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In the current climate eco-friendly practices are presumed as standard (Jaykumar, 2020) and it is widely expected that all organisations strive to achieve this objective. In fact, there can be a negative impact on the satisfaction levels of the customer if an organisation chooses to ignore this expectation (Jaykumar, 2020), with many consumers being prepared to pay more for these standards to be in place. However, there are studies such as Understanding Guests’ Intention to Visit Green Hotels (Eid et al, 2021) and Eco-friendly Attitudes, Barriers to Participation, and Differences in Behavior at Green Hotels (Baker et al, 2014) which suggest that whilst this applies for some customers, there are consumers that see a more sustainable approach as resulting in a compromise of comfort. Within the hotel industry, it can be argued that the department where the most enjoyment is expected is the bedroom, as this department is guaranteed to be used by all overnight guests, and is the area they utilise to rest. Therefore, it should be investigated how far the housekeeping department of the hotel is affected by sustainable practices, and does the opinion of the consumer, and their level of overall satisfaction, change when considering this. 
There has been quite extensive research into sustainability as a whole in the hotel industry, but the research into the direct effect on customer satisfaction from the perspective of the housekeeping department and hotel bedrooms, is more limited. The focus instead, is usually on the staff members and their thoughts towards more eco-friendly job expectations (Choy et al, 2021).
This research proposal will identify the need to understand how accurate the assumption is that eco-friendly housekeeping practices will reduce the level of customer satisfaction overall. By understanding this, an organisation will be able to improve their service offering, and ensure their business strategy is as accurate as possible. This will contribute to long-term success and enable a company to benefit from customer loyalty (Eid et al, 2021).
[bookmark: _Toc165304564]Research aims, objectives, and research question discussion
The research objectives are as outlined below:
· To discover if eco-friendly housekeeping practices, the reduction of amenities, and reduced bedroom servicing, impacts negatively on standards of customer service and the guests’ expectations.
· To investigate whether sustainable housekeeping practices impact the comfort level of the guest in a way that reduces their overall satisfaction.
· To understand what the customer attitude towards a hotel adopting environmentally friendly practices within housekeeping is, and whether this has an impact on their overall experience. 
· To discover if there are any result correlations within particular demographics such as age or location.

The aim of the research is to explore in depth whether the assumption that eco-friendly practices in hotel housekeeping actually have a negative impact on the satisfaction of the customer overall. The assumption prior to the research being conducted is that a consumer, or the majority of consumers at least, would agree that it does reduce satisfaction levels. It is presumed that customers expect a level of luxury that they perhaps do not afford themselves in their own homes. Examples could be daily towel changes, daily bedding changes, bottled water, and single use toiletries. If indeed the majority, or all, would agree, then the secondary area for investigation is to discover to what extent, and in what ways this is the case. Is it more likely that a certain demographic would hold this belief, and is it possible to identify why. 
[bookmark: _Toc165304565]Research Rationale discussion
In the current climate, there is no denying that sustainability is a substantial concern, particularly in the hospitality sector. Hotels in particular are the biggest contributor to pollution in the service industry. The housekeeping department, and the actions that it takes, have a huge impact overall (Choy et al, 2021). It is therefore vitally important that more eco-friendly practices and procedures are implemented. However, as it is not possible to constantly observe behaviours within hotel bedrooms, it is complicated to police.
In addition, the bedroom of the hotel is automatically associated in the guests’ minds as being a place of solitude and comfort. It is also an area where luxury is not only sought, but expected. As a result of this, it is important to understand how far a guest associates sustainable approaches as being at the cost of luxury. It is also important to understand whether these luxury amenities are actually used by a guest when they stay in a hotel (Dev et al, 2018). By understanding this, it can be possible for a hotel to achieve long-term success by discovering ways in which they can be more sustainable without compromising on their service offering.
The areas of research that have been identified in the objectives above show a gap in information, and provide different areas that can be explored to greatly benefit both the consumer and the business performance of the organisation. As society continues to suffer the effects of pollution, and prioritise the promotion of sustainable practices, this research can prove pivotal for the hospitality industry and hotels in particular.
[bookmark: _Toc165304566]Key literature presentation
It is widely understood that sustainability is a global concern, and it is well known that organisations in all different sectors are expected to adopt more sustainable practices. The hotel industry is one such sector that is not only making these changes, but is using it as a tool to generate more business. Global frontrunners such as Marriott International and Accor Hotels have chosen to take part in The Green Key initiative, a scheme where sustainability is measured by a third party through regular audits and then scored accordingly (Green Key, 2023). They do this to promote their dedication to eco-friendly practices and entice more customers to choose their properties. This certainly seems to work, as more and more green hotels continue to successfully operate. Many customers see sustainability as a non-negotiable requirement for their hotel stay, and so it is important to adapt in order to win business (Abdou et al, 2022).
There is much research into how hotels are implementing sustainable practices, and it has been shown that elements such as sustainable cleaning products, a drive on recycling measures, and locally sourced produce are popular ways that organisations are striving to be more sustainable (Baker et al, 2014). There is also research that shows how hotels are striving to implement these aspects in the housekeeping department. There have been discussions regarding how this may affect employees as they inevitably find it more time consuming to prepare a room for a guest that has not been serviced during the stay of the previous resident (Choy et al, 2021). This lies alongside other concerns such as the ability of an eco-friendly cleaning product versus a non eco-friendly cleaning product, when considering ease and speed of cleaning for example.There has also been research conducted to identify and discuss how important sustainable practices are to a hotel user in a generalised sense, or when considering whether they would choose to stay in an exclusively green hotel (Eid et al, 2021) over a hotel that does not follow sustainable suggestions as strictly.
However, there are a limited number of studies dedicated to the housekeeping department solely and the thoughts and feelings of the consumer in relation to sustainable practices in this area. The hotel bedroom is the only area of the hotel that is guaranteed to be used by every guest that is staying overnight. Therefore it is arguably the area where it is most important to be sustainable. However, as this research proposal suggests, there is a concern that sustainable housekeeping practices would have a detrimental effect on the enjoyment of the guest overall as they could feel their expectations of luxury have been compromised or ignored. 
Guest satisfaction is hugely important for a hotel’s survival. With review sites so easily accessible, it is possible to share feedback on a global and public stage immediately (Brazytė et al, 2017). This can contribute to ongoing success or potential failure. It has become commonplace for consumers to conduct their own research via this medium as part of the decision making process. In addition, with such fierce competition within the marketplace, it is not difficult for a consumer to be enticed away from their usual brand. Therefore, providing guest satisfaction is fundamental as brand or consumer loyalty is not so easily guaranteed in the current climate (Dixit, 2020). It is further complicated as current research shows that consumers will usually adapt their expectations depending upon aspects such as the destination they are travelling to and the purpose of their trip. Anticipating and satisfying these needs can be extremely complicated (Brazytė et al, 2017).
In Eco-friendly Attitudes, Barriers to Participation, and Differences in Behavior at Green Hotels (Baker et al, 2014) it was determined that consumers behave in a less sustainable manner when staying in a hotel than they would at home. They also determined that whilst consumers do agree that sustainable practices are important, they do not prioritise it when selecting a hotel property. When this is considered it could be argued that the assumption that sustainable housekeeping practices would suggest a compromise of comfort, and therefore reduce overall customer satisfaction, is an accurate one. Furthermore, it can be difficult for a hotel to implement sustainable practices without it potentially suggesting to the consumers that there is a danger of inconvenience and cost cutting implementations (Baker et al, 2014). It can be challenging to market sustainability measures in a way that offsets this stereotypical assumption. It has been highlighted that many consumers believe that sustainability measures should affect the organisation but not them as the consumer. This opinion would suggest a dissatisfaction with reduced services and amenities, and would expectedly result in a consumer that is not prepared to pay what they see as a premium price, for eco-friendly measures to be implemented (Baker et al, 2014). It is clear that it is incredibly difficult for an organisation to satisfy sustainablility concerns, operate at a profit, and provide the level of service that the consumer expects (Baloglu et al, 2015) and this is why it is so important to understand the thoughts of the consumer to give the organisation the best opportunity to satisfy all aspects. 
Further questions that have been raised include whether a consumer would expect an organisation to be sustainable across the board, or whether they would prefer this approach was not implemented in the housekeeping department. This could be so that the consumer feels as though they are contributing to eco-friendly efforts, but with a degree of separation that allows them to continue to enjoy the luxury of daily towel and bedding changes for example. This is a particularly interesting point because research shows that upwards of half of consumers do not require this particular service, and would appreciate a card in their bedroom that allows them to decline it (Berezan et al, 2014). However, it is not presented how this same consumer would react if the service was removed as an option altogether. Would they still appreciate the sustainability efforts, or would they feel as though they are seeing a reduction of service without a reduction of price? This lack of data needs to be acknowledged, and research such as this proposal need to be completed, as the results that it could yield would have a great impact on the long-term success of an organisation, the satisfaction level of the guest, brand loyalty, and would enable the best possible service offering.
Another important consideration that is relevant to this research proposal is discussed in Energy Efficiency Initiatives at Upscale and Luxury U.S. Lodging Properties: Utilization, Awareness, and Concerns by (Baloglu et al, 2015). They consider the issue of education in direct relation to sustainability. They question whether a substantial part of the eco-friendly practices implementation is affected by the lack of education within the senior management team. If there is not sufficient education on processes and approaches then it is possible that incorrect decisions will be made in the quest to go green, and this could result in an unnecessarily compromised service offering. By understanding the link between service, sustainability and business performance, it would be possible to satisfy all aspects. A clear understanding would allow for the most informed decision to be made. In essence, it is about avoiding making the wrong changes through uncertainty. The main takeaway that this study discovered was that cost and guest satisfaction are the primary obstacles that hotels struggle with when implementing sustainable practices. This is interesting as it shows the importance of customer comfort not only in a general sense, but in direct relation to the subject of this research proposal – sustainability. However, as mentioned above, without understanding exactly how the customer feels and what they see as non-negotiable, it is not enough to be concerned with guest satisfaction levels and decide for them. Communication is key to success and research such as I am proposing is vital to enable a full understanding. This study also determined that transparency to the guest is vitally important. If they are communicated clearly to, and afforded a full understanding of what is happening and why, then it usually leads to acceptance. 
Another study that drew the same conclusion is Sustainable Hotel Practices and Guest Satisfaction Levels by (Berezan et al, 2014). They determined that guest education is fundamental to acceptance. They concluded that in order to encourage a hotel guest to take on a portion of social responsibility, the organisation will need to educate the guest in a manner that results in them balancing their expectations of service with their contributions to sustainable practices. 
This is an important consideration for this research proposal and will be incorporated into the questions asked. However, what these studies do not appreciate is how the guest truly feels even when educated. Whilst the guest may understand and appreciate the need for sustainable practices to be implemented, they may still feel a lower sense of satisfaction when directly confronted with them via their hotel bedroom. An example of this comes from the concept of the room key card being inserted in a dock on the wall to enable the lights to come on. This would avoid unnecessary energy usage if a guest doesn’t switch the lights off when they leave the room. At first thought this would appear to be an easy and non intrusive practice that should be installed. However, if a guest then returns at night, and struggles to locate the dock on the wall, causing a delay in the lights coming on and therefore a delay in them entering their bedroom, they could see this as a reduction in their comfort levels. It cannot be underestimated how important the basics of comfort are to a consumer, particularly when it relates to their bedroom within a hotel (Baloglu et al, 2015).
This literature review has highlighted the need for a more deeper understanding of the thoughts of the consumer, and what they attribute with luxury in order to address the discrepancy between sustainability and comfort. It has become clear as the existing research has been analysed there is somewhat of a preoccupation with assumptions rather than a direct understanding of how the consumer actually feels.  
[bookmark: _Toc165304567]Proposed methodology discussion
The proposed methodology for this research would be quantitative in its approach. The use of questionnaires and surveys would encourage participation. The reasons for this are that they are straightforward to complete, usually multiple choice questions, or satisfaction level ratings on a 1-10 scale. This scale would provide a range from strongly disagree through to strongly agree. Another reason why this approach is more likely to gain engagement is that it can be completed at a convenient time for the participant, and offer a degree of separation that would encourage honesty. There is time to consider answers, and respond thoughtfully, rather than in an interview scenario for example which is more pressured and could insight quick judgements that are perhaps not indicative of true feelings. Quantitative data also supplies a large volume of statistics that can be extensively analysed. With a research aim that includes questioning to what extent customer satisfaction could be affected, statistics are a vital tool of measurement and a large number of respondents is key to realising the objectives of the proposal. Quantitative measures are also popularly considered to be more accurate in their results as they encourage an objective rather than subjective result (Saunders et al, 2019).
Saunders’ research onion is a great tool to utilise when conducting detailed research into a particular topic (Melnikovas, 2018), and it is this framework that has inspired the approach of this proposal. It allows for building on results gained. The outer layers would be this quantitative data collection, and the inner layers would allow for extensive statistical analysis and further questionnaires or mixed method approaches. Additional secondary research such as interviewing participants of particular interest in order to gain further and more detailed insights (DeCuir-Gunby et al, 2016) could be identified and actioned as a result of using the research onion. Overall, as explained, a quantitative approach will be taken, but the research proposal is prepared to adapt as the data is collected if this is deemed necessary to realise the research aim.
[bookmark: _Toc165304568]Advantages and disadvantages of proposed methods
The advantages of quantitative data collection through surveys and questionnaires are that it is possible to gain large amounts of data that can be closely analysed to determine trends and overall statistics. These statistics will help to establish patterns of behaviours in consumers, and in different demographics, and will enable a more accurate result overall. They are relatively quick to put together, and I will use the format of Microsoft Forms, as it is straightforward to collect data with. Again, with Microsoft Forms it is possible to download results already compiled into an Excel spreadsheet for ease of analysis. These aspects mean that quantitative data collection is far less time consuming than qualitative data collections such as interviews for example (Saunders et al, 2019). Interviewing can also result in a lower engagement rate as participants cannot complete in their own time, and would need to dedicate more time overall to the experience. In addition quantitative data allows for more generalised behaviour patterns to be established, which is difficult to achieve with a qualitative approach.
However, there is a disadvantage to the quantitative method. The research question does consider a human emotional reaction, and it could therefore be argued that it is somewhat subjective in its nature. As a result of this, the outcome of the research could be further enriched by following a research methodology that invites the opinions and interpretations of the participant rather than an explicit right or wrong factual answer (McGinley et al, 2021). Interviewing can provide this opportunity as it would allow for inductive reasoning. This research would seek to overcome this by implementing more subjective questioning styles within its questionnaires. As mentioned above, a rating system helps to gain more subjective insights, and the option of additional comments boxes would allow for more personalised responses. There would also be the possibility of analysing responses of particular interest and reaching out to those participants to request a follow up interview. This would be more of a mixed method approach, and would be time dependant of course (DeCuir-Gunby et al, 2016).
[bookmark: _Toc165304569]Presentation and evaluation of effective methods and tools for data collection
As mentioned above, the method of data collection that this research proposal will use is quantitative in nature and will consist of surveys and questionnaires. In order to gain the necessary data to successfully interpret results in a subjective manner, there will be multiple answer questions and the utilisation of a rating system. The main hypothesis that is suggested in this research proposal is that it is correct to assume that sustainable housekeeping practices will lower the level of customer satisfaction. Therefore it is important to firstly establish if this assumption is accurate. The questionnaire would begin by asking that question directly, with a yes or no answer. It would then ask why, in order to establish patterns in responses and further insight. From there it would be important to ascertain what areas of sustainable housekeeping practices compromise the level of customer satisfaction. Questions here would include: would your comfort be compromised if daily room servicing was not available? Would you decline the offer with or without an incentive to do so? Do you expect single use toiletries? To what extent do you associate multi-use refillable toiletries with a reduced comfort level during a hotel stay? By including a scoring system from 1-10, it will encourage the participants to really consider the answer that they are giving. Similarly, by asking why as a follow up question to any questions that require a yes or no answer, it will again encourage thought and reasoning, and allow for patterns of behaviour to be established and compared.
Once this aspect has been fulfilled, the questions would move on to consider the other objectives of the research proposal. These questions would focus more closely on expectations and the results of those expectations not being met. In the current times, do consumers expect the luxury single use and non-sustainable elements? If so, would they immediately feel as though they have not been given the service that they have paid for if they were not available, even if it is something that they weren’t planning on using anyway?
Broader questions would also provide great insight here, it is important to establish how a customer feels about sustainability in general, and then how this may change when it directly affects them. This method of questioning allows for substantial amounts of data, and answers that are rich in information to compare, contrast and identify trends. The use of an online submission system, in this case Microsoft Forms, allows for easy creation, straightforward sharing and submission, and is therefore more likely to encourage participation. The ability to draw results in a spreadsheet format allows for quick identification of any areas that require further attention, and will allow for a seamless transition into a follow up questionnaire to certain, or all, participants if desired. The survey or questionnaire can be completed at any time, it can be partially completed and returned to with ease, and is simple to create and navigate. This will speed up this part of the process so that more time can be spent on the crucial element which is the interpretation and presentation of findings (Saunders et al, 2019).
By focusing on the consumer, it opens up the possibilities of participants as we are all consumers after all. The vast majority of people have stayed in hotels more than once, in different locations, and for different reasons. Therefore it would be relatively straightforward to compile a list of desired participants. However, in order to gain the most useful data, it is important to include varying demographics and this must be considered when compiling a request list for participation. The demographics of particular interest are female opinions versus male opinions and the difference in opinion depending on the age bracket of the participant. The reason these demographics are of particular interest is because it has been suggested that women are more likely to appreciate the need for sustainable housekeeping practices than men and so it could be assumed that women would be less critical of these practices from a guest satisfaction perspective (Jaykumar, 2020). It has also been suggested that the older generations are less likely to be concerned with the implementation of eco-friendly measures, and therefore the risk of a reduced satisfaction level would be more likely with this demographic versus younger generations (Jaykumar, 2021).
It would also be useful to gain some perspective from hotels as well, as they have their own guest satisfaction surveys and reviewing systems that will most likely have yielded some hugely relevant information. With a database of partner hotels through my employment, it would be possible for me to gain extensive knowledge and comparisons between many different brands and locations. 
[bookmark: _Toc165304570]Resource implications and needs discussion
One of the main implications of any research is time. It can be quite time intensive to create questionnaires as preliminary research would need to take place to ensure the correct questions are included. This is a large scale task for one person to complete, and it is therefore important to understand if additional contributors are required. If so, the need to source the correct help would contribute to the time taken to complete overall (Saunders et al, 2019). I plan on navigating this concern through my current employment. I work alongside a team that has extensive experience within the hospitality industry, and also a large network of contacts within the hotel sector. I can therefore call upon my peers for support with compiling questions, and with identifying participants. This directly relates to the next implication which is ability. There is a skill attached to questionnaire writing and convincing potential participants to submit a response. This would need to be taken into account to avoid the pitfall of a disengaging survey that does not provide accurate results, or the lack of responses altogether. When a survey is sent out in a link to a form format through an email, it is easy to ignore the human side of that interaction, making it easier for somebody to disregard the request and decide not to participate. This is an important aspect to consider so that it can be avoided, as with this research, high levels of data are desired.
Another important reason to consider closely the flow of the questionnaire is to avoid it being viewed as a means to an end. I do not want participants to just click through quickly in order to complete as fast as possible. Instead I want to engage their thoughts and feelings to the degree that they really think about and consider what I am asking. This will avoid them answering in haste and potentially providing responses that are not genuine. This is where it can be more complicated to choose surveys or questionnaires over methods such as interviewing. It is difficult to be blasé and nonchalant when you have somebody directly in front of you hearing your answer immediately, and building opinions in real time. An engaging and well structured questionnaire would enable the discrepancy between these two to be reduced as far as possible, which is why utilising the skills and knowledge of my peers will be crucial in the planning stages.
[bookmark: _Toc165304571]Presentation of time plan for the research process
An established and preplanned time plan is crucial to ensure that the proposed research can be effectively carried out. There are stages to the research process and these include: preparation, ethical clearance, survey or questionnaire composition, data collection and analysis, an interpretation of findings, and the identification of further research opportunities (Saunders et al, 2019).
When preparing for data collection it is important to determine that a fully conducted literature review has been completed to enable the compilation of relevant questions for surveys and questionnaires. These questions would then need to be created in the chosen format, with Microsoft Forms being the chosen tool to utilise for this research proposal.
It is important to gain the relevant ethical clearance prior to requesting responses. Once this ethical clearance has been obtained it will be possible to compile a finalised list of desired participants. The next stage would be to share the relevant request for participation and await the results. All received data should be compiled in a format that encourages detailed analysis. This analysis should include the identification of patterns, a full understanding of the results gained, and an informed interpretation of the findings in order to reach conclusions, and identify any further research opportunities that have been discovered. For this research proposal I plan to download the Microsoft Forms data into an Excel spreadsheet and then utilise the attributes of Excel to create graphs for comparison purposes. As a visual learner, I believe this will enable an easier comparison of results and identification of trends.
The data should then be presented in the desired format, which in the case of this research proposal would be a combination of graphs and a written case study. It would be necessary during this process to revise and edit where required. Overall this would be a process that would require up to four months to complete. The anticipated time frame would be one month to six weeks for preparation, another one month to collect the data, and a further month to analyse the data and prepare the finalised case study.
[bookmark: _Toc165304572]Ethical considerations

All participants must give informed consent prior to participation. All aspects of the data collection must be explicitly communicated, this includes what the research is, how the data will be obtained, what the analysis process will look like, and how the final data will be presented (Saunders et al, 2019). Privacy and confidentiality of the participants data must be maintained at all times, and promised to participants prior to the data collection taking place. It is important to ensure that the data is stored in a confidential manner to protect those involved. A further consideration is if anonymity is possible, and this should be implemented where it is deemed appropriate. It is also important to take steps to anticipate any potential risks to participants and work to eliminate or reduce as far as possible these risks prior to commencing with the data collection. A final duty of care from an ethical perspective is to ensure that there is a policy in place to react to any potential risks that could occur during the process and ensure there is an available support system in place if necessary (Terrell, 2022). I will use the University of Wales Trinity Saint David ethics procedure to meet these requirements. All the relevant information regarding the ethics procedure can be found at: Research Integrity and Ethics | University of Wales Trinity Saint David (uwtsd.ac.uk). The relevant ethics form is the PG2/E1 form and can be downloaded into an editable word document from the University of Wales Trinity Saint David website. There will be very limited confidential information required for my data collection. However, with participants email addresses required and names also, there is a need to follow the correct ethics procedures to protect all concerned.
[bookmark: _Toc165304573]Conclusion

In conclusion, this research proposal outlines the importance of sustainability and eco-friendly practices within the hotel industry, with a specific focus on the housekeeping department. This department has been identified as a key area of interest within the hotel as it is guaranteed to be used by all residents, and is the area within which their behaviours cannot be observed. This could of course lead to less sustainably conscious actions being taken. As has been identified, there is a concern that customers see the consequence of sustainability as being a loss of comfort, and so it is understandable that this would preoccupy an organisation as they seek to implement more environmentally friendly practices. However, what is not clear is what particular practices are looked at negatively by the consumer, and to what extent. This is the gap in research that this proposal has identified and seeks to fill. By understanding this, it can be possible to satisfy the needs of the environment whilst also satisfying the personal needs and expectations of the guest. The result from this will be a stronger positioning for the organisation in their marketplace, which is what every organisation strives for. It has been identified that a quantitative approach would be most beneficial to generate the needed data, and allow for conclusive results. However, the proposal appreciates certain benefits that a qualitative approach can bring, and therefore remains open to potentially incorporating some mixed method approaches if the initial data suggests it would be of benefit. I will utilise my contacts within the industry to ensure a vast and varied range of participants can be selected. I will also utilise the knowledge and connections of my peers to further enhance the success of the study and the range of results. 
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