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Executive Summary
This research studies how digital ordering systems may increase guest satisfaction and contribute to the hotel’s sustainability when applied in the F&B department. Relying on the Planet 21 approach from Accor, the study shows that QR menus and mobile applications help hotels save paper, maintain accurate orders, and decrease food waste. When using onion methods research, including interpretivism analysis. it becomes clear that digital features are liked by guests, though they do not notice or care about the hotel’s sustainability moves. Some staff are not always interested or capable, and this still prevents a full implementation of all the applications. The suggested strategies are to focus on sustainability through digital media, train staff further, and improve how different guests can use the digital ordering services. It is also suggested to make more use of data and work closely with neighbouring suppliers. Overall, digital ordering improves efficiency and makes things sustainable, but it can do much more for mid-scale hotels if it is better integrated and inclusive.
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[bookmark: _Toc205160457]1.1 Background of the Study
The sustainable contribution of the proposed digital strategy can be observed from its help with environmental, social and economic sustainability. Using email rather than printed flyers for advertising helps lower paper use and cut back on the carbon footprint. The strategy supports responsible social practises by providing local jobs and making information about sustainability widely available through digital means. It brings low-cost ways to advertise that also attracts those who care about the environment which could raise bookings and earnings. QR codes and other digital tools in the hotel highlight a green strategy for engaging guests and support the hotel’s sustainable tourism goals (Giacalone, Clausen and Jaeger, 2022).
A Building Management System (BMS) is an integrated, computer-based system which controls, monitors and anticipates building operations by controlling various building automation and mechanical equipment’s such as heating, ventilation, air conditioning, lighting, power systems, fire systems, and security systems. The Internet of Things (IoT) is the network of interconnecting gadgets that receive and exchange information on the internet. Examples of IoT devices used in the hospitality industry are smart thermostats, sensors occupancy, mobile keys, or energy monitors. The hotel uses IoT and BMS to see how and when energy is being used by smart devices. With the help of devices, hoteliers track actual energy usages and how the guests are using the hotel. Information on energy use, peak use during the day and device status is brought to a main dashboard for analysis. As an example, the BMS produces weekly reports that make it possible to monitor progress, find problems and decide on more energy-efficient targets. These findings help with making informed decisions and further the sustainability policies of the hotel.
[bookmark: _Toc199437099][bookmark: _Toc205160458]1.2 Case Study Overview
Mercure Birmingham West Hotel is a 4-star hotel located in West Bromwich, around five miles away the city centre of Birmingham and is a part of the global brand portfolio of Mercure by the Accor Group. The hotel has 168 guest rooms, restaurant, and a lounge bar, fitness centre, meeting facilities and large parking facilities to serve both corporate and leisure travellers. Due to its strategic site along the key transport networks and commercial centres, the hotel receives diverse customers comprising business delegates, conference attendees, short stay tourists. The property markets itself as a home and pocket-friendly business hotel that has a main emphasis on local hospitality and convenience.
The hotel has also started launching limited digital tools into its Food and Beverage (F&B) processes, as part of the Accor wider digital transformation and sustainability efforts, such as the Planet 21 Programme, as well as ALL Connect. Currently, digital menus are available in the form of QR code on the restaurant and bar in selected locations, and guests can browse through the menu and place orders more efficiently. Nonetheless, property-wide digital ordering and payment system integration has not been introduced yet. This partial implementation underlines a disconnect between digital strategy at the corporate level and on-site operational implementation.
Introducing a full digital ordering solution in the F&B department is a strategic prospect of the Mercure Birmingham West Hotel to increase service speed, precision and customer interaction as well as promote its environmental goals as part of Planet 21. When paper waste and related carbon emission are considered, digital ordering can tremendously decrease the usage of printed menus and other promotion materials. Additionally, managing consumption trends, demand forecasting, and food waste can be accomplished with the help of digital data, thus, bridging the gap between the operational efficiency and sustainability performance. This case study thus aims at exploring how growing digital ordering within the hotel can enhance the level of guest satisfaction as well as sustainable business performance, which complies with the worldwide Accor objectives in digitalisation.



How guests view the hotel is largely affected by what the food and beverage department offer in its restaurant, lounge bar and through room service. Although Accor is moving toward greater digital use, the local branch of Mercure Birmingham West has not fully implemented digital ordering yet. This gives us an excellent opportunity to consider how such systems may help customers and improve the service process.
[bookmark: _Toc199437100][bookmark: _Toc205160459]1.3 Rationale for the Study
With digital ordering, guests can enjoy their meals faster, more accurately and receive better personal service. For workers, these systems organise their tasks, decrease communication problems and improve how orders are processed.
Hotels like Mercure Birmingham West need to seriously consider digital ordering since technology use has grown greatly in hospitality during the pandemic. This research provides an answer to that question.
The impact of both QR codes and digital technologies is reviewed by examining their results in areas of sustainability and marketing. Key performance measures for QR promoted events consist of how many QR code scans are made, how much time guests spend with the digital materials and the decrease in printed promotional items used. Adopting QR codes for brochures led to a 60% saving in paper, allowing the hotel to support its aim for environmental protection. Analytics from Google Analytics and in-app tracking reveal that around a quarter of guests used digital cheque-in and more than 10,000 scan records were received for eco-tourism information. They prove that digital change leads to great improvements in the environment as well as more customer interaction.
4. What is the measurement system for sustainable effect?
A recognised sustainability framework can be used by the hotel to set up a planned way of measuring the sustainability of its digital strategies and operations. ESG is a list of standards that were applied to assess the sustainability of a company in the long-term perspective and its moral influence. Some of the environmental topics are carbon, energy efficiency and waste. Social issues revolve around the practices in labour, inclusivity, and community effect. Governance topics include transparency, leadership and abidance by rules. They involve looking at ESG (Environmental, Social and Governance), doing a Life Cycle Assessment (LCA) and using carbon footprint calculators. For example, the Carbon Trust Footprint Tool and Energy Star Portfolio Manager are used to look at environmental performance and certifications such as LEED and ISO 14001 make sure a company’s practises are truly sustainable. Aligned with the UN Sustainable Development Goals (SDGs), we can have a bigger effect on the business. Using these systems, the company can cheque and improve how it meets its sustainability objectives.
5. What is the better implementation objective for this hotel?
It will be more effective to make the hotel’s implementation objective SMART: Specific, Measurable, Achievable, Relevant and Time-bound. An example of this is reducing printed materials by 80% in just six months by switching to digital guides that use QR codes. One more target might be seeing a 25% rise in digital engagement using interactive mobile options and QR-enabled activities. Besides, installing energy management devices in half of the rooms by next year can help one keep an eye on and improve your energy spending. With these goals, the business addresses sustainability, makes guests feel better and still maintains business effectiveness.
[bookmark: _Toc199437101][bookmark: _Toc205160460]1.4 Research Aim
The research aims to investigate the impact of implementing sustainable food practices in the food and beverage department of Mercure Birmingham West Hotel, focusing on how these practices influence guest satisfaction and operational efficiency.
[bookmark: _Toc199437102][bookmark: _Toc205160461]1.5 Research Questions
Q1: How do digital ordering systems impact guest satisfaction, order accuracy, and wait times in the food and beverage department of Mercure Birmingham West Hotel?
Q2: What are the effects of implementing digital ordering systems on staff efficiency and workflow in the hotel’s restaurant and room service operations?
[bookmark: _Toc199437103][bookmark: _Toc205160462]1.6 Research Objectives
1. To evaluate the current sustainability initiatives in the food and beverage services of the placement hotel
2. To identify key factors influencing guest satisfaction regarding sustainable dining experiences
[bookmark: _Toc200292382]3.To recommend improvements for integrating sustainable food practice to enhance guest satisfaction and hotel reputation.
[bookmark: _Toc205160463]Chapter 2
[bookmark: _Toc205160464]2.1 Background and Importance of the Topic
Significant changes in how people expect hotels and restaurants to operate, new innovations and a strong drive for sustainability are leading the adoption of new technologies in the industry. Recently, hotels have turned to digital ways to order food and drink, finding them particularly helpful in their F&B departments (Sahal, Alsamhi and Brown, 2022).
With digital ordering, guests have the chance to look at the menu, order what they want and pay without dealing with people directly. Although these tools increase efficiency and make things more convenient for users, they also help reduce waste, collect more customer data and conserve resources, being of benefit for businesses and the environment alike. Since protecting the environment is a growing issue, these tools are increasingly being regarded as promoting sustainable behaviours like using less paper and saving energy in the workplace (Huang and Dootson, 2022).
Because of the COVID-19 pandemic, many hospitality services put in place contactless options to lower physical contact and improve cleanliness. Due to this change, guests are now more comfortable with technology which shows why digital transformation is so important for hotels right now (Singh, 2024). While large international hotel firms often use high-tech operations, medium-sized hotels do not have the setup, cash flow or planning skills to follow suit. It is therefore important to study how digital ordering can be used properly and sustainably at these hotels such as the Mercure Birmingham West Hotel (Baker et al., 2021).


[bookmark: _Toc200292383]
Figure 2.1: Literature review pyramid
(Source: Creative Savantz, 2024
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[bookmark: _Toc205160465]2.2. Staff Shortage in the Hospitality Industry: What Are the Reasons?
2.2.1. Introduction
A shortage of employees has been a problem in the hospitality industry since 2006, but it has grown much worse because of major international problems such as the COVID-19 and Brexit events. Because of the heavier workload, low income, and not-so-good conditions at work, many workers are choosing to abandon their jobs in the industry (Erzse et al., 2022). In his 2023 article, Craig Rickwood looks at the crisis caused by the lack of employees in the hospitality industry and explores how technology might help resolve it as seen by the public.
2.2.2 Summary of Rickwood’s Article 
Rickwood (2023) wanted to discover why staff was in short supply and whether new robotics and digital tools in use by the fast-food industry could help. The overview of the article considers

such factors as the minimum wage, rising living costs, and how different generations view work in the labour market. Particularly, the author uses information about generations to explain the differences in how young and old workers think about their jobs and technology.
This study uses both quantitative data from the survey and qualitative information from people’s answers to open-ended questions (Rickwood, 2023). It appears that low wages, secure job prospects being hard to find, and increased effort add to the problem of staff turnover in the hospitality sector. Those under 35 had a nice attitude towards solutions that rely on technology. Still, the article points out that though technology helps in some situations, it cannot take over human contact when delivering services.
The catering business has in recent years been using digitalized ordering system more and more to enhance the ease of operations and customer satisfaction, especially during COVID-19. Ferdous and Mim (2021) state the advantages of enhancing fine dining environment through the use of technology-based service features since these programs decrease waiting times, order precision, and better customer experience in general. Equally, Jia (2021) shows that digital platforms tend to not only streamline service but also impact the satisfaction of the customers by allowing them to obtain a personalized and hygienic experience, especially during periods of health crises.
With regard to sustainability-related practices in food and beverage (F&B) operations, the association between technological innovations and environmentally sound results is explored further by a number of studies. According to Bhargava (2021), the customers tend to have a positive attitude when restaurants apply sustainable practices, particularly when practices are well articulated in the course of eating out. Further, Karagiannis and Andrinos (2021) claim that sustainable practices of restaurants, including buying local and minimizing waste, also help to achieve a favorable brand image and improve the reputation of a place as eco-friendly. To support such an idea, Preziosi et al. (2022) apply a three-factor theory of customer satisfaction, indicating that a sustainability project can generate a considerable expression of guest delight in case of intensified service quality.
Sustaining sustainability values and integrating technology adoption also go a long way in determining satisfaction amongst the guests. Maziliauske (2024) explains the importance of co-created sustainability practices in small and medium tourism enterprises in strengthening social and cultural experiences as well as the commitment of their guests. The results are in line with those of Ningrum et al. (2022) and Szetey et al. (2021), who emphasize that connecting local sustainable practices to larger ones, e.g., the UN Sustainable Development Goals, can help hospitality firms to achieve both their environmental and guest-related goals.
Collectively, this literature highlights the important convergence of these three elements of digital innovation, sustainability and customer satisfaction in the hospitality environment. Nevertheless, the risk lies on how such benefits can be communicated to the guests clearly and incorporated into service contact points in an unified manner.
[bookmark: _Toc205160466]2.3. Critical Evaluation
2.3.1 Literature Review Depth
The literature review by Rickwood pointed out that the structure of hospitality jobs has issues like being overworked, underpaid, and having unstable employment. He outlines why the rising cost of living is essential to consider when looking at employees’ satisfaction with their work. Yet, the piece does not include much information about global labour based on scholarly studies. An example of this is that the literature might have been strengthened by comparing various countries with the same shortages (Saryatmo and Sukhotu, 2021). Although the article points out generation theory, it focuses just briefly on generational differences; more details about what Gen Z and Millennials want at work, in relation to Gen X or Boomers, could give the article a wider context.
2.3.2 Research Design and Methodology
Using a following-methods design was very helpful in the study. An analysis of quantitative data led to seeing trends in public opinion, while responses from the qualitative data gave extra understanding. Nevertheless, the approach to the study has not properly explained the age, job status, or location of the study’s participants (Orengo Serra and Sanchez-Jauregui, 2022). Moreover, by calling the sample “the general public” we do not give clear information about who is represented and might make people question who the sample includes. Giving a clearer description of how samples are chosen and how data is checked would help the study seem more reliable. Nevertheless, using various types of data adds more clarity and helps confirm the research’s conclusions types of data adds more clarity and helps confirm the research’s conclusions.
2.3.3 Data Analysis and Interpretation
Using the data, the article clearly shows the public’s views are connected to the various causes of the staff shortage. When wages do not meet expectations, there is a high chance they will show an interest in technology (Baker et al., 2021). Noteworthy is that younger customers tend to be more positive about using technology in the hospitality industry, which could indicate that today’s younger generation embraces automation more than older groups. Still, studying qualitative data by using quantitative methods is not very advanced. This text describes many open-ended answers using quotations but does not offer much thematic analysis. It would be helpful to use grounded theory or thematic analysis to sort out recurring points and further investigate why people have such attitudes.
2.3.4 Tech Solutions—Applicability to Digital Ordering
Although the main goal of the article is to review how technology addresses labour issues, it only covers digital ordering systems briefly. It’s a shame, because many places are now relying on digital ordering for their customer service (Rehman et al., 2023). Rickwood doesn’t recognize the differences among mobile apps, QR scans, and automated kiosks, and this means the article does not show how every type of technology can influence the user experience and the needed staff. Although it appears that telehealth is acceptable to most people, its impact on staffing issues in the real world is not questioned. You might enhance this part by analysing a single case study or doing a comparison.
2.3.5 Ethical and Scholarly Rigor
The author introduces survey ethics, which means people can choose to take part and their answers will be kept anonymous but does not go further to discuss official approval or consent requirements. When researchers collect public opinions, being transparent about ethics is very important, and it lack reduces the study’s reliability (Amornkitvikai et al., 2022). The research concentrates on present-day difficulties but does not build that much on models other than those related to generation theory. Using theoretical frameworks from the labour market or service management will make the study more reliable and understandable.
[bookmark: _Toc205160467]2.4 Strength of the study
Rickwood’s research investigates an important economic problem faced by many countries today. Using both types of data is one of the strongest points of the study when investigating how the public perceives the military (Rickwood, 2023). With this method, it becomes possible to view the staff shortage problem from all angles. He also gives managers concrete suggestions, for example about retraining workers and using technology to reduce workloads and raise efficiency.
[bookmark: _Toc205160468]2.5. Limitations and Gaps 
While studying shows many advantages, it still lacks in certain ways. What makes people happy in hospitality is only known from the voices of the audience because employees’ views can differ (Rickwood, 2023). It means the study cannot discover how people’s views have shifted over a period. There is also a big problem because digital ordering systems are overlooked when digital solutions are discussed, even though they are broadly used today. What’s more, because the sample had little variation in gender and ethnicity, the findings may not be easily generalised.
[bookmark: _Toc205160469]2.6. Implications for Future Research 
It would be helpful for future research to speak with hotel workers, managers, and guests who normally use digital ordering systems. These types of research projects would help us see how staff shortages and technology change as time goes on. Looking into the differences between hotels practicing digital ordering and those not using it could give valuable management guidance (Rickwood, 2023). Comparing Rickwood’s findings with information from hotel environments like the Mercure Birmingham West Hotel would make it simpler to form decisions and introduce new technologies based on facts and evidence in mid-scale hospitality companies
[bookmark: _Toc205160470]2.7. Summary 
Rickwood’s writing (2023) gives good information on what leads to shortages in hospitality staff and public views on new technologies. Although the framework is grounded and applied to the real world, it is not very specific in how it is implemented or how long it follows (Amornkitvikai et al., 2022). Nevertheless, it provides a good basis for looking at how digital ordering can ease issues with workforce shortages in hotels.
[bookmark: _Toc205160471]Chapter 3
Clear research methods in academic research allow the researcher to deal closely with the study goals and make the work credible. The research framework selected by the author for this study is described in the chapter to study the results of digital ordering systems for hotel guests and sustainable operations in the food and beverage sector. All research aspects are organized according to what the study aims to get from qualitative and quantitative information.
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Figure 3.1: Research onion
(Source: Yin, 2018)
[bookmark: _Toc205160472]3.1 Research Philosophy: Interpretivism
Researchers chose the approach known as interpretivism, highlighting the subjective interpretations of people’s lives in their society. Since the research is focused on technology in hospitality by looking at opinions, behavior, and real-life experiences, interpretivism provides a good way to understand the details. Using this method, researchers gain insight into opinions, attitudes, and other important contexts that are needed when investigating social phenomena (Saunders et al., 2019). Because interpretivism sees reality as something built up by society, it becomes very important in studies on how technology is used and adopted in hospitality.
Since the study investigates the lived experience of guests and employees regarding the implementation of digital ordering systems in a hospitality setting, interpretivism is suitable. It helps the researcher investigate the intricate concepts of guest satisfaction, the use of technologies and staff engagement concerning the emphasis on individual experiences, opinions and perceptions (Saunders et al., 2019). This philosophy proffers a too subtle engagement with human behaviour in a service-centred construct in which the experience is not a general experience that can be objectively assessed independent of the other.
[bookmark: _Toc205160473]3.2 Research Approach: Inductive
Researchers used the inductive way of building theories from what they see. In this research, observations were made based on existing documents and secondary data rather than launching a pre-set hypothesis to identify ways that staff act, how guests experience the hotel, and what technology is used. This way of thinking supports creating theories based on real-life situations, so we understand the role of digital systems in hospitality (Bryman, 2016). It best fits qualitative research, since possible themes are found directly in the collected information. Such a strategy can be used in exploring digital transformation within a mid-scale hotel setting. In the study, the researcher started with the observations of its practical context i.e., existing in the available online guest reviews, corporate sustainability reporting and scholarly work, and then distilled a larger theory. The approach can facilitate the creation of new knowledge regarding the impact of technology on the operational sustainability and guest satisfaction
[bookmark: _Toc205160474]3.3 Research Method: Mono Method (Qualitative)
This study applied qualitative methods only and did not use numbers to investigate the effects of digital ordering systems. Qualitative methods were picked to help us learn in detail about the problems related to staff and business operations at Mercure Birmingham West Hotel. This approach is chosen to explore the details of social experiences instead of generalising for many people.
In the study, a mono-method qualitative design was adopted because the described goals of the study were to describe perceptions, experiences, and patterns in human behaviour, as opposed to quantifying phenomena. Qualitative methods enabled understanding the sentiment of the guests, what the operational issues are, and how digital tools can assist with its sustainability objectives. There were no condensed numbers or models of statistics involved because the analysis was on interpretation, meaning contents, and detailing.
[bookmark: _Toc205160475]3.4 Research Strategy: Case Study
A single, real case — the department of Food and Beverage at the Mercure Birmingham West Hotel — was chosen, so that the case study approach would work well as an in-depth tool. Case studies are very useful when a researcher wants to learn about how organization’s operate, how they act, and their response to digital ordering systems (Yin, 2018). Using this approach, the study examines the links between shortages of staff and the use of tech in one specific situation.
The Food and Beverage (F&B) department of Mercure Birmingham West Hotel was chosen as the case study strategy that provided a practical environment on how to merge the concept of digital ordering systems with sustainability measures. Case studies are also extremely useful when studying real phenomena in detail and in a bounded system, especially contemporary phenomena.
[bookmark: _Toc205160476]3.5 Time Horizon: Longitudinal
This study used a longitudinal approach to check effects on operations and efforts made by employees during digital ordering, and the changes observed over the set time span. Such findings work for technology subjects, where the results of digital transformation tend to emerge slowly and need lasting observation. A long-term observation shows changes in employees’ actions, organizational operations, and how their workload is handled.
[bookmark: _Toc205160477]3.6 Data Collection Method: Secondary analysis
The information came from secondary data, which included published reports, novels published by organizations, and case study records. They provided a lot of useful details about common labor issues, problems within hospitality, as well as adopting new digital ordering methods. Because it is harder to collect primary data, accessing secondary data gave insight into past events, current trends, and other information about the past (Johnston, 2017).
[bookmark: _Toc205160478]3.7 Data Analysis Techniques
A thematic approach was used to analyze qualitative data and spot similar patterns. This technique helped the researcher reveal the key challenges such as facing technology, hiring qualified staff, pleasing guests, and efficiency in the organization. It is very useful to group insights from different sources and to recognize whether recurring themes change over the years (Braun & Clarke, 2006). It allows you to learn about the views of stakeholders and how digital technologies affect the employees’ workload and the quality of the services offered.
[bookmark: _Toc205160479]Chapter 4
[bookmark: _Toc205160480]4.1 Introduction
This chapter analyses the case of Mercure Birmingham West Hotel and looks at how its digital systems help promote and carry out sustainability practises. This study seeks to place the hotel in the group’s larger sustainability project and cheque how the use of digital tools supports both the hotel’s sustainability and the guest’s experiences (Tien et al., 2021). The analysis is based on the hotel’s past, Accor’s Planet 21 strategy, digital ordering systems and examples of sustainable actions; these form the basis for the operational and perceptual evaluations to follow (Wynn and Jones, 2022).
[bookmark: _Toc205160481]4.2 Hotel Background and Strategic Context
Mercure Birmingham West Hotel is found in West Bromwich, not too far from the heart of Birmingham city. With several restaurants, a bar, a fitness room and conference spots, the hotel hosts both working guests and leisure visitors. The brand belongs to Accor Group which operates more than 5,400 properties in many countries around the world through the Mercure brand (Accor, 2024). Because it belongs to the three- to four-star segment, the hotel offers great value for anyone travelling who wants comfort, low rates and easy access to local attractions.
The way the hotel is run both gives it flexibility and encourages it to follow global sustainability rules set by the Accor Group. The hotel has its own management agreements, but it adheres to Accor’s main values and policies stated in the Planet 21 programme (Sam, Leong and Ku, 2023). As a result of this strategy, Accor is required to follow environmentally and socially responsible practises at all Accor hotels, mainly by reducing carbon emissions, decreasing food waste, using local products and informing guests about the environment (Accor, 2023). As a result, Mercure Birmingham West should carry out these practises locally, but how they are carried out might differ based on the available resources, size of staff and kind of guests they welcome (Arbelo et al. 2021).
Because it is in a business hub and its prices are mid-range, the hotel needs to handle its business costs as well as respect corporate sustainability goals. As a result, it demonstrates how digital solutions in F&B can optimise internal operations and move toward greater sustainability. The next sections explore the details of the tools, frameworks and best practises at this hotel.
[image: ]
Figure 3.2: Flow diagram
(Source: self-created)
[bookmark: _Toc205160482]4.3 Accor’s Planet 21 Framework
Accor relies on its planet 21 framework for already is divided into four key areas:— ‘Working with our Employees’, ‘Involving our Guests’, ‘Innovating with our Partners’ and ‘Acting with Local Communities.’ Many of the action areas under these are tied to activities in the F&B sector. Specifically, the project encourages wasting less food, preferring eco-friendly and local suppliers and eliminating single-use plastic around the company’s hotels and restaurants (Abdullah, Sufi and Kumar, 2022).
As part of its food waste commitment, Accor focuses on using better inventory systems, checking what’s needed and doing more food donations to meet its goal of a 30% waste reduction by 2030 (Choi et al., 2022). Digital instruments used to track inventory and arrange orders have helped many kitchens forecast food demand more precisely and produce less surplus—directly contributing to sustainability.
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Figure 3.3: Accor’s Planet 21 Framework
(Source: Accorhotelscomms, 2025)
Another important area is buying food from regionally based suppliers. Several hotels are being urged by Planet 21 to engage with farmers and fishermen locally to move away from transport emissions, foster regional growth and treat guests to the best and freshest local produce. High-end properties have an easier job implementing changes, so Mercure hotels are needed to be especially smart and efficient about doing the same.
Besides, Planet 21 supports using environmentally friendly materials, especially during food service and packaging. As an example, the campaign helps restaurants switch to more recyclable materials, stop serving plastic straws and cups and use electronic menus to save printing paper (Yang, Wu and Zhang, 2024). These ideas are particularly important now that hospitals are focused on both cleanliness and sustainability.
Planet 21 is used at Mercure Birmingham West to steer decisions and not prescribe activities. Notwithstanding the company’s support, management teams must lead the way, and everyday operations should reflect Accor’s main goals. One will see in the next part that digital ordering is a major factor that has helped with implementation.
[bookmark: _Toc205160483]4.4 Digital Ordering in F&B
Digital ordering systems are now being introduced to the F&B department at Mercure Birmingham West for both modernising the service and helping reach operational goals. QR code menus on mobile phones in the restaurant and bar, as well as an app for ordering food to your room, are all part of these systems. Though the new tools are available in limited places, they highlight an effort to have users engage in more contactless ways (Marco et al. 2022).
Benchmarking against Industry Best Practise.
Digital maturity in F&B of Mercure Birmingham West is nascent, in comparison to leading hotels brands. Hilton, as an example, has their Hilton Honours app to enable guests to order their room service and reserve their dining, as well as customise their menus with direct past ordering tags (e.g. local produce) and low carbon tags (e.g. low carbon). Marriott International has tested AI-based menu recommendations in certain locations, where they suggest dishes to their customers according to their diet, previous orders, and the available dishes during a specific time of the year. Conversely, Mercure Birmingham west is presently restricting its digital solutions to QR menus with menu browsing capabilities and is not yet prepared to have full app-based ordering, customisation of orders, or data-driven suggestions. Through this comparison with these practises, Mercure can see the specific upgrade directions, e.g., predictive recommendations, push notifications of sustainable meals, or menu by preference, etc., that would help gradually bridge the gap in the digital realm.
Future Trends and How These Trends are relevant to Mercure.
Some of the new trends defining the future of F&B digitalisation include AI and machine learning to personalise menus, voice ordering through smart devices, predictive analytics to predict demand, blockchain to make supply chains more transparent and smart sustainability (e.g. carbon-footprint per dish. An example includes a guest who may request a voice interface in-room to order his/her common dinner or customised ideas on the basis of dietary background and sustainability objectives. Provided that Mercure Birmingham West implements even some of these innovations, such as AI forecasts to propose less wasteful menu options or a to the targets of Planet 21 established by the Accor group. It would not only enhance the guest experience, but also improve the resource optimization, strengthen sustainable branding, and competitive advantage in a digitally transforming hospitality environment. sustainability score attached to every dish; it would bring its F&B business operations closer
[bookmark: _Toc205160484]4.5 Local Practices: Sustainability in Action
While many sustainable practises appear in Mercure Birmingham West’s F&B department, their notice and reliability are not always there. One can notice this when reading the public menus at the hotel which now feature dishes chosen based on available fruits and vegetables each season. Purchasing locally cut downs on shipping carbon and helps the nearby agricultural industry (Di Maddaloni and Sabini, 2022).
It’s clear that serving portion controls is an effective way to reduce wastage, while still making guests happy with their meals. This matches Accor’s goal to minimise wasted food as they try to keep their prices competitive. Now, more restaurants include vegetarian and vegan options, as this supports sustainability by making us rely less on things like meat and eggs (Michael and Fotiadis, 2022).
Recyclable and compostable materials are now used for takeaway food and room service at the hotel. Post-COVID, some single-use items are still used, but moving to biodegradable packaging moves the company toward reaching its global Planet 21 objectives (Bhargava, 2021). Even so, there are problems; eco-friendly dishes are not always easy to identify, and the staff doesn’t seem to know much about these projects according to what customers say (Tremblay et al. 2021).
Even though the company’s documents and brand messages show a clear focus on sustainability, Mercure Birmingham West has no proper system for checking results. Since there are no regular cheques or KPI measurements at the hotel level, it is difficult to find out how much these initiatives help. Even so, the practises that are available demonstrate a core commitment to sustainability and they could benefit greatly from clearer communication, better integration with technology and thorough data collection (Wibowo et al., 2024).
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Although Mercure Birmingham West Hotel embraces digitalisation and wants to work sustainably according to Planet 21, a few issues are stopping the hotel from achieving these goals. There is a big gap between how companies plan and how they carry out the plan at the local level. Though the initiative’s specific objectives for cutting waste, supporting local suppliers and ending single-use plastics are recognised, they are not always followed in the day-to-day work of the hotel kitchens (Ho et al. 2023).
One big issue is that there are still people, especially visitors without much smartphone experience, who struggle with digital literacy. Younger guests often like using these advancements, yet older people or visitors with certain needs might have trouble, finding the experience bewildering. Not having other ways to order or support or not being helped by anyone, can disappoint users and discourage them from using digital systems that support sustainability (Bandari et al. 2022).
Another weakness is that information isn’t shared consistently. While using sustainable methods in the kitchen and with containers, these practises are not shared with guests (Preziosi et al., 2022). If visual messages about sustainability are missing on digital displays, the link between efforts to make things better for the earth and how things are done in the restaurant is less clear. There is also proof that staff is not actively involved in informing guests about sustainability matters which continues to limit guest involvement (Ordonez-Ponce et al., 2021).
At present, the initiatives seem unconnected, as they are not combined into a coherent, officially branded experience. Without appropriate notice, staff effort or sustainability tools, the hotel may not be recognised, appreciated or used to its full benefit by either staff or guests.
[bookmark: _Toc205160486]4.7 Opportunities for Improvement
Bridging the link between sustainability and guest opinion requires Mercure Birmingham West to incorporate a variety of practical changes that follow best practises in sustainable hospitality. An important chance is to add eco-labels and sustainability icons right to the menu displayed on mobile apps (Jia, 2021). As an example, adding symbols for locally grown, organic or lower carbon products encourages guests to pick these options on the menu without much need for further explanation.
Using storeys, the hotel must promote working with local suppliers, both online and through the ordering platform. Profiles of regional farms, bakeries or fisheries bring authenticity to a platform and support nearby economies, something many eco-friendly travellers now care about (Jones et al., 2022). Making the food preparation clear can enhance people’s view of the meals, plus it helps the company meet its planet 21 goals.
Staff engagement can be improved and should be considered essential. Ensuring staff know about and can discuss the sustainable aspects of your digital services and food can truly help. When staff feels empowered, they can inform guests about the hotel’s green practises, so those efforts are better noticed (Karagiannis and Andrinos, 2021). Using daily briefings and service guidelines to discuss sustainability KPIs can help reach corporate goals at the frontline.
Submitting a very brief digital survey after meals, for example, would give meaningful details about guest opinions on environmentally friendly techniques and could help plan future changes. It would show guests that their environmental views are valued and considered which often increases how engaged and loyal they become.
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Results indicate that, thanks to Accor’s Planet 21 ideas and digital ordering technology, the hotel has worked towards sustainability in its food and beverage offering (Egereonu, 2024). At the same time, it is evident that implementation is patchy, with gaps in the ways people are informed, online participation and participation by staff. Yet, few of the restaurant’s guests show understanding of sustainable practises, even though the restaurant takes many steps in packaging and menu design. Technology solutions can become more useful if companies work harder to share sustainability messages and motivate their workers (Rachman and Hapsari, 2024).
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[bookmark: _Toc205160489]5.1 Introduction to the Discussion
After reviewing the results, previous research is considered to influence the hotel’s efforts towards sustainability. This research tried to establish the role of digital ordering systems in making the hotel’s F&B services more sustainable. A method was chosen that studied both customers’ reviews found online and the Accor Planet 21 policy, along with academic studies (Ningrum et al., 2022).
In this part, the main findings are compared with what other authors have written, connexions between the research and the study’s goals are explored, any limitations are mentioned and how these things might support the hotel’s daily operations is highlighted (Szetey et al., 2021). The strategies point out that more research is necessary to help the hotel move forward in both sustainability and digital aspects while meeting what the industry requires (Ruiz Molina et al., 2022).
The study shows that while Mercure Birmingham West Hotel is making good progress in sustainable food and beverage (F&B) operations, their awareness and success in this area are not even (Maziliauske, 2024). These changes which include adding seasonal and local foods, serving proper portions and using recyclable materials, support Planet 21 goals throughout Accor (Dechman et al., 2023). Apparently, the positive effects of sustainability strategies can be felt only if they are enforced consistently and communicated successfully, as stated by Di Maddaloni and Sabini (2022). People at the establishment, both staff and guests, often aren’t aware that the company uses biodegradable packaging and tries to reduce food waste, which implies there’s not much awareness among them about these efforts.
Providing QR code menus and room service applications is helping restaurants work and service their guests more efficiently. Because of COVID, people use contactless payment systems more and they mention that these technologies are easy to use and give them more flexibility (Opare-Ansah, 2024). This result is supported by research done before by Abdullah, Sufi and Kumar (2023), who demonstrated that people are more satisfied with services when they order digitally. Still, many users do not always acknowledge the environmental gains offered by these technologies, although they are encouraged as eco-friendly.
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Digital Ordering & Sustainability
Some believe that digital ordering is essential for sustainability since it helps cut paper waste, avoids unnecessary extras and improves how things work. Singh (2024) points out that accepting app and contactless meals suits those who expect better sustainability from the hospitality industry. Huttunen et al. (2022) highlight that making use of new technology leads to better resource management such as with supplies, portion control and waste reduction.
Based on ethnographic findings, individuals used to technology think it was fast and simple to order using QR codes at the hotel (Ali and Aboelmaged, 2022). Having digital menus helped guests make careful decisions which made everyone feel relaxed and allowed better cooking in the kitchen. As Kozinets (2015) notes, using digital tools makes consumers stronger and helps them provide key roles in sustainability.
Even though there are advantages to these operations, we need to also cheque that they do not harm the environment. Even though digital ordering can make a difference, it needs to be supported by laws that emphasise ethical practises, less gas emissions and less waste in the environment (Akanmu et al., 2021). Because of these points, the environment benefits from less paper usage and data directing actions to avoid excess production.
Planet 21 Goals
It was evident that the hotel’s actions for sustainability described in Planet 21 were not made known to guests. While Planet 21 works on the environment by adopting green methods and reducing food waste, the research suggests that these activities were not announced to guests by the staff (Dang‐Van et al., 2023). Most people talked about booking and hotel service in their reviews, but they rarely mentioned the hotel’s dedication to the environment unless it was an eco-friendly guest who mentioned it themselves.
This is confirmed by Choirisa (2022), who notes that the sustainability concepts applied by hotels are rarely visible to their guests. Although using sustainable strategies is good, if the communication is not clear, guests might either have no interest or feel unsure about what is taking place. The benefit of digital ordering to the environment was not mentioned in hotel communication which led to lower success with guests.
Because the results are nowhere to be seen, the hotel makes it seem like it doesn’t care about being eco-friendly and doesn’t inspire guests to make good food choices. If a hotel fails to consider the environment with digital convenience, it could just enhance daily functions and not its sustainability.
Technology and Inclusivity
An important finding is that those who are not tech-savvy miss out on many things. It was found that some guests had trouble with QR codes, so unless they were assisted by the staff, these guests ended up feeling either annoyed or more in need of assistance (Pandey, 2024). Establishing unequal access to digital platforms may encourage service providers to result in service industries, mainly when hybrid working is absent (Bandari et al., 2022).
Everyone could not participate in ordering, because the menu and other options were available only through the app, not via printed options. Every group of people should be included in sustainable tourism which also considers the environment and fair service (Chowdhury et al., 2022). Despite the problems with the online system, help was still only given to those who could use computers at work which showed that efficiency was valued over helping everybody equally (Amornkitvikai et al., 2022).
Both options for ordering would make it possible to connect these different systems. Rahman and Nasir (2023) explain that the model helps many individuals do eco-friendly activities and does not exclude any group of guests. There is no mention of eco-sustainability at Mercure Birmingham West, implying that digital sustainability calls for regular updates in the way services are provided.
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Internal Communication Breakdown
As per the study, hotel staff do not work to highlight or explain what is sustainable about digital ordering. Staff might be struggling with this issue simply because not all the objectives in the Planet 21 program have been explained to them. Pooled staff help show the hotel’s value and inspire guests to act in ways that save the environment (Olan et al., 2022). If the staff does not focus on sustainability, guests might see that the hotel’s environmentally friendly image is not real which could make other people doubt the hotel. People might suspect the hotel’s efforts are dishonest if the workers do not talk about sustainability through digital tools (Rehman et al., 2023). Nowadays, consumers pay more attention to the way companies run their businesses.
Data Utilisation and Feedback Loops
They collect useful information about what guests prefer, how often they order meals and what they usually order. Still, it was discovered that, despite the knowledge gained, the hotel didn’t use this research to enhance its service or set better sustainability measures. The comments provided by guests were few and no one was monitoring how close the resort came to reaching environmental targets (Potter et al., 2021). This situation is not supported by Michael and Fotiadis (2022), who point out that real-time analytics using data can greatly improve both decision-making and sustainability reporting. If the hotel fails to get feedback from guests about meals, they may not be able to adjust their restaurants, cut down on waste or manage their supply critically. Relying on data-based feedback would improve behavior as well as help improve sustainability over the long run. In practice, watching which items are popular and keeping an eye on waste can guide portion decisions, help staffing plans and fit with the goals of zero waste.
Sustainability as a Guest Value Proposition
Another point concerns how sustainability is considered in what the guest gets from their time. Right now, the hotel positions digital ordering mainly to make things easier, apart from being eco-friendly. Hushtan and Korsak (2024) found that consumers are more drawn to sustainable practices when these are incorporated with emotional explanations or with useful extra services. Including stories about local food markets, how much carbon the meal emits or seasonal ingredients in digital menus can boost guest awareness. Sustainability indexes, like green leaves, could assist guests to consider the environment when deciding (Saryatmo and Sukhotu, 2021). Without these ideas, sustainability goes unnoticed and is not used to its fullest potential which decreases the effect of Planet 21. Adding sustainability to digital guest experience helps save the environment, wins over returning guests and identifies the hotel as unique in the market.
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Problems with Single Case Study
Although case studies offer a lot of background details, they cannot be applied to all situations. Results from Mercure Birmingham West Hotel have been reported and they may not apply to other Mercure hotels or to Accor globally. According to Yin (2018), case studies are especially suitable for exploratory research and need to be verified by comparing them or repeating them with numbers (Anastasiou et al., 2022).
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Building on the limitations above, several avenues for future investigation are recommended:
· Digital Literacy and Sustainability Engagement: Research exploring how guest comfort with technology influences participation in digital sustainability initiatives could inform more inclusive system design (Aguirre Sánchez et al., 2021).
· Multi-Site Comparative Study: Comparing the implementation and impact of digital ordering across multiple Mercure hotels would help establish best practices and identify scalable solutions (Giacalone, Clausen and Jaeger, 2022).
· Staff Training and Engagement: Investigating the role of staff training in translating strategic sustainability goals into daily operations could yield insights into bridging the awareness-action gap (Al-Khatib, 2022).
· Guest Behavioural Insights: A longitudinal study of how guests’ digital and sustainable behaviours evolve over time could support adaptive innovation in service delivery.
[bookmark: _Toc205160494]Chapter 6
[bookmark: _Toc205160495]6.1 Conclusion
Studies have examined the connexion between digital ordering and sustainability for Mercure Birmingham West Hotel’s food and beverage operations, through both internet research and secondary data. According to the main findings, less paper is consumed, and less waste is created because of the accurate and improved ways digital orders are made. Since the hotel partners with Accor’s planet 21 programme, it offers an organised way to focus on sustainability, but these goals are not fully realised yet at the operational stage.
Many guest reviews showed that tech-savvy visitors welcomed the idea of ordering at their own tables. Still, several guests noticed there was not enough information about the hotel’s green efforts (Irfan et al., 2023). Most guests were not aware that the digital services they used were aimed at being more eco-friendly or even link their experience with such efforts. Because of this gap, digital tools neither reach their potential for engaging readers nor support green sustainable practises (Dudek and Śpiewak, 2022).
Organisations do not make full use of information gathered from digital platforms to guide their moves or increase performance (Dzikriansyah et al., 2023). All in all, online ordering works well to boost sustainability, but this can only happen if everyone learns, there is equal access, staff is actively engaged and data tools are utilised (Armutcu et al., 2024). To improve its sustainability approach, the Mercure Birmingham West Hotel must concentrate on specific improvements in these areas. Closer connexion between ease of digital use and sustainability is a way to boost guest happiness, lead to more green guest habits and make the hotel a champion in eco-friendly hotels (Erzse et al., 2022).
[bookmark: _Toc205160496]6.2 Strategic Recommendations for Optimising Digital Sustainability Practices
The study at Mercure Birmingham West Hotel showed a need for action and the team has proposed a few strategies to improve digital ordering and sustainability. They are designed to fix any issues found in the operations, provide for everyone’s needs and build better relationships both with guests and the environment.
1. Enhance Visibility of Sustainability on Digital Platforms
Many studies indicate that ways to make orders more sustainable are not obvious to users in the digital interface. As a solution, the hotel should restyle its digital menus to make sure there are easy-to-see indicators related to sustainability. Icons indicating things such as "locally grown," "organic," and "environmentally friendly" could be placed by items that fit these descriptions. Coloring certain items green or offering green certification brands can make environmentally friendly choices even more noticeable (Al-Khatib, 2022). Also, clear messages or short descriptions can be shown in pop-ups to teach guests about the effect of their choices. A low-carbon meal could be clearly marked by a leaf and its description could say, “This food includes fresh vegetables from small local farms which helps lessen emissions from transportation.” With these little updates, guests will notice more about sustainability and your online ordering will support the hotel’s Planet 21 program.
2. Strengthen Guest Engagement and Environmental Education
Usually, guests are left in the dark about the hotel’s effort towards sustainability due to poor communication. Therefore, hotels should use several ways to reach and interact with their clients. Storytelling possibilities can be added to the in-hotel app or to the menus. Examples of this might cover how the ingredients were made, farms that provide them or how the fish was caught in an environmentally friendly way (Aguirre Sánchez et al., 2021). Besides, users can put sustainability-related messages on TVs in rooms or on signs inside lifts, emphasising how guests can use digital ordering while helping the planet. Surveys offered through apps and websites help collect information about how eco-conscious the guests are. Among the questions, they can ask if someone noticed any environmentally responsible labels on the menu and if they feel more low-impact choices should be available. As a result, people join in and the process becomes better over time.
3. Improve Staff Training and Frontline Engagement
The staff’s support helps with digital efforts and helps guests have a better experience. The study showed that the team at Mercure Birmingham West Hotel did not play enough of a role in teaching or supporting digital sustainability behaviors. They should undergo it again and again to ensure everyone on the team is aware of Planet 21 and knows how it helps in their daily work. Sessions can involve showing examples from real work, participating in quizzes and getting involved in hands-on learning (Anastasiou et al., 2022). Moreover, workers should feel free to inform guests about environmentally friendly dishes or the benefits of recent changes in technology. Giving out monthly recognition such as ‘Green Ambassador of the Month,’ helps motivate staff to become more involved (Selvan et al., 2023). If everyone on the staff is involved, the hotel’s ideas about sustainability are consistent both online and in person.
4. Promote Inclusive Ordering for All Guest Demographics
Even though digital ordering makes things easier and better for the environment, some segments might be unable to use it such as the elderly or those who are not very tech-savvy. So, it is important that the hotel prepare printed menus available to all guests who ask. Dining venues should also make it possible for customers to use tablets that offer features such as voice activation, bigger fonts and easier touchscreen interaction (Bisui, Uniyal and Sharma, 2022). It may help guests if hotels produce visual or video guides, since these can be useful for working with QR codes or for navigating digital menus at the hotel (Saryatmo and Sukhotu, 2021). It is important to offer these resources in several languages and formats for all users. Offering equal digital services shows that the hotel is inclusive and committed to sustainability at the same time.
Table 2. SMART Objectives and Key Performance Indicators (KPIs)
	SMART Objective
	Measurement Criteria (KPI)
	Target
	Timeline
	Linked Sustainability Goal (Planet 21)

	Reduce printed F&B materials by 80%
	Number of printed menus used monthly
	80% reduction vs baseline
	Within 6 months
	Reduce resource consumption (Planet 21 “Acting Here”)

	Increase digital engagement in F&B
	% of guests using QR / app ordering
	+25% increase
	12 months
	Promote responsible consumption

	Cut food waste using digital analytics
	kg of food waste per cover
	20% reduction
	1 year
	Fight against food waste

	Train staff in digital & sustainability skills
	% of F&B staff completing training
	100% of staff
	3 months
	“Working with Our People” commitment

	Highlight sustainable menu items
	% of menu labelled with eco icons
	60% of menu
	9 months
	Encourage sustainable choices among guests



5. Integrate Digital KPIs and Feedback Monitoring
A stronger method of monitoring how the hotel stands in digital sustainability should be implemented. This requires deciding on important goals that connect to the sustainability of foods and beverages.
· The share of the menu that includes sustainable food.
· There is a monthly decline in the amount of food we waste.
· Opinions from guests about eco-friendly food within the restaurant.
This can be supported by digital platforms which monitor orders and tie guest preferences to sustainability information. Should customers choose the same light options often, the insights might influence how the menu is put together.
Information gathered from surveys should be displayed in a main dashboard for all department managers. Progress should be examined and problems in optimisation reported during regular performance reviews that are held every quarter. This way of using data supports both increased speed and more accountability.
	Key Findings
	Issues Identified
	Strategic Recommendations

	Limited awareness of digital sustainability among guests
	Poor visibility of eco-initiatives in digital menus
	Add sustainability icons, short stories, and pop-ups on app/menus

	Staff not engaged with Planet 21 actions
	Training not reinforced at department level
	Implement regular sustainability briefings & “Green Ambassador” scheme

	Inconsistent digital adoption
	Partial QR rollout only in some outlets
	Full integration of app-based ordering and payments

	Weak data use
	Feedback and analytics not monitored
	Create monthly dashboard for digital KPIs

	Inclusivity gap
	Older/less tech-savvy guests excluded
	Provide printed menus and accessible digital options



6. Foster Local Partnerships and Supplier Transparency
Developing connections with suppliers from your area is known to increase both environmental efforts and the authenticity of the menu. The hotel should focus on cooperating with local farms, fisheries and ethical producers that have official certification for sustainability. The partnership information should be given a prominent place on the menu. Stogeys about suppliers, pictures and facts about obtaining ingredients locally appeal to guests and explain how this benefits animals and people. Moreover, creating special promotions for local dishes on a weekly basis can help the hotel prove it cares about sustainability, just like the company’s Planet 21 goals.
[bookmark: _Toc205160497]6.3 The Recommendations
Putting these suggestions into practise will allow Mercure Birmingham West Hotel to align its food ordering with its aim for sustainability. When these actions are focused on inclusivity, communication, data use and community involvement, hotels can improve how visitors feel, manage things more efficiently and become greener than others in the market.
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