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Abstract
The introduction chapter first evaluates the background information on the practices of sustainability implemented in urban hotels and their impact on the customers. It can be found that there is a direct relationship between the factors, and as the urban hotels are improving their sustainability practices, the occupancy rate is thus increasing in the hotels. Based on this, the study relevance indicates that the actual findings of the research will help sustainability requirements of urban hotels through the eyes of Novotel Wembley and help recommend possible solutions for improvement. Thus, the aim, objectives and questions of the study revolved around exploring the green initiatives that Novotel Wembley has implemented and criticising the ways they influence both staff work and guest satisfaction.
This research investigates sustainable practices employed by urban hotels to cope with environmental and operational issues. It analyses existing green programs in the hospitality industry, including energy and water saving, waste minimisation, and green innovations. The study is conducted to bring out the positive contributions of sustainability towards guest satisfaction, employee engagement, and hotel efficiency overall. The study also weighs industry norms such as LEED and ISO 14001, their weaknesses being areas such as lack of data transparency and training employees. The theoretical framework draws from TBL and RBV theories which are integrated to determine how urban hotels achieve sustainability through the alignment of internal resources to environmental, social and economic objectives for long-term competitive advantage.
In terms of methodological selection, a secondary qualitative thematic analysis has been chosen while integrating a pragmatist, deductive design and descriptive approach. The Data Protection Act 2018 and its principles have been evaluated for managing data protection ethics.
Chapter 4 studies how Novotel London Wembley incorporates sustainable practices which improves environmental effectiveness and operational performance. LED lighting, water-saving fixtures and waste reduction programmes collaborate with Accor’s Planet 21 programme to reduce carbon emissions and increase efficiency. Sourcing locally, using organics, having reuse policies and getting rid of single-use plastics is guest-centred and decreases unnecessary costs. Environmental responsibility combines staff engagement, a key to create a motivated workforce. Novotel which does well compared to competitors such as Hilton and Marriott, that uses AI and food waste tracking, can improve by incorporating food waste tracking technology like the one from Winnow. Novotel’s sustainability efforts are aligned with the Triple Bottom Line and Resource-Based View theories which demonstrate how internal capabilities help Novotel achieve their external sustainability goals. Overall, while Novotel’s strategy helps improving brand image, enhancing guest and employee experience and environmental stewardship, by adopting advanced technologies and guest facing innovations can improve performance.
In conclusion, it can be said that Novotel London Wembley has effectively integrated sustainability into its operations, which has improved its guest satisfaction, staff engagement and operational efficiency. However, as a part of recommendations, activities like integrating SEMS, AI-based food Waste Monitoring Tools, frequent guest interaction activities, and Biodigesters can be considered, along with appealing for BREEAM and LEED and managing staff training to ensure further competency regarding sustainability. 



Table of Contents
CHAPTER 1: INTRODUCTION	6
1.1 Context and background	6
1.2 Study relevance	7
1.3 Novotel Wembley band and location	7
1.4 Research aim, questions and objectives	7
1.4.1 Aim:	7
1.4.2 Questions:	7
1.4.3 Objectives:	8
CHAPTER 2: LITERATURE REVIEW	9
2.1 Sustainable Practices Utilised by Urban Hotels Which Solve Environmental and Operational Issues	9
2.2 Green initiatives that are currently utilised in the Urban hotels and hospitality sector	10
2.3 Impacts of sustainability on the satisfaction of their guests and engagement of the staff and other operations	10
2.4 Industry standards and areas for improvement in the sustainable practices of Urban hotels	11
2.6 Theoretical framework	12
2.7 Conceptual framework	13
2.8 Literature Gap	13
CHAPTER 3: METHODOLOGY	15
3.1 Research philosophy	15
3.2 Research approach	15
3.3 Research design	15
3.4 Research strategy	16
3.5 Sampling and data collection process	16
3.6 Data analysis process	16
3.7 Ethical consideration	17
Chapter 4: Findings and Discussion	17
4.1 Findings	17
4.1.1 Theme 1: Sustainable Practices with benefits	17
4.1.2 Theme 2: Green initiatives being currently used in NOVOTEL WEMBLEY	18
4.1.3 Theme 3: Impact of sustainability efforts on guest satisfaction and staff engagement and other operations in the NOVOTEL WEMBLEY	20
4.1.4 Theme 4: Comparison analysis, Industry standards and Areas for Improvement for NOVOTEL WEMBLEY	21
4.2 Discussion	23
4.2.1 Aligning with the sustainability theories	23
4.2.2 Environmental and operational benefits	24
4.2.3 Social aspects	25
4.2.4 Comparative Analysis, Industry Standards, and Opportunities for Improvement	26
Chapter 5: CONCLUSION AND RECOMMENDATIONS	27
5.1 Conclusion	27
5.2 Recommendations and Practical Strategies	29
5.2.2 Adopting and enhancing AI-based food Waste Monitoring Tools	29
5.2.3 Expanding on Interactive Guest Engagement Activities	30
5.2.4 Implementing Organic Waste Management Activities with Biodigesters	30
5.2.5 Ensuring Green Building Certifications and Standards	30
5.2.6 Improving on Staff Sustainability Training	31
Reference List	32



[bookmark: _Toc200644210]CHAPTER 1: INTRODUCTION
[bookmark: _ghpkdc334dlt][bookmark: _Toc200644211]1.1 Context and background
The modern hotel and hospitality industry is constantly trying to adapt to sustainable practices to ensure better implementation of operations as per modern customer needs and global regulation-based demand. Furthermore, the implementation of sustainable practices is expected to reduce excessive resource consumption, lower operational costs, and improve brand reputation (Shaikh and Bhautik, 2022). Modern customers are also more attracted by a sustainable practice than regular hotels. In terms of the UK hotels, as the implementation of sustainability practices in the internal operations has increased, so has their occupancy rate. As of 2024, about 94% of the UK hotels are or plan to be sustainable. 90% of those businesses focus on creating and maintaining a sustainable economy, while 61% focus on simpler recycling (Roberts, 2024). Another report suggests that UK hotel room occupancy has increased from 73% to 77% between 2022 and 2023 (Visit Britain, 2023). Thus, it can be said that there can be a direct connection between the sustainability practices implemented in hotels and the hotel occupancy rate, indicating that with sustainability, customer preferences for hotels might increase. However, this fact is to be proven through future data analysis. 
[image: ]
Figure 1: UK hospitality industry sustainability considerations
(Source: Roberts, 2024).
[bookmark: _pfgg28r0ozrk][bookmark: _Toc200644212]1.2 Study relevance
The research has relevance as it explores how urban hotels, particularly Novotel Wembley, implement sustainability practices to manage their environmental and operational challenges. As the concern over climate change and resource usage is constantly growing, understanding and managing resources in hotels has become a vital concern for maintaining sustainability and retaining eco-friendly operation, to attract customers (Sun and Nasrullah, 2024, Kruesi and Remy, 2024). Thus, the study also evaluates the impact of the sustainability practices on guest satisfaction, which is a critical success factor for a hotel’s operation. By critically evaluating the sustainability practices of Novotel Wembley, the research has highlighted best sustainability practices and their implementation recommendation for offering practical insights on improvement and help promote sustainability in the urban hospitality sector. 
[bookmark: _j4dd3t3jhl89][bookmark: _Toc200644213]1.3 Novotel Wembley band and location
The Novotel Wembley hotel is a ten-story hotel located in London. The strategic location of the hotel, being close to the Wembley Stadium, makes it the most convenient choice for sports and event-based tourists attending the venues of the stadium (Agoda, 2025, Ramos et al., 2022). In terms of brand Identity, the hotel focuses on modern, comfortable, sustainable and convenient service, and is most suitable for both leisure and business travellers. The hotel has a high reputation and good visibility throughout multiple channels, making it preferable to a lot of users. 
[bookmark: _5ct5wxsvc23g][bookmark: _Toc200644214]1.4 Research aim, questions and objectives
[bookmark: _o888cw5hsn24][bookmark: _Toc200644215]1.4.1 Aim: 
The study aims to explore the green initiatives that Novotel Wembley has implemented and criticise the ways they influence both staff work and guest satisfaction.
[bookmark: _Toc200644216]1.4.2 Questions: 
Based on the background context and relevance evaluation, the questions that arise regarding the topic include:
· Which sustainable practices are mostly used by urban hotels together with how do these help solve both environmental and operational issues?
· What are Novotel Wembley's methods for making their energy, waste, alongside water use more sustainable?
· How much do Novotel Wembley's efforts toward sustainability impact their satisfaction with the guests?
· What are the main differences in sustainability practices between Novotel Wembley in addition with the leading hotels in cities, in addition to what opportunities are there for enhancement?
[bookmark: _Toc200644217]1.4.3 Objectives: 
Based on the aim and questions arising for the research to mitigate, the objectives are: 
· To analyse a variety of published works on sustainable operations in city hotels.
· To examine the green initiatives which are currently operating at Novotel Wembley.
· To discuss how Novotel Wembley's sustainability efforts contribute to the happiness of the guests, together with the smooth operation of the hotel.
· To evaluate Novotel Wembley's sustainability practices alongside industry standards and help provide suggestions for improvement.

[bookmark: _Toc200644218]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc200644219]2.1 Sustainable Practices Utilised by Urban Hotels Which Solve Environmental and Operational Issues 
[image: ]
Figure 2: HVAC Systems
Source: (Satyavada and Baldi, 2021)
Urban hotels have implemented several sustainable practices to offset environmental concerns and increase operational effectiveness. Some of the notable strategies are energy-efficient lighting (LEDs), intelligent HVAC systems, and motion sensors to avoid waste of energy. Low-flow faucets and dual-flush toilets are increasingly being used by hotels to save water. Waste is being minimised through recycling schemes, food waste composting, and the removal of one-use plastics. Linen reuse initiatives and electronic check-ins minimise laundry and paper waste, lowering carbon footprint and operational expenses (Kubičková and Benešová, 2023). Green roofs and living walls are being implemented to control building temperatures and promote natural ventilation, as well as urban biodiversity. Sourcing food and amenities locally also lowers transport emissions and regional dependence on external suppliers. These efforts combat excessive resource utilisation and waste output, two of the main environmental issues that urban hotels are confronting (Bradecki, Hallova and Stangel, 2022). On an operational level, sustainability decreases utility costs, increases regulatory compliance, and strengthens brand reputation. Hotels that incorporate sustainability as a comprehensive part of their operations tend to see greater resilience and long-term profitability. 
[bookmark: _Toc200644220]2.2 Green initiatives that are currently utilised in the Urban hotels and hospitality sector
Urban hotels are more and more adopting green measures to address sustainability objectives and cater to environmentally aware visitors. A leading effort is the LEED (Leadership in Energy and Environmental Design) rating, which most city hotels attempt to achieve by incorporating green architectural and operational elements. Hotels increasingly use renewable resources like solar panels and buy green energy credits. Electronic room keys and paperless statements are commonplace measures cutting down on paper usage. In order to reduce food wastage, certain city hotels use AI-powered inventory systems and give away excess food to local charities. Hilton and Marriott hotels have disposed of plastic straws and bottles and substituted them with biodegradable or reusable options (Prakash et al., 2023). Water-conserving appliances, including aerated showers and low-flow outlets, are the norm. In addition, the hospitality industry is inducing ecotourism packages that engage guests in environmental conservation. Staff training in sustainability procedures and guest education campaigns assist in putting operations in line with green values (Kin et al., 2024). City hotels also focus on sustainable procurement, selecting eco-certified suppliers and products. The green activities are not trend-based but are integrated into overall corporate social responsibility (CSR) systems. 
[bookmark: _Toc200644221]2.3 Impacts of sustainability on the satisfaction of their guests and engagement of the staff and other operations
Sustainability has emerged as a major determinant of guest satisfaction, employee engagement, and hotel operations. Environmentally friendly guests increasingly look for hotels that practice green values (Rodríguez et al., 2022). Energy-efficient systems, reducing waste, and the use of non-toxic cleaning products help ensure a healthier and more pleasant stay. Eco-certifications and open transparency on sustainability policies foster trust and loyalty among guests. Hotels that enable guests to get involved, whether through in-room recycling or linen reuse initiatives, tend to have increased satisfaction scores (Khodaviren and Dhar-Bhattacharjee, 2024). Staff levels are also boosted, as workers tend to feel more proud and energised working for firms that respect ethical and environmental values. Sustainable operations tend to be accompanied by upskilling prospects, including training in green housekeeping or energy management systems, further improving staff morale and retention. Operationally, sustainability brings cost savings, especially in the form of lower utility consumption and efficient waste disposal. Nevertheless, the shift can also present short-term difficulties in retaining employees and reconfiguring processes (Khalil et al., 2024). Long-term rewards involve a stronger brand reputation, compliance with regulations, and flexibility towards climate-linked risks. 
[bookmark: _Toc200644222]2.4 Industry standards and areas for improvement in the sustainable practices of Urban hotels 
The hospitality sector uses various international standards for sustainability, such as the LEED certification, the ISO 14001 Environmental Management standard, and the Global Sustainable Tourism Council (GSTC) standards (Abdulmouti et al., 2022). These standards are used by hotels to improve in areas such as energy and water conservation, waste reduction, green design, and community outreach. Most city hotels today reach fundamental environmental standards, including energy-efficient appliances and recycling facilities. Nevertheless, much can still be achieved. One of the problems lies in variable application within chains and stand-alone hotels, the latter tending to lack the resources or education to fully participate in sustainability standards (Shanshan, Albattat and Heng, 2023). Furthermore, whereas technological advancements are widespread, transformational integration into all operating levels, like green purchasing, circular economy strategies, and conservation of biodiversity, is less common. Another gap is in monitoring and reporting of sustainability performance. Most hotels do not have open data sharing or third-party verifications, and as a consequence, it becomes difficult to measure impact as accurately as desired. Furthermore, employee and guest participation programmes can be more innovative and inclusive (Enochsson et al., 2021). The sector could gain from greater cross-sector cooperation and more participatory sustainability measures that address both social and environmental dimensions. 
[bookmark: _Toc200644223]2.6 Theoretical framework
The adoption and effects of sustainable practices in urban hotels are analysed in this thesis using the Resource-Based View (RBV) theory in addition with the Triple Bottom Line (TBL) theory.
The Triple Bottom Line (TBL) Theory expands the business performance perspective by encompassing People, Planet and Profit together. This model is an encouragement toward creating in balance between economic viability and social responsibility, as well as environmental stewardship (Jamgade et al., 2024). For example, in urban hotels, eco-friendly initiatives like energy efficiency, water conservation, waste reduction and fair labour practices are implemented, bringing along staff health, employee well-being following with the community engagement. Being profitable is very important, but profitability is not considered independently of the social and environmental impacts occurring in hotel operations. TBL delivers a whole perspective on how investment into sustainability helps to advance the whole of a hotel’s venture and its continued longevity (Nogueira et al., 2023).
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Figure 3: Triple Bottom Line 
(Source: Jamgade et al., 2024) 
The Resource-Based View (RBV Theory) is concerned with the fact that achievement of competitive advantage is assured by the strategic use of internal resources. RBV postulates that organisations can beat the competitors by developing or accessing resources that are valuable, rare, inimitable and non-substitutable (Amaya et al., 2024). For example, for urban hotels, some of these resources might be trained staff dedicated to green practices, innovative energy-saving technologies together with the robust environmental management systems. With these distinctive capabilities, hotel businesses can minimise operational costs, increasing the level of service quality as well as raising brand reputation while contributing to its sustainability goals. RBV shows how internal competencies can be matched with environmental and operational objectives so as to secure a sustainable market position (Wartini et al., 2024).
[bookmark: _Toc200644224]2.7 Conceptual framework 

Figure 4: Conceptual Framework 
[bookmark: _Toc200644225]2.8 Literature Gap 
In spite of increasing literature on sustainable hospitality, certain gaps exist. Many current studies highlight environmental advantages with few concentrating on operational and human-capital implications of sustainability in city centre hotels (Jamhawi, Zidan and Sherzad, 2023). Empirical investigations connecting green behaviour to quantifiable outcomes such as guest loyalty, worker performance, and bottom-line performance are not prevalent. Lastly, technological innovation and digital technology's role in promoting sustainability take-up in city centres is not well understood (Khalil et al., 2024). There is also scarce evidence of sustainability practices among urban independent or mid-scale hotels, as research tends to target large chains. Closing these research gaps may create a more comprehensive picture of sustainability's practical consequences for hospitality.


[bookmark: _Toc200644226]CHAPTER 3: METHODOLOGY
[bookmark: _8jqruzq0fc79][bookmark: _Toc200644227]3.1 Research philosophy
Research philosophy is one of the prime and broader aspects of research methodology that helps to evaluate the nature of knowledge subjected for evaluation (Kelly and Cordeiro, 2020). In this research, a pragmatist research philosophy has been used to ensure alignment with the research process. The pragmatism research philosophy helps in emphasising the practicality of the research process, despite of the methods and approaches used to best address the research question (Kaushik and Walsh, 2021). A positive philosophy, on the other hand, has not been used as a hypothesis-based approach has not been conducted. 
[bookmark: _ywfb3ut41pdf][bookmark: _Toc200644228]3.2 Research approach
The research approach is also one of the broader aspects of methodology that helps to create initial assumptions about the direction of the project (Cheong et al., 2023). In this research, a deductive approach has been used to ensure the gradual deduction of a wide range of arguments obtained from different sources to come up with the specific objective-based answers and specific conclusions (Fife and Gossner, 2024). An indicative approach has not been used due to the lack of need for new information, practice or process discovery concerns. 
[bookmark: _oyickeby7rx3][bookmark: _Toc200644229]3.3 Research design
Research design is also one of the broader constructs of the research process that helps to create a proper structure for the research process (Naeem et al., 2023). In this research, a descriptive design has been used as a design methodology. The design utilises a detailed critical evaluation process of all variables involved in the research to identify specific patterns and generate a focused conclusion (Siedlecki, 2020). The descriptive design helped in evaluating the details of the relationship between different sustainability practices and customer relationships to identify the impact and needs of improvement in these aspects.
[bookmark: _50xttyffieri][bookmark: _Toc200644230]3.4 Research strategy
A secondary qualitative research strategy has been used in this research to create a more factual discussion. The research primarily evaluates the relationship between sustainability practices in the Novotel Wembley hotel and its impact on the customers. Thus, the relationship aspect can be better evaluated with factual analysis based on objective-related discussion (Fife and Gossner, 2024). Thus, a secondary qualitative strategy is best suited for the research. 
[bookmark: _kbztcuj4ob4n][bookmark: _Toc200644231]3.5 Sampling and data collection process
Data collection has been done using a stratified sampling process. In this case, an inclusion and exclusion criterion has been used to select and filter the most relevant sources from Google Scholar. The inclusion and exclusion criteria include: 
	Inclusion criteria
	Exclusion criteria

	· Inclusion of peer-reviewed journals and articles
· Inclusion of articles published in the last 5 years
· Inclusion of the most relevant keyword-based articles. 
	· Exclusion of non-peer-reviewed journals and articles
· Exclusion of articles published before the last 5 years
· Exclusion of the non-relevant articles. 


Table 1: Inclusion and exclusion criteria
[bookmark: _ib16an13jgo9][bookmark: _Toc200644232]3.6 Data analysis process
The data analysis is done through a thematic analysis. Themes are developed based on the objectives of the study (Kiger and Varpio, 2021). Based on the themes, the articles will be arranged and critically discussed to ensure better evaluation of findings. A further discussion has been made on comparing the articles with the previous literature review discussion to ensure arriving at a specific and detailed conclusion.
[bookmark: _f2ltv3pkfl6f][bookmark: _Toc200644233]3.7 Ethical consideration
Ethics in research is important to maintain the validity and integrity of findings and to maintain trust in the process (Miteu, 2024). In this research, a secondary research ethics has been followed, maintaining the accountability of the UK Data Protection Act 2018 (UK Government, 2018). The seven core principles of data protection in the legislation have been followed along with maintaining university guidelines on ethics through the filling of an ethics form. 
[bookmark: _Toc200644234]Chapter 4: Findings and Discussion
[bookmark: _Toc200644235]4.1 Findings 
[bookmark: _Toc200644236]4.1.1 Theme 1: Sustainable Practices with benefits
As the demand for eco-friendly accommodations is increasing and hotels are also trying to reduce their carbon footprint, urban hotels are becoming increasingly sustainably oriented. On the other hand, these initiatives help improve the environment and enhance operational efficiency as well as guest satisfaction.
Environmental Benefits
Energy-efficient technology from LED lighting, smart thermostats and energy management systems are increasingly being invested in hotels. These measures cause a substantial decrease in energy consumption and costs (Bancm, 2024).
Comprehensive recycling programmes, composting organic waste and ridding themselves of single-use plastics are examples of eco-friendly hotels working to minimise waste. By using this approach, not only are landfill contributions reduced, but a circular economy is encouraged (Lee, 2023).
Water-saving measures such as low-flow fixtures, greywater recycling and rainwater harvesting systems are being used by the hospitality industry. These are ways to minimise water consumption and relieve the load on local water sources. In 2023, Novotel Itu Terras de São José Golf & Resort in Brazil already reclaimed 4.4 million litres of greywater (Accor, 2024).
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Figure 5: Reclaiming Greywater
(Source: Accor, 2024)
Comprehensive recycling programmes, composting organic waste and doing away with single use plastics are a few ways in which eco-friendly hotels are minimising waste. By cutting down landfill contributions and adopting a circular economy, this approach does wonders (Bancm, 2024).
Operational Benefits
The goal with sustainables technologies is to offer major cost reductions when adopted. It reduces the amount of money spent on utility bills from the systems with energy efficient systems and water saving fixtures and as well as reduces waste disposal cost via waste reduction strategies (Olaiya et al., 2025).
Sustainability-oriented hotels are able to increase their brand image as well as customer loyalty. Travellers with eco-consciousness are more likely to pick accommodations that correspond to their environmental values (Lee, 2023).
Hotel can avoid the fining and penalties by following environmental regulations or LEED certification (Pacheco et al., 2024). It is also a commitment to sustainability which guests and regulators are increasingly valuing.
[bookmark: _Toc200644237]4.1.2 Theme 2: Green initiatives being currently used in NOVOTEL WEMBLEY
Accor’s global Planet 21 programme is closely embraced by Novotel London Wembley and its impressive range of green initiatives has demonstrated a sincere commitment to sustainability (Destination Wembley, 2025). The initiatives cover energy efficiency, water conservation, waste reduction, sustainable sourcing and community engagement.
The removal of single-use plastics is a big step in becoming environmentally responsible. The hotel no longer uses plastic straws, stirrers, toiletry bottles and water bottles and has instead replaced them with sustainable alternatives like refillable dispensers and reusable tableware (Reservations, 2025). These actions dramatically decrease plastic waste and fully match Accor’s objective to eradicate 2022 all guest-related single-use plastics.
Compared to other standard lighting forms, though, the hotel utilises LED lighting and motion sensors in public areas and guestrooms, making it more energy efficient. Solar energy systems are also used for it, which helps reduce carbon emissions and energy costs. Smart controls optimise heating and cooling systems for less unnecessary energy use. The smart pillows which provide comfortable stay for the guests. The actions of Accor demonstrate its commitment to achieving a 46% cut in emissions by 2030 in addition with the becoming carbon neutral by 2050 (Accor, 2025). 
[image: https://lh7-rt.googleusercontent.com/docsz/AD_4nXcZ8m4vce6HExjn4P4g_cc0BYLXafS3XI8IMbHK-i5kSAM_2HjUIUbbbCKTfrz9Q2wzCt58wSBEpt97w8tH7r0WMclbdtxXy8RDsC2Yqv9QVnlhQMF7bnGdpJjogqoqjytfzjfHIA?key=uzb-FL3pWB12f3u-ttBeDA]
Figure 6: 2030 target
(Source: Accor, 2025)
Low-flow faucets, showers and dual flush toilets are installed across the property for water conservation measures. Furthermore, Novotel London Wembley has a towel and linen reuse policy whereby guests cannot decline having their towels and linen changed every day which reduces water and detergent consumption (Hotels, 2025).
The hotel recycles extensively as a part of its waste management strategy and its programmes to reduce food waste. Where possible, leftover edible food is donated and food waste separated for composting or energy recovery in adherence to the reuse and recycling underpinnings of a circular economy.
Sustainable food sourcing of hotel is standout initiative where at least 80% of the ingredients are procured locally and 80% of the menu is organic (Expedia, 2025). This supports local farmers and cuts food miles which ultimately help lower the hotel’s carbon footprint.
As per the reporting commitment to social and environmental criteria, Novotel London Wembley profits at least 10% of its profits in local community and sustainability projects (Expedia, 2025).
[bookmark: _Toc200644238]4.1.3 Theme 3: Impact of sustainability efforts on guest satisfaction and staff engagement and other operations in the NOVOTEL WEMBLEY
Guest Satisfaction
The growing demographic of the environmentally conscious travellers will also resonate with the eco-friendly practices of the hotel. One of the notable ones is the complete removal of almost 70,000 single-use plastic water bottles annually, either by replacing them with BRITA water dispensers on every floor or with reusable glass bottles in rooms (Brita, 2025). This shift has resulted in up to a 30% cost saving in addition with the given rise to more positive guest perceptions, increasing the hotel's eco-friendly score in customer satisfaction surveys.
The hotel also sources at least 80% of its food locally and organically and reinvests over 10% of its profits in community together with the sustainability projects (Hotels, 2025). These initiatives are consistent with the wants of 67% of travellers who like to stay in accommodations with regular sustainability certifications (Brita, 2025).
Staff Engagement
The staff has also been fostered with a culture of environmental responsibility because of the sustainability initiatives. Reusable BRITA wave bottles are provided to employees as part of personal hydration and reduction of plastic usage (Brita, 2025). It has also given a sense of power to the staff and helped the staff become more motivated with feeling that they are contributing in global environmental goals.
Operational Efficiency
In terms of operation, the hotel has employed several operational measures in order to increase efficiency and decrease the environmental footprint. Novotel is furthering sustainability by having 67% of its hotels eco certified and 80% ending 56 single use plastic items. Furthermore, more than 350 endangered seafood species will be removed by 2027 and 39% provide plant forward menus.
Single Use Plastic Elimination: The hotel has abolished the utilisation of the single-use plastics and transitioned to a 100% reusable product suite. The hotel has streamlined its waste process and cut costs (Accor 2025a). 
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Figure 7: Novotel Hotels sustainability in operations
(Source: Accor, 2025a)
Saving Energy and Water: This is a quantifiable result of installing energy efficient lighting and water conservation systems, resulting in less utility consumption and less environmental damage and lower costs (Petsallowedhotels, 2025).
Sustainable Sourcing: The hotel sources locally and organically wherever possible because not only does this cultivate the local economy rather than another, but it also helps to lower the carbon footprint as food is not transported from one end of the planet to the other (Expedia, 2025).
[bookmark: _Toc200644239]4.1.4 Theme 4: Comparison analysis, Industry standards and Areas for Improvement for NOVOTEL WEMBLEY
Comparative Analysis
Other leading hotels in London such as Novotel London Wembley, are also transitioning into more advanced sustainability practices. For example, while Hilton London Wembley worked together with Stop Food Waste Day to launch a low waste menu, whereby the hotel aims to cut landfill waste by 50% by 2030 through innovative culinary methods (Wembley Park, 2024). While London Marriott Hotel Canary Wharf used Winnow’s AI technology in order to monitor and minimise food waste. Marriott was able to reduce their food waste down to 67% within just six months and save itself about £14,000 a year while eliminating 33 tonnes of CO₂e (Winnow Solutions, 2025). Through such initiatives, Novotel learns how partnerships and use of technology can provide competitive advantage in the development of sustainability and serve as benchmarks for improvement in their own environmental initiatives.
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Figure 8: Winnow AI Technology
(Source: Marriot, 2025)
Industry Standards
Advanced technologies and practices are frequently integrated into the hospitality industry to make it more sustainable. For example, hotels are now taking basic energy saving measures one step further by adopting automated energy management systems with real time monitoring capabilities, lowering their operating costs and carbon emissions significantly. Many hotels are also refusing to use single-use plastics, using biodigesters to breakdown food waste and using sustainable sourcing practices (Deloitte, 2024).
Opportunities for Improvement
Novotel London Wembley could take the following actions to increase its sustainability efforts further. Utilising automated energy management systems with real-time monitoring will improve energy usage in addition with reduce the amount of carbon emissions, aligning with industry best practice (Deloitte, 2024). Adopting AI-powered technologies like Winnow could be an effective means of reducing the food waste and estimating the food that has been wasted, for the sake of reducing cost and to reduce harm to the environment (Accor, 2023). Adoption of AI-powered tools like Winnow Food Waste Reduction technologies will lead to accurate food waste measurement and reduction, saving cost and another environmental benefit. Participating in programmes such as Accor's School for Change not only improves staff's Sustainability training, but you can already feel the sustainability mindset beginning to take root in the minds of the staff (Accor, 2025b). Introducing interactive sustainability programming for guests which can help improve the guest experience, promote a more eco-friendly experience (Trull et al., 2024).
[bookmark: _Toc200644240]4.2 Discussion
[bookmark: _Toc200644241]4.2.1 Aligning with the sustainability theories 
The research shows how the Triple Bottom Line (TBL) and Resource-Based View (RBV) theories are very effective and complementary tools to study sustainability efforts at Novotel London Wembley. Through these frameworks working together, a holistic lens is given to examine hotel sustainable operations (Zaharia and Zaharia, 2021).
RBV theory highlights the strategic significance of the internal resources which led to the competitive advantage. This is illustrated by Novotel Wembley, which practices the use of unique internal assets like environmentally conscious staff, smart energy technologies and comprehensive environmental management systems (Accor, 2025b). RBV’s core conditions are fulfilled with these capabilities, as they are valuable, rare, inimitable and non-substitutable (VRIN) (Zvarimwa and Zimuto, 2022). While still remaining cost-effective and efficient, the installation of solar panels, low-flow water fixtures and motion sensor lighting also puts the hotel as an environmentally conscious urban hospitality provider.
Simultaneously, the TBL framework offers a sustainability assessment across the three linked dimensions of People, Planet and Profit. Social and environmental stewardship, without sacrificing profitability, is a part of Novotel’s sustainability initiatives which include sourcing 80% of food locally and organically and removing single-use plastics and reinvesting profits into community projects  (Expedia, 2025). In addition, this represents the TBL principle that business success over a long period is inexorably sensitive to a balanced approach to economic, social and environmental performance (Jamgade et al., 2024).
However, it is observed that internal competencies (RBV) support external sustainability outcomes (TBL) combining the leverages together. For example, training staff in sustainability both boosts operational efficiency and employee engagement for a boost to service quality and satisfaction. In an increasingly sustainability-focused market, this dual alignment does not only drive competitive advantage, but also meets stakeholder expectations.
Combining these theories gives a full picture of the effectiveness of Novotel London Wembley’s sustainability strategy both practically and strategically in the changing urban hotel landscape.
[bookmark: _Toc200644242]4.2.2 Environmental and operational benefits
Findings from Novotel London Wembley provide strong corroboration on the value of the adoption of sustainable practices in urban hotels and support previous research from within the hospitality sector on the environment and operational benefits. Energy efficiency measures like the general use of LED lighting and enterprise energy management systems are a source of key environmental benefits (Bachanek et al., 2021). For instance, the utilisation of LED lighting integrated with motion sensors by hotel Novotel Wembley has decreased energy consumption contributing to less carbon emissions and a large amount of money saved on utility bills per year (Accor, 2025).
Environmental outcomes are enhanced further through the water conservation initiatives. With its rollout of low-flow faucets, dual flush toilets and towel reuse programmes the hotel has managed to cut water consumption and thereby relieve stress on the city’s water supplies while saving costs as well (Mdoda et al., 2024). Novotel Wembley has dropped nearly 70,000 single-use plastic water bottles yearly and stopped thousands of plastic items entering landfill through comprehensive recycling programmes contributing towards a circular economy (Brita, 2025).
From the operational standpoint, these environmental efforts will contribute to the improvement in the financial performance and also help to increase their competitive advantage. Sustainable sourcing of large amount of food ingredients which are locally and organically procured not only reduce the carbon footprint by reducing the food miles but also increase the relationship with the local suppliers and communities therefore strengthening the hotel brand image (Huang and Hall, 2023). This is consistent with the way the market is trending as research indicates that majority of travellers actively look for eco-friendly accommodations and that leads to customer loyalty and repeat booking.
Maintaining compliance with environmental regulations and joining certifications such as LEED, mitigate the risk of fines and penalties allowing for a smoother operation (Pacheco et al., 2024). Taking this proactive stance bodes well for Novotel with the regulators and it also sets the hotel out as a leader in sustainable urban hospitality.
Sustainable practices of Novotel Wembley bring win-win where backing up environmental protection benefits the operational efficiency and market competitiveness.
[bookmark: _Toc200644243]4.2.3 Social aspects 
Guest satisfaction
Novotel London Wembley research findings strongly demonstrate the growing importance of sustainability initiatives on guest satisfaction, since the findings support alignment between sustainability initiatives and guest satisfaction. Correlation between eco-friendly practices and higher customer satisfaction scores as documented corroborates emerging trends in the field of sustainable tourism, where travellers consider environmental responsibility as an important aspect in addition to traditional service quality metrics (Hashish et al., 2022).
By offering BRITA water dispensers and reusable glass bottles, Jetstar means that it eliminates 70,000 single-use plastic bottles every year and this is more than environmental stewardship, it makes sense in terms of tangible value propositions that appeal to environmentally focused guests (Brita, 2025). In addition to producing 30% cost savings, this initiative raised guest perceptions of the hotel's dedication toward sustainability and spearheaded an increase in satisfaction ratings. This finding shows the strategic importance of environmental positioning for a competitive hospitality market. There are limitations in understanding what different guest segments value and what different readers consider their sustainability priorities to be. Environmental initiatives are no doubt attractive to eco-conscious travellers, but their impact on business travellers with an eye on convenience and efficiency remains unexplored (John, 2025). Through local and organic sourcing initiative claiming 80% procurement from local suppliers, guests who wants authentic experience will also support community development but research does not analyse different demographic group’s perception and value of that initiative (Expedia, 2025).
Sustainability integration into guest experience design seems to open up opportunities for differentiation in terms of the role of sustainability in guest experience beyond simply the execution of the usual. 
Staff Engagement
The research shows that sustainability initiatives have positive impacts on the staff engagement and the organisational culture at the Novotel London Wembley. For instance, by providing reusable BRITA bottles for employees, the hotel demonstrates that environmental values are not confined to guest facing operations, but promulgated through the entire organisation, in this way engendering a collective sense of purpose and environmental responsibility among its staff (Brita, 2025). By documented staff motivation through sharing in environmental goals, how sustainability can be used as an intrinsic motivator, replete employee into the meaningful work experience instead of conventional operational tasks (Bhattacharya et al., 2023).
Environmental responsibility culture development seems to convey positive feedback loops when staff genuinely interested become advocates for sustainability practices and this may impact on guest experiences and operational effectiveness (Khliefat et al., 2025). As the research suggests, sustainable initiatives give employees a feeling of empowerment as well as connecting to the wider environmental goals, helping to build staff identity and pride for the organisation (Brita, 2025). Besides, the study has not considered the role of a sustainability culture in an organisation’s employee recruitment and retention activities. With younger workforce segments becoming more environmentally conscious, this suggests the environmental credentials of hotels may become more important in the acquisition and retention of human resources, possibly spanning human resources far outside of the hotel's direct operational impact (Accor, 2023).
[bookmark: _Toc200644244]4.2.4 Comparative Analysis, Industry Standards, and Opportunities for Improvement
The sustainability practices of Novotel London Wembley are proved to have drifted towards positive as it has made marvellous progress in comparison to industry benchmarks, notwithstanding the remaining opportunities in order to improve more. Novotel’s adoption of the Planet 21 initiative accords with Accor’s drive towards environmental and operational reforms but other urban hotels in London are also adopting advanced technologies and practices that are worthy benchmarks for continuous improvement (Destination Wembley, 2025).
For instance, Hilton London Wembley has partnered with Stop Food Waste Day which has implemented a low waste menu for the purpose of trying to reduce food waste by 50% by 2030 (Wembley Park, 2024). At the same time, the London Marriott Hotel Canary Wharf has taken advantage of AI–enabled solutions like Winnow’s smart food waste monitoring system. Marriott was able to reduce its food waste by 67% within six months and save £14,000 and 33 tonnes of CO₂e. These initiatives show how combining digital technologies and data analytics can lead to such measured environmental and financial returns (Winnow Solutions, 2025).
Novotel Wembley’s food waste reduction strategies have been effective such as by composting and food donation, but unlike hotel, they are still largely manual (Accor, 2023). Using AI based food waste tracking technologies could improve the efficiency and cost saving in an organisation’s waste management and enhance data driven decision making (Onyeaka et al., 2023). 
The major hotel chains though are investing more and more in biodigesters, smart HVAC systems and net zero carbon road maps from an industry perspective (Hoteltechnologynews, 2025). Sustainability features that are guest facing such as interactive dashboards that show real–time environmental impact, are becoming the norm. While Novotel Wembley could use the same tools as Guestline to engage guests further and position itself from their competition, there are additional tools that Novotel Wembley could look to adopt.
[bookmark: _Toc200644245]Chapter 5: CONCLUSION AND RECOMMENDATIONS
[bookmark: _5p98i1sl5gyw][bookmark: _Toc200644246]5.1 Conclusion
Concluding on the overall findings and discussion of the secondary qualitative thematic analysis, it can be said that sustainability practices in urban hotels, especially in The Novotel Wembley hotel, have a direct positive impact on their performance as well as customer-related activities. The findings and discussion of the research clearly identify that there are numerous benefits of the sustainability practices implemented in the hotel operations. With the increase of urbanisation and related improvement in environmental awareness, both the consumers and other stakeholders benefit. Thus, sustainability practice integration can be considered as a long-term-based pillar of organisational success, guest satisfaction and a proper corporate social responsibility utilisation.
Firstly, in the study, a wide range of sustainable practices have been highlighted that are currently adopted and utilised in the urban hotels. These practices included energy-efficient lighting systems, smart HVAC and water management systems and resource-saving technology integration. On one hand, these resources and technologies contribute to environmental and resource preservation, and on the other hand, provide both tangible and intangible operational benefits to the company. For example, the adoption of smart energy control systems and LED lights leads to sustainable management and savings of utility bills, while advanced recycling technologies help reduce waste management costs in hotels. Thus, both environmental and financial sustainability and value are achieved in the operations. 
Particularly focusing on the operations of Novotel London Wembley, it can be said that the practices of sustainability in the hotel are utilised at the property level while using their Planet 21 programme, which reflects the mitigation of broader corporate and environmental objectives. Through the practices, the hotel reduces the use of single-use plastic, implements water conservation operations through systems and focuses on local sourcing of organic food to ensure an all-around approach towards guest-based sustainability initiatives. As a result, the overall ecological footprint of the hotel is reduced, and a better position is achieved in the market in terms of being a resourceful and sustainable hotel operation in the UK. 
The initiatives taken by Novotel London Wembley directly showcase that sustainability integration and proper utilisation can impact guest satisfaction. Modern eco-conscious travellers are increasingly drawn towards sustainable accommodations that best align with their environmental values. For example, it can be said that the hotel’s actions regarding replacing nearly 70,000 plastic water bottles with BRITA dispensers and glass bottles have not only contributed to the environment but also improved the satisfaction and perception of the guests regarding the services. The survey responses further provided proof that the guests have positively associated the sustainability initiative with the image of the hotel, resulting in increased guest repeat visits and loyalty generation. Furthermore, the focus of the hotel on local and organic food has, on the one hand, reduced food wastage and increased food miles, and on the other hand, catered to the dietary preferences of the visitors, creating a better customer satisfaction accountability. 
On another concern, it can also be said that the implementation of sustainable practices has improved the staff satisfaction rate of the hotel as well, improving the staff engagement rate. The company has managed to maintain an environmental and cultural responsibility towards the staff by providing them with sustainability training and providing them with a purpose within the workforce. As a result, the employees felt empowered knowing that they had a contribution to the global environmental goal fulfilment accountability of the company. As a result, the overall morale, job satisfaction, and the collective organisational culture of the hotel have gradually improved. Furthermore, the service delivery, guest engagement, and brand identity of the hotel have also gradually improved.
A noticeable operational efficiency has also been gained from the operations of the Novotel London Wembley hotel. The integration and utilisation of smart energy systems, water conservation initiatives and waste reduction methods have led to an overall cost saving of the operations. Furthermore, the use of advanced technology such as AI-driven food waste tracking systems has helped in the process by monitoring and reducing waste in the supply chain. The incidents provided a consideration of clear, measurable outcome management, and a further improvement of these activities can improve the sustainability profile of the company in the market. Another opportunity for improvement of sustainability by the Novotel London Wembley hotel lies in expanding on existing guest and staff education practices. Incorporation of more guest-facing community programs like sustainability workshops, eco-tours, or digital sustainability dashboards can help improve the awareness and guest satisfaction levels that are associated with the company. Thus, through the mentioned partners, both the Novotel London Wembley hotel and similar urban hotels can, on the one hand, meet the expectations of the modern travellers and, on the other hand, become globally responsible for managing environmental and economic sustainability in their operations. 
[bookmark: _cltr22y9ou43][bookmark: _Toc200644247]5.2 Recommendations and Practical Strategies
[bookmark: _onttzbhd68at]Based on the evaluation, one of the main recommendations that can be given to the hotel is to adopt and integrate a Smart Energy Management System (SEMS). This SEMS system will have to support real-time monitoring of the energy management capabilities of the hotel through a network-based integration system. SEMS can further elevate the already installed energy-efficient lighting and smart thermostats by identifying energy efficiencies in real time and adjusting them based on current hotel occupancy levels (Stecuła et al. 2023). This process will reduce the unnecessary use of energy, which will further result in long-term cost savings for the operations (Saleem et al., 2023). In this case, the hotel can consider partnering with a reputable local SEMS service provider. Further, both the staff and the management can be trained to track the performance of the system. 
[bookmark: _wg1h2kqi0cam][bookmark: _Toc200644248]5.2.2 Adopting and enhancing AI-based food Waste Monitoring Tools
The Novotel Wembley hotel can further integrate AI-based waste management tools into the system to automate the process and ensure a better waste management capability generation. In this case, specific tools such as LeanPath can be used to effectively track, analyse and measure the amount of food waste generated at a particular unit of time (Clark et al. 2025). Thus, AI and ML can be effectively used to quantify waste, identify high waste production items and make sure to reduce food loss (Sigala et al., 2025). In this case, AI-driven data-based decisions will reduce food waste while enhancing kitchen operations and cost-control accountabilities as well. The process will also align with circular economy principles of the country as well. 
[bookmark: _ld4wg5jw0tv][bookmark: _Toc200644249]5.2.3 Expanding on Interactive Guest Engagement Activities
Apart from implementing sustainability practices in the services of the hotels, a further guest interactive system can also be introduced through interactive and educational programs arranged for the guests. Modern travellers try to look for transparency in their interaction with the hotels (Alyahia et al. 2024), and thus their participation in the green practices will help them become more aware of the hotel’s initiative towards sustainability and will also ensure better loyalty generation. In this case, practices such as the installation of in-room digital sustainability dashboards can be considered to showcase the environmental impact of the guests during their stay (Martins et al., 2021). This process will further act in favour of strengthening the brand identity and will promote the sustainability initiatives taken by the hotel to their guests, improving their loyalty. 
[bookmark: _35jocmfo8upc][bookmark: _Toc200644250]5.2.4 Implementing Organic Waste Management Activities with Biodigesters
Another important sustainability improvement aspect that the hotel can consider is implementing organic waste management activities with the inclusion of Biodigesters. Novotel currently has an organic waste management activity where food waste is composted and separated, which requires a significant amount of composting resources and funds (Meegoda et al., 2025). However, the installation of Biodigesters can help break down the food waste to greywater on the site, which can then be used in other regular hotel-based non-potable applications (Meegoda et al. 2025). This process has several benefits, including reduction of landfill dependency and waste disposal costs, minimisation of smell and pest problems and creation of a closed-loop waste management system through water reuse. Thus, for starters, a mid-sized Biodigesters system can be used to ensure a more cost-effective waste management operation. 
[bookmark: _s5pg6d573slm][bookmark: _Toc200644251]5.2.5 Ensuring Green Building Certifications and Standards
In a further consideration, Novotel can consider approaching and attaining a third-party green building certification. The hotel already has proper certification from the Accor Planet 21 programme. However, acquiring certifications such as BREEAM and LEED can help the company enhance their accountability for sustainability, improve its credibility in the market and ensure a clear number of customer acquisitions (Marques et al. 2024). This will provide independent validations for the sustainability claims of the company from several different sources and help develop better public relations (Gil-Ozoudeh et al., 2024). The company can acquire these certifications by attaining and fulfilling certification benchmarks over a given period.
[bookmark: _vzlawws69kpq][bookmark: _Toc200644252]5.2.6 Improving on Staff Sustainability Training
The hotel can further contribute to sustainability initiatives by providing enough sustainability-related training to the hotel staff. In this case, a continuous and often administered staff-training programme has to be implemented that could include a structured process of sustainability management education. For instance, Accor’s School for Change and other related courses related to sustainability management can be proven useful in this case (Accor, 2024). In a further accountability, a mandatory quarterly training module must be prepared for the staff while also implementing reward and recognition practices for encouraging the staff to perform their best in the operations (Pham et al., 2020). This will, on one hand, significantly reduce the environmental concerns of the company, and on the other hand, will cater to better staff satisfaction.
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