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This paper explores the impact of sustainability practices on operational performance and employee and customer satisfaction at the Ibis Northampton hotel, part of the international Accor Hotels network. The study shows practical experience gained during a work placement, providing an applied analysis of how sustainability principles are implemented and managed at a local level.
The aim of the research is to assess the extent to which green policies, such as reducing energy and water consumption, waste management, the use of local resources and staff involvement, contribute to operational efficiency, creating a positive work climate and improving the guest experience. The analysis is performed through a case study approach, combining direct observations with critical interpretation of the literature.
The results highlight that sustainability is not just a moral or image obligation, but a clear strategy for increasing performance. The Ibis Northampton hotel has managed to significantly reduce operational costs by improving resource efficiency and strengthening its reputation by promoting environmental and social values. It was also observed that the active involvement of employees plays an essential role in the success of these initiatives, and the positive perception of customers contributes to their loyalty and to the differentiation of the hotel in the local market.
[bookmark: _Toc213086671]1.Introduction
The hospitality industry plays an important role in the global economy, being among the most influential sectors in generating jobs, stimulating tourism and economic growth. This sector has faced increasing pressure to adapt its practices to the new demands of sustainability and social responsibility. Climate change, rising energy costs and public awareness of environmental issues have led hotels around the world to adopt policies and strategies aimed at reducing their environmental impact (Jones, Hillier and Comfort, 2014). In this context, the present research analyses the impact of sustainability practices on organizational performance and employee and customer satisfaction, using as a case study the Ibis Northampton.
The Ibis Northampton hotel is located in Northampton, United Kingdom, and caters to both business and leisure travellers. During the professional placement carried out in this hotel, a constant concern of the management was observed for the integration of sustainability principles into daily activities, in line with the global strategic directions of the Accor group. The international Planet 21 program, launched by Accor, provides a clear framework for sustainable development, focusing on seven main pillars: health, nature, carbon, innovation, employees, community, and sustainable food. Therefore, the Ibis Northampton hotel becomes a relevant example for the analysis of the concrete application of these principles at the local level (Accor, 2024).
The main aim of this project is to evaluate how sustainability practices influence the hotel's performance and contribute to employee and guest satisfaction, based on direct observations and experiences accumulated during the placement (McGivern, 2006). By analysing resource management, staff involvement, customer perception and operational efficiency, the research provides a detailed perspective on how sustainability can become a sustainable competitive advantage in the hospitality industry.
The project also aims to highlight the connection between sustainability and organizational performance. While some studies claim that green measures can increase operational costs, others argue that they bring significant long-term benefits, such as resource savings, improved reputation, and customer loyalty. In the case of the Ibis Northampton hotel, a detailed analysis of current practices allows the identification of the real advantages and limitations of applying sustainable strategies in a medium-sized hotel.
Another objective of the research is to analyse the role of employees in implementing and maintaining sustainability. During the placement, it was observed that staff involvement is a determining factor in the success of green initiatives. A positive attitude, awareness of the importance of the environment and support from management contribute to the creation of an organizational culture based on responsibility and cooperation. At the same time, the level of engagement varies across departments, providing an opportunity to examine how internal communication and training can influence the consistency of green policy implementation.
[bookmark: _Toc213086672]2. Literature Review 
Sustainability has become one of the central concepts in the hospitality industry, driven by the increasing pressure of climate change, customer expectations and international environmental regulations. In the hotel context, sustainability does not only refer to reducing resource consumption, but also to creating a business model that integrates the balance between profitability, social responsibility, and environmental protection. Therefore, the specialized literature emphasizes that modern hotels must adopt a comprehensive approach, combining the ecological, economic, and social dimensions of sustainable development (Chemmanur and Fenech, 2024).
The concept of sustainability in tourism was initially defined in the 1990s, with the promotion of the principles of sustainable development formulated by the United Nations. In the hotel industry, these principles have been translated into concrete policies and programs, which include reducing the carbon footprint, efficient waste management, the use of renewable energy and the involvement of local communities (Global Sustainable Tourism Council, 2018). More and more international chains, such as Accor, Hilton or Marriott, have set ambitious goals for achieving climate neutrality and creating sustainable experiences for guests.
Within the Accor chain, the Planet 21 program was introduced as a strategic framework intended to guide hotel actions towards sustainability. This program focuses on the responsible use of natural resources, reducing water and energy consumption, and combating food waste. Ibis hotels, part of the Accor group, were among the first establishments to implement these initiatives on a large scale. They have adopted clear measures, such as installing LED lighting systems, using biodegradable products in rooms, recycling materials and reducing single-use plastic. These practices not only improve the hotel's environmental performance, but also contribute to increasing the brand's reputation among environmentally conscious customers (One Planet Network, 2023).
The literature shows that sustainability also offers direct economic benefits. Implementing energy efficiency measures reduces long-term operational costs, and ethical practices increase customer loyalty. At the same time, adopting sustainable behaviour can attract new market segments, such as “eco-friendly” tourists, who are willing to pay more for socially and environmentally responsible services. In the United Kingdom, this phenomenon has been confirmed by the increase in the number of tourists choosing environmentally certified accommodations, which shows a clear shift in consumer preferences (Ogunbukola, 2024).
Another central aspect in contemporary literature is the link between sustainability and organizational culture. Authors in the field highlight that the success of green initiatives depends largely on employee involvement and the ability of management to integrate sustainable values ​​into the daily routine of the hotel (Jerónimo et al., 2019). In hotels such as Ibis Northampton, employees play a key role in implementing green policies, from efficient resource management in operational departments to actively communicating with guests about eco-responsible behaviours. Through staff training and internal recognition programs, organizations can make sustainability a part of their corporate culture, not just a requirement imposed by standards.
From a theoretical perspective, several analytical frameworks can be applied to understand how sustainability influences hotel performance. Among the most relevant is the triple bottom line (TBL), which emphasizes the interdependence between profit (economic), people (social), and planet (environment). In the context of hospitality, this theory shows that a hotel cannot achieve long-term success if it neglects any one of these dimensions. Ibis provides a practical example of the application of the TBL model, as each sustainability initiative is evaluated according to its economic, social, and environmental impact (Nogueira, Gomes and Lopes, 2025). 
Another frequently used conceptual framework is stakeholder theory, which states that organizations must consider the interests of all stakeholders, customers, employees, suppliers, authorities, and local communities. The application of this theory refers to a collaborative approach to decision-making, involving employees in green initiatives, and communicating transparently with the public about the progress made. This approach fosters trust and supports a positive brand image (Gutterman, 2023).
The specialized literature also explores the connection between sustainability and customer satisfaction. Studies show that modern tourists appreciate hotels that demonstrate a real commitment to protecting the environment and to the well-being of the community. In many cases, positive experiences related to sustainability can improve the overall perception of services and stimulate favourable online reviews. Hotels that manage to effectively communicate these values ​​gain a competitive advantage in saturated markets (Singgalen, 2024).
In the post-pandemic context, sustainability has taken on an additional dimension, that of safety and resilience. The COVID-19 pandemic has forced the hospitality industry to reassess hygiene, resource management and guest interaction practices. Many hotels, including those in the Accor portfolio, have combined sustainability principles with new health standards, adopting digital solutions and contactless technologies that reduce waste and increase operational efficiency (Elkhwesky et al., 2022). 
Academic literature also highlights the challenges of implementing sustainability in mid-sized or regional hotels. While the benefits are clear, the initial costs of investing in green technologies can be significant. In addition, the lack of professional training or specialized human resources can slow down the adoption of these practices. Some research also highlights the difficulties in measuring the real impact of sustainability initiatives, due to the lack of standardized indicators. For example, assessing the reduction of a hotel’s carbon footprint requires detailed data on energy consumption, transportation and supply, and this information is not always available or easy to compare across establishments (Prakash et al., 2022).
Another aspect analysed in recent literature is the influence of international chains on local hotels. Large groups, such as Accor, provide a strategic framework and resources for implementing sustainable initiatives, but also leave room for adaptation for each hotel. In the case of Ibis Northampton, global policies are complemented by local actions, such as collaboration with regional suppliers or participation in volunteer projects (Accor, 2022). 
The specialized literature emphasizes that the success of a sustainability strategy cannot be evaluated only by reducing energy or water consumption, but also by its impact on employee satisfaction and organizational performance. In this regard, recent research shows that the involvement of staff in green initiatives contributes to creating a sense of belonging and professional pride. A sustainable organizational culture favours employee collaboration, motivation and retention, essential aspects for hotels with a high staff turnover rate (Gu, 2024).
Overall, the current literature shows a complex picture of sustainability in the hospitality industry, presenting it as an evolutionary process that depends on leadership, innovation, education, and collaboration. Hotels that integrate these dimensions manage not only to reduce negative environmental impacts, but also to strengthen a corporate identity based on responsibility and trust. Although there is significant progress globally, studies show that there is still a gap between intention and implementation, especially among medium-sized establishments or those located in smaller cities, such as Northampton. 
[bookmark: _Toc213086673]3.Methods 
This chapter describes the methodological approach used to conduct research on sustainability and operational management within the Ibis Northampton hotel, based on direct experience gained during the internship period. The research adopts a case study method, which allows for a detailed analysis of the organization's internal processes and strategies, providing a complex perspective on how sustainability principles are integrated into the hotel's daily operations.
[bookmark: _Toc213086674]3.1. Choice of the "Case Study" Methodology
The case study method was considered the most appropriate, as it allows the researcher to analyse in depth a real organizational context, in a dynamic and specific environment, such as the hotel. Yin (2003) highlights that this method offers the opportunity to explore contemporary phenomena in their natural context, using a variety of information sources (Yin, 2003). In the same sense, Veal (2006) states that the case study is a technique often used in the field of tourism and hospitality, as it offers a balance between practical observation and theoretical analysis (Veal, 2006).
By applying this method, the research is not limited to numerical data, but explores the experiences, perceptions and behaviours of employees, essential aspects for understanding real sustainability practices.
[bookmark: _Toc213086675]3.2. Research design
The research design is qualitative in nature, based on direct observation and informal discussions with employees and hotel management. According to Saunders, Lewis and Thornhill , choosing a qualitative design is appropriate when the research aims to obtain a detailed understanding of a phenomenon, rather than testing a hypothesis. In this research, the emphasis was placed on analysing how sustainability policies are implemented and perceived at the operational level (Saunders, Lewis and Thornhill, 2012).
[bookmark: _Toc213086676]3.3. Data collection
The data collection process was conducted mainly through direct observation during daily activities in the reception, housekeeping and catering departments. The observations were complemented by informal conversations with staff and managers, in order to understand how internal policies influence individual behaviours and operational efficiency (Cottrell, 2011).
Robson believes that direct observation in a work environment provides an authentic perspective on organizational realities and allows the identification of discrepancies between formal procedures and actual practices (Robson, 2016). Denscombe emphasizes that applied research must be based on clear rules of conduct, respecting ethical principles and avoiding influencing participants (Denscombe, 2010).
[bookmark: _Toc213086677]3.4. Qualitative approach and data analysis
The collected data were analysed using a qualitative interpretive approach, which aims to identify thematic patterns and relationships between the different perspectives observed (Silverman, 2011). Marshall argues that qualitative methods are suitable for exploring social and organizational processes, as they allow for a deep understanding of the context and motivations behind behaviours (Marshall, 2015).
After recording the observations, the information was organized into themes corresponding to the research objectives: implementation of sustainability initiatives, employee involvement and perception of operational impact. This thematic structuring facilitated the critical analysis and comparison of the data obtained with the specialized literature discussed previously (Bryman, 2008).
To ensure accuracy, Pallant's recommendations regarding data consistency checking and identification of possible interpretation errors were applied (Pallant, 2010).
[bookmark: _Toc213086678]3.5. Research and data validity
The validity and credibility of the results were ensured through methodological triangulation, fo rexample by comparing the own observations with the information provided by the employees and with the internal documents of the hotel (policy manuals and sustainability reports). Denscombe argues that this approach contributes to reducing the researcher’s bias and increasing the reliability of the conclusions (Denscombe, 2010).
[bookmark: _Toc213086679]3.6. Methodological structuring and project writing
The writing and organization of the research followed the steps recommended by Cottrell for the development of academic projects: planning, collection, analysis and logical presentation of the results. In this process, the researcher followed a reflexive approach, constantly analysing his own observations and adjusting the interpretations according to the observed organizational context (Cottrell, 2014).
Collis and Hussey emphasize that effective research must be both methodologically rigorous and flexible in interpretation, adapting to the realities of the study environment (Collis and Hussey, 2014). Thus, the case study method applied in the Ibis Northampton hotel allowed not only a deep understanding of sustainability practices, but also a critical perspective on how they can be improved in the future.
[bookmark: _Toc213086680]4. Findings and Discussion 
The research results are based on practical experience gained during the internship at the Ibis Northampton hotel, complemented by direct observations, documentary analysis and evaluation of internal processes related to sustainability. The main purpose of this section is to present, in a structured manner, the main findings obtained in relation to the three objectives of the research:
· Analysing how sustainability practices are implemented in the Ibis Northampton hotel;
· Assessing employee perception and involvement in sustainability initiatives;
· Examining the impact of these practices on hotel performance and customer satisfaction.
[bookmark: _Toc213086681]4.1 Implementation of sustainability practices in the Ibis Northampton hotel
Observations made during the internship period showed that sustainability is a visible and well-structured component of the hotel strategy. The Ibis Northampton hotel closely follows the principles of the Accor group’s Planet 21 program, which sets clear directions for protecting the environment, reducing carbon emissions and promoting responsible resource consumption (Accor, 2022a).
One of the most obvious initiatives is efficient energy management. The hotel has completely replaced traditional lighting systems with LED bulbs, and automatic timers for lights and air conditioning are programmed to reduce energy waste in unoccupied rooms. In addition, in common areas, the brightness is automatically adjusted according to natural light. These measures have contributed to a significant reduction in energy consumption, an aspect frequently mentioned by the maintenance staff.
Another important element observed is waste management. The hotel has implemented a clear system of selective collection, both for household waste and recyclables. In the kitchen and restaurant, food waste is carefully monitored, and the remaining quantities are reduced through more efficient portion planning and collaboration with local organizations that redistribute surplus food. In the rooms, disposable products such as plastic water bottles or individual packaging have been replaced with reusable containers and biodegradable materials (Mourad, 2016).
The Ibis Northampton hotel has also adopted a policy of reducing water consumption, by installing controlled flow taps and showers, and by training cleaning staff to use resources efficiently. For example, bed linen and towels are only changed at the express request of guests, a practice standardized internationally but very well applied in the Northampton establishment. These measures not only reduce costs, but also contribute to making guests responsible for the environment (Accor, 2025).
In terms of sourcing and use of resources, a clear trend towards supporting local producers has been observed. The hotel collaborates with regional suppliers for food, beverages and cleaning materials, avoiding long transport distances, and thus reducing its carbon footprint. This strategy has brought both economic and image benefits, strengthening the connection with the local community and supporting the regional economy (Al-Husain et al., 2024).
Another practice observed is the use of environmentally friendly materials in the maintenance and repair process. In the latest renovations, the hotel used water-based paints, recyclable materials and furniture from sustainable sources. In addition, there has been a focus on managing waste from maintenance activities, which is collected separately and sent for recycling (Mbasera et al., 2016).
All these practices demonstrate an integrated approach to sustainability, in which each department contributes to the overall objectives of the company. Although some measures are imposed by Accor policies, their effective implementation depends on the involvement of local staff, an aspect that is analysed in the next section.
[bookmark: _Toc213086682]4.2 Employee engagement and perception of sustainability
An element identified in the research is the level of awareness and participation of employees in sustainability practices. During the internship, it was observed that the staff of the Ibis Northampton hotel show a generally positive attitude towards green initiatives, although the degree of involvement differs depending on the role and department.
The management team plays a central role in promoting green values. Managers are responsible for transmitting Planet 21 policies and organizing internal information sessions, where waste reduction, rational use of energy and the impact of daily actions on the environment are discussed. These meetings contribute to the consolidation of an organizational culture based on responsibility and collaboration.
Staff in the operational departments (reception, cleaning, kitchen) showed a good understanding of the importance of these policies, but their implementation varies. For example, while the housekeeping team strictly adheres to the rules on saving water and cleaning products, there are still challenges in the kitchen department regarding the optimal management of food waste. Some employees mentioned that sometimes lack of time or workload pressure limits the strict application of the rules (Diamantopoulos and Schlegelmilch, 2002).
However, employee involvement is supported by motivation and recognition programs. Accor, globally, has introduced an internal reward system for hotels that achieve sustainability goal. Specifically, teams that manage to reduce resource consumption or propose innovative initiatives receive formal recognition from management. This type of approach has increased the degree of individual responsibility and team spirit (Pham et al., 2020).
Another aspect observed during the internship is the transparent communication between management and staff regarding sustainability objectives. Boards in administrative areas display data on energy, water and waste consumption, allowing employees to visualize progress and understand the impact of their actions. This simple practice has a positive effect on team morale and contributes to the consolidation of an organizational culture oriented towards continuous improvement (Gutterman, 2023b).
[bookmark: _Toc213086683]4.3 The impact of sustainability practices on hotel performance and customer satisfaction
The results obtained from the analysis of the hotel's activities show that sustainability measures had a positive impact on the overall performance of the unit, both financially and in terms of reputation. The implementation of green strategies led to reduced operational costs, improved brand image and increased guest satisfaction.
From a financial point of view, the hotel managed to reduce annual expenses by making energy and water consumption more efficient. For example, by installing LED systems and automatic temperature control, electricity costs decreased significantly. The reduction in paper consumption, thanks to the digitalization of check-in and check-out processes, brought additional savings. These measures allowed the hotel to redirect resources to other areas of investment, such as improving guest comfort or staff training (Sensor Flow, 2022).
In terms of reputation, sustainability has become an element of competitive differentiation. Many customers, especially those traveling for business, have mentioned in conversations with staff that they choose Ibis hotels because of their commitment to environmental protection. Online reviews frequently highlight cleanliness, service efficiency and eco-friendly policies, indicating that some customers associate quality of service with environmental responsibility (Verma and Chandra, 2018).
In addition to the economic and reputational impact, sustainability has also had positive effects on the organizational climate. Staff reported being more motivated and prouder to work in an environment that promotes ethical values ​​and respect for the environment. This attitude has contributed to creating a stable work environment with low employee turnover, which is essential for the hospitality industry (Hardiyana, Manik and Komara, 2024).
However, several challenges have also been identified. First, some initiatives involve high initial costs, such as installing energy-efficient equipment or adopting digital solutions. Although these investments pay off over time, they can be a barrier for independent hotels or those operating on limited budgets. Second, maintaining employee interest in sustainability projects requires constant effort from management, especially during busy periods when attention is focused on daily operations (Iwuanyanwu et al., 2024).
Despite these challenges, the overall results of the analysis indicate that the Ibis Northampton hotel has managed to integrate sustainability in an effective way, transforming it into an essential pillar of its corporate identity. The measures adopted have had tangible effects on resource economy, guest satisfaction and internal team cohesion (Accor, 2025a). These findings confirm that sustainability, when implemented strategically and with the involvement of staff, becomes not only a moral obligation, but also a valuable tool for increasing and consolidating hotel performance. 
The research results are based on practical experience gained during the internship at the Ibis Northampton hotel, influenced by observations, documentary analysis and evaluation of internal processes related to sustainability. The main purpose of this section is to present, in a structured manner, the main findings obtained in relation to the three objectives of the research:
· Analysing how sustainability practices are implemented in the Ibis Northampton hotel;
· Assessing employee perception and involvement in sustainability initiatives;
· Examining the impact of these practices on hotel performance and customer satisfaction.
[bookmark: _Toc213086684]4.4 Critical analysis of sustainability implementation in the context of the Ibis Northampton hotel
The results obtained show that the Ibis Northampton hotel has managed to integrate sustainability in a coherent way and adapted to the local context. This finding confirms the observations in the specialized literature, which claim that the success of sustainability strategies in hospitality depends on the ability of management to balance corporate objectives with the local specificity of the unit. In this case, the global policies of the Accor group, embodied in the Planet 21 program, have been translated into a set of practical actions, adapted to the resources and needs of the hotel.
For example, reducing energy and water consumption, recycling materials and collaborating with local suppliers are measures frequently mentioned in the literature on hotel sustainability, being considered basic elements of responsible management. Their implementation in the Ibis Northampton confirms the efficiency of these strategies, but also shows the importance of active leadership and staff involvement. Similarly, previous studies suggest that the success of green programs depends on the formation of an organizational culture in which sustainability is perceived not only as an imposed policy, but as a value shared by the entire team (Liang, Watters and Lemański, 2022).
In the analysed case, this condition is partially met. Although employees show a positive attitude and are aware of the importance of green actions, their involvement varies depending on the department. The literature emphasizes that the lack of uniform involvement can limit the effectiveness of the measures, since sustainability requires coherence across all operational activities. In this regard, the hotel could strengthen the process through more frequent training and by creating teams dedicated to monitoring environmental initiatives.
Another aspect worth discussing is the balance between sustainability and profitability, a central theme in contemporary research. The triple bottom line model proposes an integrated approach, in which organizational success is evaluated through three dimensions: economic, social and ecological (Jerab, 2025). The results obtained at Ibis Northampton show that this approach works in practice, green measures did not reduce financial performance, but, on the contrary, contributed to reducing operational costs and increasing customer loyalty. This confirms the theory that sustainability is not an additional cost, but a long-term investment in efficiency and reputation.
However, it must be acknowledged that some measures involve considerable initial investments, an aspect frequently reported in the specialized literature. The implementation of energy-efficient equipment, the digitalization of processes and the purchase of biodegradable materials can require significant financial resources, which are difficult for independent units to bear. In the case of large hotel chains, such as Accor, this obstacle is mitigated by logistical and financial support from the parent company. However, for individual or smaller hotels, the lack of access to such resources can limit the degree of sustainability (Veton Zeqiraj and Sead Ujkani, 2025).
[bookmark: _Toc213086685]4.5 Employee Involvement and Stakeholder Theory
Analysis of employee involvement highlights a clear correlation between the degree of staff participation and the effectiveness of sustainability strategies. This finding aligns with stakeholder theory, which argues that an organization functions optimally when the interests of all stakeholders are considered (Olukorede, 2025). At the Ibis Northampton hotel, management has succeeded in creating a collaborative environment, in which employees are informed, consulted and motivated to contribute to environmental objectives.
However, the literature draws attention to the fact that genuine employee involvement is not limited to training, but also involves decision-making. In the case of Ibis Northampton, the decision-making process related to sustainability remains predominantly top-down, which can reduce personal initiative. Although there is recognition for innovative ideas coming from employees, their implementation often depends on the approval of higher levels. Consequently, a recommendation derived from this analysis would be to develop a more participatory system, through which employees can actively contribute to the definition and evaluation of green strategies (Charles, Francis and Zirra, 2021).
Another relevant element is the impact of sustainability on employee motivation. According to recent literature, involvement in green activities increases the sense of belonging and professional pride, contributing to reducing staff turnover. The results observed in Ibis Northampton confirm this hypothesis: most employees declared themselves proud to work in a hotel that promotes the values ​​of social responsibility. This positive attitude is also reflected in the quality of the services offered, demonstrating a direct link between sustainability and employee satisfaction (Casey and Sieber, 2016).
On the other hand, the main challenge is to maintain this enthusiasm in the long term. Literature highlights that sustainability projects can become routine and lose their impact if they are not updated periodically. An effective strategy would be to diversify green activities and involve employees in community campaigns, which would strengthen both internal motivation and the connection with the external environment (Aarseth et al., 2016).
[bookmark: _Toc213086686]4.6 Sustainability and customer satisfaction
The relationship between sustainability and customer satisfaction is increasingly evident in contemporary literature, and the results obtained at Ibis Northampton confirm this. Customers perceive green initiatives not only as an ethical action, but also as an element of service quality. Positive reviews regarding cleanliness, energy efficiency and attention to the environment indicate that, for a significant part of visitors, sustainability has become a criterion for choosing accommodation (Shih et al., 2024).
This trend is consistent with the general change in consumer behaviour observed in the British market. Tourists are increasingly sensitive to environmental issues and prefer companies that demonstrate a real commitment to social responsibility. In this regard, Accor and the Ibis brand enjoy a positive image, reinforced by the transparency of communication and the concrete measures applied.
However, the literature draws attention to a delicate balance between sustainability and comfort. Some practices, such as reducing the frequency of linen changes or eliminating single-use products, can be perceived negatively by guests who are not familiar with these policies. At Ibis Northampton hotel, informative messages displayed in the rooms played a key role in avoiding this risk. Clear, friendly and educational communication allowed guests to understand the rationale behind these measures, transforming potential inconveniences into collaborative gestures (Ndalnamu, Ezenagu and Olugbemi-Gabriel, 2024).
Another significant element is the way sustainability contributes to competitive differentiation. In a city like Northampton, where the hotel market is moderately competitive, a commitment to the environment offers a distinct advantage. This confirms the conclusions of several studies that claim that green branding can strengthen customer loyalty and attract new market segments, especially among younger generations and corporate travellers concerned about business ethics (George, 2025).
However, there are also limits to assessing the impact on customer satisfaction. In the absence of a formal measurement system, such as feedback questionnaires specifically targeting sustainability perceptions, it is difficult to quantify exactly how these practices influence return decisions. Thus, the hotel could develop more precise assessment tools to directly correlate sustainability with consumer behaviours.
[bookmark: _Toc213086687]4.7 Research limitations and future directions
Although the results provide a realistic picture of how sustainability is implemented in the Ibis Northampton hotel, there are several limitations that need to be acknowledged. First, the research was based mainly on qualitative observations and the analysis of available documents, without direct collection of quantitative data (Grbich, 2006). 
Second, being a single case study, the conclusions cannot be automatically extended to all hotels in the Accor chain or to other brands. Each unit has cultural, financial and operational particularities that influence the way sustainability is applied. However, the analysis provides a solid basis for future comparisons and for the development of broader research at the network level.
Another limitation is related to the lack of a direct assessment of customer perception and detailed financial indicators. Information on guest satisfaction was obtained indirectly, through observations and reviews, without systematic measurement. Future research could include customer surveys and comparative analyses between hotels that apply different degrees of sustainability.
Finally, it should be noted that sustainability is a dynamic process that is constantly evolving. What is considered innovative today may become standard in a few years. Therefore, it is essential that the Ibis Northampton hotel maintains a flexible attitude, periodically reviews its adopted strategies and integrates new technologies and practices that support the transition to climate neutrality.
[bookmark: _Toc213086688]5. Conclusion and Recommendations
The research aimed to analyse the impact of sustainability practices on organizational performance and employee and customer satisfaction within the Ibis Northampton hotel. Through a case study approach, based on direct experience gained during the professional placement, the main ways in which the hotel integrates sustainability principles into its daily activities were identified, as well as the effects of these actions on the internal and external environment.
The results obtained demonstrate that sustainability is no longer a complementary option in the hospitality industry, but an essential element of modern corporate strategy. In the case of the Ibis Northampton hotel, the implemented practices reflect a clear approach, based on ecological responsibility, operational efficiency and staff involvement. This approach confirms recent theories in the field of hospitality management, which argue that the long-term success of an organization depends on the balance between profitability, employee well-being and environmental protection.
 Summary of key findings
The first major finding of the study is that the Ibis Northampton hotel applies a well-structured sustainability strategy, aligned with the Accor Group’s Planet 21 program. This strategy is reflected in multiple practical initiatives: reducing energy consumption by installing LED bulbs and motion sensors, limiting waste through selective collection and eliminating single-use products, and optimizing water consumption through low-flow equipment. The hotel also collaborates with local suppliers to support the regional economy and reduce the carbon footprint generated by transport.
These measures demonstrate that sustainability is treated as a strategic priority, integrated into all departments, from reception and cleaning to kitchen and maintenance. However, the implementation of these policies depends largely on the level of involvement and awareness of employees, which led to the second key finding. 
The research showed that employees play a crucial role in the success of sustainability, and their engagement is directly influenced by the way management communicates, motivates and supports these initiatives. Within the hotel analysed, staff demonstrate a high level of environmental awareness, fuelled by regular training, feedback sessions and recognition of individual merits.
Another important conclusion is that sustainability contributes directly to the financial performance and reputation of the hotel. By reducing operational costs and attracting customers interested in environmentally responsible services, Ibis Northampton has managed to strengthen its competitive position in the local market. Resource efficiency measures not only reduce expenses, but also generate intangible benefits, such as customer trust, brand loyalty and increased overall guest satisfaction.
The research also highlighted that employee involvement in green actions has a positive impact on morale and team cohesion. Working in an environment that promotes ethical values ​​and social responsibility contributes to the development of a sense of belonging and professional pride. This aspect has direct consequences on the quality of the services provided and, implicitly, on the guest experience.
At the same time, it was observed that sustainability positively influences the perception of customers, who appreciate hotels that demonstrate care for the environment and community. Many guests prefer to support companies that act responsibly, which turns sustainability into a tangible competitive advantage. This trend is in line with changes in the behaviour of British consumers, who are becoming increasingly attentive to the social and ecological impact of the products and services they purchase.
Critical analysis of the implications
The results obtained have multiple implications for hotel management. First, they confirm that sustainability is compatible with economic objectives, contrary to the perception that green initiatives would only represent a source of costs. Energy efficiency, waste reduction and process digitalization contribute to optimizing the operational budget, demonstrating that green practices can bring direct economic benefits.
Second, sustainability generates added value by strengthening the brand reputation. In a context where competition in the hospitality industry is increasingly intense, customers tend to choose organizations that combine service quality with social responsibility. In the case of the Ibis Northampton hotel, the positive image created around sustainability initiatives contributes to increasing occupancy and customer loyalty (Jones, Hillier and Comfort, 2016).
However, the analysis also revealed several limitations. First, the initial investments to implement sustainable solutions can be significant, especially in the case of modern equipment or digital technologies. However, these costs are recouped over time through savings and increased operational efficiency.
Secondly, sustained employee engagement remains a challenge. While team morale is high, maintaining enthusiasm and engagement requires ongoing management effort, especially during periods of operational stress. It is essential that sustainability is not perceived as an additional burden, but as an integral part of the organizational identity (Alsomaidaee, 2023). 
The analysis also showed that the assessment of the impact of sustainability on customer satisfaction is insufficiently documented. The lack of formal measurement tools, such as thematic questionnaires or systematic analysis of online feedback, limits the hotel’s ability to quantify the results achieved. This aspect represents an opportunity for improvement, as better monitoring would allow for fast policy adjustments and strengthening the relationship with customers.
Relevance of sustainability to the UK hospitality industry
The research results can be extended, to a certain extent, to the wider context of the UK hospitality industry. The case study of the Ibis Northampton hotel illustrates the general trend of integrating sustainability into the business model of British hotels, in line with the national objectives of the transition to net zero emissions by 2050 (Bhalla, 2025).
More and more hotel chains are adopting policies similar to those of the Accor group, implementing measures such as reducing waste, optimizing resource consumption and promoting green mobility. In this context, Ibis Northampton is a good practice example, demonstrating how a medium-sized hotel can make a significant contribution to achieving global sustainability goals without compromising service quality.
Furthermore, the analysis confirms that sustainability is not just an external requirement imposed by regulations, but a strategic tool for differentiation and adaptation to market changes. British customers, especially younger generations and corporate travellers, show an increasingly clear preference for hotels that integrate ethical and environmental values. In this sense, Ibis Northampton is perfectly aligned with the current trend of transforming hospitality into a more responsible, transparent and innovative sector. 
Final Synthesis
In conclusion, the research demonstrates that sustainability is a determinant of modern hotel performance, not just a theoretical concept. In the case of the Ibis Northampton hotel, the integration of green principles was reflected in improved operational efficiency, cost reduction, increased employee satisfaction and strengthened brand image.
At the same time, the analysis highlighted the importance of collaboration between departments, staff involvement and visionary leadership, capable of transforming environmental objectives into concrete and sustainable practices. In a sector under pressure from economic and environmental changes, the experience of the Ibis Northampton hotel confirms that sustainability is not only a moral obligation, but also a smart strategy for adaptation and competitive differentiation.
This research provides a practical perspective on how a hotel in a medium-sized British city can become a model of corporate responsibility, demonstrating that environmental, social and economic values ​​can coexist harmoniously within an efficient and profitable business framework. The results obtained can serve as a starting point for the further development of sustainable policies across the Accor network and the British hotel sector (Greetham, 2014).
Recommendations
Based on the results obtained and the practical experience gained during the placement at Ibis Northampton, this section provides a set of recommendations aimed at supporting the hotel in strengthening its operational performance and deepening its commitment to sustainability. The recommendations are based on a critical analysis of the findings and are structured in five major strategic directions: resource management and operational efficiency, employee involvement and training, technological innovation, customer experience and strategic communication, as well as local partnerships and social responsibility.
1. Optimizing resource management and operational efficiency
Although the Ibis Northampton hotel already applies a series of effective measures to reduce energy and water consumption, there is potential for further optimization. In this regard, it is recommended to:
· Implement an integrated digital resource monitoring system, which would allow for real-time tracking of electricity, gas, water and waste consumption. This system would provide a detailed picture of areas with efficiency losses and facilitate data-based decision-making (Dutta et al., 2023) 
· Periodically review equipment and infrastructure to identify energy-inefficient appliances. Replacing HVAC systems with intelligent, automated models could yield additional long-term savings (Olatunde et al., 2024).
· Develop a seasonal savings plan that adapts to occupancy fluctuations. During periods of low occupancy, certain floors or areas could be partially closed, reducing heating, cooling, and cleaning costs without affecting service quality (Wang, Pattawi and Lee, 2020).
· Reduce the carbon footprint in the supply chain by selecting partners who also adopt sustainable policies. The hotel could introduce an environmental criterion into the supplier selection process, ensuring that raw materials, cleaning products, and food come from responsible sources(Hsu et al., 2014). 
2. Strengthen employee engagement and training
Research has shown that Ibis Northampton employees are motivated and aware of the importance of sustainability, but their level of engagement varies across departments. To standardize the level of engagement and make sustainability a shared value, it is recommended to:
· Create a “Green Employee Committee” made up of representatives from each department. This group would have the role of identifying new ideas, monitoring progress and organizing internal green activities (“Green Week”, waste collections, saving competitions) (David Suzuki Foundation, n.d.).
· Introduce personalized training sessions, adapted to the specifics of each department. For example, the housekeeping team could receive additional training on the environmentally friendly use of cleaning products, and the reception staff could learn how to communicate green policies more effectively to guests (Mrs et al., 2019).
· Implement a reward and recognition system for employees who are actively involved in green initiatives. Recognition can be symbolic (diplomas, public mention) or material (vouchers, internal benefits), thus contributing to increasing motivation (HiFives, 2024).
· Organizing quarterly feedback sessions, in which employees can propose ideas or evaluate the effectiveness of existing measures. This participatory approach strengthens the sense of belonging and collective responsibility (Celestin, 2024).
3. Integrating technological innovation for sustainability
Technology is a fundamental tool in the transition to a sustainable hotel model. In this regard, Ibis Northampton could adopt the following initiatives:
· Completely digitizing administrative processes, by moving to electronic documents, digital signatures and online archiving. This measure significantly reduces paper consumption and increases operational efficiency (Bhakti et al., 2021).
· Expanding the use of mobile applications for guests, which allow digital check-in/check-out, room temperature control and personalized orders without physical interaction. In addition to convenience, these solutions reduce material consumption and interactions involving document printing (Mandić, Panić and Obradovic, 2022).
· Installing smart occupancy sensors in rooms and conference rooms, which automatically adjust lighting and air conditioning. Thus, the hotel can save up to 30% of energy consumption associated with unused spaces (Garg and Bansal, 2000).
· Using data analytics to monitor sustainable performance. Collecting and analysing data on consumption, customer behaviour, and operational efficiency would allow management to make more accurate decisions and constantly improve processes (Tiwari, 2024).
Adopting these technologies not only supports sustainability, but also positions the hotel as an example of smart hospitality, in line with European trends in digitalization and the economy.
4. Improving customer experience and education
Customers are a fundamental pillar of hotel sustainability. Their experience must include not only comfortable services, but also education and active participation in protecting the environment. To this end, the following strategies are proposed:
· Introducing a section dedicated to sustainability in the hotel app or website, where guests can learn about the green measures implemented, their positive impact, and how they can contribute during their stay (Kantarcıgil, 2024).
· Creating educational visual messages in rooms and common areas, formulated in a friendly tone, explaining the benefits of small gestures (reusing towels, turning off lights, recycling waste) (Licardo, Domjan and Orehovački, 2024).
· Developing a “Green Guest” loyalty program, offering discounts or benefits to guests who choose sustainable options (for example, refusing daily cleaning, using public transportation or reducing water consumption) (Damigos, 2023).
· Collecting specific feedback on guests’ perception of sustainability, through a dedicated section in satisfaction forms. This data can then be used to adjust internal policies and campaigns (Dedat and Rodrigues, 2025).
Such initiatives would transform guests from passive observers into active partners in the sustainability process, generating a much stronger social and image impact.
5. Strengthening local partnerships and social responsibility
To expand its positive influence in the community and become a model of corporate responsibility, the Ibis Northampton hotel could adopt the following measures:
· Developing partnerships with local organizations and NGOs dedicated to environmental protection, recycling or environmental education. Employee participation in community activities (planting, cleaning campaigns, support for youth) would contribute to strengthening the link between the hotel and the community.
· Collaborating with local certified organic suppliers to support the regional economy and reduce the environmental impact of transport. In addition, promoting local products in the restaurant menus would increase the authenticity of the experience offered to tourists (Huang and Hall, 2023).
· Organizing educational events within the hotel, such as workshops on sustainability or local gastronomy. These activities can attract new audiences and strengthen the hotel's reputation as an actor actively involved in the sustainable development of the city (Ndhlovu et al., 2024).
· Annual publication of a "Local Sustainability Report", presenting the actions taken, the results achieved and the future plans. This transparency strengthens public trust and demonstrates real commitment to green goals (APLANET, 2023).
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