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[bookmark: _Toc167909103]Abstract
The growing emphasis on sustainability in the hospitality industry signifies a pivotal shift towards environmental consciousness and corporate responsibility. This transformation is driven by increased awareness of ecological issues and recognising that sustainable practices can bring long-term economic benefits. This study, aimed at the audience of hospitality professionals, researchers, and academics, investigates the impact of sustainable practices on customer loyalty within the Food and Beverage (F&B) sector at Delta Hotel by Marriott Swansea. 
The Delta Hotel, known for its strategic location and commitment to eco-friendly initiatives, aligns with evolving consumer expectations, prioritising environmental concerns. This includes reducing waste, conserving energy, and sourcing local and organic food products. The audience's role in implementing these practices is crucial, as they can help businesses reflect consumer values and contribute to a more sustainable future. This study delves into client awareness, perceptions, and loyalty to the hotel's sustainability activities using quantitative approaches, including surveys and data analysis. 
The extensive data gathering reveals promising trend-green practices significantly enhance customer satisfaction and repeat business. Sustainable methods increase consumer loyalty and boost revenue and brand reputation. Hotels that embrace environmental responsibility enjoy more repeat and referral customers, growing direct and indirect revenue. This positive correlation between sustainability and customer loyalty should motivate the hospitality industry to adopt more eco-friendly practices. Moreover, the positive brand image of sustainability can attract new customers who are increasingly making choices based on corporate social responsibility. The study provides actionable insights for the hospitality industry, highlighting the importance of sustainability in fostering customer satisfaction and loyalty while promoting environmental stewardship. 
These insights are crucial for developing strategies that balance ecological responsibility with business success. Hotels can leverage these findings to design and implement effective sustainability programs that meet consumer demands and contribute to broader environmental goals. This research shows that sustainable hospitality practices help the environment and corporate performance. By implementing these practices, hotels can improve their market position and address global environmental issues. This discourse relies on the audience of hospitality professionals, researchers, and academics to comprehend and execute sustainable practices and [specific practical implications for the industry.
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1. [bookmark: _Toc167909104][bookmark: _Toc168078578]Introduction

Sustainability studies in hotels have increased in recent years. This matter now outranks other environmental issues. The increasing growth of ecological challenges and their potential to disrupt corporate operations make this research urgent. According to Tomislav (2018), sustainable development addresses current demands without compromising future needs.
Environmental, economic, and socio-cultural factors are essential for a high quality of life now and in the future. This research is pertinent to the hospitality industry since researchers have stressed the necessity for a symbiotic relationship between sustainability and industrial operations (Han et al., 2010; Lu et al., 2003; Wijesinghe, 2014).
[image: A graph with numbers and a line]As environmental concerns develop, many corporations support green projects and socially desirable cooperation to attract customers and boost earnings. A corporation or brand's partnership with a significant social issue may enhance sales and purchase loyalty by fostering positive feelings. Ham et al. (2013). Hospitality, like many other industries, passionately embraces green consumerism. Companies need a strategic approach to achieve environmental sustainability and attractive consumer experiences. Depending on management studies, companies' practical adoption of this strategy remains formidable. 2923 (Calza et al.).
                    Figure 1. Do sustainable accommodations matter to travellers?
                                                  Source: Statista.com (2022)
Bender (2013) reports that two-thirds of travellers want eco-friendly lodging. Additionally, 64% of consumers must know hotels' eco-friendliness. These numbers show hotels' unrealised environmental potential (Rahman et al., 2019)—figure 1.
Due to climate change and global warming, individuals and corporations have taken many steps to protect the environment and preserve natural resources. Thus, hotel guests care more about management's green programmes. Delta Hotel by Marriott Swansea's strategy focuses on green credentials, which makes sustainability and client loyalty particularly important. Delta Hotel has incorporated sustainability into its operations, although its influence on customer loyalty is unknown (Chang et al.,2022).
This research will employ quantitative methodologies, such as surveys, usage data analysis, and rating scales, to assess consumer views and behaviours about the hotel's F&B sustainability efforts.
Due to the intangibility of hospitality services, sustainability initiatives, hotel image, and customer behaviour affect the hotel business. Existing literature shows a company's corporate image affects hospitality clients' behaviour and purchasing decisions. This study examines Delta Hotel by Marriott Swansea's sustainability initiatives and their effects on customer loyalty.
1.1 [bookmark: _Toc167909105][bookmark: _Toc168078579]Aims  and Objectives

· Examine how sustainability policies at Delta Hotel by Marriott Swansea's Food and Beverage sector affect customer loyalty. This entails understanding customers' attitudes towards sustainability initiatives and their influence on loyalty to the hotel's F&B services.
· Evaluate customer awareness and perceptions of sustainability practices at Delta Hotel by Marriott Swansea. This objective involves conducting surveys to assess customer awareness of the hotel's sustainability efforts and their perceptions of these initiatives, considering the considerable influence of customer awareness on patronage decisions (Chen et al., 2014).
· Analyse the relationship between sustainability practices and customer loyalty in the hospitality industry, focusing on the Food and Beverage sector. Previous research has demonstrated the critical role of sustainability in fostering customer loyalty (Jones et al., 2016).
· Identify the sustainability factors valued by customers at Delta Hotel by Marriott Swansea. This includes determining which aspects of sustainability (e.g., waste reduction, local sourcing, energy efficiency) are of the highest importance to customers and are more likely to influence their loyalty. Bhattacharya et al. (2004) indicate that customers support companies whose social practices align with their values.
[bookmark: _Toc167909106][bookmark: _Toc168078580]1.2 Research Questions
· How do customers perceive the sustainability initiatives of the food and beverage services at Delta Hotel by Marriott Swansea? This question explores customers' awareness and understanding of the hotel's sustainability measures, considering the positive correlation between consumer loyalty and the effective integration of sustainable practices (Modica et al., 2020).
· What impact does the Delta Hotel by Marriott Swansea's sustainability practices have on customer satisfaction and loyalty in the food and beverage sector? This question investigates whether sustainable practices influence customer satisfaction and encourage repeat business.
· Is there a correlation between the demographic profile of customers at Delta Hotel by Marriott Swansea and their attitudes towards sustainability in food and beverage services? This aims to determine if age, gender, or educational background influences customer attitudes towards sustainability, recognising the significant regional variation in the influence of demographic factors on sustainability preferences (Han et al., 2011).
· How do sustainable practices in the food and beverage department at Delta Hotel by Marriott Swansea impact customer recommendations to potential guests? This question seeks to understand the role of sustainability in word-of-mouth marketing among customers, considering the expected association between customers' intentions to return to a hotel brand and loyalty (Berezan et al., 2013).
· What key sustainability features most significantly influence customer loyalty at Delta Hotel by Marriott Swansea's food and beverage services? The question focuses on identifying which specific sustainability practices customers value most (Chen, 2015).
1.3 [bookmark: _Toc167909107][bookmark: _Toc168078581]An Overview of the Delta Hotel by Marriott Swansea

[bookmark: _Hlk165134487]Marriott Delta Hotel Swansea is central. Marriotts are distinguished for quality and service. Environmental and social responsibility show brand sustainability. Marriott International leads hospitality sustainability worldwide (2022).
Consumer awareness and demand for environmentally and socially responsible food and beverage practices have mainstreamed sustainability (Teng et al., 2019). Sustainable hospitality encompasses local and organic food, waste reduction, water and energy saving, and fair work. These metrics affect ethical, environmental, and customer behaviour (Cozzio et al., 2018).
Customer loyalty drives food and beverage hotels' profits and reputations. It grows with quality service, products, and brand alignment with ideals like sustainability (Deng et al.,2022). Hotels implementing sustainability are more likely to earn repeat business (Soni et al., 2022).
Delta Hotel by Marriott Swansea's unique blend of global brand resources and local operations illustrates these dynamics. How sustainability affects customer loyalty at this site can reveal Marriott's sustainability efforts and local consumer response. This study needs to understand hospitality sustainability and consumer loyalty concerns and opportunities.
[bookmark: _Toc167909108][bookmark: _Toc168078582]1.4 Scope and Organization of the Study
Introduction: The study begins by emphasising sustainability's importance in the hotel business. It mentions the growing requirement for companies to practise environmental sustainability and how it may affect operations. The introduction references fundamental works on sustainable development and its relation to industry (Tomislav, 2018; Han et al., 2010; Lu, 2003; Wijesinghe, 2014). It examines green consumption in hospitality and the obstacles organisations confront in implementing sustainability (Calza et al., 2923; Rahman, 2019; Bender, 2013).
Goals and Objectives: This section outlines the study's primary goal and supporting objectives to guide the investigation. Delta Hotel by Marriott Swansea focuses on Client attitudes towards sustainability initiatives and customer loyalty. Customer awareness and sustainability-loyalty research inform the aims.
Research Questions: After the goals, the research questions explore the investigation's essence. Each question addresses a unique topic, from customer opinions of sustainability projects to demographic correlations and economic impacts.
Overview of Delta Hotel by Marriott Swansea: This overview discusses Delta Hotel by Marriott Swansea's sustainability efforts to set the case study in perspective. The section emphasises the importance of sustainable hospitality practices and their impact on client loyalty, making the hotel an appropriate study subject (Marriott International, 2022; Teng et al., 2019; Deng, 2022; Soni, 2022).
Literature Review: This part evaluates hotel industry research on sustainability, corporate image, and consumer behaviour to identify gaps for the current study.
Methodology: This part outlines the research design, including qualitative and quantitative methods for collecting data on customer perceptions and behaviours regarding the hotel’s sustainability efforts.
Data Analysis: The study will analyse survey and interview data using statistical and thematic analysis techniques.
Findings and Discussion: Results of the data analysis will be reported and discussed about research questions and existing literature.
Conclusions and Recommendations: The study will summarise findings, discuss implications for Delta Hotel by Marriott Swansea and the hospitality industry, and offer recommendations for future research and practice.
[bookmark: _Toc167909109][bookmark: _Toc168078583]2. Literature review

In the context of this research on "Attitudes towards sustainability: How does sustainability impact customer loyalty in Food and Beverages at Delta Hotel by Marriott Swansea?", the central theme revolves around the intersection of sustainability practices in the hospitality industry and their influence on consumer loyalty, particularly within the food and beverage sector. This theme encompasses various elements, including consumer perception of sustainability, demographic Factors influencing sustainability choices, and the economic benefits of sustainable practices for a hotel. Understanding this central theme is essential for pinpointing relevant studies and discussing how your research contributes to this field.
[bookmark: _Toc167909110][bookmark: _Toc168078584]2.1. The Significance of Sustainability in the Hospitality Industry

Sustainability in the hospitality industry has emerged as a focal point for research due to its importance in addressing environmental concerns and meeting consumer expectations (Jones et al., 2016). A study by Han, Hsu, and Lee (2009) found that ecological stewardship in hotel operations is increasingly recognised as a moral and business imperative. Their research concluded that green initiatives significantly affect customer perceptions of a brand. Similarly, Bohdanowicz and Zientara (2008) highlighted that hotels that incorporate eco-friendly practices into their business strategy tend to gain competitive advantages.
[bookmark: _Toc167909111][bookmark: _Toc168078585]2.2 Customer Attitudes and Perceptions Towards Sustainability
The attitudes and perceptions of customers towards sustainability practices are crucial in understanding consumer behaviour. Chen and Tung (2014) emphasised that awareness and perception of a hotel's sustainability efforts directly impact consumer choice and loyalty. In contrast, Miller et al. (2010) argued that while positive attitudes towards sustainability exist, the impact on consumer choice still needs to be improved due to more transparent communication about what sustainability entails in the hotel industry.
[bookmark: _Toc167909112][bookmark: _Toc168078586]2.3. Sustainability and Customer Loyalty

Sustainability’s impact on customer loyalty has been less explored in the food and beverage sector. Jones et al. (2016) noted that customers' repeat patronage is influenced by their satisfaction with sustainable practices. A study by Rahman et al. (2019) supports this, suggesting that consumers who identify a hotel's commitment to sustainability are likelier to develop loyalty towards its services.


[bookmark: _Toc167909113][bookmark: _Toc168078587]2.4. The Role of Demographics in Sustainability

Demographic factors play a significant role in customers' attitudes towards sustainability. Research by Han et al. (2011) revealed that younger consumers are more likely to consider a hotel's sustainable practices when purchasing. This sentiment is echoed by Kim et al. (2010), who found that demographic variables such as age, income, and education significantly influence customers’ attitudes toward sustainable hospitality practices.
[bookmark: _Toc167909114][bookmark: _Toc168078588]2.5. Economic Implications of Sustainability Practices

On the economic implications of sustainability practices, Kandampully et al. (2000) found that investing in sustainable practices leads to increased customer retention and, thus, better financial performance for hotels. Conversely, Jones et al. (2013) cautioned that there is often a discrepancy between the portrayal of sustainability initiatives and their genuine implementation, suggesting a potential impact on consumer trust and long-term loyalty.
[bookmark: _Toc167909115][bookmark: _Toc168078589]2.6. Gaps in the Literature

Despite considerable research on sustainability in the hospitality industry, gaps remain. Filimonau et al. (2019) pointed out the need for more empirical studies on how sustainability practices in food and beverage services specifically affect customer loyalty. Additionally, there needs to be more understanding of how these practices influence the economic outcomes of hotel operations, an area to which this study aims to contribute.
This literature review underscores the existing research on sustainability in the hospitality industry, customer attitudes and perceptions, and the impact on customer loyalty. It highlights the role of demographics and the economic implications of sustainability practices. However, it also identifies gaps that this study will address, such as the specific impact of sustainability on customer loyalty in the food and beverage sector and the real economic benefits for hotels. 


[bookmark: _Toc167909116][bookmark: _Toc168078590]2.7 Highlighting Gaps: The Importance in Literature Review

A literature review identifies research gaps. Further research could increase our understanding of these gaps. Sustainability and consumer loyalty in hospitality's food and beverage sector must be improved.
Existing literature highlights hospitality sustainability (Jones et al., 2016; Bohdanowicz, 2008), but additional research on customer loyalty and food and beverage sustainability is needed—customer perceptions of hotel green practices. Few studies have examined how these perspectives affect food and beverage service loyalty. Few studies focus on demographics. Han et al. (2011) and Kim et al. (2010) study demographic influences on sustainable behaviours, although many studies link them to food and beverage customer loyalty.
Economic research on sustainable practices needs to be improved. Sustainability's economic benefits for consumer retention are highlighted by Kandampully et al. (pp.8-20, 2000), although the food and beverage sector's financial performance must be incorporated.
Sustainability in business plans and brand loyalty need further investigation (Jones et al., 2013; Dhir, 2020). Current studies focus on customer perceptions of sustainability's benefits rather than company outcomes. These gaps propose extensive studies on sustainable practices and consumer loyalty, demographic-specific studies of sustainability-related loyalty in food and beverage services, and quantitative economic analysis of sustainability programmes.
[bookmark: _Toc167909117][bookmark: _Toc168078591]2.8 Summary of Literature Review

Factors Leading to Attitudes Towards Sustainability and Its Impact on Customer Loyalty: In the hotel business, specifically at Delta Hotel by Marriott Swansea, several factors influence sustainability attitudes:
Organisational Values and Culture: The hotel's commitment to sustainability, as reflected in its values and culture, plays a significant role in shaping employees' and customers' attitudes towards sustainability (Kim et al., 2010).
Leadership and Management Practices: Effective leadership and management practices that prioritise sustainability initiatives and promote employee and customer engagement can positively impact attitudes towards sustainability (Han et al., 2009).
Customer Perception and Education: Customers' awareness and understanding of the hotel's sustainability efforts influence their attitudes towards sustainability and their likelihood of supporting sustainable practices (Chen et al., 2014).
External Influences: External factors such as societal trends, regulatory requirements, and competitive pressures also impact attitudes towards sustainability and customer loyalty. Customers increasingly prefer businesses that demonstrate environmental and social responsibility (Jones et al., 2016).
At Delta Hotel by Marriott Swansea Food & Beverage, several ways can improve customer loyalty and sustainable attitudes: Engaging and training employees: 
Develop and implement comprehensive training programs that educate employees about sustainability practices, their importance, and their positive impact on customer loyalty. Engage employees in decision-making processes related to sustainability initiatives to foster a sense of ownership and commitment (Kim et al., 2010).
Leadership Support and Alignment: Gain buy-in and support from hotel leadership and management by demonstrating the business case for sustainability and highlighting its potential benefits for customer satisfaction and loyalty. Ensure that sustainability goals align with the hotel's strategic objectives and values (Han et al., 2009).
Customer Education and Communication: Increase customer awareness and understanding of the hotel's sustainability efforts through effective communication channels, such as website updates, social media campaigns, and on-site signage. Highlight the positive environmental and social impacts of supporting sustainable practices to encourage customer buy-in and loyalty (Chen et al., 2014).
Integration of Sustainability into Operations: Integrate sustainability principles and practices into daily operations, including procurement, waste management, energy conservation, and community engagement. Implement sustainable initiatives that align with customer preferences and values, such as offering locally sourced and organic food options in the F&B services (Jones et al., 2016).
[bookmark: _Toc167909118][bookmark: _Toc168078592]3. Methodology
[bookmark: _Toc167909119][bookmark: _Toc168078593]3.1. Overview of Case Study Methodology

Case studies analyse a phenomenon in its real-life environment, especially when the boundaries between phenomenon and context are unclear (Yin, 2014). Case studies are in-depth, longitudinal studies of one incident. The case study technique organises thinking, data collection, analysis, and reporting (Baxter et al., 2008).
Case studies help researchers appreciate a case's complexity in its natural surroundings, revealing nuanced insights that surveys and experiments may miss (Stake, 1995). It manages evidence, records, artefacts, interviews, and observations to provide a complete picture (Yin, 2014).
Despite its strengths, the case study method has limitations. The in-depth nature of case studies limits their ability to generalise to broader populations (Flyvbjerg, 2006). This method is also time-consuming and may require a considerable number of resources. Critics argue that case studies are subject to researcher bias and can be challenging to draw definitive conclusions from (Khan, 2014).
In sum, case studies are powerful tools for researchers exploring complex phenomena in depth. While the method has limitations in scope and potential biases, its capacity to reveal the intricacies of the case provides valuable insights that other methods might overlook.





[bookmark: _Toc167909120][bookmark: _Toc168078594]4. Case Study of the Sustainability in the Food and Beverages sector at         Delta Hotel by Marriott Swansea

[bookmark: _Toc167909121][bookmark: _Toc168078595]4.1. Location and Brand Overview

[bookmark: _Toc167909122][bookmark: _Toc168078596]Delta Hotel by Marriott Swansea, positioned in the vibrant city of Swansea, Wales, United Kingdom, is ideally situated amidst the stunning landscapes of the Gower Peninsula and Swansea Bay. This picturesque setting makes it a favoured destination for leisure and business travellers. An integral part of the globally renowned Marriott brand, Delta Hotel is noted for its commitment to excellence, innovation, and superior customer service (Delta Marriott, 2024). Marriott International has approximately 7,600 properties in 130 countries and territories to meet varied visitor needs (Marriott International, 2020). Canada-based Delta Hotels by Marriott has approximately 70 locations in North America, Asia, Europe, and the Middle East. This growth shows the brand's commitment to offering full-service hotel basics with modern travellers' quality and efficiency (Marriott International, 2020).
4.2. Turnover and Staffing
[bookmark: _Hlk165195469]An annual report specifically for the Delta Hotel by Marriott Swansea is unavailable, so the financial details provided here relate to Marriott International (2023) as a whole, encompassing Delta Hotels among its brand portfolios. Below is a proposed table to visually represent the financial and operational highlights of Marriott International in 2023, which can be used to illustrate the broader context within which Delta Hotel by Marriott Swansea operates:  




	
                   CATEGORY
	
            2023 HIGHLIGHTS

	
Revenue and Growth
	- Full-year global RevPAR increase of 15%
- Net rooms growth of 4.7%, the highest since 2019

	
Strong Demand
	- Full-year worldwide group revenues grew 19% from 2022.
- Business transient revenues grew 18%

	
Financial Performance
	Over $4.6 billion in adjusted EBITDA, up 21% from 2022.
- Operating cash flow rose 34% to $3.2 billion.

	


Staffing and Operations
	Focus on an asset-light business model, emphasising franchise and management fee income.
- Partnerships with property owners minimise direct staffing needs
Employee Relations	- High emphasis on competitive compensation and a supportive work environment
- Commitment to employee development and satisfaction is essential for maintaining service quality

	
Employee Relations
	-High emphasis on competitive compensation and a supportive work environment
- Commitment to employee development and satisfaction is essential for maintaining service quality



Figure 2. Table of the Annual Report
Source: Marriott International, Inc. (2023)

This table provides a comprehensive snapshot of Marriott International’s financial achievements and strategic operations in 2023, reflecting the broader economic and operational environment in which their brands, including Delta Hotels, function.
Marriott International's strategy involves an asset-light business model, focusing primarily on franchise and management fee income. This approach leverages partnerships with property owners rather than direct ownership, minimising staffing requirements directly by Marriott for property management.
Employee Relations: Marriott highly emphasises its workforce and is committed to maintaining competitive compensation and fostering a work environment that supports employee development and satisfaction. This approach is crucial for sustaining service quality across all properties, including those under the Delta Hotels brand.
[bookmark: _Toc167909123][bookmark: _Toc168078597]4.3. Sustainability at Delta Marriott Swansea

Delta Hotels by Marriott strongly emphasises sustainability and environmental stewardship, integrating sustainable practices into its operations to reduce its ecological footprint while maintaining high guest comfort and service standards (Marriott International, 2020). This commitment resonates with Marriott International's overarching "Serve 360" initiative, which outlines the company's sustainability goals and commitment to social impact and community engagement.
Situated in the vibrant city of Swansea, the Delta Hotel by Marriott Swansea embodies the ethos of sustainability within the Delta Hotels brand (Delta Hotels by Marriott, 2023). As a gateway to Wales's natural beauty and cultural heritage, the hotel stands as a model of sustainable hospitality. By adhering to the brand's global standards, the Delta Hotel by Marriott Swansea offers a unique blend of comfort, convenience, and conscientiousness, appealing to environmentally aware travellers (Marriott International, 2020). Its strategic positioning in Swansea underscores the hotel’s role in promoting sustainable regional tourism, further enhancing Delta Hotels by Marriott's reputation for quality and responsibility.
The Delta Hotel by Marriott Swansea exemplifies the brand's global reach and local impact through its practices and positioning. It highlights how a commitment to quality, guest experience, and sustainability can converge to meet the evolving demands of today's travellers while anticipating the future needs of the hospitality industry (Delta Hotels by Marriott, 2023).
Research indicates that Marriott International has emerged as a leader in sustainability, setting ambitious targets across its portfolio (Marriott International, 2020). The Delta Hotel by Marriott Swansea exemplifies this commitment through various initiatives to reduce waste and promote sustainable practices (Delta Hotels by Marriott, 2023). For instance, the hotel has ceased purchasing plastic bottled water and is opting for sustainable alternatives like CanO Water.
[image: ]Figure 3. Substitute of plastic water bottle
Source: CanOwater.com (2024).

Initiatives to move away from single-use plastics are a growing trend within the hospitality sector, responding to regulatory pressures and consumer demand for more sustainable practices (Davis, 2019; Evans et al., 2021). The Delta Hotel's initiatives, including the introduction of water stations and the shift to CanO Water (2024), represent practical steps toward this goal. However, the literature needs more detailed case studies on these transitions' operational challenges and benefits within specific hotel contexts.
It has implemented measures to reduce waste from individually portioned items (Delta Hotels by Marriott, 2023). Moreover, initiatives such as replacing single-use plastic laundry bags with reusable cotton versions and introducing a tonic water dispenser with reduced packaging highlight the hotel's practical approach to sustainability (Delta Hotels by Marriott, 2023).
To encourage eco-friendly transportation, the hotel provides Santander Cycles(Swansea Bay,2024) from multiple docking stations across Swansea Bay, promoting physical activity and sustainable travel options (Delta Hotels by Marriott, 2023). Additionally, collaborations with DripDrop umbrellas, which plants a tree for every umbrella rented, and linen and terry reuse programs further demonstrate the Hotel's commitment to environmental stewardship and sustainability (Delta Hotels by Marriott, 2023).
One key focus area has been reducing food waste and shifting towards locally sourced, sustainable food options. Studies have highlighted the significant impact of food service operations on a hotel's overall environmental footprint (Brown, 2018; Johnson et al., 2020).
[image: A person holding a plate of food]In 2024, the hotel partnered with Winnow (2024), leveraging an advanced image-led system equipped with a camera and connected scale to identify and reduce food waste through behavioural change among staff and guests. (Figure 4)  
Figure 4. Winnow machinery for food waste.
Source: WinnowSolutions.com(2024).

This collaboration underscores the hotel's innovative approach to tackling food waste, a critical concern in the hospitality industry (Delta Hotels by Marriott, 2023).
Undoubtedly, the Delta Hotel by Marriott Swansea sets a benchmark for sustainable practices in the hospitality industry. It blends innovation with practicality to lead the way towards a more environmentally conscious future (Delta Hotels by Marriott, 2023).


[bookmark: _Toc167909124][bookmark: _Toc168078598]4.4. Sustainable Goals for 2025 

Marriott International (2023) is committed to several ambitious sustainability and social impact goals by 2025. The company plans to invest at least $35M to enhance hospitality skills among diverse demographics, including youth, women, and veterans (Marriott International,2023). 
Additionally, Marriott aims to contribute 15 million volunteer hours to aid children and youth in skill development and employability (Marriott International,2023). It has also set participation targets for community service, expecting engagement from 80% of managed hotels and 50% of franchised hotels (Marriott International,2023). Regarding environmental initiatives, Marriott intends to significantly reduce its footprint across water, carbon, waste, and food waste by 2025, with goals including a 30% reduction in carbon intensity and a 50% reduction in food waste (Marriott International,2023).
All Marriott hotels are expected to meet recognised sustainability standards by 2025, with 650 pursuing LEED certification or equivalent. The company plans to responsibly source 95% of its top 10 priority categories, including a global commitment to source cage-free eggs by 2025 (Marriott International,2023). 
By 2025, all on-property employees will get human rights training on human trafficking (Marriott International,2023). Finally, Marriott will spend at least $500,000 to promote peace and cultural understanding through travel by 2025.
[bookmark: _Toc167909125][bookmark: _Toc168078599]4.5. Branches, Geographic and Cultural Context

Delta Hotel by Marriott Swansea is the region's flagship property, serving as a premier destination for travellers seeking comfort, convenience, and luxury. While the hotel is a standalone establishment, it benefits from its affiliation with the Marriott brand and its extensive network of properties worldwide.
Surrounded by natural beauty, Delta Hotel by Marriott Swansea offers guests unparalleled views of the surrounding landscapes, including lush greenery, rolling hills, and the sparkling waters of Swansea Bay. The hotel's proximity to popular attractions such as the Gower Peninsula, Brecon Beacons National Park, and the Mumbles makes it an ideal base for exploring the region's natural wonders (Visit Wales,2021)  
[image: A map of a city with a location pin]Figure 5. Map of the Delta Hotel by Marriott Swansea
Source: Marriott.com (2024).

Swansea is a city steeped in history and culture. It has a rich maritime heritage, a vibrant arts scene, and diverse culinary offerings. Delta Hotel guests can immerse themselves in the local culture by visiting attractions such as the National Waterfront Museum, Swansea Market, and the Dylan Thomas Centre (Swansea et al.,2020).








[bookmark: _Toc167909126][bookmark: _Toc168078600]4.6. SWOT Analysis for Sustainability in Food and Beverage at Delta Hotel by Marriott Swansea

Teoli defines a SWOT analysis et al. (2019) as a strategic planning tool to identify and understand the Strengths, Weaknesses, Opportunities, and Threats related to a business, project, or situation. It helps organisations assess internal and external factors impacting their objectives (Teoli et al., 2019).
Strengths
Strong Sustainability Ethos: Delta Hotels by Marriott demonstrates a solid commitment to sustainability, which is integrated into its operations. It reduces ecological footprints while maintaining lofty standards of guest comfort and service (Marriott International, 2020).
Strategic Location and Branding: The hotel’s location in Swansea, a hub for natural beauty and cultural heritage, aligns well with its sustainable brand ethos, attracting environmentally conscious travellers (Delta Hotels by Marriott, 2023).
Innovative Waste Reduction Practices: The hotel's initiatives, such as ceasing the purchase of plastic bottled water and shifting to alternatives like CanO Water, show a proactive approach to waste reduction (Delta Hotels by Marriott, 2023).
 Weaknesses
Operational Challenges: Transitioning to sustainable practices, especially replacing single-use plastics with alternatives, can pose significant operational challenges and might incur higher costs initially (Davis, 2019)
Reliance on Local Supply Chains: While sourcing locally helps reduce the carbon footprint, it can also lead to supply chain vulnerabilities, especially during local shortages or economic fluctuations (Sony et al., 2015).
High Dependency on Behavioural Changes: The success of initiatives like food waste reduction heavily relies on changing behaviours among staff and guests, which can be slow and difficult to achieve (Delta Hotels by Marriott, 2023).

Opportunities
Rising Consumer Demand for Sustainability: Increasing awareness and demand for sustainable practices among consumers presents a significant opportunity for the hotel to market its sustainability initiatives, attracting more guests (Davis, 2019).
Regulatory Support and Incentives: With the growing emphasis on environmental regulations, the hotel could benefit from government incentives for adopting sustainable practices (Sony et al., 2015).
Innovation in Sustainability Tech: Partnering with companies like Winnow to implement advanced systems for reducing food waste highlights the hotel's leadership in adopting innovative technologies that could set industry standards (Delta Hotels by Marriott, 2023).
Threats
Economic Volatility: Economic downturns, caused by reduced financial resources or shifts in consumer spending priorities, could affect the hotel’s ability to invest in or maintain sustainable practices (Sullivan et al., 2021). With worldwide accords backing climate action, consumer attitudes are shifting towards ‘green’ and ‘ecologically conscious.’ Consumers may prefer and pay more for eco-friendly or ‘green’ products.
Regulatory Risks: Future changes in environmental regulations could impose additional operational constraints or require further investment to remain compliant.
A business can demonstrate its corporate social responsibility (CSR) through many tactics, but consumers perceive CSR activities differently (Sony et al., 2015). 





[bookmark: _Toc167909127][bookmark: _Toc168078601]4.6.1.SWOT Discussions

By conducting a SWOT analysis, Delta Hotel by Marriott Swansea can strategically navigate the sustainability landscape to impact customer loyalty positively. Emphasising strengths, addressing weaknesses, capitalising on opportunities, and mitigating threats can help build and maintain a loyal customer base that values sustainability.
A solid commitment to sustainability enhances customer loyalty, especially among eco-conscious travellers who return to hotels that align with their values. The hotel's strategic location in a region known for natural beauty and cultural heritage, combined with a sustainable brand ethos, attracts guests to prioritise eco-friendly travel options, leading to repeat visits. Proactive measures like reducing plastic use and implementing alternatives such as CanO Water can enhance the hotel's reputation and build trust and loyalty.
However, operational challenges in transitioning to sustainable practices may negatively impact customer satisfaction if they result in noticeable disruptions or compromised service quality. Reliance on local supply chains can lead to consistency, affecting guest experience. Effective communication and seamless integration of these practices are crucial for maintaining positive guest experiences. Additionally, successful sustainability initiatives require behavioural changes among staff and guests, and slow adoption can hinder effectiveness, potentially affecting loyalty.
Opportunities include rising consumer demand for sustainability, which allows the hotel to attract and retain guests by prioritising eco-friendly choices. Leveraging government incentives for sustainable practices can enhance the hotel's ability to invest in these initiatives without compromising service quality, improving guest perceptions and loyalty. Partnering with technology companies to implement advanced sustainability solutions can position the hotel as a leader in eco-friendly hospitality, impressing guests and increasing loyalty.
Economic volatility can strain the hotel's ability to maintain or invest in sustainable practices, potentially impacting service quality and guest perceptions of the hotel’s Commitment to sustainability. Staying ahead of regulatory changes and ensuring compliance without compromising guest experience is critical to maintaining loyalty.
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Political Factors
In the hospitality industry, regulations and policies focused on sustainability are becoming increasingly stringent, requiring single-use plastic reduction and waste management improvements. Hotels must adapt to these evolving standards to ensure compliance and contribute to environmental conservation (Camilleri-Fenech et al.,2020). For instance, it is noted that five-star hotels typically generate more waste than lower-star establishments. By providing detailed quantitative and qualitative waste data from various sources, such as a-la-care services, buffets, and guest rooms, hotels can better understand their waste generation patterns and develop effective reduction strategies. This proactive approach aligns with regulatory demands and enhances the hotel's commitment to sustainable operations. Government Incentives: The hotel might benefit from governmental incentives promoting eco-friendly practices, which can help it adopt sustainability initiatives (Auvergne et al.,2012).
Economic Factors
Economic Volatility: Economic downturns may affect the hotel's capacity to invest in and sustain green initiatives, influencing its revenue and customer loyalty (Sullivan et al., 2021). Market Demand: Rising consumer demand for sustainable accommodations offers a market opportunity to attract more environmentally conscious customers and influence their loyalty (Davis, 2019).
Social Factors
Customer Perceptions: The hotel must communicate its sustainability efforts, as awareness and perceptions of these practices influence customer loyalty (McDonald et al.,2006). Cultural Trends: The growing societal preference for eco-friendly travel and hospitality aligns with the hotel's sustainability strategy, offering opportunities for engagement and customer retention (Jones et al., 2016).
Technological Factors
Innovation in Sustainability Technology: Partnerships with tech firms like Winnow to implement systems for food waste reduction demonstrate leadership in adopting innovative sustainability technologies, which is crucial for maintaining competitive advantage (Delta Hotels by Marriott, 2023). Digital Communication: Leveraging digital platforms for customer education and marketing can enhance the hotel's sustainability image and align it with consumer values (Jones et al., 2016).
Legal Factors
Environmental Legislation: The hotel must continuously monitor and comply with environmental legislation, which can involve costly adaptations or penalties (Harrison et al., 2019). Intellectual Property: The hotel should ensure that innovations in sustainability practices are protected and aligned with legal frameworks.
Environmental Factors
Sustainability Commitment: The hotel’s strong sustainability ethos, evident through measures like waste reduction and locally sourced food, aligns with its eco-friendly brand image and attracts environmentally conscious travellers (Marriott International, 2020). Natural Resource Management: Efficient management of natural resources, such as reducing food waste and promoting eco-friendly transportation, demonstrates the hotel’s proactive approach to environmental stewardship (Delta Hotels by Marriott, 2023). 
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The Political, Economic, Social, Technological, Legal, and Environmental aspects affecting Delta Hotel by Marriott Swansea and customer loyalty are examined using PESTLE analysis. 
Green legislation and government incentives strengthen the hotel's brand, attract eco-conscious clients, and increase loyalty. Economic downturns can affect travel patterns, but sustainability can attract customers ready to pay more for eco-friendly services. Local sourcing minimises carbon footprints but may strain supply chains, making quality and availability essential for loyalty. Increasing consumer preference for sustainable and ethical brands means emphasising sustainability can attract and retain customers with aligned values. Educating customers about sustainability Efforts enhance their perception and loyalty, leading to repeat patronage. Implementing advanced waste reduction and energy efficiency technologies like Winnow can impress customers and reinforce loyalty. Using digital platforms to highlight sustainability efforts can enhance awareness and positive perceptions, fostering a loyal customer base.
Adhering to environmental regulations builds trust and enhances loyalty while preparing for future laws, giving the hotel a competitive edge. Initiatives like reducing plastic use, local sourcing, and energy efficiency appeal to environmentally conscious customers, boosting loyalty. Proactive sustainability measures resonate with customers, supporting environmental conservation and enhancing loyalty. Understanding the impact of sustainability practices on customer loyalty involves aligning hotel initiatives with customer values. 
Eco-friendly brands have a loyal clientele. Customer awareness and perception surveys quantify sustainability communication's success, fostering loyalty through education. A study shows that sustainability boosts customer loyalty. Delta Hotel can improve tourist experiences by assessing food and beverages and developing emotional relationships and loyalty. The hotel can prioritise loyalty-boosting spending by evaluating which sustainability factors consumers value most, such as terrible reduction or local sourcing. PESTLE analysis can help Delta Hotel by Marriott Swansea improve sustainability to increase customer loyalty, guest satisfaction, and retention.
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Conducting a competitor analysis between Delta Hotel by Marriott Swansea and Hilton in Swansea regarding price and quality requires examining various aspects, such as guest reviews, amenities offered, and the overall perception of value for money (Kurokawa et al.,2018). 
Price Analysis
Delta Hotel by Marriott Swansea and Hilton cater to similar markets but often at varying price points. For instance, recent listings show Delta Hotel by Marriott Swansea with rates starting from about $77 per night, which is quite competitive considering its amenities and location. On the other hand, Hilton's properties, such as Hilton Cardiff, which is the closest comparison within the regional area, offer rooms from approximately £96 (around $120), reflecting a higher price point which might be influenced by the brand's positioning and additional luxury offerings (Hilton, 2024).
Quality and Services
Both hotels boast a range of services catering to business and leisure travellers. Delta Hotel by Marriott Swansea is praised for its central location and scenic views of the Marina. It offers free internet, a bar, a restaurant, and conference facilities. Guest reviews frequently highlight the hotel's quality service and comfortable accommodations (TripAdvisor, 2024).
While typically more expensive, Hilton is known for its consistent service quality, modern facilities, and robust loyalty programs. Hilton hotels are often favoured for their higher-end amenities and a more extensive global presence, which can appeal to international travellers looking for a familiar brand.
Guest Satisfaction and Reviews
Review analysis from TripAdvisor indicates that guests at Delta Hotel by Marriott Swansea appreciate the hotel's location and the quality of service provided by friendly staff. Specific reviews mention city convenience, seafront access, and value for money as significant positives (TripAdvisor, 2024).
Conversely, Hilton's reviews commend the brand for its reliable service and higher-end amenities. However, the higher cost sometimes raises expectations to a level that not all properties meet, impacting guest satisfaction regarding value for money.
In summary, Delta Hotel by Marriott Swansea offers competitive pricing with a strong focus on providing quality service and a convenient location, making it an excellent option for travellers seeking value. While more expensive, Hilton caters to those seeking a luxury experience with more extensive services and amenities. Your choice might depend on your budget and preference for brand familiarity versus localised experiences.
Both hotels present robust options, but Delta Hotel by Marriott might edge out on price and scenic value, while Hilton takes the lead in luxury and comprehensive service offerings. 
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Bartl et al. (2016) and Kozinets (2002) look at netnography as a way to do qualitative research using anthropological methods to look into the communities and cultures that form in online spaces. As part of this method, communications in digital spaces like social media, forums, and blogs are analysed to learn more about how people connect and act as customers in these online communities. Netnography is a helpful way to learn about consumer preferences and behaviours by watching and talking to participants in their standard online settings. It uses content analysis and methods like participant observation and interviews to get a complete picture of the cultural setting of online groups (Kozinets, 2002; Bartl et al., 2016).
In the setting of a Netnography study on the Delta Hotel by Marriott Swansea, looking at guest reviews from the hotel's website and TripAdvisor in 2024 gives a complete picture of how guests felt, showing what went well and what could be done better.
From the hotel’s webpage (Delta Hotel, 2024), guests have expressed high satisfaction with the hotel's prime location, effective service, and quality accommodations. One review specifically praises the proximity to beach and city attractions and the attentiveness of the staff, indicating that these factors significantly contribute to a positive guest experience (Delta Hotel, 2024). Another review, however, suggests room for improvement in the hotel’s dining options, which did not meet some guests' expectations, pointing to a potential area for enhancement to align the culinary experience with the hotel's overall quality (Delta Hotel, 2024).
Contrasting these insights, TripAdvisor reviews from the same year paint a picture of potential dissatisfaction related to the value offered. One review details disappointment with the room conditions for the price paid, citing issues such as ineffective heating, a malfunctioning air conditioning unit, and signs of dampness and wear, which negatively impacted the guest's experience (TripAdvisor Review, 2024). Another review highlights service issues at check-in and needs to be more Consistent pricing for additional services, such as breakfast, led to a perception of poor value and a lack of respect from management (TripAdvisor Review, 2024).
These analyses collectively indicate that while Delta Marriott is often praised for its location, cleanliness, and staff service, critical areas need attention, particularly in maintaining the physical quality of accommodations and improving the quality of guest service interactions. The ethnographic approach underscores the importance of addressing these issues to enhance overall guest satisfaction and maintain a competitive edge in the hospitality market.
Thus, integrating feedback from multiple sources provides a nuanced understanding of how the hotel excels and where it may fall short, offering a clear pathway for targeted improvements that could lead to more uniformly positive guest reviews. 
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The project analysing Delta Hotel by Marriott Swansea's sustainability initiatives is crucial to the author for several reasons:
Firstly, the focus on sustainability aligns with global trends towards environmental stewardship in the hospitality industry. The author's involvement in this project provides an opportunity to contribute to the broader discourse on sustainable practices within hotels, which have been identified as significant resource consumers. Engaging in this research allows the author to explore the efficacy of these sustainability initiatives, aiding in developing a more sustainable hospitality model (Jones, 2017; Smith et al., 2019).
Secondly, the project is essential as it offers practical insights directly applicable to the author’s career development in the hospitality industry. By understanding the operational challenges and opportunities of implementing sustainable practices, the author can gain valuable expertise that enhances their professional capabilities. This experience is instrumental in preparing for future roles that require an understanding of hospitality management and a deep commitment to environmental ethics (University of Hull, 2024).
Thirdly, this research provides a platform for the author to apply theoretical knowledge in a real-world setting, thus bridging the gap between academic studies and practical application. The reflective account of their placement experience, using the Engage, Reflect, Act (ERA) cycle, allows for a structured analysis of both the successes and shortcomings. This reflective practice is crucial for continuous learning and improvement, offering a comprehensive understanding of how sustainability impacts operational efficiency and customer satisfaction in the hospitality sector (Bharwani et al., 2012; Kandampully et al., 2018).
Overall, the project enriches the author’s knowledge and skills and contributes to the industry's efforts to innovate and implement sustainable practices effectively. By documenting and analysing these initiatives, the author helps pave the way for future advancements in hotel management, making a meaningful impact on both the environmental footprint and the industry’s sustainability standards. 
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Delta Hotel by Marriott Swansea has established itself as a leader in the hospitality industry through its commitment to sustainability, leveraging its prime location and excellent service to offer an environmentally responsible experience to its guests. As the industry recognises the critical importance of reducing environmental impacts, there are specific recommendations that can enhance the effectiveness of sustainability initiatives at properties like Delta Hotel.
Specific Sustainability Recommendations
Install more efficient HVAC systems to improve energy efficiency. New heating, ventilation, and air conditioning systems that use less energy can cut energy use by a lot. This can include smart heaters that change the temperature based on the number of people in the room and the weather.
Switch to LED lighting: If you have not already, switching all your lights to LEDs can save you up to 75% on your energy bills compared to regular lighting.
Things to do to save water: Use devices that use less water. Put in low-flow toilets, showerheads, and taps in the bathrooms to save water without worsening guests' experience.
Rainwater Harvesting Systems: Set up systems to collect rainwater and use it for landscaping and other non-potable uses. This will reduce your reliance on city water sources.
Waste Reduction Strategies: Comprehensive recycling programs: Strengthen waste management by expanding recycling efforts to include all recyclable materials in guest rooms, dining areas, and operational spaces.
Food waste reduction: Implement food waste tracking systems to identify and reduce waste in the hotel’s food service operations, potentially partnering with local food rescue organisations to donate unused items.
Locally sourced materials and supplies: Prioritize purchasing locally sourced and sustainable products, including foods, beverages, and operational supplies, to reduce carbon footprints and support the local economy.
Eco-friendly amenities for guests: To reduce plastic trash, offer eco-friendly amenities to your guests, such as biodegradable toiletries and containers that can be used repeatedly.
Information on sustainability in hotel rooms: Inform guests about the hotel's eco-friendly efforts and encourage them to participate, like choosing to reuse towels.
Offering rewards for eco-friendly actions: Give guests rewards if they behave in environmentally-friendly ways during their stay, like discounts or extra points for skipping daily cleaning.
Sustainability training should happen regularly. All hotel staff should be taught about sustainable practices and how they can help put these into action. 
Sustainability audits and certifications: Pursue sustainability certifications such as LEED or Green Key and conduct regular audits to assess performance and identify areas for improvement.
These strategic recommendations underscore Delta Hotel by Marriott Swansea's commitment to environmental stewardship and enhance operational efficiencies and guest satisfaction. By implementing these practices, the hotel can continue to lead by example in the hospitality industry, promoting a culture of sustainability that resonates with modern travellers looking for environmentally responsible lodging options. 
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Reflecting on my placement experience at the Delta Hotel by Marriott Swansea through the Engage, Reflect, Act (ERA) cycle has provided me with a structured way to analyse and understand the pros and cons of working in a busy hospitality environment (University of Hull, 2024).
My initial engagement at the Delta Hotel by Marriott Swansea was filled with excitement and the pressure to adapt quickly to the fast-paced environment of high-quality hospitality service. Observing the front desk staff, I was impressed by their professional and personalised approach to handling guest queries, which was crucial in shaping positive guest perceptions and overall satisfaction (Yoo et al., 2013). This exposure was critical in highlighting the importance of maintaining high service standards.
Amidst the enriching learning environment, the engagement phase presented a significant learning opportunity, particularly during an incident where I had to manage a transaction refund over the phone for the first time. When a guest was double charged due to a booking error, this situation was a practical test of my composure and professionalism. I had to navigate our hotel management software to locate the mistake swiftly, process the refund, and confirm that the transaction was corrected, all while ensuring the guest felt heard and valued. The complexity of this task was amplified by the peak tourist season rush, adding an extra layer of urgency to resolve the issue promptly.
Reflecting on this experience was a pivotal learning opportunity that underscored the critical nature of front desk operations in a luxury hotel setting. The pressure to execute tasks with speed and accuracy was immense, but it also reinforced the importance of operational efficiency and customer care to uphold the hotel's reputation (Bharwani et al., 2012; Kandampully et al., 2018).
Through this challenging but enriching experience, I learned the significance of resolving guest issues and ensuring each interaction ends positively, thus fostering Greater customer loyalty and satisfaction. These real-time problem-solving experiences are invaluable, enhancing one’s ability to manage future challenges more effectively and confidently.
These reflections have deepened my understanding of the operational and service excellence required in the hospitality industry and equipped me with practical skills for advancing in this dynamic field.
Upon reflecting further, resolving specific guest complaints, such as room dampness and noisy air conditioning, provided me with invaluable firsthand experience in problem resolution. During my placement at Delta Hotel by Marriott Swansea, I encountered a guest distressed by the damp conditions in their room and the constant noise from the air conditioning unit. Addressing these issues swiftly and effectively, I learned to apply troubleshooting techniques and consult with maintenance to resolve technical problems promptly.
This direct interaction with guests during problematic situations was about resolving the issues and maintaining and enhancing guest satisfaction and loyalty. Effective problem resolution is crucial, as it can transform potentially harmful experiences into positive ones, thereby significantly enhancing customer loyalty (Magnini et al., 2011). These experiences align well with the literature, underscoring the importance of immediate and effective responses to customer complaints in maintaining a positive brand image and customer satisfaction (Bharwani et al.,2012; Kandampully et al., 2018).
For example, after fixing the guests' problem with the damp and noisy air conditioner, I checked in with them to ensure they were okay. This proactive method lessened the discomfort and showed that we cared about making our guests happy. Research backs up these actions by showing that getting back on track after a service failure can often make customers happier than if the failure had never happened (Hart et al., 1990). These innovative ideas have helped me better understand that customer service is essential in the hospitality business and have given me the fundamental skills I need to improve guests' experiences. 
Conversely, the reflection phase also made me critically assess the areas needing improvement, particularly internal communications. There were instances where miscommunications between the housekeeping and front desk departments led to room readiness delays, which affected guest satisfaction. These friction points occasionally disrupted workflow and demonstrated the need for more streamlined communication channels within the hotel (Bharwani et al., 2012).
The final phase of the ERA cycle, Act, is where I considered how to apply the insights gained from this experience. One action I identified was the potential for implementing a real-time digital communication platform to enhance coordination between different departments. Such technology could reduce response times and errors, echoing findings from recent studies advocating for digital transformation in the hospitality industry (Sigala, 2017). Moreover, based on positive guest feedback on personalised service, I proposed the development of a training module focused on 'emotional intelligence in hospitality'. This module would aim to equip staff with the skills to understand better and respond to guest emotions, further enhancing guest relations (Huang et al., 2019).
Reflecting on my placement experience at the Delta Hotel by Marriott Swansea, I realise that using the ERA cycle has been immensely valuable. It allowed me to engage deeply with the hospitality industry's operational and customer service aspects and helped me identify personal and organisational improvement areas. The lessons learned from both the strengths and weaknesses I observed have shaped my approach to hospitality management, emphasising the critical role of effective communication and the potential benefits of technological enhancements in operational efficiency. This reflective practice has prepared me for future challenges and opportunities in the hospitality sector, equipping me with the tools to contribute effectively to my professional field. 
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