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Greener practices are procedures that strategically reduce and mitigate the environmental impact caused by the regular operations of organisations (Rajiv Kumar D, et.al 2022). Being one of the major industries causing high environmental impact with a rising number of sustainability-conscious customers, green practices are an inevitable and critical factor in the hospitality industry (Al-Jaboori, et.al, 2020)0   The practices include food waste management, ethical sourcing, effective utilisation of resources, eco-friendly practices in operations, achieving energy efficiency etc. According to research by Paymentsense, hospitality factors are responsible for 15% of UK greenhouse gases, and they generate 920,000 tonnes of food waste each year of which 75% are avoidable.   The energy costs in the sector exceed £1.3 billion and generate 8 million tonnes of carbon emissions. Additionally, the demand for mandatory compliance with sustainability rules and regulations such as plastic packaging taxes and food wastage management has a significant impact on operational cost and responsibilities. Furthermore, overall, 66% of guests and 58% of visitors have a high preference for sustainable hotels and 80% of diners prefer locally sourced and locally flavoured ingredients. (Mark H,2020) The eco-conscious business has an increased reputation which in turn results in profitability and sustainability. Customer satisfaction is a mediating factor between eco-friendly initiatives and customer loyalty as green practices have a direct impact on customer satisfaction and lead to sustainability and loyalty  (Yusof. et al,2017). Moreover, achieving energy efficiency has significant cost savings. For example, in the hospitality industry alone, managing food waste saves an average of £20,000 annually. The Savoy London is the only five-star luxurious hotel on the river Thames in the heart of London city located in the Strands, Westminster which opened their service in 1889. The most popular hotel in London with its Edwardian-style architecture, it has 267 rooms and suites with some rooms offering a river view. (The Savoy,2024) The hotel is currently owned by Kingdom Holding (50%) FRHI and Katara (50%) and managed by Fairmont Hotels and Resorts which is a part of the global luxury hotel group Accor. The Savoy is popular for its renowned clientele, such as royalty, popular leaders and celebrity guests. The Savoy upholds the sustainability mission of Accor group which is renowned for its commitment to sustainability, responsible tourism and community development and outreach. As part of it, The Savoy is highly committed to Accor’s sustainability initiatives guidelines and practices throughout its operations even at the corporate level and is aligned with Accor’s ‘Ethics & Corporate Social Responsibility Charter’ and ‘Responsible Procurement Charter. The Savoy is following and fulfilling  Accor’s environment pledges on waste management, energy efficiency commitments, protection of biodiversity, health and nutrition promotion, ethical and eco-friendly dining in a way that it is closely knitted to their daily operations to achieve sustainability goals without compromising their renowned guest experience. (The Savoy, 2018) A  gap analysis to identify a gap in their sustainability efforts will be done and solutions will be recommended.

As an appreciation for embracing green practices in their daily operations, In 2024 the Savoy was awarded Green Key UK Certification, FuturePlus impact certification etc which are the leading standard of excellence certifications which are credible achievements to prove the excellent efforts of their committed sustainability practices. (The Savoy, 2024) . Being a Fairmont-managed hotel, a brand of Accor The Savoy aligns with Accor’s Planet 21 programme. Their sustainability goals are to reduce, reuse, and regenerate. (Accor, 2025) The 3Rs principle emerged from the circular economy to ensure the protection of the environment, and enhance sustainability through the effective use of resources (Alexis.L, et.al 2021) The major advantage enjoyed by  Savoy for adapting sustainability to the corporate objectives is not only addressing environmental and sustainability issues but also benefited with high reputation, loyalty and profitability. The hotel becomes self-sustainable and cost-efficient in terms of energy, water consumption and reducing waste. The efforts are appealing and attract a good number of ecologically sensitive consumers. Even Though initial investment to adapt the technology for sustainable practices, it benefits in the long run and results in substantial savings.   (Fairmont,2023) Millennials and Gen Zs - are reshaping hospitality with their ecological consciousness, demand for authentic personalised experiences, and technology, and are ecologically conscious which opens up opportunities for future prosperity. (Ivana.J, 2024) 
The major challenges to incorporating sustainability into operations are the financial investment in operational transitions, training, and maintenance costs. Another challenge is the resistance from staff due to lack of awareness or interest, skill gaps, and waste. Similarly, customers who are unaware of the benefits of sustainable practices, ineffective marketing etc. Other challenges are unawareness of decision makers, compliance with environmental rules and regulations, obtaining permissions, certifications, technology and facility installations to increase efficiency and so on. Lack of cooperation from suppliers who primarily aim for profitability. The Savoy is also extensively working towards eliminating the challenges. (EHL graduate school, 2024) 
To explain the greener practices within operations and how they benefit the operations, the Savoy’s key focus areas are Biodiversity and ecosystem conservation, sustainable operations, energy and water efficiency, reduction of greenhouse emissions, recycling and reuse, guest and community engagements in sustainability initiatives and practices, Networking and collaborations with organisations for support and solutions. The reduction aims to reduce energy, water usage, waste and green gas emissions. Reuse and recycle aim for waste management and recycling the same and encourages re-usage. The process of regeneration aims to implement conservation with sophisticated technological solutions. They are highly committed to fostering a culture of sustainability within the organisations and among their stakeholders which includes employees, guests, and employees. For instance, the Savoy is promoting programmes such as Greening of greens, reuse of towels, conservation of bio-diverse gardens and so on. As part of integrating sustainability into operations, (The Savoy, 2025) 
Getting into details, The Savoy has achieved 100% elimination of single-use plastics and also ensures sustainability in amenities by sourcing from local suppliers who offer eco-friendly materials and ingredients For waste reduction, Savoy is using an AI-managed monitoring system which tracks the amount of wastage and helps to reduce it. The hotel is recycling cooking oils for renewable energy and biofuel. The recycling and reuse efforts helped to eliminate waste across different areas of the hotel and have achieved a record rate of 98% in recycling. Considering the usage of renewable energy sources, the Savoy has succeeded in its efforts to reduce Savoy;’s carbon footprint permanently through intelligent energy building control and smart heating and cooling systems. The Hotel has installed a combined heat and power plant which reduced their dependence on the energy grid by half. Additionally, heat from the kitchen is being rescued to preheat domestic hot water. The hotel has a smart tracking system for 24 hours for water energy consumption. The energy lighting is being used while lighting and room temperature in the rooms are monitored via thermostats and the possibility of natural ventilation as needed. (The Savoy,2024) 

The Hotel uses 100% renewable energy sources to purchase energy supplies and 100% of their gas supply is Carbon offset through certified practices for carbon reduction.  With EcoSPIRITS, a premium technology for low carbon and low waste distribution, the Savoy has reduced CO2 emissions to 90$ in wine and spirits. The carbon footprint labelling in Menu, Klimato allows the guests to choose sustainable options. A regular water and energy consumption check regulates the usage, and guests can also participate in this programme by reusing towels and linen. The Savoy well is an on-site bottling facility where freshwater and still water are provided in reusable glass bottles. To achieve food sustainability, The Savoy’s thoughtful menu with organic, fresh, sustainable, and locally sourced ingredients in the food offerings. The Concierge is well knowledgeable about eco-friendly spaces, bicycle hire etc. As part of biodiversity conservation, The Savoy Bee Hotel attracts Vitol pollinator bees and is given as a gift to Canada House in Trafalgar Square Additionally as part of community support, the hotel joins with the London Heritage Hotel and supports charity initiatives. The Savoy aligns with Accor’s ‘Ethics & Corporate Social Responsibility Charter’ and ‘Responsible Procurement Charter’. (The Savoy, 2024) 

By analysing the above, it is evident that the hotel has significant gaps in various areas of sustainability such as relying on external resources for waste management, lack of published reports, limited customer engagement in sustainability programs etc. In which GAP analysis will be done based on limited customer engagement in sustainable initiatives. Based on the information on the official website of Savoy, it is evident that the customer’s engagement was passive without an in-depth understanding of their participation, for example, agreeing to reuse the towels, no linen change etc. It is important to address customer engagement in sustainability promptly as Millenials and genZ are the fastest consumer categories in the hospitality sector and have considerable buying power and influence in the travel and tourism industry where the industry can expect a remarkable shift in consumer preferences. They demand eco-friendly approaches and deeply personalised experiences in every aspect of their journey, they are both immersive and explorers who prefer destinations and hotels that prioritise commitment to the environment. This situation demands prioritisation of customer engagement in sustainability activities to ensure the future prosperity of the business (Seyfi. et al, 2023) By addressing the gap, the hotel and the brands can enhance customer loyalty, competitiveness, profitability, positive social and environmental impact, community support and support Accor and Fairmont green goals. (Ruiqi. V, et.al 2024) 

According to a Forbes 2019 survey reveals that 73% of millennials explore websites, social media and reviews to check the authenticity of the claims before choosing a hotel  97% share their experience on social media which can be a strong marketing opportunity. (Farazad. K, 2019) . A more interactive and attractive customer engagement strategy that upholds sustainability efforts and its benefits especially,  the impact each customer can make on the overall efforts would be a motivation for customers as it allows them to see their contribution (Deloitte, 2023)  to attract Gen Z and Millenials who are the most potential customer category in the coming years.(Samak.S. et.al, 2024)  A web-based /app-based dashboard sharing information on the above allows them to see the impact of their contributions.  An eco-friendly welcome experience in the room tablet /app with a QR code to access the hotel’s sustainability efforts which also explains how to participate in different levels. A reward programme for the customer’s participation in sustainable stay initiatives offering points which can be redeemed on loyalty programmes and earn discounts on selected services. For instance, Mayfair Hotels London is supporting Tree Council through their “ Give green, get green” programme where they offer a 30-pound credit for food and beverage and encourage the customers to use half and donate the rest to Tree Council ( 1hotels, 2024) The Hotel already has a sustainability menu. It is highly important to share these visuals and information with the customers via in-hotel displays, websites, social media pages and apps.  It is ideal to offer sustainability in the food menu with local and seasonal ingredients and each item in the menu must have a story to tell regarding how organic and sustainable it is. (Deloitte,2023) To promote carbon footprint reduction during their stay, a carbon footprint calculator can be added to the app and those who are willing to offset the same can participate/support it through charity donations or luxury curated activities. For instance, Marriott Bonvoy's good travel initiative offers opportunities for guests to participate in the community support curative programmes ( Marriott, 2024) The guests who made a significant effort for a sustainable stay can be appreciated and a designer luxury gift hamper can be offered with traditional crafts to support the community. Further, interested people can participate in traditional craftwork shops. Using eco-friendly materials. Regular feedback will help to understand the customer experience, the things they are happy with expectations and shortcomings and will create an opportunity for improvement. (Indiana.L. 2025) 

To conclude, balanced importance must be given to all the factors contributing to sustainable efforts to achieve the overall goal. (Kate.V,  2022)   Customer engagement is a high priority and all the gaps must be addressed to achieve the fast-growing consumer segments that are the future potential clients of Savoy London.
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