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[bookmark: _Toc223032070] Chapter 1: Introduction
[bookmark: _Toc223032071]1.1. Background of the Project
Sustainability demands and digital innovation are becoming significant factors in the hospitality industry and both directly affect the hotel processes and the hotel guest experience. The hotels must act not only in an efficient manner but also prove to be environmentally responsible and provide easy-going and technology-driven services. These developments can be the most noticeable during a hotel placement, when interaction with the guest, the efficiency of service, and brand perception are established on an everyday basis, in the front-of-house (Choi, 2023).
The shift is further strengthened by the expectations of guests. The data in the industry show that about 78% of travellers seek environmentally friendly accommodation, and about 85% appreciate digital services, including mobile check-in, contactless payments, and digital room keys (Statista, 2022). These anticipations put a strain on the front-of-house functions, such as reception, the concierge and guest services, to work in a manner that is not only greener but also digitally effective. High-quality front-of-house management consequently is an important factor influencing guest satisfaction, operational performance and returning visits.
The Placement Research Project is founded on the case of Novotel Hotel, which is a mid-scale hotel brand under the Accor. Novotel is an excellent globally spread company; it possesses more than 540 hotels worldwide, and some of the properties in the United Kingdom, including London and Birmingham, major cities in the United Kingdom. The brand also pays a lot of attention to its sustainability with the Planet 21 programme provided by Accor that encourages responsible energy consumption, water saving, less waste, and activities that do not harm the environment (Accor, 2024). These are initiatives that are usually seen in day to day running of the hotel and they constitute a substantial portion of the brand name of Novotel.
Besides the sustainability initiatives, Novotel has also implemented several digital front-of-house solutions that will enhance efficiency in its services and guest convenience. These are mobile check-in and check-out, electronic room key, self check-in and check-out kiosks and online guest communication systems. These technologies can minimize waiting time in the reception area, facilitate the work of the personnel, and improve the overall experience of the guests. Hospitality management practice implies that sustainability practices with digital technologies may enhance the efficiency of operations and service delivery by up to 10%, and increase customer satisfaction and trust (Anas Abudaqa et al., 2024).
This placement research project is aimed at investigating the application of sustainable and digital front-of-house practices in Novotel Hotel and the effect that these practices have on the guest experience and customer loyalty. This project will offer a practical understanding of front-of-house management by connecting the findings of the placement observations and industry evidence, thus, emphasising areas of strength and further improvements that can be made in a real hotel operating environment.
[bookmark: _Toc223032072]1.2. Research Project Aim
This placement research project aims to investigate how sustainable practices and digital front-of-house innovations at Novotel Hotel enhance operational efficiency, improve guest experience, and foster customer loyalty.
[bookmark: _Toc223032073]1.3. Research Project Objectives
1. To identify the sustainable and digital front-of-house practices used at Novotel Hotel.
2. To examine the impact of these practices on front-of-house efficiency and guest satisfaction.
3. To explore how the integration of sustainability and digital solutions contributes to customer loyalty at Novotel Hotel.
4. To propose practical recommendations for improving guest experience and loyalty through sustainable and digital front-of-house management.
[bookmark: _Toc223032074]1.4. Research Project Questions
1. What sustainable and digital front-of-house practices are applied at Novotel Hotel?
2. How do these practices influence operational efficiency and guest satisfaction?
3. How does the integration of sustainability and digital innovation support customer loyalty at Novotel Hotel?
4. What practical improvements can be recommended to enhance front-of-house performance, guest experience, and loyalty?
[bookmark: _Toc223032075]Chapter 2: Literature Review
[bookmark: _Toc223032076]2.1. Sustainability Practices in the Hospitality Industry
The issue of sustainability has raised to become a critical operational and strategic issue in the hospitality industry. Kim et al. (2019) believe that environmental sustainability measures, such as energy efficiency, waste minimization, and responsible use of resources, are becoming a part of hotel management because of the pressure of regulatory policies and changing consumer demands. In addition, sustainability is no longer considered as an ethical requirement but it is a factor that leads to operational efficiency and competitive positioning. Nevertheless, Kim et al. (2019) also indicate that the adoption of sustainability differs among hotel types greatly, and there is no uniform way of adopting sustainability at the departmental level.
On a performance level, Alipour et al. (2019) propose that the sustainability programs have a positive effect on the reputation and cost management of hotels, such as by lowering energy and water usage. On the same note, Calisto et al. (2021) discover that observable environmental practices boost guest perceptions, especially when sustainability is conveyed by daily service interactions. However, Cozzio (2019) criticizes this positive opinion by stating that sustainability projects need large initial financing and employee education, which might not be encouraged by the smaller or middle-sized hotels. This discussion indicates that the benefits of sustainability are not automatic, but rather they are linked to successful integration of operations.
From a managerial standpoint, Pereira-Moliner et al. (2021) highlight that sustainability enhances the long-term organisational legitimacy and trust among the stakeholders. Dani et al. (2021), on the contrary, state that the results of sustainability are often symbolic, but not operational as some hotels can use the eco-friendly brand without any significant behavioural alteration. Thus, the literature demonstrates conflict between sustainability as value strategy and sustainability as operational issue especially in the guest-facing environment.
[bookmark: _Toc223032077]2.2. Digital Innovation in Front-of-House Hotel Operations
The use of digital innovation has radically transformed the front-of-house activities in a contemporary hotel. According to Efthymiou et al. (2020), mobile check-in, digital room keys, and self-service kiosks are among the technologies that have had a notable positive impact on the speed of the service and a decrease in the length of line at the check-in desk. Moreover, the digital systems allow the hotels to service larger number of guests with minimal delays, and this is especially useful during peak seasons. Nevertheless, Efthymiou et al. (2020) admit that technological efficiency does not necessarily lead to guest satisfaction.
As a guest experience aspect, Aluri et al. (2023) believe that the digital front-of-house technologies would facilitate the use of personalisation in data-driven service delivery and real-time communications. Conversely, Shashwat and Rani (2023) warn that excessive automation can decrease the implied warmth of service and its emotional attachment, particularly to those guests who attach importance to human interaction. This underscores a major conflict in efficiency and hospitality ethos in the digital service design.
In organisational perspective, Wynn and Jones (2022) opine that digitalisation transforms the staff functions by relocating workers who perform transactional functions to service facilitation functions. Shi and Zhong (2025), however, posit that there is a risk of guest resistance, privacy concerns and digital fatigue to restrict technology acceptance, especially among older guests or international guests. Thus, digital front-of-house innovation can be best used as a support system, as opposed to a human service substitute.
[bookmark: _Toc223032078]2.3. Front-of-House Efficiency and Guest Experience
Front-of-house efficiency is one of the key outcomes to determine the overall guest experience. According to Kolobkova et al. (2021), the reception efficiency directly affects the satisfaction levels, the first impressions, and the perception of the quality of the services used. Effective check-in procedures, proper communication, and attentive employees are cited as being the main factors in guest satisfaction reviews. However, Kolobkova et al. (2021) point out that the efficiency-oriented service models can fail to consider emotional and relational aspects of hospitality.
Regarding operational perspective, Hussein et al. (2024) show that front-of-house effectiveness enhances perceived service reliability and professionalism. Nonetheless, Kalefa and Gado (2024) argue that too much attention to operational targets can cause service standardisation and lack of personalisation. This opposition implies that the efficiency should be matched with the interaction with the guests to prevent transactional service experiences.
Regarding a modern service approach, Patwary et al. (2024) maintain that the relationship between technology and staff behaviour is becoming more relevant to the guest experience. Conversely, as warned by Singh et al. (2024) automated efficiency can also not fulfill the emotional expectation in case the guests feel that they do not feel empathized with. So front-of-house efficiency needs to be rated not merely regarding speed, but perceived attentiveness and responsiveness.
[bookmark: _Toc223032079]2.4. Sustainability, Digital Innovation, and Customer Loyalty
The concept of customer loyalty has been extensively known to be one of the main results of the proper hotel management. Yusof et al. (2017) believe that sustainability programs increase customer trust and emotional attachment that indirectly contribute to repeat visitation. On the same note, Alhassan et al. (2025) establish that environmentally responsible hotels are considered more credible and socially responsible. But Karim and Rabiul (2024), dispute this and provide the argument that sustainability itself is not a massive trigger to the loyalty unless it provides explicit functional or experiential value.
Digitally, Dinh et al. (2025) focus on the fact that technological convenience affects the intent to be loyal more immediately by increasing access to services and consistency. Conversely, Singh et al. (2024) state that perceived value is the most dominant and affects the emotional loyalty. These two contradicting views imply that loyalty is influenced not only by rationale but also by emotions.
Integrating both perspectives, Ilnytska-Hykavchuk (2025) proposes that digital innovation would increase short-term satisfaction, whereas long-term brand trust is developed through sustainability. Nevertheless, the interaction of those drivers on the operational level is rarely addressed in the literature. Thus, loyalty of customers must be considered as the result of synergetic credibility of sustainability and efficiency of services digitally enabled.
[bookmark: _Toc223032080]2.5. Integrated Sustainability and Digital Front-of-House Management
A holistic view of sustainability and digitalisation is a concept that is becoming more popular in the hospitality literature. Uludag et al. (2024) claim that digital technologies can allow hotels to track and streamline the sustainability practices more efficiently. Likewise, Lin et al. (2025) reveal that digital systems enhance transparency and accountability in the environmental performance. Nevertheless, Pastor (2025) indicates that integration is not yet easy because of departmental silos and lack of staff capacity.
Regarding the aspect of operational forms, Kolobkova et al. (2021) point out that front-of-house divisions are hardly the target of a sustainability integration, even though they are the departments that the guests can see. On the contrary, Ilnytska-Hykavchuk (2025) insists that front-of-house integration is key since the perception of the guest is the key to the success of the sustainability branding. Consequently, there must be cohesion of technology, staff behaviour, and environmental goals in the integrated strategies.
[bookmark: _Toc223032081]2.6. Research Gap
Previous research on hospitality topics tends to address the topics of sustainability, digital innovation, and guest experience independently, and little focus is on how the three are holistically integrated within the front-of-house operations at the level of the particular hotel. Specifically, no placement based, practice-focused studies have been conducted to examine how sustainable and digital front-of-house practices are applied to the day-to-day operations and how they both affect the guest experience and customer loyalty in branded hotels. This disconnect can be observed in the internationally managed property hotels like Novotel Hotel, where business sustainability and digital plans need to be converted into front-of-house operations. This Placement Research Project will fill these gaps by applying the case study methodology to investigate the actual front-of-house practices in Novotel Hotel, assess their effectiveness of operations and guest experience as well as loyalty, and suggest some practical recommendations on how to improve the situation.



[bookmark: _Toc223032082]Chapter 3: Methods
[bookmark: _Toc223032083]3.1. Research Approach
The placement research project takes a case study approach and is specifically devoted to one of the branches of the Accor group, Novotel Hotel, to understand how sustainable operations and digital front-of-house innovations are going to influence the operation efficiency, guest experience, and customer retention. Case studies are especially appropriate to examine complex and context-specific phenomena in field conditions, wherein it is possible to combine personal observations, organisational information and external literature to develop a comprehensive vision of practice and perceptions (Heale and Twycross, 2018).
The primary strength of the case study methodology is the ability to depict operational insights and staff interaction behaviour, technological adoption, and guest responses that might not be obtained in quantitative surveys (Priya, 2021). It can also assist in formulating realistic suggestions that can be used by the hotel management. Nevertheless, case studies have restricted generalizability, because the results do not apply to other settings, and interpretation can be biased by the researcher (Alpi and Evans, 2019). Regardless of such shortcomings, the methodology is perfect in a placement research where the aim is to correlate scholarly theory to practical operation.
[bookmark: _Toc223032084]3.2. Data Collection
The primary data was gathered via placement-based observations at Novotel Hotel, where the front-of-house operations including the reception, concierge, and interaction with the guest, as well as the interaction between the staff and sustainability programs, and digital solutions, like mobile check-in and self-service kiosks, were considered (Rashid et al., 2019). Observations give first hand account of operational realities and staff practices which cannot be exhaustively observed using secondary data.
The secondary sources of data supplement the observations and contain scholarly sources, industry reports, official publications of Novotel, and online guest reviews on websites like TripAdvisor. These resources provide the background information about the industry standards, expectation of guests, and the published design of sustainability and digital strategies (Sherif, 2018). The analysis of documents on the working process and reports published by the population is also a valuable addition to the knowledge, especially in terms of the development and design of environment-friendly and digital projects. Triangulation is improved by the use of various sources, enhancing the validity and accuracy of results (Corti, 2018).
[bookmark: _Toc223032085]3.3. Data Analysis
The collected data was processed through thematic analysis in accordance with the six steps of the Braun and Clarke (2019) methodology that consists of familiarisation, coding, theme development, review, definition, and reporting. Some of the main themes were sustainability practices, digital front-of-house innovations, operational efficiency, guest satisfaction, and customer loyalty. Comparison of the placement observations and secondary data was assessed with the literature available in order to establish areas of improvement, weaknesses and strengths. This approach helps to make sure that the findings are evidence-based and practical enough to make recommendations to support the operations at the hotel (Caulfield, 2019; Neuendorf, 2018).
[bookmark: _Toc223032086]3.4. Ethical Considerations
The research adheres to the generally accepted ethical principles because all primary data has been obtained with the help of non-intrusive observation during the placement in Novotel Hotel and did not capture any personal or sensitive data about the employees or clients. Observations were conducted discreetly to avoid disrupting daily operations, and all reporting maintains the anonymity of individuals. In the case of secondary data, such as academic literature, industry reports, and online guest reviews, it is necessary to use appropriate citations in order to credit the sources (Corti, 2018). On the whole, the study is carried out in a responsible manner and is of good integrity, confidentiality, and respect to all parties involved.
[bookmark: _Toc223032087]3.5. Limitations
Although the case study approach offers detailed and context-specific information, it is not generalisable to other hotels since they may vary in terms of size, location, or brand (Largan and Morris, 2019). Also, the use of observation as the basis of gathering data implies subjectivity, whereas the emphasis on one property limits cross-organisational comparison (Bell et al., 2022). However, this approach is best fit to a placement project, which can elaborate on the sustainable and digital front-of-house practices of the Novotel Hotel and their influence on the experience and loyalty of guests.
[bookmark: _Toc223032088]Chapter 4: Findings and Discussion
[bookmark: _Toc223032089]4.1 Findings
[bookmark: _Toc213205920][bookmark: _Toc223032090]4.1.1 Overview of Novotel
[image: ]
[bookmark: _Toc213204422][bookmark: _Toc222883141]Figure 1: Novotel Hotel
Source: (Accor, 2025)
Novotel is a French-based midscale hotel chain that is a part of Accor group that was launched in 1967 to cater to business and leisure travellers. Novotel has a range of hotels (more than 559) in 65 countries and provides modern design, comfort, and sustainability to satisfy the needs of different guests (Accor, 2025).
The brand is very innovative and flexible. The 1990s saw Novotel launch ergonomic designs and organic bath products to help the company cater to the comfort of the guest, and towards the 2010s, digital innovations like virtual concierges and multimedia tables put Novotel ahead of the pack in terms of hospitality technology to ease operations and communication with the guest (Accor, 2025).
Sustainability is part of the operations of Novotel and energy saving systems, waste reduction, and green facilities are put in place globally. These measures are in line with the Planet 21 program, being proposed by Accor that focuses on energy and water efficiency, responsible waste management, and social responsibility (Accor, 2023).
Belonging to the Accor Group gives Novotel the opportunity to access world resources and brand synergies, which will help the hotel to balance high-quality guest experience with innovative digital solutions and sustainable practices, which will support its competitive position in the midscale hotel segment (Accor, 2023).
[bookmark: _Toc223032091]4.1.2. Analysis of Novotel’s Sustainable and Digital Front-of-House Efficiency
4.1.2.1. SWOT Analysis of Novotel’s Sustainable and Digital Front-of-House Efficiency
The analysis of the front-of-house activities of Novotel Hotel indicates strengths, weaknesses, opportunities, and threats in the implementation of sustainability and digital innovations of the hotel.
	Category
	Key Findings

	Strengths
- 91% of hotels meet Planet 21 sustainability targets.
- Plant-based menus and sustainable seafood sourcing.
- Digital tools: self-check-in, mobile keys, AI services.
- Large global presence allows scaling initiatives.
	Weaknesses
- Sustainability and digital tools are applied inconsistently.
- Technology may reduce personal interaction; failures frustrate guests.
- High costs and limited staff training.
- Some front-of-house areas lack full integration.

	Opportunities
- Guests prefer sustainable (74%) and digital (85%) services.
- Integrate green and digital for differentiation.
- Expand AI and data analytics for personalized services.
- Embed practices in new properties for consistency.
	Threats
- Fast tech changes and high competition.
- Risk of greenwashing.
- Economic factors may limit investments.
- Cybersecurity risks and system failures.


[bookmark: _Toc222883170]Table 1: SWOT Analysis of Novotel’s Sustainable and Digital Front-of-House Efficiency
Source: Author
Novotel is highly consistent with the Planet 21 program of Accor, as more than 91% of its hotels correspond to the energy, water, and waste goals (Accor, 2023). Its green credentials are boosted by environmental efforts, including plant-based menu in 39% of the properties, as well as sourcing sustainable seafood with WWF (Melanie, 2025). Digital innovations, self-check-in kiosks, mobile keys to the room, and AI-powered guest services enhance operational efficiency and guest satisfaction. At least 16% of food waste has been limited in the sites where AI systems are in place (Melanie, 2023). These initiatives can be scaled by Novotel due to its presence in over 68 countries around the world with more than 540 hotels.
However, weaknesses remain. Not all guests have the same experience with sustainability and digital innovations, which are used unevenly. Overdependence on technology may limit face-to-face communication, and the breakdown of technologies has aggravated the guests (Kindangen and Pandowo, 2022). Implementation cost and training of the staff is also a limiting factor on adoption and incomplete integration of systems on certain front-of-house functions limits efficiency and personalization (Dung and Thang, 2022).
There are opportunities in the increased need of the eco-friendly and digital services. Research indicates that 74 pers cent of travellers are more attracted to sustainable hotels and 85 per cent of travellers appreciate digital check-in and keyless entry (Statista, 2024). Through green and digital initiatives, Novotel can provide the distinctive experience of the guests, increase loyalty, and work more efficiently. More people can be satisfied by the further expansion of AI-powered services and utilizing data analytics to provide personalization (Oo, 2023). The brand consistency is enhanced in ways where new properties and conversions enable the application of sustainability and digital principles throughout, making it stronger (Tu et al., 2024).
Among the threats, there are a high level of competition, the rapid technological change, and the threat of greenwashing in case the claims are viewed as being exaggerated (Moe, 2024; Skift Research, 2025). There is also the possibility of economic factors and cybersecurity risks restricting the investments and influencing the trust of the guests (Shashwat and Rani, 2023).
4.1.2.2 PEST Analysis of Novotel’s Sustainability and Digital Initiatives
An analysis of the political, economic, social, and technological factors affecting Novotel highlights the external environment shaping its sustainability and digital strategies.
	Factor
	Key Findings

	Political
	Policies support Planet 21 goals and improve reputation.

	Economic
	Market growth boosts travel demand; costs push smart tech use.

	Social
	78% prefer sustainable stays; guests want eco-friendly, personalized experiences.

	Technological
	Digital tools improve efficiency, satisfaction, and support sustainability.


[bookmark: _Toc222883171]Table 2: PEST Analysis of Novotel’s Sustainability and Digital Initiatives
Source: Author
Political Factors: The activities of Novotel are impacted by the environmental rules of the UK and the EU. The UK Net Zero Strategy, which is focused on curbing the emissions to 55% by 2030, is very similar to the Planet 21 sustainability strategy that Accor has (Accor, 2024). This compliance not only guarantees the compliance with the regulations but also improves the corporate image of the hotel. Front-of-house operations promote the implementation of energy and waste efficiency at Novotel, providing it with a competitive edge in the sustainability transitions that are policy-driven.
Economic Factors: The world hospitality industry is expected to continue growing with an increase of 5,244.22 billion in 2024 to 7, 011. 13 billion in 2029, (The Business Research Company, 2025). This growth elevates travels, and opens the prospects of returns on sustainable and digital resources. Nevertheless, there are inflation issues and increasing energy prices. In order to stay profitable, Novotel is moving toward the use of smart technologies and renewable solutions of energy, eliminating the operational efficiency at the expense of environmental responsibility.
[image: ]
[bookmark: _Toc213204423][bookmark: _Toc222883142]Figure 2: Hospitality Global Market Report 2025
Source: (The Business Research Company, 2025)
Social Factors: The demand of environmentally friendly and digitally improved experiences by consumers is on the increase. The proportion of travellers who want sustainable accommodations has increased by 62% in 2016 to 78% in 2024 (Statista, 2024). Other aspects that determine the choice of guests include location (41%), traveller needs (39%), and price (36%) (Hub OS, 2024). These trends indicate that the guests have a high level of expectation regarding Novotel as a provider of environmental responsibility and individual service. This leaves the hotel with a challenge of incorporating sustainable and digital innovations and yet to be accessible and individualized.
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[bookmark: _Toc213204424][bookmark: _Toc222883143]Figure 3: DO SUSTAINABLE ACCOMMODATIONS MATTER TO TRAVELERS?
Source: (Statista, 2024)
Technological Factors: Digital transformation greatly affects the quality of services and efficiency of its operations. According to the industry statistics, the use of technology in the hospitality industry has been associated with an increased revenue of 135% online, a cut of 71% in the number of complaints received by guests, and a subsequent enhancement of customer satisfaction by 19% (Hub OS, 2024). The case of mobile check-in, AI-enabled guest services, and smart energy management systems at Novotel shows that technology can be used to streamline front-of-house operations and increase the overall guest experience (Accor, 2024). These innovations are also sustainable because they help to save on energy and waste of food which can be of a dual advantage to operations and guest satisfaction.
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[bookmark: _Toc213204425][bookmark: _Toc222883144]Figure 4: Key Hospitality Statistics
Source: (Hub OS, 2024)
[bookmark: _Toc223032092]4.1.3 Impact on Operational Efficiency and Guest Satisfaction
4.1.3.1 Observational Insights from Placement
The observation at the time of placement showed that the practice of sustainable and digital front-of-house in Novotel positively influences the efficiency of operations and satisfaction of guests.
Sustainable Practices:
· Energy and Resource Management: LED lighting, motion sensors, and energy-saving HVAC minimize usage levels and operating expenses and make the company Planet 21-compliant.
· Waste and Water Management: Recycling centres, food waste monitoring, low-flow fixtures and electronic water tracking enhance sustainability and efficiency. The engagement is reinforced by inviting guests to environmentally friendly programs, among which optional daily linen changes.

Digital Innovations:
· Self-Check-In Kiosks and Mobile Keys: Make the process of checking-in/out quicker and easier, and enable the staff to concentrate on personalised services.
· AI-Controlled Guest Services: Chatbots and virtual concierges will serve more basic requests, leaving staff to handle more complex requests.
· Digital Dashboards: Occupancy, guest preferences, and housekeeping real-time monitoring facilitate proactive decision-making and minimise delays in the operations.
4.1.3.2 Performance Metrics Analysis
Performance metrics confirm the observations:
	KPI / Metric
	Implementation / Observation
	Performance / Trend
	Insight

	Energy & Water Consumption
	Low-flow fixtures, LED lighting, digital monitoring
	~269 kWh/m² per room (↓4% vs 2023), ~500 L water; London site ↓9% (Accor, 2025)
	Reduces costs, improves sustainability, enhances guest satisfaction

	Digital FOH Innovation
	Mobile keys, contactless check-in, AI concierge
	“Accor Key” introduced at Guwahati; tech supports guest engagement (FNB News, 2025; Accor, 2025)
	Speeds service, reduces queues, improves satisfaction.

	Loyalty Program Engagement
	FOH services highlight sustainability and digital quality
	ALL – 100M members; members spend 2× more than non-members (Melanie, 2025)
	FOH innovations strengthen guest retention and spending

	Occupancy / Throughput
	Digital dashboards, green practices
	~3% energy reduction despite higher occupancy (Accor, 2025)
	FOH efficiency improves operations; property-level data is limited


[bookmark: _Toc222883172]Table 3: Performance Metrics Analysis
Source: Author
Analysis: Sustainability and digital tools appear to be an obvious combination that positively influences the work of the Novotel in terms of its efficiency and the satisfaction of guests. Automation helps to decrease the administrative load; it enables employees to provide individual approach, and it is especially valued by visitors who are interacting with environmentally-friendly activities.
[bookmark: _Toc223032093]4.1.4 Influence on Customer Loyalty
4.1.4.1 Observational Insights from Placement
Brand perception and guest experience are sustainable and digital projects at Novotel, which ensure long-term loyalty.
· Guests are favorable of observable environmental friendliness (LEDs, recycling, plant-based dishes) and convenient online communication (mobile keys, AI concierge).
· Digital applications enable employees to deliver individualized services, which enhances emotional interaction.
· Effective communication regarding sustainability boosts involvement of the guests and builds confidence in the brand.
4.1.4.2 Cross-Tabulation Analysis: Sustainability & Digital Initiatives vs Guest Outcomes
	Initiative
	Guest Satisfaction
	Loyalty / Repeat Stay
	Insight

	Energy & Resource Efficiency
	High
	Moderate
	Visible eco-actions improve satisfaction and eco-brand perception.

	Waste Management & Recycling
	High
	Moderate
	Eco-conscious guests more likely to return.

	Mobile Keys & Self-Check-In
	High
	High
	Convenience and speed increase repeat bookings.

	AI Guest Services
	Moderate-High
	Moderate
	Tech-savvy guests respond positively; supports personalisation.

	Communication on Sustainability
	High
	Moderate
	Informed guests engage more and perceive brand integrity.


[bookmark: _Toc222883173]Table 4: Cross-Tabulation Analysis: Sustainability & Digital Initiatives vs Guest Outcomes at Novotel
Source: Author
Loyalty is enhanced through both sustainability and digital innovation since they enhance guest experience in Novotel. The convenience, customised care and the obvious environmental responsibility all lead to repeat visits and favourable brand association.
[bookmark: _Toc213205927][bookmark: _Toc223032094]4.2 Discussion of Findings
[bookmark: _Toc223032095]4.2.1 Key Sustainable and Digital Front-of-House Practices at Novotel Hotel
The findings show that Novotel Hotel successfully adopts sustainable and digital front-of-house (FOH) operations that improve the efficiency of the operations, customer satisfaction, and loyalty. The Planet 21 framework of Accor is observable in the mechanisms of sustainability (motion sensors, LED lighting, energy-saving HVAC systems, and water-saving fixtures). Such efforts help minimise costs and enhance the perception of guests regarding the environmental responsibility of the hotel as Pereira-Moliner et al. (2021) and Kim et al. (2019) emphasize that energy and resource efficiency also has an essential role in the operations and reputation of the hotel. This image is also supported by waste management techniques, such as recycling areas and food waste monitoring, which is in line with the study of Dani et al. (2021) and Calisto et al. (2021), who assert that apparent sustainability practices have a positive effect on guest satisfaction and brand trust.
These practices are enhanced by digital FOH innovations to increase convenience in service delivery and operations. Virtual concierge systems, self-check-in kiosks, mobile keys to rooms, and AI chatbots decrease the workload of the administration, reduce waits, and enable the personnel to engage in personalized communication with the guests. These results find a reflection in Wynn and Jones (2022) and Sabharwal and Jain (2025) as they stress the idea that digital tools can improve the efficiency of services and customer experience. Real-time room occupancy dashboards and housekeeping further facilitate the implementation of data-driven operational management, which is related to Shi and Zhong (2025) and Aluri et al. (2023) saying that automation is the best way to optimize the quality of services and the work of staff.
It seems that the combination of sustainability and digital strategy contributes to the loyalty of the guests, and it was confirmed by cross-tabulation analysis. A modern, environmentally sustainable experience is becoming more important to guests, prompting them to return to the hotel and participate in loyalty programs, including Accor Live Limitless (ALL). This aligns with the findings by Singh et al. (2024) and Dinh et al. (2025), who discuss that integrated eco-digital programs improve the performance of operations and customer relations.
Limitation was realized however in some aspects. Technology between properties is inconsistent and this may lead to varying experiences by the guests. Not every guest feels confident in using digital tools, which means that they will need the assistance of staff (Efthymiou et al., 2020; Shashwat and Rani, 2023). Also, guests do not necessarily realize the sustainability programs without effective communication, so the concerns of Yusof et al. (2017) about superficial or weakly marketed environmental activities can be considered valid.
Overall, the findings demonstrate that an effective combination of sustainability and digital FOH can be used to enhance operational efficiency, the experience of the guests, and loyalty. The findings underscore the need to have uniform execution in all the properties, personnel training and efficient communication with the guests to take full advantage of these and stay competitive in the midscale hotel sector.
[bookmark: _Toc223032096]4.2.2 Impact of Sustainable Practices and Digital Technologies on Operational Efficiency and Guest Satisfaction at Novotel Hotel
The findings have shown that the implementation of sustainable practices and digital technologies by Novotel Hotel affects the efficiency of the operation and satisfaction of guests in a measurable way. The sustainability measures that are observed, such as LED lighting, motion sensors, optimized heating visual air control, water-saving fixtures, and digital monitoring, prove that they align with the Planet 21 framework created by Accor. These programs help conserve energy and water, decrease operational expenses, and enable FOH personnel to distribute resources in a more efficient manner, as it is also emphasized in earlier studies that resource-efficient systems enhance operational performance and staff workload (Pereira-Moliner et al., 2021; Kim et al., 2019). Efficiency and brand image are also boosted by waste management practices including recycling points and food waste monitoring, which confirms the results of Dani et al. (2021) and Calisto et al. (2021) about the beneficial operational and reputational performance of apparent environmentally friendly activities.
Technological advancements are in line with sustainability in terms of easing the process of interaction with guests and FOH operations. Self-check-in kiosks, mobile keys to the rooms, virtual concierges assisted by AI, and real-time dashboards fewer administrative bottlenecks allow the staff to concentrate on the personalised services. It is consistent with the body of literature that states that digital tools and AI can enhance performance and, additionally, the quality of services (Wynn and Jones, 2022; Sabharwal and Jain, 2025; Shi and Zhong, 2025). Placement observation supports the idea that digital convenience and sustainability are especially valued by guests who are tech-conscious and environmentally conscious, which is consistent with Singh et al. (2024) and Dinh et al. (2025) since both articles find that combined eco-digital strategies are found to increase guest satisfaction.
However, there are certain drawbacks. The differences in the digital adoption between properties can lead to unequal experiences with guests, and certain visitors might need the help of the staff with automated processes, which is one of the issues discussed by Efthymiou et al. (2020) and Shashwat and Rani (2023). Moreover, sustainability efforts might not be perceived by guests as fully as it can be, which can reduce their perceived benefits, which is why Yusof et al. (2017) emphasize the fact that the effectiveness of sustainability initiatives can be supported only by an effective communication of the environmental program.
Altogether, the sustainability and digital innovations involved in the FOH operations within Novotel help to use the resources efficiently and optimize the processes as well as increase the convenience of guests. Such measures not only contribute to the performance of operations but also customer satisfaction, which proves that eco-digital strategies are dominant determinants of modern hotel performance and are an important prerequisite of promoting the long-term loyalty of guests.
[bookmark: _Toc223032097]4.2.3 Contribution of Sustainability and Digital Front-of-House Strategies to Customer Loyalty at Novotel Hotel
The findings show that customer loyalty is significantly impacted by the sustainable and digital FOH strategies applied by Novotel Hotel in a positive direction. The hotel has several sustainability initiatives such as energy and water efficiency, waste management, recycling points, vegetarian menu, and the conformity to the Accor Planet 21 program that add credibility to the environment. These apparent efforts develop a high value congruence with green travellers, which reinforces previous studies that identify sustainability with brand perception and repeat customer (Lin, Nugraha, and Hsu, 2025; Alipour, Safaeimanesh, and Soosan, 2019). The further placements in the hotel also proved that these practices help to strengthen the image of the hotel as ethical and responsible, which is perceived by the guests as reliable and appealing.
The digital innovation enhances loyalty by increasing the level of convenience, personalisation and engagement. The use of self-check-in kiosks, mobile room key, AI-based virtual concierge services, and real-time operational dashboards will lead to a decreased wait time, streamlined processes, and staff members having the opportunity to deliver customized interactions. This renders the experience of guests modern and smooth, which is in line with the results of Wynn and Jones (2022) and Sabharwal and Jain (2025), who state that digital FOH tools can increase satisfaction, a major antecedent of loyalty. Furthermore, such technologies emphasize the idea of integration with the Accor Live Limitless (ALL) loyalty system because when eco-friendliness and digitalism are visible and well-executed, guests will feel an added value to becoming a member.
A cross tabulation analysis establishes that there is a positive relationship between the utilization of the sustainable initiatives, digital services, and outcomes of loyalty. Visitors who are exposed to both the green and high-tech practices claim to be more satisfied and may engage in loyalty programs. Nevertheless, there are constraints: the lack of the widespread use of digital technologies in all the properties, guests not being accustomed to the use of technologies, and a lack of communication of the sustainability initiatives can mitigate the immediate influence on the loyalty, as it was mentioned by Yusof et al. (2017) and Shashwat and Rani (2023).
Altogether, sustainable and digital FOH approaches in Novotel greatly contribute to customer loyalty. The mix of the environmentally friendly activities and technological services enables the hotel to attract repeat clients, increase the loyalty level, and enhance its competitive edge in the environment of the modern and environmentally and digitally conscious travellers. These results demonstrate how strategic it is to use green and digital innovations together to attain sustainable long-term brand loyalty in the hospitality industry.
[bookmark: _Toc223032098]4.2.4 Addressing the Research Questions
RQ1: What key sustainable and digital front-of-house practices have been implemented at Novotel Hotel?
Some of the important sustainability initiatives at Novotel are LED lighting, motion sensor controlled HVAC, water saving fixtures, recycling, and friendly menu, which are in line with the Planet 21 program of Accor. Digital FOH at Novotel includes self-check-in kiosks, mobile keys to the rooms, virtual concierge services built by AI, and real-time operational dashboards. Combined, the practices contribute to operational effectiveness and sustainability of the hotel in terms of its environmental responsibility.
RQ2: How do these sustainable practices and digital technologies impact operational efficiency and guest satisfaction?
The performance measurements and placements during the time spent in Novotel demonstrate that the initiatives lead to saving energy and water, optimization of staff workflow, and optimization of check-in/out processes. The visitors get to spend less time in lines, fewer complications, and improved services. These results correspond to the past research that proves the effectiveness of eco-digital operations in increasing efficiency and guest satisfaction (Pereira-Moliner et al., 2021; Wynn and Jones, 2022). Cross tabulated analysis of Novotel proves that there is a positive association between such initiatives and improvement of guest satisfaction.
RQ3: In what ways does the integration of sustainability and digital front-of-house strategies contribute to customer loyalty?
At Novotel, sustainability is a power that links to the digital technologies in the hotel sector and enhances brand awareness, fosters the desire to return to the hotel, and get involved in the Accor Live Limitless (ALL) loyalty scheme. Visitors to the hotel who are exposed to ongoing sustainable programs, as well as to smooth-sailing digital offerings, note an increase in loyalty, which was supported by previous studies indicating that eco-digital experiences are associated with repeat business (Lin, Nugraha, and Hsu, 2025; Sabharwal and Jain, 2025).
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[bookmark: _Toc223032100]5.1. Conclusion
The placement research project aimed to examine the role that sustainable practice and digital front-of-house (FOH) practices at Novotel Hotel play in ensuring operational efficiency, guest satisfaction and customer loyalty. The study has identified both the advantages and the disadvantages of the approach taken by Novotel and provided some actionable recommendations on improving operational performance and customer engagement using the placement-based case study, observations, and analysis of secondary data.
The study of Novotel Hotel shows that the integration of sustainability and front-of-house innovations based on digital technologies has a strong and positive influence on the efficiency of operations, satisfaction of guests, and customer loyalty. The results demonstrate that Novotel has managed to adopt various sustainability programs, such as energy-efficient lamps, motion sensors, streamlined HVAC, water-efficient gadgets, and waste programs. These steps are not only cost-saving plans in accordance with the Accor Planet 21 framework but also help to increase the environmental image of the hotel, which will also contribute to a positive attitude towards it among the customers. The placement observations indicated that overt sustainability efforts, e.g., recycling areas, plant-based foods, and involvement of the guests in eco-programs are popular and contribute to the satisfaction and loyalty.
Digital front-of-house products like self-check-in checkout kiosks, mobile room keys, AI-driven virtual concierge services, and real-time operational dashboard support sustainability efforts by simplifying the delivery of services and enabling employees to concentrate on personalized engagements. The technologies will improve the operational planning and reduce the waiting time, as well as increase the convenience of guests who are tech-savvy and environmentally conscious. Along with the results of the analysis of the cross-tabulation, it can be stated that the correlation between the sustainable and digital efforts and the increased level of satisfaction and loyalty among guests underpins the strategic importance of the interwoven eco-digital functioning. The guests note more convenience and think that Novotel is a progressive and responsible hotel brand, which favors their interaction with the rewards program, including Accor Live Limitless (ALL).
Although these strengths were found, some limitations were also established. Homogeneity in the sustainability and digital practices implemented on different properties may result in uneven experiences of the guests. There are guests who are not accustomed to digital tools, which will require staff support, and not all guests are well informed about sustainability activities carried out by the hotel that might decrease the possible impact on loyalty. These findings are important because they highlight the necessity to implement everything in a standardized way, communicate effectively, and provide specific staff training that would help increase the benefits of eco-digital strategies.
It is also found in the study that sustainability and digital FOH programs lead to efficiency of operations by streamlining resources usage and processes. Employees can spend more time on value-added activities to enhance service quality and make the experiences of the guests more personalized. Sustainability activities improve brand recognition and address the needs of environmentally aware travellers, and the digital breakthroughs reinforce the convenience and interactivity. A combination of these aspects provides a powerful value proposition that can persuade a visitor to become loyal and invite them to return to the hotel again.
Overall, the strategic emphasis of Novotel on integrating sustainable practices with digital FOH solutions is effective in terms of its operational performance, satisfaction of its guests, and retention goals. The placement study establishes that a combination of eco-friendly actions and technological innovation does not only fit the modern trends of the hospitality industry but is also a practical advantage to both the hotel and the guests. Those outputs will be enhanced with dealing with perceived gaps in the implementation consistency, the equity of staff preparation, and the awareness of the guests. On the whole, the study illustrates that midscale hotels aiming at operational superiority, improved customer experience, and competitive edge in the contemporary hospitality industry should ensure the effective implementation of sustainability and digital technologies.
[bookmark: _Toc223032101]5.2. Recommendations
Followings are some recommendations for the Novotel Hotel to implement to promote operational effectiveness, satisfaction amongst the guests and loyalty.
Sustainability Practices Standardisation: The sustainability efforts in Novotel hotels are differing, and they impact the experiences of the guests. The Planet 21 will guarantee uniform performance of the environment through standardization of measures like the LED lighting, Hvac efficiency, water saving gadgets, and waste management. Adherence can be ensured with the help of a monitoring checklist and benchmarking across the properties, less resource consumption can be maintained, and the hotel image that it is eco-friendly can be strengthened, increasing the satisfaction of guests and improving the loyalty rates among them.
Optimization of Digital Front-of-House Tools: The digital aspects such as self-check-in kiosks, mobile room keys, and AI dashboards are convenient and efficient operations but they need fine-tuning. To increase adoption and engagement, it is possible to improve usability, provide multilingual support, and include sustainability monitoring in the guest apps. Coccupancy, housekeeping and guest preferences should be tracked in real time with AI-led dashboards so that staff can provide effective and customized services.
Staff Training and Engagement: Employees play a key role in balancing technology with the personalized service. Training on digital tools and sustainability communication on a regular basis will enhance efficiency and guidance of guests. Rewards based on operational output, customer satisfaction, and sustainability can inspire employees to endorse eco-digital objectives at all times to make sure of the quality of FOH operations.
Guest Communication and Engagement: There is little awareness of sustainability efforts by the guests. The involvement can be improved by improving communication via in-room information, signage, and mobile alerts. The sustainability programs or loyalty based eco-actions are gamified and promote interactions and strengthen the positive brand image. Transparency and openness contribute to contentment and sustained loyalty.
Integration with Loyalty Programs: The ability to connect sustainable and digital behaviors with incentives of loyalty enhances customer retention. Personalization AI-powered can be used to offer environmentally friendly services and rewards depending on preferences of guests to encourage them to stay again and utilize Accor Live Limitless (ALL) more intensively. When eco-digital initiatives are incorporated into the loyalty programs, they strengthen the guest satisfaction and the brand loyalty.

Continuous Monitoring and Innovation: The common audit, feedbacks of the guests and adoption of emerging technologies are essential to stay competitive. Contactless solutions, predictive AI, and smart energy systems will sustain the operational efficiency and satisfy the expectations of the guest. The ongoing checking will make sure that Novotel will be in line with sustainability and digital strategies and comply with the changing marketing standards and needs of guests.
[bookmark: _Toc223032102]5.3. Implications for Novotel Hotel
The implications of the findings on the operation and strategic planning of Novotel are also a number of implications. To begin with, both sustainable practices and digital implementation must be consistently applied in all the properties to ensure equal experiences of the guests. It was observed that differences between the properties in terms of the application of technology or sustainability may result in the differences in the guest satisfaction, and the standardized operational guidelines may be necessary.
Second, employee education and involvement became a key issue. Even though technology is efficiency, there are guests who need to be assisted or they like to be approached by humans, hence automation needs to augment staff engagement and not to substitute it. Employee training to achieve a balance between technology implementation and personalized service would help to increase operational effectiveness and improve the experiences of the guests.
Thirdly, sustainability initiatives should be communicated to the guests. The hotel did not provide all the guests with complete information of the environmental efforts and this can restrain the perceived effect on satisfaction and loyalty. Enhanced in-room information, signage, and online communication can reinforce the involvement of guests and increase their perception of the authenticity of the sustainability activities.
Lastly, digital/sustainable strategies integration can be a competitive advantage. As more and more people seek more environmentally friendly and tech-savvy hospitality experiences (74% of travelers are willing to stay in a sustainable hotel, and 85% of travelers would appreciate a digital check-in modernization, Statista, 2024), Novotel can position itself as a company offering a smooth green-digital guest experience to meet the current expectations of traveling customers. Extending AI-powered services and applying data analytics to make the process personal can also enhance guest satisfaction and loyalty.
[bookmark: _Toc223032103]5.4. Areas for Future Research
Future studies may be broadened to multi-property or multi-brand comparisons, and larger datasets may be used to measure the benefits of eco-digital FOH operations and finances in operational and financial terms. Longitudinal studies would also be able to examine the effect of consistency implementation over time on guest satisfaction, loyalty and operational efficiency that give a more solid evidence to make strategic decisions.
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