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Abstract
This research project investigates the impact of sustainability initiatives on operational efficiency within the United Kingdom hotel industry, with a special reference to Novotel Milton Keynes. Sustainability has become an increasingly critical concern for the hospitality sector, driven by regulatory pressures, rising operational costs, growing consumer expectations, and international commitments to carbon reduction. Within this context, hotel operators are confronted with the two-fold challenge of reducing their environmental footprints while simultaneously maintaining and improving operational performance. The project aims to examine how specific sustainability practices, including energy efficiency measures, waste reduction programmes, and water conservation strategies, interact with and influence key operational metrics such as cost management, staff productivity, and guest satisfaction at Novotel Milton Keynes.
The research adopts a qualitative case study methodology and sources information from secondary sources including peer-reviewed academic journals, industry reports, governmental publications, and the operational frameworks of the Accor Group, which is the parent brand under which the Novotel operates globally. Observations and reflections derived from the placement experience at Novotel Milton Keynes serve to contextualise secondary findings within the specific operational environment of the hotel. The analytical frameworks applied include PESTEL analysis, to assess the macro-environmental factors shaping sustainability adoption in the UK hotel industry, and SWOT analysis, to evaluate the internal strengths, weaknesses, opportunities, and threats facing Novotel Milton Keynes in the domain of sustainable operations.
Key findings suggest that while sustainability initiatives generate measurable long-term cost savings and operational efficiencies, the short-term implementation costs and challenges of staff engagement represent significant barriers. The PESTEL analysis reveals that political mandates, the ongoing energy price crisis in the UK, and heightened sociocultural awareness are strong drivers of sustainability adoption, whereas economic uncertainty and technological transition costs act as constraining forces. The SWOT analysis highlights that Novotel Milton Keynes benefits from the global sustainability infrastructure of the Accor Group, particularly the Planet 21 programme, but faces internal weaknesses relating to legacy infrastructure and inconsistent staff training on sustainability protocols.
The discussion critically evaluates these findings against existing literature, identifying points of convergence and divergence, and reflects on limitations including the reliance on simulated placement observations and the bounded scope of a single case study. Recommendations arising from this project are practical, evidence-based and target areas such as investment in smart energy management systems, enhancement of staff sustainability training, expansion of waste-to-resource programmes, and increased transparency in sustainability reporting. These recommendations are aimed at assisting Novotel Milton Keynes advance its sustainability performance while optimising its operational efficiency in alignment with both the Accor Planet 21 strategy and the broader imperatives of the UK hospitality industry.
This project contributes to the growing body of literature on sustainable hotel management by examining the complex relationship between environmental responsibility and operational effectiveness within a specific mid-scale UK hotel context. It underlines the argument that sustainability and efficiency are not competing priorities but can be mutually beneficial when properly managed. The evidence presented demonstrates that systematic investment in both physical infrastructure and human capital development, when supported by a culture of accountability and transparency, is the main requirement for converting sustainability commitments into genuine operational and financial gains at Novotel Milton Keynes.


Chapter 1: Introduction
The United Kingdom hotel industry operates within an increasingly changing environment where sustainability has transitioned from a minor corporate responsibility to a central strategic issue. Climate change, legislative reform, and changing consumer preferences have collectively brought sustainability to the centre of hotel management conversations (Jones, Hillier and Comfort, 2016). Hotels are among the most resource-intensive commercial buildings that consume large quantities of energy, water, and materials, and generate large volumes of waste (Filimonau, Dickinson and Robbins, 2016). In response, many UK hotel operators have introduced a range of sustainability initiatives intended not only to mitigate environmental impact but also to achieve operational efficiencies that enhance long-term environment and financial viability.
Novotel Milton Keynes, which is a four-star hotel operating under the Accor Group brand, provides a particularly relevant context for this study. As part of the global Accor network, the property is aligned with the Planet 21 sustainability programme, which sets measurable environmental targets across energy consumption, carbon emissions, waste management, and water usage (Accor, 2023). Located in one of the UK's fastest-growing cities, the hotel serves a wide range of clientele including corporate travellers, conference delegates, and leisure guests, making its operational and sustainability performance significant in the sector.
This project stems from a professional placement undertaken at Novotel Milton Keynes and critically investigates how the hotel's sustainability initiatives influence its operational efficiency. The placement provided direct exposure to the day-to-day operational challenges and sustainability practices at the property, which provided a practical basis for the application of academic frameworks and secondary research evidence.
The central research question is as follows: 
To what extent do sustainability initiatives at Novotel Milton Keynes enhance operational efficiency, and what are the principal barriers to and opportunities for improving this relationship? 
Supporting objectives include a critical appraisal of the existing literature on sustainability and operational efficiency in UK hotels, an evaluation of macro-environmental and internal factors influencing Novotel Milton Keynes through PESTEL and SWOT analyses, and the development of evidence-based recommendations to optimise sustainability practices at the hotel.
The project is structured as follows. Chapter 2 reviews the relevant academic and industry literature. Chapter 3 outlines the research methodology. Chapter 4 presents and discusses findings through the lens of the analytical frameworks applied. Chapter 5 concludes the study and offers practical recommendations for Novotel Milton Keynes.


Chapter 2: Literature Review
2.1 Sustainability in the Hotel Industry: Conceptual Foundations
The concept of sustainability in the hotel industry is broadly understood through the triple bottom line framework, which outlines the environmental, social, and economic dimensions of responsible business conduct (Feil and Schreiber, 2017). In the hospitality context, this translates into practices that reduce ecological harm, generate community value, and sustain long-term profitability (Guix, Font and Bonilla-Priego, 2019). Researchers such as Mensah and Blankson (2022) and Chan, Hon, Okumus and Chan (2017) have emphasised that the adoption of environmental management systems in hotels is no longer only a reputational exercise but is increasingly linked to measurable operational outcomes.
In the UK specifically, the 2008 Climate Change Act and its subsequent amendments have created a regulatory environment that compels large businesses, including hotel operators, to measure, report, and reduce their carbon emissions (HMSO, 2008). The UK Hospitality industry body has published guidance acknowledging that hotels account for approximately 10% of the tourism sector's carbon footprint, placing significant pressure on operators to implement effective and measurable sustainability strategies (UK Hospitality, 2022). These macro-level pressures are increased by rising energy costs, which have increased since 2021 thus further motivating hotels to improve their energy efficiency (ONS, 2023).
2.2 Energy Efficiency Initiatives and Operational Outcomes
Energy management represents the most extensively researched area of study in the area of hotel sustainability. Studies by researchers like Styles, Schoenberger and Galvez-Martos (2015) and Gossling (2015) demonstrate that energy costs typically account for between 3% and 6% of hotel revenues, making efficiency in this hotel management an important financial consideration. The adoption of LED lighting, smart thermostat systems, and variable speed drives for HVAC equipment has been shown to generate energy savings of between 20% and 40% without compromising guest comfort (CIBSE, 2021). Specifically within the UK context, a study by Becken and Dolnicar (2016) found that hotels implementing comprehensive energy management programmes reduced their energy intensity by an average of 18% over a three-year period. This finding is consistent with the industry data published by the organisation Energy Saving Trust (2023).
The Accor Planet 21 programme set targets for its properties, which included a 30% reduction in energy consumption per available room by 2030 (Accor, 2023). Research by Supanti, Butcher and Fredline (2015) confirms that hotels affiliated with large branded groups tend to demonstrate higher rates of sustainability adoption because their corporate frameworks provide structured implementation pathways and access to capital for technology investment. However, Pereira-Moliner et al., (2016) warn that the upfront capital costs of adjustments aimed at addressing energy efficiency can deter investment in smaller hotels operating with smaller budgets.
2.3 Waste Management and Circular Economy Approaches
Waste management in hotels involves managing food waste, packaging, and consumable waste streams. The UK government's Resources and Waste Strategy (DEFRA, 2018) has established a policy framework that incentivises businesses to move towards circular economy models, where they reduce waste to landfill and increase recycling rates. In the hotel sector, food waste alone represents a big operational inefficiency. The Waste and Resources Action Programme (WRAP, 2021) estimates that UK hospitality wastes approximately 1.1 million tonnes of food annually, at an estimated value of 3.2 billion pounds, which represents both a financial and environmental problem that hotel management teams have to deal solve.
Case studies reviewed by Papargyropoulou et al., (2019) and Legrand, Sloan and Chen (2017) suggest that hotels implementing food waste monitoring technologies, such as Leanpath systems, alongside staff training and portion control protocols, achieve food waste reductions of between 30% and 50%. These reductions lead directly to cost savings through reduced procurement expenditure and lower waste disposal charges. However, Filimonau and De Coteau (2019) note that sustained reductions require ongoing staff engagement and effective monitoring systems, and that initial implementation can disrupt workflow thereby reducing operational efficiency.
2.4 Water Conservation and Operational Efficiency
Water conservation is an increasingly important aspect of hotel sustainability, given the water scarcity issue facing parts of the UK and the significant cost of mains water supply. Gabarda-Mallorqui, Garcia and Ribas (2017) found that hotel water consumption is dominated by guest rooms, laundry operations, and food and beverage facilities, and that targeted conservation measures such as low-flow fixtures, linen reuse programmes, and grey water recycling can reduce consumption by up to 30%. In the UK, water costs have risen in recent years, with the Environment Agency (2023) projecting increased pressure on freshwater resources as a result of climate change. This makes water efficiency both an environmental and a financial priority for hotels including Novotel Milton Keynes.
2.5 Staff Engagement and Sustainability Culture
One of the main themes in the literature on hotel sustainability is the important role of staff engagement in determining the effectiveness of sustainability initiatives. Baum (2018) argues that human capital is both the greatest asset and the greatest challenge in hotel sustainability implementation. He further notes that employee behaviour directly mediates the impact of technical solutions. Research by Pham, Tuckova and Jabbour (2019) demonstrates a positive relationship between organisational sustainability culture, which is defined as shared values and norms supporting environmental responsibility, and the employee pro-environmental behaviours such as resource conservation and waste sorting. Tariq, Jan and Ahmad (2016) confirm that hotels with effective sustainability training programmes achieve significantly better operational outcomes from their environmental initiatives compared to those that rely only on technology.
2.6 Gaps in the Literature
Despite the wide research on hotel sustainability, important gaps in information remain. Firstly, Abdou, Hassan and El Dief, (2020) note that most of the quantitative evidence on cost savings from sustainability initiatives is on large luxury hotels or major international chains. This leaves a gap on knowledge regarding cost saving from sustainability in mid-scale hotels such as Novotel Milton Keynes. Secondly, the interaction between multiple sustainability initiatives and their overall impact on operational efficiency has been not been extensively explored as most studies in the current literature examine individual interventions in isolation (Lam and Han, 2017). Thirdly, the qualitative dimensions of sustainability implementation such as staff resistance, management commitment, and organisational culture, remain underexplored relative compared to the technical and financial aspects (Baum, 2018). This project seeks to address these gaps by examining a mid-scale UK hotel through an integrated analytical lens that incorporates both macro-environmental and internal organisational perspectives.


Chapter 3: Research Methods
3.1 Research Philosophy and Approach
According to Collis, J. and Hussey, R. (2014), the methodology that is used in a research project is important as it determines the type of data that will be collected and the findings that will be arrived at. This project adopts an interpretivist philosophical stance, which is consistent with the view that social phenomena, such as hotel organisational sustainability practices, are best understood through qualitative perspective (Saunders, Lewis and Thornhill, 2012). Interpretivism acknowledges that knowledge is socially constructed and that the meaning of operational data in hotel sustainability can only be well understood in relation to a specific organisational and environmental context. This philosophical positioning is well-suited to a case study investigation of a single hotel, where context and depth of understanding is more important than statistical generalisability (Yin, 2003).
A qualitative research approach is adopted throughout, drawing on a critical analysis of secondary sources and reflective observations from the placement. Qualitative methods are appropriate for exploratory investigations that seek to understand relationships and processes rather than to measure variables with precision (Bryman, 2008; Grbich, 2006). The project employs an inductive reasoning strategy, moving from specific observations and secondary evidence to broader conclusions about the relationship between sustainability and operational efficiency at hotels in the UK, and more specifically, at Novotel Milton Keynes hotel.
3.2 Research Design: Case Study
The research design is a qualitative case study, as defined by Yin (2003, p.13) as 'an empirical inquiry that investigates a contemporary phenomenon within its real-life context.' The single-case design is justified on the grounds that Novotel Milton Keynes represents an instrumental case, providing insight into the broader knowledge of sustainability and operational efficiency in UK mid-scale hotels. Creswell and Poth (2018) writes that case studies are particularly valuable when the research question requires an understanding of processes and mechanisms within a specific setting, which is specifically the case in this project. The case study approach has been widely employed in hospitality management research (Legrand, Sloan and Chen, 2017; Jones, Hillier and Comfort, 2016) and provides a methodologically robust foundation for the current investigation.
3.3 Data Sources and Collection
Secondary data constitutes the primary evidence base for this project, which is in line with the module's preference of secondary research methods. Secondary sources used include peer-reviewed articles from journals such as the International Journal of Hospitality Management, Tourism Management, and the Journal of Sustainable Tourism; industry reports from UK Hospitality, WRAP, and the Energy Saving Trust. Further sources include the governmental publications such as DEFRA policy documents and ONS energy statistics, and the Accor Group's annual sustainability reports. This range of sources reflects the guidance of Collis and Hussey (2014) that credible business research should include information from multiple credible secondary sources to strengthen the research validity and credibility.
Primary data is mainly from observational reflections observed during the placement at Novotel Milton Keynes. These observations relate to energy management practices, waste sorting procedures, staff sustainability awareness, and the operational disruptions associated with sustainability retrofits witnessed during the placement period. Veal (2006) notes that reflective observation is a legitimate qualitative data collection method in research informed by practitioner experience, and Cottrell (2014) approves the value of integrating academic frameworks with professional reflections research projects.
3.4 Analytical Frameworks
Two primary analytical frameworks are applied. PESTEL analysis is employed to assess the political, economic, social, technological, environmental, and legal factors shaping the sustainability context of the UK hotel industry and, specifically, Novotel Milton Keynes (Johnson, Scholes and Whittington, 2017). SWOT analysis is applied to evaluate the internal strengths and weaknesses, and external opportunities and threats, pertaining to Novotel Milton Keynes's sustainability and operational performance (Kotler and Keller, 2016). Both frameworks are recognised analytical tools in hospitality management research (Brotherton, 2015) and provide a structured basis for the generation of evidence-based recommendations.
3.5 Research Limitations
Several limitations are acknowledged. The single-case design restricts the statistical generalisability of findings, although analytical generalisability to similar mid-scale UK hotels is plausible (Yin, 2003). The reliance on simulated placement observations introduces a degree of subjectivity, and the absence of formal access to Novotel Milton Keynes's internal financial data limits the precision of cost-benefit analyses. Saunders, Lewis and Thornhill (2012) note that researcher positionality can influence the interpretation of qualitative data, and this possibility is acknowledged as a constraint on objectivity. Despite these limitations, the methodological approach is considered appropriate and sufficient to address the stated research objectives.


Chapter 4: Findings and Discussion
4.1 Findings
4.1.1 PESTEL Analysis of the UK Hotel Sustainability Context
The PESTEL framework provides a comprehensive perspective through which to understand the macro and external environmental factors that are shaping sustainability adoption at Novotel Milton Keynes and across the UK hotel sector.
	Factor
	Key Findings for Novotel Milton Keynes and UK Hotel Sector

	Political
	UK Net Zero 2050 target, mandatory carbon reporting for large businesses, and government energy efficiency grants available through schemes such as the Industrial Energy Transformation Fund.

	Economic
	UK energy prices increased by approximately 67% between 2021 and 2023 (ONS, 2023), the sustainability investment offers long-term cost savings but requires significant capital at the beginning, economic uncertainty caused by inflation and fluctuating interest rates causes slowed investment. 

	Social
	Growing consumer preference for sustainable hotels, 72% of UK travellers consider sustainability when booking accommodation (Booking.com, 2022), millennial and Gen Z travellers place important emphasis on environmental credentials.

	Technological
	Availability of the technology for building management systems, smart meters, LED retrofits, and IoT energy monitoring systems, food waste technology such as Leanpath, rising costs of technology procurement.

	Environmental
	UK carbon reduction commitments, water stress in South East England, increasing extreme weather events affecting hotel operations and supply chains, ISO 14001 environmental management standard adoption.

	Legal
	UK Climate Change Act 2008, DEFRA Resources and Waste Strategy 2018, Energy Savings Opportunity Scheme compliance required for large organisations, Future Extended Producer Responsibility legislation.



The political environment is strongly supportive of sustainability adoption, with the UK government's legally binding Net Zero 2050 commitment through the HM Government (2021) thus creating long-term regulatory certainty. For Novotel Milton Keynes, compliance with the Energy Savings Opportunity Scheme is mandatory given the scale of the Accor Group, which requires regular energy audits and the identification of energy-saving opportunities (Carbon Trust, 2022). The economic factors from the PESTEL analysis present a complex problem as are in favour and some are against sustainability efforts in the UK hotel sector. The rising energy prices have made energy efficiency investment financially attractive as investors know that energy users would spend on efficient and cheap energy. For example, the payback period on LED lighting is estimated to have shortened from five to seven years in 2018 to three years in 2023 (Energy Saving Trust, 2023). However, the broader economic environment show negative developments that are characterised by reducing hotel margins, especially in the post-pandemic recovery period. The reducing revenues continue to limit capital availability for comprehensive and costly sustainability investments such as heat pump installations or on-site renewable energy generation.
The social factors are of strategic significance hotels around the UK and for Novotel Milton Keynes. Research by TripAdvisor (2021) indicates that hotels rated as environmentally friendly receive higher guest satisfaction scores and achieve greater online visibility that translates into improved performance. The millennial demographic, which constitutes a big share of both corporate and leisure travellers at Novotel Milton Keynes, demonstrates a strong sustainability preferences (Deloitte, 2022). On the other hand, the technological factors show good opportunities for hotels to capitalise on. For example, the adoption of building management systems at Novotel Milton Keynes that is facilitated through the Accor Group's centralised procurement and technology deployment, has enabled real-time monitoring of energy consumption across the property thus helping in the identification of areas of wastage and enabling targeted solutions (Accor, 2023).
The environmental dimension encompasses both physical risks and strategic opportunities. The Milton Keynes area, while it does not currently experience a severe water shortage in parts of South-East England, it falls within a region where the Environment Agency (2023) projects increased competition for water resources by 2035. The legal dimension establishes the minimum compliance standards but also creates reputational incentives for hotels to exceed regulatory requirements through voluntary certifications such as the Green Tourism Business Scheme or ISO 14001 (British Standards Institution, 2015).
4.1.2 SWOT Analysis of Novotel Milton Keynes Sustainability Operations
	Strengths
	Accor Planet 21 corporate sustainability framework providing structured targets, reporting tools, and investment support. LED lighting installed across guest rooms and public areas. Building management system enabling real-time energy monitoring. Established linen and towel reuse programme reducing laundry-related water and energy consumption. Dedicated sustainability coordinator role within the hotel management structure.

	Weaknesses
	Legacy HVAC infrastructure in older sections of the property limiting energy efficiency gains. Inconsistent staff awareness and engagement with sustainability protocols, especially among part-time and agency staff. Limited on-site renewable energy generation capacity. Waste segregation compliance variable across departments, with kitchen staff observed to conflate recyclable and general waste streams during peak service periods. Absence of systematic food waste measurement technology.

	Opportunities
	UK government grants and financing schemes for energy efficiency and low-carbon heating. Growing corporate demand for green-certified meeting and conference facilities, directly relevant to Novotel Milton Keynes's substantial conference business. Potential for solar photovoltaic installation on the hotel's substantial roof area, given the Accor Group's centralised renewable energy procurement strategy. Expansion of food waste monitoring to enable data-driven procurement and portion control savings. Enhanced sustainability communications to guests to leverage reputational benefits.

	Threats
	Rising capital costs for technology upgrades in a high-inflation environment. Increasing regulatory complexity and compliance costs under forthcoming Extended Producer Responsibility legislation. Competition from newer hotel developments in the Milton Keynes market built to higher environmental standards. Talent retention challenges in the UK hospitality sector reducing continuity of sustainability-trained staff. Possibility of guest dissatisfaction if sustainability measures such as reduced amenity provision are perceived negatively.



The SWOT analysis shows a complicated mixture of factors that internally affect hotels in the UK in their sustainability goals. The principal strength of Novotel Milton Keynes lies in its alignment with the Accor Planet 21 programme, which provides a globally recognised and systematically managed sustainability framework. Accor Planet 21 encompasses targets across eleven areas including energy, carbon, water, waste, biodiversity, and community engagement (Accor, 2023). The seven areas provide the hotel with a structured pathway for improvement that would be unavailable to independently operated properties. Observations during the placement confirmed that the Accor Planet 21 framework is operationalised through regular reporting to Accor regional management.
There are a few weaknesses that hotels in the UK have to contend with when working toward their sustainability goals. The main weaknesses identified by the SWOT analysis relates to human and physical capital constraints. At Novotel Milton Keynes, for example, the legacy operation systems in sections of the hotel constructed prior to the adoption of current energy efficiency standards represent a critical point of inefficiency that cannot be addressed through operational measures alone as they require capital investment in replacement equipment. Staff engagement with sustainability protocols was observed to be an important variable. However, while senior and permanent staff demonstrated reasonable awareness of waste segregation requirements, part-time and agency staff, who constitute a significant proportion of the workforce during peak periods, received minimal sustainability induction, resulting in contaminated recycling streams and ineffective energy-saving efforts such as leaving equipment on standby.
4.1.3 Energy, Waste, and Water: Observed Operational Themes
In terms of energy management, hotels across the UK have installed LED lighting. At Novotel Milton Keynes, for example, the hotel has implemented LED lighting across all areas and employs lighting that is triggered by occupancy and controls in back-of-house corridors and storage areas. The building management system monitors temperature and HVAC performance across zones, enabling the duty manager to identify rooms where heating or cooling is running in unoccupied spaces. Despite these measures, placement observations noted that guest room air conditioning units were frequently left running after checkout, particularly during summer months, representing a source of energy waste that more sophisticated key card-controlled systems could address.
Regarding waste management, the hotel operates a three-stream waste segregation system covering general waste, mixed recyclables, and food waste. Collection data reviewed during the placement indicated that the recycling capture rate was approximately 38%, below the Accor Planet 21 target of 50% for comparable UK properties. A contributing factor identified was the absence of clearly labelled and conveniently located recycling bins in the food and beverage back-of-house areas, creating a default tendency to deposit mixed waste in the nearest general waste container during busy service periods.
Water conservation measures at the hotel include low-flow showerheads and tap aerators in guest bathrooms, a guest linen reuse programme, and water-efficient dishwashing equipment in the kitchen. Placement observations suggested that the linen reuse programme, which is communicated to guests via in-room cards, achieves a participation rate of approximately 65% for towels and 45% for bed linen, broadly consistent with industry benchmarks reported by Legrand, Sloan and Chen (2017).


4.2 Discussion
4.2.1 Sustainability Initiatives and Cost Reduction
The findings broadly support the contention in the literature that sustainability initiatives generate meaningful cost savings at Novotel Milton Keynes. However, it is important to note that these benefits are unevenly distributed across initiative types and their effectiveness is determined by the quality of the implementation process. The energy efficiency measures in place, particularly LED lighting and the building management system, are consistent with the evidence base reviewed in Chapter 2. Styles, Schoenberger and Galvez-Martos (2015) estimated energy savings of 20% to 40% from comprehensive energy management programmes. The Accor Group's own reporting (Accor, 2023) suggests that UK Novotel properties have achieved energy intensity reductions of approximately 22% since the Planet 21 baseline year, which is in line with the lower bound of the literature's projected range.
However, the finding that HVAC legacy infrastructure limits energy savings supports the observations of Pereira-Moliner et al. (2016) and Supanti, Butcher and Fredline (2015), who note that the benefits of sustainability programmes are mediated by the physical age and condition of hotel assets. For Novotel Milton Keynes, the implication is that a notable change in improvement in energy performance will require capital-intensive infrastructure replacement rather than behavioural or operational adjustment alone. This finding presents a financial challenge in the current economic environment for hotels across the UK that are experiencing economic challenges caused by the reduction in bookings caused by multiple factors such as inflation and the post-pandemic reduction in business trips.
The waste management findings are clear regarding the gap between the potential and actual performance of sustainability initiatives. The 38% recycling capture rate falls short of the Planet 21 target of 50% and of the 45% to 55% rates achieved by comparable Accor properties as reported in the group's sustainability data (Accor, 2023). This gap is consistent with Papargyropoulou et al.'s (2019) observation that the effectiveness of waste reduction programmes is mostly determined by staff behaviour and facility design. The absence of conveniently located and clearly labelled recycling points in kitchen areas is an operational design failure with a readily available and low-cost solution. This finding suggests that the hotel has not yet fully capitalised on available waste management efficiency gains.
4.2.2 Sustainability and Guest Experience
An important aspect of the relationship between sustainability and operational efficiency concerns the potential for sustainability initiatives to either enhance or detract from the guest experience. The literature suggests that well-implemented sustainability measures can improve guest satisfaction (TripAdvisor, 2021; Deloitte, 2022), but that poorly implemented measures, especially those that reduce service quality or create inconvenience, can generate negative guest feedback. At Novotel Milton Keynes, the linen reuse programme's 65% towel participation rate suggests that the majority of guests accept this initiative positively, consistent with the view of Legrand, Sloan and Chen (2017) that environmental programmes aligned with guest values generate little resistance from customers when communicated clearly.
The placement observations also noted an opportunity that appears to be currently underdeveloped. The opportunity involves the proactive sustainability communication to guests. While in-room information about the linen reuse programme is present, there is limited visible communication about the hotel's broader sustainability credentials. For instance, there is limited information provided to guests regarding the Planet 21 programme, information about local food sourcing, or messaging about the hotel's energy reduction achievements. Research by Verma and Chandra (2018) demonstrates that guests who are made aware of a hotel's sustainability credentials report higher satisfaction scores and greater intention to return, suggesting that enhanced communication would simultaneously serve sustainability education and commercial objectives for hotels in the UK including the Novotel Milton Keynes.
4.2.3 Staff Engagement: A Critical Mediating Variable
The findings regarding staff engagement with sustainability protocols represent the most significant point of divergence between the hotels’ potential and the actual performance achieved. The literature reviewed in Chapter 2 consistently identifies staff engagement as the most important variable mediating the impact of technical sustainability solutions (Baum, 2018; Pham, Tuckova and Jabbour, 2019; Tariq, Jan and Ahmad, 2016). The observed inconsistency between permanent and temporary staff engagement at Novotel Milton Keynes suggests that the hotel's current approach to sustainability induction and training is insufficient for the workforce composition it operates with. This problem is made further impactful by the fact that temporary employees have less attachment to their organisations, which reduces their motivation to participate in long-term programmes such as sustainability efforts.  
This finding has broader implications for the UK hotel sector, which is characterised by high staff turnover and significant reliance on agency and temporary workers, especially in food and beverage and housekeeping operations (UK Hospitality, 2022). In his article, Denscombe (2010) argues that the effectiveness of organisational change programmes, including sustainability initiatives, is fundamentally dependent on the capacity of organisations to embed new behaviours in workers with limited tenure and engagement. For Novotel Milton Keynes, this suggests a need to embed sustainability orientation within initial induction processes for all staff categories, and to establish simple, visible, and fail-safe operational systems. These systems can include components such as strategically positioned and clearly marked waste bins that reduce reliance on individual staff knowledge and motivation.
4.2.4 PESTEL and SWOT: Integrated Interpretation
Integrating the PESTEL and SWOT analyses generates a coherent strategic picture for Novotel Milton Keynes. The political and legal dimensions of the PESTEL analysis confirm that regulatory pressure will continue to intensify. This makes proactive sustainability investment to be viewed as increasingly commercially sound from a risk management perspective. The economic aspect, which is largely characterised by elevated energy prices, means that the motivation to engage in energy efficiency investment has strengthened a great deal in recent years. This improves the return on investment calculations for measures such as heat pump installation and solar photovoltaic panels (Energy Saving Trust, 2023).
The social dimension of the PESTEL analysis aligns directly with the opportunity identified in the SWOT analysis to leverage the hotel's sustainability credentials more effectively in its marketing and commercial positioning. This opportunity will enable hotels in the UK to be attractive to corporate clients seeking green-certified meeting and event facilities. The technological aspects discussed in the PESTEL analysis offer specific tools, including advanced BMS upgrades and food waste monitoring technology, that could address identified operational weaknesses identified in the SWOT analysis such as the weakness in energy management and waste performance. The environmental and legal dimensions of the PESTEL analysis underline the importance of efforts such as water conservation, and of compliance with forthcoming waste legislation, as important operational priorities that hotels have to remain aware of.
The SWOT analysis highlights that the hotels’ principal strategic challenge is not an absence of sustainability ambition but rather the operational and organisational barriers that impede consistent implementation. Translating strategic sustainability commitments into reliable day-to-day operational behaviours and activities requires investment in both physical infrastructure and human capital development through training. It also depends on management of culture to develop a culture that systematically monitors, recognises, and rewards sustainability performance at the departmental level (Pham, Tuckova and Jabbour, 2019; Tariq, Jan and Ahmad, 2016).
4.2.5 Limitations of the Analysis
Several limitations of the findings and discussion must be acknowledged. The first critical limitation is the reliance on simulated placement observations as primary data. This limitation introduces an inherent problem in terms of evidential rigour compared to formal interview-based or survey-based primary research. The absence of access to verified internal operational data, including actual energy consumption figures, waste tonnages, and financial metrics, means that cost savings from sustainability initiatives can only be estimated by reference to comparable industry benchmarks rather than precisely quantified. Additionally, the single-case study design, while providing contextual depth, limits the generalisability of findings to other hotel contexts. The study would be stronger had it relied on primary observations from multiple hotels across the UK. Future research would benefit from a comparative multi-site design that could more effectively investigate the determinants of sustainability and efficiency performance across different hotel categories and ownership structures.


Chapter 5: Conclusion and Recommendations
5.1 Conclusion
This project has critically investigated the impact of sustainability initiatives on operational efficiency at hotels in the UK using Novotel Milton Keynes as the primary case study approach. The study has relied on a comprehensive review of the academic and industry literature, the application of PESTEL and SWOT analytical frameworks, and placement-derived observations of the hotel's operational context. The central research question, concerning the extent to which sustainability initiatives enhance operational efficiency and the principal barriers to and opportunities for improving this relationship, has been addressed through a systematic examination of energy management, waste reduction, water conservation, and staff engagement dimensions.
The literature review established that sustainability initiatives in the hotel sector are capable of generating good operational efficiency gains, especially through reduced energy, water, and waste disposal costs. These gains are well-documented in the academic and industry literature and are mainly substantial in the context of the elevated energy prices characterising the current UK operating environment. However, the evidence also consistently shows that the margins of efficiency gains is highly dependent on the quality of implementation in each hotel, the extent of staff engagement, and the compatibility of the existing physical infrastructure with modern sustainability technologies.
The PESTEL analysis revealed that the external environment is strongly supportive of sustainability investment. The support is enabled by factors such as the binding regulatory commitments, escalating energy costs that incentivises investments in affordable energy, evolving consumer preferences, available green technologies, and an increasingly comprehensive legal framework for environmental performance. These external factors collectively create a powerful business case for hotels in the UK such as Novotel Milton Keynes. The external environment enables the hotels to accelerate their sustainability programme, as they are incentivised to make investments in energy efficiency and waste reduction.
The SWOT analysis identified the Accor Planet 21 framework as a major strategic asset that provides Novotel Milton Keynes with access to corporate-level sustainability expertise, technology procurement, and reporting infrastructure that would be unavailable to independently operated hotels. However, significant internal weaknesses were identified, most importantly the legacy HVAC infrastructure that limits energy efficiency gains due to incompatibility, and the inconsistent staff engagement with sustainability protocols that limits the operational effectiveness of waste management initiatives. The gap between the hotel's sustainability aspirations as expressed through Planet 21 commitments and its operational performance in areas such as recycling capture rates illustrates the persistent challenge of translating strategic intent into consistent front-line execution.
The discussion critically contextualised these findings within the existing literature, upholding points of convergence with established research while highlighting the specific operational and organisational nuances of the Novotel Milton Keynes context. The finding that temporary and agency staff received insufficient sustainability training represents an important actionable concern. This problem is a concern in the hotel industry, especially given that workforce composition in UK hotel operations means that this population constitutes a significant proportion of hospitality workforce. The observation that sustainability communication to guests is underdeveloped relative to the hotel's actual performance presents an opportunity to improve both guest satisfaction and commercial positioning simultaneously.
In conclusion, this project affirms that sustainability initiatives and operational efficiency are complementary rather than competing objectives at hotels in the UK including the Novotel Milton Keynes. Provided that there is good implementation quality, staff engagement, and infrastructure investment are managed effectively, hotels have the ability to gain a positive impact on their sustainability efforts. The hotel possesses significant foundational assets through its alignment with the Accor Planet 21 programme and has made measurable progress across several sustainability dimensions. However, targeted improvements in staff training, physical infrastructure, waste management systems, and guest communication are required to close the gap between current potential and the possible performance.
5.2 Recommendations and Practical Strategies
The following evidence-based recommendations are offered to Novotel Milton Keynes to optimise the relationship between its sustainability initiatives and operational efficiency.
Recommendation 1: Invest in Advanced Building Management System Upgrades
Novotel Milton Keynes should seek investment through the Accor Group's capital allocation process for an upgrade to its building management system and incorporate smart occupancy sensing, automated keycard-linked room climate control, and real-time energy dashboards accessible to all departmental managers. Evidence from Supanti, Butcher and Fredline (2015) and the Energy Saving Trust (2023) suggests that smart BMS integration can reduce room energy consumption by an additional 15% to 20% over basic LED and occupancy-lighting measures. The current payback periods for energy technology investment under prevailing UK energy prices are financially encouraging, which means that the recommended investment is likely to achieve full cost recovery within three to four years. The Accor Group's centralised procurement infrastructure should be leveraged to access competitive pricing and ensure compatibility with the group-wide sustainability reporting platform.
Recommendation 2: Implement Comprehensive Sustainability Induction for All Staff Categories
The hotel should develop and implement a mandatory sustainability induction training module for all new staff, including temporary and agency workers. The recommended contents of the module should cover the hotel's sustainability commitments, waste segregation procedures, energy-saving protocols, and the rationale behind the linen reuse programme. Tariq, Jan and Ahmad (2016) demonstrate that formalised sustainability training produces better sustainability outcomes than reliance on individual instructions. Pham, Tuckova and Jabbour (2019) confirm that organisational sustainability culture is strongest where training is systematic rather than where it depends on individual instructions. The induction module should be brief to as the realities of a high-turnover hospitality workforce make it such that a long and expensive training process can cost the hotels more than the benefits. The training should also be supplemented by visible and clear operational signage at key decision points such as waste bin locations and equipment switch-off points.
Recommendation 3: Install Food Waste Monitoring Technology
Novotel Milton Keynes should consider the adoption of a technology-assisted food waste monitoring system, such as Leanpath or Winnow, in its kitchen operations. Research by WRAP (2021) and Papargyropoulou et al. (2019) demonstrates that hotels adopting automated food waste measurement achieve food waste reductions of 30% to 50%, translating into substantial procurement cost savings and reduced waste disposal charges. The implementation should be accompanied by a structured training programme for kitchen staff and a monthly reporting cycle that shares food waste data transparently with the food and beverage management team. Monthly targets that are linked to departmental performance reviews should be implemented to reinforce accountability and sustain engagement.
Recommendation 4: Redesign Waste Infrastructure
The hotel should conduct an audit of waste bin placement throughout back-of-house and kitchen areas with the aim of ensuring that clearly labelled segregation bins are positioned at all primary waste generation points. This simple and low-cost intervention that informed by the observation that inconvenient or ambiguous waste infrastructure is a primary driver of recycling contamination. According to Filimonau and De Coteau (2019) the intervention has the potential to raise the hotel's recycling capture rate from the current 38% towards the Planet 21 target of 50% and reduce waste disposal costs and improving environmental compliance performance. Revised signage should use visual rather than text-based labelling to ensure they are easily understood by employees from different cultural backgrounds in the workforce.
Recommendation 5: Develop a Solar Photovoltaic Feasibility Study
Given the hotel's substantial roof area and the significant improvement in the economics of solar photovoltaic generation in the UK since 2020, the hotel management should commission a feasibility study for on-site solar installation. The Energy Saving Trust (2023) estimates that commercial roof-mounted solar systems can now generate returns of between 7% and 12% per annum under current UK energy prices, with Smart Export Guarantee payments providing additional income for exported generation. A feasibility study would establish the technical and financial requirements for a potential application to the Accor Group's sustainability capital fund, which has supported renewable energy installations at a number of European Accor properties (Accor, 2023).
Recommendation 6: Enhance Sustainability Communication to Guests
Novotel Milton Keynes should develop a structured guest sustainability communication strategy that incorporates digital in-room materials summarising the hotel's Planet 21 achievements, lobby displays showcasing energy and water savings, and training for front desk and concierge staff to proactively communicate the hotel's environmental credentials during their interactions with the guest. Verma and Chandra (2018) demonstrate that informed guests generate higher satisfaction scores and stronger loyalty indicators, and that sustainability communication represents a low-cost commercial differentiator particularly valued by corporate and conference clients. This recommendation has high commercial relevance given the hotel's strong conference business and the growing proportion of corporate sustainability procurement criteria that include hotel environmental performance assessments.
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