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Executive Summary
In this case study, Delta Hotel Marriott in Waltham Abbey stands as a beacon of sustainability in the industry, embodying eco-principles. This assignment explores the significance of sustainability for Delta Hotel Marriott and the broader hospitality sector. It will be explored how sustainability is practiced and promoted in the hotel, specifically focusing on guest education and staff awareness. In doing so, I will address the role of guest awareness, the integration of sustainable practices into guest experiences, and staff training in sustainability. I will also discuss the "Serve 360" plan by Marriott, which guides sustainability and corporate social responsibility efforts, and how it aligns with Delta Hotel Marriott's operations and their target missions. 
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1.Introduction
                The concept of sustainability has become a defining theme in the contemporary landscape of the hospitality sector. In an era characterized by increasing environmental awareness and a growing preference for responsible, eco-conscious travel, sustainability has taken centre stage (Anu, 2023). For the hotel and hospitality industry, embracing sustainability is not a choice but a necessity (Han,2021). Discussing why sustainability has become a paramount consideration for the industry, with a special focus on the Delta Hotel Marriott in Waltham Abbey as a case study.
The hotel and hospitality sector represent a vital component of the global economy, offering a wide range of services and experiences to an ever-expanding clientele. However, with this significant role comes an equally significant responsibility – the responsibility to ensure that the industry's growth and operations do not compromise the delicate balance of our environment, communities, and cultural heritage (Cooper & Hall, 2018). As the world becomes increasingly conscious of its collective environmental footprint and the impacts of unchecked industrial growth, the hospitality industry has had to adapt, innovate, and reevaluate its operations (Duffy & Smith, 2003). Sustainability, in this context, signifies the industry's commitment to create an equilibrium between business objectives and the wellbeing of the planet (Jones, 2014). 
               Marriott is a global hospitality brand leader with a diverse portfolio of 31 brands, over 8,500 properties spanning 138 countries and territories. Founded by J. Willard and Alice Marriott in 1927, the company is rooted in their enduring principles. Marriott's culture emphasizes diversity and inclusion, and their core values prioritize the well-being of people. This commitment shapes all aspects of their business (www.marriott.com). 
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2. Overview of Literature
           Starting the journey into understanding the implications of sustainability in the hospitality sector (Nguyen, 2023) it is essential to lay a solid theoretical foundation. This section offers a comprehensive overview of key sustainability theories and concepts that are not only relevant but imperative for the hotel and hospitality industry (Bengi, 2019).  
2.1. Key Sustainability Theories and Concepts: Sustainability, as it belongs to the hospitality industry, is a multifaceted concept that extends beyond environmental conservation. It encapsulates a broader commitment to responsible practices, social engagement, and economic stability (Chan, 2013).  One of the fundamental sustainability theories accepted by the industry is the Triple Bottom Line (TBL) concept. This theory states that businesses should measure success not only in economic terms but also in social and environmental dimensions. In the context of hospitality, it implies that hotels must evaluate their performance based on profits, social impact, and environmental responsibility.
[image: ]
(Brooks,2014). 
Another integral concept is Corporate Social Responsibility (CSR). CSR refers to the practice of incorporating ethical and social considerations into business operations. In the hospitality sector, CSR is taking proactive measures to ensure that hotel operations contribute positively to the wellbeing of the communities they serve and the planet they inhabit (Farrukh, 2023). However, according to Flood, 2022, media contact, Marriott, following the United Nations Sustainable Development Goals (SDGs), uses its sustainability and social impact initiative, Serve 360: Doing Good in Every Direction. This program drives Marriott's dedication to create a positive and lasting influence in all the places it operates. This impact benefits the company's employees, customers, property owners, the environment, and communities worldwide.
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(www.civilsdaily.com,2022).  


[bookmark: _Hlk149215844]2.2 PESTEL Analysis: The PESTEL analysis framework provides a systematic approach to understanding the external macro-environmental factors that can impact an industry. Each of these factors plays a crucial role in shaping the sustainability landscape for the hospitality industry:
Political: 
· Government regulations and policies related to sustainability practices, such as energy efficiency standards and waste management regulations, significantly influence the industry's approach to sustainability.
· Terrorism and military conflicts can disrupt international travel and decrease demand for hotel rooms.
· Direct attacks on hotels and tourist sites can scare away guests and necessitate costly security measures.
Economic: 
· Economic factors, such as the cost of renewable energy sources and market demand for sustainable practices, can drive or impede sustainability initiatives in the industry.
· Slow economic growth and economic disturbance in Europe reduce individuals' buying power and travel in business purpose.
· The increasing of income and the stagnation of middle-class wages limit people's capacity to engage in travel.
Social & Cultural Factors: 
· Changing consumer preferences and values, including a growing interest in eco-friendly travel and responsible tourism, affect the way hotels approach sustainability and guest education.
· Increasing numbers of people plan to travel internationally, and travellers are willing to spend more.
· Cultural changes, such as the growth of Chinese and Asian travellers, also aging community in the U.S and Europe, can impact travel demand (www.pestleanalysis.com,2015). 
Technological:
· Advancements in technology, including energy-efficient systems and digital platforms for guest education, provide new tools for the industry to embrace sustainability (Hollander,2023).  A good example is Marriott Bonvoy, a mobile application provided [image: ]by Marriott International, designed to enhance the guest experience for members of the loyalty program. It allows users to book and manage hotel stays, access member benefits, earn and redeem points, and provides personalized services for a seamless and convenient hotel experience.
· Online rental services like Airbnb pose a threat to traditional hotel companies by offering lower operating costs and competitive pricing.
(www.mobile-app.marriott.com). 
Environmental: 
· Environmental considerations are at the heart of sustainability. Factors like resource availability, climate change, and conservation efforts shape sustainability strategies.
· Fuel prices can impact travel costs and demand for hotel rooms.
· Climate change and global warming can disrupt hotel locations, including flooding resorts and affecting ski and beach destinations (Fuchs, 2023). 
Legal: 
· Compliance with environmental laws and regulations is a fundamental aspect of sustainability in the hospitality sector. Hotels must navigate a complex web of legal requirements.
· Concerns include the abuse of Airbnb for running illegal hotels and non-payment of lodging taxes.

[bookmark: _Hlk149215890]3. Application to the Hotel and Hospitality Sector
In this section, the focus is on the specific ways in which sustainability practices are integrated into the operations of the Delta Marriott in Waltham Abbey. Examine sustainability initiatives within two key areas: guest experience and staff awareness. By exploring these dimensions, can better comprehend the hotel's responses to sustainability challenges, both the strengths and limitations of these responses, and how they contribute to a more sustainable and responsible hotel experience ( Kuokkanen & Catrett, 2022). 
Real Numbers from Delta Marriott Waltham Abbey: 
· Carbon Footprint: 17.72 kg/room night
· Water Footprint: 424.97 litres/ room night
· Environmental Practices- Guest Room Recycling
· Green House in the back yard of the hotel, where employees create a compost from some of the food waste and they plant a diversity of herbs used in the kitchen (www.marriott.com). 
3.1Guest Experience:
                 - Significance of Guest Awareness: Sustainability in the hospitality sector transform a diversity of operational strategies. It reacts profoundly in the experience offered to guests (Suki, 2015).  An aware and informed guest can engage with sustainability initiatives in a more meaningful way, transforming their stay into a responsible and eco-conscious journey (Theodoulidis, et. al., 2017). At Delta Hotel Marriott, the significance of guest awareness is fundamental. 
"Green Activities”, Sustainability Initiatives and Travel with purpose: To create a sustainability awareness among guests, Delta Hotel Marriott has implemented a series of "green activities" and sustainability initiatives. These initiatives enclose a wide range of experiences, from conserving water by encouraging guests to reuse towels and linens to promoting energy efficiency in room lighting. The hotel has incorporated practices like waste reduction and recycling, providing bins for sorting recyclables within guest rooms. These small steps contribute not only to an eco-friendlier stay but also to a better guest experience (Conrady, 2012). 
Delta Marriott offers guests the opportunity to be part of responsible tourism. Guests can participate in tree-planting activities, supporting local conservation efforts. Additionally, the hotel provides information in guest rooms, educating visitors on the environmental significance of the hotel's practices. This not only deepens guest awareness but also helps them appreciate the role they play in contributing (Moslehpour, et. al., 2023) to a sustainable and responsible hotel experience.
The slogan of Delta Marriott Waltham Abbey on the Home page is: 
,, Explore Epping Forest and enjoy our hotel facilities’’ 
Also, they promote as local attraction: 
· Coda Falconry
· Cedars Nature Centre 
· Epping Forrest 
· Paradise Wildlife Park 
· Copped Hall Trust (www.marriott.com). 
[image: ]
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(www.google.com/maps.com). 



[bookmark: _Hlk149216089] 3.2. Staff Awareness and Training:

             The hotel's commitment to sustainability goes beyond guest experiences; it extends to educating and engaging staff. Employees are essential stakeholders in the sustainability journey (Manosuthi, 2022). Delta Marriott employs comprehensive staff awareness and training initiatives. Staff members are educated about the hotel's sustainability policies and practices, the significance of responsible tourism, and their individual roles in implementing sustainable initiatives.
Educating and Engaging Guests: In turn, staff members serve as ambassadors of sustainability, interacting with guests on these critical issues (www.ukhospitality.org.uk).  Through their interactions, they educate guests about the hotel's sustainable practices, promote responsible behaviours, and encourage participation in "green activities." This staff-guest engagement not only elevates guest awareness but also creates a sense of shared responsibility for sustainability (Conner, 2000). 
                Marriott's "Serve 360" Plan: Within the broader context of sustainability, Marriott's "Serve 360" plan plays a vital role. It guides Marriott's sustainability efforts, enclosing Nature Our World, Sustain Responsible Operations, Empower Through Opportunity, Welcome All, and Advance Human Rights. This comprehensive plan reinforces the hotel's commitment to sustainability, responsible operations, community involvement, and social practices in the local area and has targets and missions set for the following years until 2050 (www.serve360.marriott.com).  The efforts of Marriott Waltham Abbey to engage its staff in various eco-plans, community involvement, and social practices contribute to a holistic approach to sustainability (Vedika, 2023). This approach aligns with the principles of the "Serve 360" plan, including not only responsible business operations but also a stronger bond with the local community.
By exploring the interplay of guest experience and staff awareness within the sustainability, we can understand how Delta Marriott translates its commitment to sustainability into meaningful and enriching experiences for both guests and staff. 
4. Evaluate Future Policy and Management Options
                 As the current field of sustainability within the hospitality sector is explained, we must now set the sights on the future. Considering the earlier reflections and evaluations of the contemporary 'Sustainable' theme, this section presents a series of forward-looking recommendations for the hotel (Ruiz-Molina,2010). 
 4.1 Policy Development:
        The first step in securing a sustainable future for the hospitality industry is the development and implementation of robust policies. These policies should have a wide spectrum of sustainability practices, including environmental, social, and economic dimensions (Ruiz-Molina, et.al.,2010). Hoteliers need to embrace these policies as guiding principles in their operations. Policies should be built around the principles of responsible tourism, the conservation of resources, and the welfare of local communities (Ajay, et. al, 2019). 
Environmental Policies: These policies should be comprehensive, covering areas such as lighting, heating, cooling, waste management, and sustainable procurement.
Social Policies: Hospitality establishments should create social policies that prioritize community engagement, cultural preservation, and ethical employment practices. This includes investing in the communities where hotels are situated and preserving cultural heritage.
Economic Policies: This involves responsible fiscal management, cost-effective practices, and strategies to adapt to changing market conditions (www.gov.uk,2023). 
Technological Advancements: To address sustainability challenges, hotels should continually invest in innovative technologies that reduce their environmental footprint. Energy-efficient systems, smart automation, and sustainable procurement technologies are essential for the industry's transition to a greener and more sustainable future (Dorcic, et. al., 2019). 
Collaborative Initiatives: The future of the hospitality industry lies in collaboration. Hotels should form partnerships with local communities, environmental organizations, and other industry stakeholders. These partnerships can help hotels pool resources, share knowledge, and collectively address sustainability challenges (Ahn & Shiwen, 2022). 
                        According to Eco Lab.com,2023, one of the most sustainable important collaborations that Marriott has worldwide is with Eco Lab (Professional cleaning products).
· Common Values and Commitment: Marriott, the biggest unique hotels operator globally, and Ecolab, a pilot in water, hygiene, and energy technologies, share common values centred around people-first principles and a commitment to sustainability. This alignment has been fundamental to their enduring partnership (www.ecolab.com). 
· Global Reach and Responsibility: Both companies have a global presence and consider their role in the world as significant. Marriott aims to be the best international favourite travel company while generating his own responsibility to as a power for good.
· Sustainability Goals: Marriott has set aims for 2025-2050 sustainability and social impact targets for more than 6,500 properties around the world. Ecolab's technologies play a crucial role in achieving 3 key sustainability targets: reduce water intensity with 15 %, carbon intensity 30 &, and reduce waste to landfill with 45 % (Naguib,2023 & www.ecolab.com).  
· Balancing Quality and Sustainability: While pursuing sustainability goals, Marriott faces the challenge of maintaining the highest cleanliness standards for various aspects of guest experience, for instance, tableware, bedding, and water. This contains the pursuit of operational efficiency and sustainability while upholding the highest standards of quality.
· Positive Environmental Impact: Ecolab's solutions, applied throughout Marriott properties, have a positive environmental impact. For instance, the Aquanomic™ Low-Temp Laundry Program how has the ability for a long-lasting linen life, conserves water and energy resources while also lowering greenhouse gas emissions. The 3D TRASAR™ Technology ensures optimal performance and savings while protecting assets and conserving water and energy (www.ecolab.com). 
· Contributing to Sustainability Goals: The solutions provided by Ecolab have not only maintained Marriott's high guest standards but have also contributed significantly to achieving Marriott's 2025-2050 sustainability targets. This includes substantial reduction in water, energy, CO2 emissions, and solid waste reduction (Naguib,2023). 
This partnership showcases how two industry leaders can collaborate to align sustainability with quality and operational efficiency, making a positive impact on the environment while meeting guest expectations.
With Eco Lab Marriott saves annually: 
[image: ][image: ][image: ][image: ] 
(www.ecolab.com,2023). 
Government Support: To drive sustainability in the industry, government support is crucial. Hoteliers should actively engage with government bodies and advocate for policies that encourage and reward sustainable practices. This may include incentives for eco-friendly investments, recognition for responsible tourism, and compliance with environmental regulations (Zoogah. 2018). 
Recommendations for Delta Marriott in Waltham Abbey
· Develop new comprehensive sustainability training programs for staff members, focusing on the importance of responsible tourism, energy conservation, waste reduction, and community engagement. 
· Procure goods and services from nearby, sustainable providers. This practice not only minimize the hotel's ecological impact but also helps the regional economy. 
· Continue to inform and engage guests in sustainability efforts. Enhance in-room materials that explain the hotel's sustainability practices and encourage responsible guest behaviours. Use digital platforms to keep guests updated on the latest initiatives, also ‘’travel with purpose’’ meaning and program. 
· Explore the possibility of implementing renewable energy sources like solar panels or wind turbines for hotel power generation. This can significantly reduce the carbon footprint.
· Strengthen ties with the local community through initiatives like volunteer programs, partnerships with local organizations, and cultural events that support the community's heritage.
· Conduct regular sustainability audits to track progress, pinpoint areas requiring improvement and verify that the hotel aligns with its sustainability objectives. 

[image: A screenshot of a building with plants growing on it

Description automatically generated]Comparison with Another Hotel in the Area:
 "The Athenaeum " which is known for its sustainability practices and for his ,,living wall’’ (www.athenaeumhotel.com),  Delta Marriott Waltham Abbey can compare itself in converting CO2 in Oxygen.  By comparing its sustainability efforts with a nearby competitor like The Athenaeum, Delta Hotel Marriott can identify areas for improvement, set benchmarks for sustainability practices, and work towards a more responsible and eco-conscious approach (Costa & Costa, 2022). 

5. Conclusion:
               In the landscape of modern hospitality, sustainability has developed as an imperative theme, redefining the way hotels operate, guests experience their stays, and staff engage with the broader mission of responsible tourism. In the context of Delta Hotel Marriott in Waltham Abbey, this assignment has explored the intricate interplay between sustainable tourism and guest education. It is evident that the contemporary hospitality sector is undergoing a transformation driven by an increasing demand for eco-conscious travel and responsible tourism (Madanaguli, et. al. 2023). 
In the exploration of Marriott's approach to sustainability, we've witnessed how the hotel integrates 'green activities' and eco-friendly experiences into the guest journey. These initiatives not only boost the guest experience (Rasoolimanesh, 2023) but also has a sense of shared responsibility for sustainability. Staff awareness and training play an important role, with the hotel actively investing in educating employees about sustainability and empowering them to engage guests in responsible behaviours (Martinez & Nishiyama, 2019). 
In conclusion, sustainability is not a choice; it is a responsibility that the modern hospitality industry must embrace wholeheartedly. It transcends more environmental initiatives to encompass social engagement, ethical practices, and economic stability (Legrand, 2023). For Delta Marriott Waltham Abbey, this assignment serves as a blueprint for a more sustainable and responsible future, one that ensures a positive impact on guest experiences, staff engagement, and the broader community. 
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(www.serve360.marriott.com). 
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http://serve360.marriott.com/wp-content/uploads/2018/10/2018_Serve_360_Report.pdf,
https://serve360.marriott.com/policies/,
https://serve360.marriott.com/news/,
https://www.marriott.com/marriott/aboutmarriott.mi,
https://serve360.marriott.com/sustainable-goals/,
https://dev-content.mindclick.com/msap-overview/serve360/,
https://www.britishairways.com/en-gb/executive-club/collecting-avios/hotels/marriott-hotels, 
https://mobile-app.marriott.com/en-us, 
https://sustainablehospitalityalliance.org/sustainable-hospitality-challenge-winner-2022/, 
https://www.ukhospitality.org.uk/work/sustainability-guide/, 
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2 million

pounds of waste
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AIR
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of COze
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WATER

3.34 billion

liters of water - equivalent to the annual
drinking water needs of more than

3 million people
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114 million

kWh of energy




image14.png
PURIFYING THE AIR

Our Living Wall covers an impressive 329 square metres,
and the way in which we arrange the plants means we
have the equivalent of 16 and a half middle sized trees on
the wall. These plants purify the air around us by soaking
up greenhouse gases and converting CO2 into oxygen. It
has been calculated that our wall removes 757kg of CO2
and produces 559kg of Oxygen per year.

As well as the Living Wall, we’ve implemented more

initiatives to operate more sustainably, click below to find
out more.
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INTERNATIONAL

Sustainability & Social Impact Goals

Children & Youth:
those at risk and di
their vitality

% of our volunteer hours will serve children and youth, including
vantaged, by developing their skills, employability and supporting

By 2025, 50% of franchised hotels will have participated in community service activities

’vé
e - -

>
NS
Empower Through Opportunity

EMPOWER

GOAL: By 2025, invest at least $35M to increase and deepen programs
and partnerships that develop hospitality skills and opportunity among
youth, diverse populations, women, people with disabilities, veterans
and refugees

GOAL: By 2023, achieve gender representation parity for global
company leadership
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SUSTAIN

Sustain Responsible Operations

GOAL: Reduce environmental footprint by 15% | 30%* | 45% | 50% across
‘the portfolio by 2025 (irom a 2016 baseline; for water/carbon/waste/food waste)

Water: Reduce water intensity by 15%
by 30%*

Waste: Reduce waste to landfill by 45%. Reduce food waste by 50%
Renewable Energy: Achieve a minimum of 30% renewable slectricity use

GOAL: 100% of MI hotels will have a sustainability certification, and 650
hotels will pursue LEED certification or equivalent by 2025

inability Certificati
» By 2025, 100% of hotels will be certified to a recognized sustainability standard

» By 2025, 650 open or pipeline hotels will pursue LEED certification or equivalent
Sustainable Building Standards:

» By 2022, LEED certification or equivalent will be incorporated into building design and
renovation standards, including select service prototype solutions for high growth markets

» By 2022, 100% of all prototypes will be designed for LEED certification

» By 2025, Mi will partner with owners to develop 250 adaptive reuse projects
MI's new global HQ will achieve a minimum of LEED Gold certification

GOAL: Responsibly source 95% in our Top 10 priority categories by 2025
Responsible Sourcing: By 2025, responsibly source 85%, by spend, of its top 10 categories

» Top 10 priority categories include: animal proteins (inclusive of beef, eggs, lamb, pork,
and poultry), bottled water, cleaning supplies, cocoa, coffee, guest room amenities, paper
products, seafood, sugar, textiles

» Marriott International is committed to sourcing 100% of our eggs (shell, liquid, and egg
products) from cage-free sources throughout global operations for all owned, managed
and franchised properties by the end of 2025. Read more >

‘Supplier Requirements/Reviews:

» By 2023, require all contracted suppliers in the top 10 categories to provide information
on product sustainability, inclusive of social and human rights impacts

WELCOME

Welcome All and Advance Human Rights

GOAL: By 2025, 100% of on-property associates will have completed
human rights training, including on human trafficking awareness,
responsible sourcing and recruitment policies and practices

Scale the training and resources developed by MI and its community partners to the

broader industry to create greater awareness, while developing updated trainings and
resources to meet evolving needs and emerging trands

GOAL: By 2025, enhance or embed human rights criteria in our
recruitment and sourcing policies and work with our industry to
address human rights risks in the construction phase

GOAL: By 2025, promote a peaceful world through travel by investing

at least $500,000 in partnerships that drive, evaluate and elevate travel
and tourism’s role in cultural understanding
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