a significant role in enhancing consumer confidence and perceived quality of services (Ritchie and Jiang, 2021).  In the post-pandemic hotel industry, this transparency has become a fundamental prerequisite of satisfaction and intention to make a reservation (Jiang and Wen, 2020).
Digitalisation of the H&S procedures coincides with the academic literature on the importance of technological integration to ensure the reliability of operations and satisfaction of the guests (Awan et al., 2021).  However, literature warns that the effectiveness of digital safety systems also depends on being holistically integrated, i.e., connecting compliance checks with preventive maintenance as well as staff competence (Hayward et al., 2022).  Failure to facilitate this integration may breed invisible operational whereabouts, which, in the long run, may harm the loyalty of guests when protection lapses become real as has been seen in the case of similar occurrences in the hospitality sector.
The customer satisfaction measures, such as the high scores of Holiday Inn Sunderland in cleanliness and comfort, align with the existing empirical findings that hygiene and environmental safety are the primary perceived factors positively affecting favourable reviews and retention of customers (Zhou et al., 2014; Park et al., 2021). The title of the establishment in its Food Hygiene Rating which is called as Very Good also enhances the consumer confidence in such reliability minimizing the perceived risk when eating the food and this factor is highly related to the intention to revisit and refer others to this place (Hasan et al., 2017). 
[bookmark: _Toc213260371]Practical Strategies and Solutions to Enhance Its Health and Safety Standards
	Themes
	Subthemes
	Citations

	Global Health Frameworks Shaping Industry Standards
	- WHO guidelines on risk assessment, cleaning, and staff protection
	World Health Organization (2020)

	Regulatory and Compliance-Based Approaches
	- Alignment with CDC disinfectant lists and protocols
- Documentation to enhance accountability and reduce liability
	CDC (2019, 2020)

	Employee-Centred Occupational Safety
	- Ergonomic redesign and PPE availability
- Integrating safety audits into management KPIs
	Ciarlante et al. (2024); IUF (2021)

	Certification and Managerial Commitment
	- Adoption of CHSE and similar schemes
- The role of consistent implementation and leadership in sustaining safety culture
	Saepudin & Putra (2023)


Following the COVID-19 pandemic, The World Health Organization (2020) stated a new set of operational guidelines, which presuppose risk assessment, environmental sanitisation, hand hygiene, effective communication, and staff protection as critical elements of the accommodation provider, making health and safety a social responsibility and an operating necessity. Professional industry participants turned these guidelines into a systematic replicable protocol: major hotel chains used branded tenets of clean promises, creatively changed a system of room-and-public-area disinfection, became the first to implement a touch-free check-in system, placed visible hand-sanitiser dispensers and used a uniform deep-cleaning checklist. These company practices offer an example of how clear guidelines and conspicuous clues about the guests can determine perceived and actual safety.
The selection of disinfectant products as well as the regularity of sanitation procedures are also informed by the public-health guidance provided by such organizations as the Centres for Disease Control and Prevention (CDC, 2019; 2020). Those hotels, which align the procurement and daily operation practices with regulatory compendia and evidence-based infection-control recommendations, can become more efficient and, at the same time, reduce the risk of legal liability due to employing validated agents and properly-documented methodologies.
Complementary studies by Ciarlante et al. (2024) focus on the worker-centred approach to occupational safety by promoting the ergonomic redesign, fatigue management, proper personal protection gear, and systematic risk evaluation as means to reduce the employee injuries and, subsequently, prevent downstream service interruptions. Occupational safety should be ensured as the handbooks of the industry like the International Union of Facilitators (IUF, 2021) advise it should be included in regular audit cycles and leadership key performance indicators and not treated as isolated training. 
The certification and third-party schemes used in the health and safety management domain represented by CHSE and other cleanliness/health accreditation schemes analysed during the pandemic have a dual purpose of providing a full-fledged framework of practice and a clear marketing advantage. However, Saepudin and Putra (2023) argue that the transfer of certification to safer outcomes depends on the level of managerial commitment and the process of regular execution of the required standards. 
[bookmark: _Toc213260372]Discussion
[bookmark: _Toc213260373]Health and Safety Standards at Holiday Inn Sunderland
As the case study of Holiday Inn Sunderland shows, the Health and Safety (H&S) management is organized in a very meticulous and technologically advanced manner. This strategy can be compared to the academic conversation focusing on the need to be innovative, digitally transformed, and safe culture in the hospitality industry. The IHG Way of Clean adoption along with the implementation of digital auditing systems, like Quore and Safety Culture, is an example of the alignment of the strategies with the global trends in the hotel business that prioritize the use of data to operate safely and without contact and the strict responsibility of the staff.
The role of technological innovation has become one of the key elements that has determined the transformation of H&S management throughout the hotel industry, especially after the COVID-19 pandemic. The use of technologies and introduction of digital monitoring equipment and automation that reduce the chance of physical interaction and eliminate human error, as O'Leary (2020) and Lau (2020) state, is one of the functions of the crisis as a catalyst to increase the use of technologies. This global trend can be observed in the use of Quore and Safety Culture at the Holiday Inn Sunderland. Alongside the contactless check-ins, mobile keys, and robotic cleaning solutions that are outlined by Marques et al. (2022), these digital technologies allow ensuring better control of procedures, securing the maintenance of uniform hygienic indicators, and monitoring the compliance in real-time. 
Nevertheless, unlike the overall automation outlined in Torres (2018) and Demaitre (2020), the digital auditing that is implemented in Holiday Inn Sunderland does not seem to centre around a more universal risk-management approach, but rather on compliance with hygiene standards. According to the academic literature, the next stage of health and safety innovation may involve the incorporation of hygiene technologies with preventive and predictive systems targeting the reduction of the risk of structural and functional risks (Zeng et al., 2020; Yang et al., 2020). The current system at Holiday Inn Sunderland has not been able to test the synergistic integration yet whereas the ultraviolet disinfection systems and robotics, among others, have proven to reduce the potential of contamination and increase reliability (Marques et al., 2022). The absence of a Computerised Maintenance Management System (CMMS) as the results show means that even though the property can have a strong monitoring system of the superficial hygiene, it might be neglecting more serious mechanical and maintenance-related risks which, again, is similar to the arguments put forth by Serrano and Kazda (2020) who state that computer-mediated safety should not only be limited to visible hygiene but should also incorporate the idea of mechanical and systemic operational signs of safety.
Moreover, Bowen and Morosan (2018) shed light on an important conflict between technological innovation and human capital: they can displace staff and drain an interpersonal service culture. Although digitalisation of Holiday Inn Sunderland increases the effectiveness of the operations, the excessive use of automation can result in the inhibition of the prospects of experience and situational awareness in employees. This risk was thus validating the stance that Marlow (2020) and Watanabe et al. (2023) take the position that technological means must supplement and not replace human-based training and the development of a safety culture. 
The sources on the topic of safety culture, as usual, highlight the fact that long-term safety performance is achieved when complex technological systems, extensive employee education, and internal organisational values are interconnected (Roehling et al., 2022). Following IHG standardised procedures at Holiday Inn Sunderland gives the company structural consistency and accountability, but the results indicate that a local customisation may be constrained; and a more staff-initiated safety culture may not be achieved. A robust global system guarantees consistency, but without the ability to conduct detailed local risk management and especially within an urban environment with the high volume of pedestrian traffic and resulting security issues, the peril is that the system enhances excessive proceduralism. As Mousa and Abdelgaffar (2022) note, an authentic safety culture is formed when employees internalise safety values and act independently to exclude the hazards, and not merely follow checklists. 
1.1.1 [bookmark: _Toc213260374]Influence of Operational Health and Safety Practices on Customer Behaviour and Satisfaction
The result of the second objective proves that the operational health and safety measures taken in Holiday Inn Sunderland have a decisive influence on customers satisfaction, brand trust, and behavioural loyalty - this conclusion is supported by the existing literature. The establishment augments the feeling of reliability and safety of the guests through the systematic inclusion of conspicuous hygiene protocols, digital monitoring tools, and high ratings on regulatory hygiene. This remark is in line with the study by Ritchie and Jiang (2021) and Jiang and Wen (2020), who distinguish transparency in health and safety among the key factors of customer satisfaction and post-pandemic booking intentions. The tangible presence of the IHG Way of Clean program, supported by the use of digital compliance systems and tools as Quore and Safety Culture, in the specific instance of Holiday Inn Sunderland, symbolized both the operations management and corporate responsibility, which directly contributes to the perceived integrity and the quality of the services.
However, despite the fact that the consistency and data-driven safety ensured by the technological advancement of the hotel dominates the domain, a sceptical analysis suggests that technology alone cannot help the hotel receive customer trust. The studies of Awan et al. (2021) and Hayward et al. (2022) highlight the fact that the actual worth of digital health-and-safety systems is their effective incorporation into precative maintenance and personnel competency systems. The empirical data thus demonstrates that even though Holiday Inn Sunderland has been doing well in the area of hygiene tracking, there is still a structural gap between compliance and preventive safety management. This gap brings about a latent risk, where hygiene performance might seem healthy on the outside, but unsound in the mechanisms or processes. These lapses may not easily translate into satisfaction indicators in the eyes of the consumer, but any safety-related incident has the potential to undermine brand loyalty in a relatively short period, which will justify the argument in the literature that the sustainability of customer loyalty depends on holistic, as opposed to procedural, health and safety assurance.
The cleanliness and comfort rating of the hotel remain consistently high, which is another representation of the close correlation between the safety of operation and customer satisfaction as in previous studies. The research conducted by Zhou et al. (2014), Park et al. (2021), and Hasan et al. (2017) all confirm that the presence of hygienic and food safety certifications promotes consumer confidence and contributes to a higher chance of return visits. The fact that the Very Good Food Hygiene Rating of Holiday Inn Sunderland was declared by the Food Standards Agency (FSA, 2024) does not merely indicate the compliance, but also serves as the marketing tool that enhances consumer trust.  
1.1.2 [bookmark: _Toc213260375]Practical Strategies and Solutions to Enhance Its Health and Safety Standards
The literature has pointed out that improvement of the H&S standards in the hospitality sector needs a comprehensive approach involving a combination of international health standards, regulation standards, people-oriented safety regulation, and managerial dedication. As far as the property in the context of Holiday Inn Sunderland already displays an efficient operational framework by implementing the IHG Way of Clean, and digital compliance tools, there are a number of effective initiatives that can be followed to enhance the H&S performance to a more proactive and comprehensive approach. By bringing its operations into closer either the international best practices, increasing its focus on employee centred initiatives and integrating the safety aspect in leadership responsibilities, would all add up to more effective and sustainable safety culture of the organisation. 
International standards, including those formulated by the World Health Organization (2020), lay great importance on conducting systematic risk assessment, environmental hygiene, and protection of the staff as the basis of the safe hydro-tourism activities. Although Holiday Inn Sunderland has already ensured high hygiene and the cleanliness that the guests look at, a division of the WHO into the comprehensive risk-assessment methodology can further reinforce its readiness to future health complications beyond the spread of COVID-19. By creating a property-specific Health Risk Register, the management would be able to predict and prevent the changing risks, including airborne diseases, chemical exposures, or ergonomic injuries. This compliance to risk management change would help in making the hotel resilient in terms of its safety and ability to continue with its operations.
The pivotal impact of regulatory guidance, including the CDC disinfection standards promulgated in 2019 and 2020 in terms of effectiveness reduction and allocation of liability and uniformity of effect, is additionally highlighted in the literature. By making sure that all of its cleaning products and procedures are checked against the list of disinfectants approved by CDC, Holiday Sunderland will be able to not only ensure that it has not violated or will not violate the regulations but also benefit its documentation and traceability. The records of such an auditive health and safety management system would boost transparency and act as a protective tool against the possible legal or reputational risks. Such a documentation-based solution would enhance the IHG digital platforms that were already in place and turn them not in the operational tools but in the evidence-based compliance systems.
It is also important to take care of the human aspect of health and safety improvement. According to Ciarlante et al. (2024) and the IUF (2021), the employee-focused occupational safety in terms of ergonomic redesign, fatigue control, and the provision of personal protective equipment influence directly operational reliability of services and eliminates downstream failure in operations. The Holiday Inn Sunderland may also adopt measurement of housekeeping and maintenance activities as part of the ergonomics assessment programs in the daily auditors, thus guaranteeing the welfare of its staff and reducing the turnover rates as well as injury-related expenses. In addition to that, integrating occupational safety performance in managerial KPIs would institutionalize responsibility and make the leadership incentives consistent with safety achievement, effectively transferring responsibility out of the compliance departments to the mainstream managerial functions.
Lastly, implementing accepted certification schemes like the Clean, Health, Safety, and Environment (CHSE) standard might also bind the excellence of the Holiday Inn Sunderland. Nevertheless, despite the importance of certification as Saepudin and Putra (2023) highlight, it does not always lead to a rise in safety unless it is supported by a good managerial commitment and constant practice. The leadership at the hotel should therefore make sure that certification frameworks are put in place by making sure that there are regular in-house audits and feedback loops as well as open communication with the staff and customers.


[bookmark: _Toc213260376]Conclusion and Recommendations
[bookmark: _Toc213260377]Conclusion
The current research aimed to examine, evaluate and improve the health and safety standards that are in operation at Holiday Inn Sunderland and this has placed the results of this study in the broader scope of the hospitality industry praxis and academic theory. A two-step process was used: first, a case-study analysis of HRM practices that are practiced by the hotel; second, a review of existing literature regarding the effect of health-and-safety practices on consumer behaviour and satisfaction, finally resulted in evidence-based recommendations to enhance the situation. It was a step-by step structure that enabled a continuum of empirical observation to theoretical synthesis and finally action advice. The results of the two stages converge to offer a delineated insight on the role of the strong health-and-safety governance in enhancing the operational effectiveness, building customer confidence and supporting the sustainability of competitiveness in the hospitality industry.
The analysis conducted on Holiday Inn Sunderland in the case study of its health and safety management practices indicates that the hotel has a well-organized and compliance-focused management of health and safety. It has operational systems that are consistent with the corporate Way of Clean framework of the InterContinental Hotels Group (IHG), that incorporates global health and hygiene standards formulated through partnership with industry specialists and partners, including Ecolab and Diversey. Through these efforts, strict cleanliness standards, thorough risk management, and systematic mechanisms of incident reporting have been institutionalised in all the areas of operation. In addition, the case study shows that the hotel has been using sophisticated digital monitoring equipment and regular auditing to see to it that all safety measures are maintained especially in areas of high-risk like kitchens, housekeeping, and maintenance. Employee training programs are another important element in the establishment of a safety-conscious culture hence making sure that front-line employees as well as managerial officers have the knowledge to handle health and safety issues efficiently. The case study also explains some of the avenues that can be improved further. Although the level of procedural conformity and operational uniformity seems to be quite good, there are some weaknesses in how safety standards are communicated to guests. As it has been seen, customers are partly aware of the health and hygiene practices implemented, thus presenting a gap opportunity to use the safety transparency as a basis of building trust. In addition, the sustainability-related aspect of the health and safety practices, including the usage of eco-friendly cleaning agents, power efficient cleaning systems, and waste minimization measures, is relatively obscure, indicating the potential of more universal, ecologically oriented approach to managing safety.
It is based on these insights that the systematic review was searching the intersection between health-and-safety benchmarks and consumer behaviour in hospitality. Considering the extent of the influence on customer satisfaction, experience of quality and loyalty, the empirical literature identifies that conspicuously issued and sufficiently distributed safety measures have a decisive effect (Ritchie and Jiang, 2021; Verma and Gustafsson, 2020). The issue of health and hygiene has moved since being a peripheral factor to a core factor in the buying decisions to be made after the pandemic. The literature supports a propensity that leads to customers re-visitation, referring and providing positive reviews of outlets that demonstrated a lofty devotion to safety and cleanliness. The openness and candor of health-associated communication of such nature, in other words in the form of visible hygienic practices, staff education, and online signs of hygiene, come out as key valves in the development of trust and emotional comfort (Jiang and Wen, 2020).
These observations are an immediate indication that there is a pressing need to transfer its strong culture of internal safety to the touchpoints of the external customers in the case of the Holiday Inns Sunderland. Health and safety management is, therefore, not just to be seen as a functional requirement after all, but as a constituent element of general customer experience design. Also, the literature on hospitality research worldwide highlights the central contribution of leadership dedication and staff empowerment in maintaining the excellence in health and safety. When managers express an ostentatious observation of safety values, they are more likely to inculcate strong employee compliance and engagement. Conducting regular safety audits, recognition programmes and transparent reporting mechanisms have also been cited as effective levers towards maintenance of accountability and motivation. These measures deployed to Holiday Inn Sunderland would probably not only improve operational efficiency, but also mutual trust among the employees, confidence of the guests and the overall image of the establishment as an environmentally friendly and caring organization.
Taken together, the results reveal a key point that health and safety management is a complex construct, which is made up of the aspects of regulatory compliance, communicative efficacy, organisational culture, and customer perception. All fundamental aspects to guarantee effective H&S performance are currently established in Holiday Inn Sunderland; however, the strategic improvements, especially in the area of communication, digitalisation, and sustainability incorporation, can be amplified to produce a more substantial impact on consumer satisfaction and loyalty. This paper therefore fits in to the bigger academic debate in reaffirming that the issue of safety as both an operational and an experiential determinant of service quality should be thematised in post-pandemic hospitality management. In addition, it sheds light on the virtue of combining case-based knowledge with literature-based evidence in order to develop context-specific and practical recommendations to improve industries.
[bookmark: _Toc213260378]Recommendations and Practical Strategies
Based on both the results of the case study as well as the systematic review, a set of strategic interventions, which are aimed at strengthening the health and safety management system of the hotel, is presented in the following section. The recommendations are categorised into 4 key areas-
1. Strengthening Communication and Transparency
Among the major discoveries made both as a result of the case study and literature review is the fact that even though Holiday Inn Sunderland is heavily staffed with H&S procedures, many of them cannot be observed by the customer. The results of studies by Ritchie and Jiang (2021) and Verma and Gustafsson (2020) prove that open impact reporting on safety strategies can substantially increase trust and satisfaction of the guests, particularly in the post-pandemic hospitality industry.
Therefore, the hotel should develop a proactive communication strategy that highlights its health and safety initiatives across all customer touchpoints. This can include:
· Displaying visible certifications, hygiene ratings, and cleaning schedules in public areas and guest rooms.
· Sharing H&S updates, cleaning protocols, and staff training initiatives on digital channels such as the hotel’s website and social media.
· Incorporating QR codes in guest rooms or lobbies that provide details about cleaning procedures, sanitization frequency, and emergency protocols.
2. Leveraging Technology and Digital Innovation
Implementation of digital technologies and technologies that are data-driven can contribute significantly to the effectiveness of health and safety management. According to the description formulated by the World Health Organization (2020) and supported by the best practices in the sector, safety monitoring enabled by technology makes it possible to identify risks in a short period, report on them, and provide preventive measures in advance.
Holiday Inn Sunderland should integrate smart technologies into its operational safety framework, including:
· Digital inspection platforms such as Quore or SafetyCulture to streamline daily safety checks, track compliance, and document incidents efficiently.
· IoT-enabled sensors and automation systems for air quality monitoring, temperature control, and sanitation verification in public areas and kitchens.
· Data analytics tools to identify recurring safety issues and assess the effectiveness of interventions over time.
3. Integrating Sustainability into Health and Safety Practices
The modern-day world is blending sustainability and safety in hospitality operation. The use of environmentally friendly materials, waste management and energy saving technologies brings about positive effects on the environment and health. According to the research, although Holiday Inn Sunderland enforces well-developed procedural safety protocols, sustainability issues are not still well-involved in its H&S practices.
The hotel should therefore:
· Transition to non-toxic, biodegradable cleaning agents to ensure both staff and guest safety while minimizing environmental impact.
· Implement smart ventilation and water-saving technologies to improve air quality and hygiene while conserving resources.
· Strengthen waste management practices through recycling initiatives and proper disposal of hazardous materials.
4. Enhancing Employee Engagement and Training
The engagement of the employees is still one of the important keys to a successful health and safety culture. Study found out that despite the existent routine training programmes, it is still possible to expand participatory approaches and support the concept of continual learning. Studies by Harrison et al. (2017) and WHO (2020) highlight the fact that employees who are empowered and well-informed are more likely to develop a proactive risk identification strategy and a consistent adherence to best practices.
To strengthen this dimension, Holiday Inn Sunderland should:
· Provide ongoing, role-specific training sessions that cover both standard safety procedures and emerging issues such as digital reporting and eco-safety measures.
· Introduce interactive workshops and simulations to make learning more engaging and practical.
· Encourage employee feedback mechanisms where staff can report hazards, suggest improvements, or share innovative ideas.
· Establish a recognition and reward program for teams or individuals demonstrating exceptional commitment to safety.
Such steps would provide actionable insights for data-driven decision-making and ensure that safety standards evolve in line with technological advancements, customer expectations, and regulatory updates.
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