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· Contemporary Theme: Sustainability in Urban Hospitality
· Urban hotels face mounting pressure from:
· Net-zero targets
· Eco-conscious travellers
· Operational cost pressures
· Case focus: INNSiDE by Meliá Liverpool, a lifestyle hotel in a regenerated docklands area
Speaker Notes:
Sustainability is the critical sector for the global hospitality industry, with city centre hotels in high-impact, high-density locations, stretched to meet the pressures of net-zero targets, consumer demand, and cost. The hotel industry needs to rethink how it sustainably designs experiences. INNSiDE Liverpool is a great case in point. It's situated in one of the regenerated docklands wards in Liverpool—a Net Zero by 2030 target city. The study examines how INNSiDE incorporates sustainability into its practice and influences the guest experience, satisfaction, and loyalty in the city environment.
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Slide Note
· The UK’s hotel industry accounts for ~15% of service sector emissions (Roberts et al., 2021). 
· INNSiDE by Meliá is part of Meliá Hotels International (Spain)
· Liverpool: Net Zero 2030 ambition → urban hospitality must adapt quickly
· Post-COVID consumer trends = demand for healthier, greener environments
Speaker Notes:
The UK hospitality sector generates around 15% of the service industry's carbon footprint, so sustainability is a critical challenge. INNSiDE Liverpool is managed by Meliá Hotels International, an international hotel chain committed to sustainable tourism. Liverpool's ambition to become net zero by 2030 has placed pressure on businesses in the city to transform and adapt. Post-pandemic travellers are better health-wise and more mindful in attitude, and are requiring cleaner, greener hotels. City centre hotels will need to be able to manage these new demands alongside conventional service excellence, and INNSiDE's experience has some lessons on how to manage these incompatible drivers.
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Slide Note
· Triple Bottom Line (Elkington, 1997): Elkington’s Triple Bottom Line (1994) framework highlights the need for hotels to balance environmental, social, and financial performance in sustainability practices (Cristo, 2025). 
· Sustainable Hospitality Theory: Environmental initiatives must align with service quality (Perramon, Oliveras-Villanueva, and Llach, 2022). 
· Post-COVID resilience: Public health and environmental safety now go hand in hand
Speaker Notes
My study utilises a variety of influential theories. Elkington's Triple Bottom Line underpins balancing people, planet, and profit. Pine and Gilmore's Experience Economy theory explains how companies like hotels need to deliver experiential experiences, not transactions. Sustainable Hospitality theory embraces that green activity has to add to, not subtract from, service quality. Post-COVID resilience research connects public health and sustainability, and research indicates that customers now equate 'safe' and 'sustainable'. These paradigms combined disassemble how the sustainability goals of INNSiDE Liverpool must be combined with customers' experiential and emotive demands to thrive in the competitive city market.
Liu, Xiao, and Wang (2024) explain that guest experience in sustainable hotels consists of both conscious and unconscious perceptions. Individualised, affectively deep experiences boost guest satisfaction when it is supported by visible green practices, as their study shows. This supports the Experience Economy theory (Pine & Gilmore, 1999), where exciting, value-based interactions enhance brand loyalty. They point out that sensory design, green amenities, and ethically told stories shape the experience of sustainability, rather than just watching it. For INNSiDE Liverpool, the integration of such tactics has the potential to bridge the gap between sustainable practices and guest expectations, making sustainability an integral part of the stay rather than a secondary aspect.
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Slide Note
· Qualitative case study using secondary data
· Sources:
· Meliá sustainability reports
· Social media and local newspaper
· Academic journals 
· Analytical Tool: PEST Analysis
Speaker Notes:
It was a qualitative secondary data case study that used data from numerous credible sources—industry reports, sustainability reports, academic papers, customers' opinions, and local newspapers. I applied a PEST analysis to examine political, economic, social, and technological forces that shape city hotel sustainability initiatives. INNSiDE Liverpool was chosen because it had a visible commitment towards environmental activities and was located in a well-regulated, green city centre. This approach enabled a balanced measurement of external pressures, internal capability, and how they are converted into real guest-facing behaviour and hotel performance outcomes.
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Slide Note
· UK Net Zero 2050 mandate & Liverpool City Council green frameworks (Power, 2022). 
· Regulations on energy, waste, and construction influence hotel operations
· Brexit complicates the procurement of eco-certified products
· Impact: Compliance drives investment in sustainability but adds complexity
Speaker Notes:
Politically, the UK government's Net Zero 2050 and the city of Liverpool's Net Zero 2030 are powerful drivers of sustainability. Hotels have to comply with local emissions, energy, and waste regulations. Brexit has had the potential to place adding sustainable materials to the shopping list at risk, through the disruption of supply chains. INNSiDE has taken the initiative and is preparing to comply, and is inviting local or certified local suppliers. Regulations will add short-term expense, but stimulate innovation and impose the boundaries of disciplined forward movement in sustainability, pushing city-centre hotels such as INNSiDE to move beyond greenwash and truly transform.
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Slide Note
· High upfront cost for tech (e.g., solar, smart water systems) (Palermo, 2022). 
· Long-term ROI via energy savings + green branding
· Eco-branding attracts experience-driven premium guests
Speaker Notes
It is costly in the short term economically—solar panels, green tech, waste management—but pays dividends in the longer term in terms of energy conservation and image. Physical environmental activities and certification are attractive to high-end, eco-friendly tourists who are prepared to pay a premium for sustainable travel in INNSiDE Liverpool. Environmental promotion also works to differentiate the hotel from a plethora of urban rivals. The difficulty is, though, how to charge these costs to stakeholders in the near term. INNSiDE's response demonstrates that responsible investment in sustainability can create profitability through operating efficiency and customer retention if approached sensibly.
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Slide Note
· COVID-19 shifted consumer priorities → health & sustainability
· INNSiDE offers:
· Digital check-in
· Recycled amenities
· Local green partnerships
· Challenge: Balancing eco-experience with luxury expectations.”
Speaker Notes:
Socially, post-COVID travel trends have shifted to wellness, hygiene, and sustainability. INNSiDE is responding by offering digital check-in, reused toiletries, and requesting consumers to consume less. These behaviours draw changing values, especially Millennials' and Gen Z's. Low-impact experience challenges luxury provision, however. Some customers are hungry for excess and daily sanitation, but others require less. INNSiDE navigates this by designing adaptive engagement—guests have autonomy in on sustainability, with no compromise in liberty. This tailored response is characteristic of a larger hospitality movement: guest preference is respected by enabling greener choices.
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Slide Note
· Adoption of:
· Smart lighting, keyless entry
· AI for HVAC and guest personalisation
· Technology supports both efficiency and guest satisfaction
· Risk: alienating non-tech-savvy guests
Speaker Notes
Technological innovation is the showstopper of INNSiDE's sustainability strategy. The hotel operates AI-driven HVAC to conserve energy, smart lighting to minimise waste, and keyless check-in to simplify and clean up life. These technologies are both enhancing the guest experience and the environmental performance. INNSiDE also uses green gamification in its app, where people are rewarded for behaviours such as not having their room cleaned daily or using the stairs. This makes sustainability a choice and turns it on, encouraging behavioural change without appearing to constrain. Of course, not all are IT literate, so staff training and the like still have a place in making it available and gaining satisfaction.
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Slide Note
· Sustainability and guest experience are not mutually exclusive (Liu, Xiao, and Wang, 2024). 
· INNSiDE effectively integrates eco-practices through:
· Tech innovations
· Local collaborations
· Experience-driven design
· Challenges: balancing cost, communication, and customer diversity
Speaker Notes:
And finally, sustainability and guest experience are not mutually exclusive—these can and should be done at the same time. INNSiDE Liverpool is a success story with its application of sustainability both in back-end business and guest services. The hotel's application of green technology, employee involvement, and local suppliers is an exhibition of dedication to real environmental stewardship. Challenges are not insurmountable, such as covering initial costs, adequate communication with multi-cultural guests, and upholding luxury standards. These findings are an invitation to the reality that the prosperity of the city hospitality sector is founded on a dynamic, well-balanced, and experience-based model of sustainability.
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Slide Note
· INNSiDE Liverpool exemplifies how urban hotels can lead in responsible hospitality
· Sustainability must be communicated clearly, Integrated holistically, and aligned with guest values
· The hospitality sector has a transformational role in climate resilience and social wellbeing
Speaker Notes:
Overall, INNSiDE Liverpool demonstrates that urban hotels can be sustainable while still being guest-centric. With the connection of practice within the space to experience design, hotels can meet the emotional and ethical requirements of contemporary travellers.  As the city's hospitality evolves, INNSiDE Liverpool shows how guest experience and sustainability can align. The Triple Bottom Line model is the basis on which this convergence takes place, and the Experience Economy model addresses why it is that going green is a factor in guest satisfaction and loyalty. As urban hubs take the lead for net-zero ambitions, hotels can take the lead—and not follow legislation behind. This study establishes the communication channels, innovation, and personalisation processes associated with embedding sustainability as a business and customer value proposition. Thanks for listening.
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Slide Note
1. Improve Guest Communication:  Digital signage, eco-briefings, feedback loops
2. Personalise Green Options: Plant-based menus, eco-tourism package (Carrillo et al., 2023). 
3. Enhance Employee Training: Sustainability awareness = better guest advocacy
4. Advanced Green Technology: AI-HVAC, green gamification in guest app
5. Partner Locally: Eco-certified vendors + authentic regional experience
Speaker Notes:
Five strategic recommendations are derived from the findings. First, improve guest communication—take advantage of the use of signage, apps, and welcome briefings to detail eco-practices. Second, green experiences should be customised by providing bespoke alternatives according to guest information. Third, train staff so much better that staff are more at ease talking and selling sustainability concepts. Fourth, keep investing in such technologies—AI software, solar panels, and gamification tools. And lastly, form local partnerships with eco-certified tour operators and suppliers. All these measures can create INNSiDE's brand trust as an ethical hotel, boost guest loyalty, and inspire others in the urban hotel industry.
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Slide Note
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