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Corporate Social Responsibility (CSR) is an essential concept in modern business, accentuating the importance of companies taking accountability for their social, environmental, and economic impacts. Rather than focusing only on profit maximisation, CSR encourages companies to contribute positively to society and the environment (Carroll, 1999). The hospitality industry, given its resource intensive nature, faces increasing pressure to adopt sustainable practices, making CSR initiatives vital to its long-term success (Bohdanowicz & Zientara, 2008). This essay explores the role of CSR in promoting sustainability within the hospitality sector, with a particular focus on Marriott London. It begins by outlining the concept of CSR and its relevance to the hospitality industry. The essay then examines Marriott London's specific CSR policies and their effects on operations, including energy efficiency, waste reduction, water conservation, and community engagement. It also highlights the challenges and opportunities associated with these CSR efforts before concluding with key insights on CSR’s role in promoting sustainability.

Corporate Social Responsibility is the voluntary integration of social and environmental concerns into a company’s operations and interactions with stakeholders (Dahlsrud, 2008). It goes beyond legal compliance, requiring businesses to adopt ethical practices that benefit their stakeholders and the wider community (Crane et al., 2013). Key areas of CSR include environmental protection, employee well-being, community support, and responsible governance (Matten & Moon, 2008). CSR strategies aim to create a positive social impact while maintaining economic viability, helping businesses navigate the complex intersection of profitability, social responsibility, and environmental stewardship (McWilliams & Siegel, 2001).
In the hospitality industry, CSR plays an increasingly crucial role due to the industry's direct impact on the environment and local communities (Kang et al., 2010). Hotels, restaurants, and resorts consume significant amounts of energy, water, and raw materials while generating large volumes of waste and carbon emissions (Graci & Kuehnel, 2010). Thus, hospitality businesses must focus on reducing their ecological footprint and addressing sustainability challenges (Kasim, 2006). CSR initiatives in this sector often target areas such as energy efficiency, waste management, and community engagement, all while aiming to enhance customer satisfaction and loyalty (Holcomb et al., 2007). This essay explores how Marriott London, a major player in the hospitality sector, integrates CSR into its business operations to promote sustainability.

Marriott International, one of the world’s leading hotel chains, has long recognised the importance of CSR. As part of its global sustainability strategy, Marriott has implemented a variety of CSR initiatives aimed at reducing environmental impact and supporting communities (Marriott International, 2020). Marriott London, in particular, represents these efforts by integrating CSR into its business model through energy efficiency measures, waste reduction initiatives, water conservation practices, and community involvement (Cespedes-Lorente et al.,2003). These initiatives demonstrate the hotel’s commitment to promoting sustainability, both locally and globally.
One of the primary areas where Marriott London has focused its CSR efforts is energy efficiency. Hotels consume large amounts of energy for heating, cooling, lighting, and powering various equipment and appliances (Becken, 2013). To reduce its energy consumption, Marriott London has implemented a range of energy-saving technologies and practices, including the installation of energy-efficient lighting, heating, and cooling systems (Pirani & Arafat, 2014).
For example, the hotel has embraced the use of LED lighting, which significantly reduces energy consumption compared to traditional incandescent bulbs (Radwan et al., 2012). LED lights not only consume less energy but also last longer, reducing the need for frequent replacements. Additionally, Marriott London has invested in advanced energy management systems that monitor and control energy usage throughout the hotel (Manaktola & Jauhari, 2007). These systems allow the hotel to optimise energy consumption by adjusting heating, ventilation, and air conditioning (HVAC) systems based on occupancy levels and weather conditions (Ernst & Young, 2013). Such measures have contributed to substantial reductions in the hotel’s overall energy consumption, leading to lower operational costs and a smaller environmental footprint (Gao & Mattila, 2014).
However, implementing these energy efficiency measures is not without challenges. One key challenge is the initial investment required for upgrading equipment and installing new technologies (Font et al.,2012). While these investments can lead to long-term cost savings, the upfront costs may be expensive for some hotels (Jones, Hillier, & Comfort, 2014). Additionally, there may be resistance from stakeholders who prioritise short-term profitability over long-term sustainability goals (Dwyer et al., 2009). Despite these challenges, Marriott London’s commitment to energy efficiency has yielded positive results, enhancing the hotel’s reputation as a leader in sustainable hospitality (Leonidou et al., 2013).
Waste management is another critical component of Marriott London’s CSR strategy. Hotels generate substantial amounts of waste, including food waste, packaging materials, and discarded single-use items (Pirani & Arafat, 2014). In response, Marriott London has implemented several waste reduction initiatives aimed at minimising the amount of waste sent to landfills and promoting recycling (Bohdanowicz, 2005).
One such initiative is the hotel’s food waste management program. Food waste is a significant issue in the hospitality industry, with large quantities of food being discarded due to overproduction, spoilage, or customer leftovers (Graci & Dodds, 2008). Marriott London has introduced measures to reduce food waste, including better inventory management, portion control, and donations of surplus food to local charities (Gössling et al., 2011). By reducing food waste, the hotel not only lowers its environmental impact but also supports the local community by addressing food insecurity (Jones et al., 2016).
Additionally, Marriott London has introduced recycling programs to divert waste from landfills. The hotel has implemented comprehensive recycling systems for materials such as paper, glass, plastic, and metal (Kasim & Ismail, 2012). Guests are encouraged to participate in these efforts through clear signage and easily accessible recycling bins (Garay & Font, 2012). Moreover, Marriott London has reduced its reliance on single-use plastics by replacing plastic straws, cutlery, and packaging with eco-friendly alternatives made from biodegradable materials (UNWTO, 2017).
The waste reduction efforts at Marriott London highlight both the opportunities and challenges of CSR in the hospitality industry. On the one hand, these initiatives have helped the hotel reduce its environmental impact, improve operational efficiency, and enhance its reputation among eco-conscious travellers (Kang et al., 2012). On the other hand, managing waste reduction initiatives requires careful coordination, staff training, and ongoing monitoring (Nair & Choudhary, 2020). Ensuring that both employees and guests are fully engaged in waste reduction efforts can be difficult, particularly in a high-traffic, customer-facing environment like a hotel (Sloan, Legrand, & Chen, 2013).
Water conservation is another key focus of Marriott London’s CSR strategy. Hotels are among the largest consumers of water in the commercial sector, using water for laundry, cleaning, guest showers, and landscaping (Gössling et al., 2015). Marriott London has adopted several water-saving technologies and practices to reduce its water usage and promote sustainable water management (Graci & Dodds, 2008).
One such practice is the installation of low-flow fixtures in guest rooms and public areas. Low-flow showerheads, faucets, and toilets help to reduce water consumption without compromising guest comfort (Manaktola & Jauhari, 2007). Additionally, the hotel has implemented a linen and towel reuse program, encouraging guests to reuse their towels and linens to reduce the frequency of laundering (Bohdanowicz et al., 2011). This not only conserves water but also reduces energy consumption and the use of cleaning chemicals (UNWTO, 2017).
Furthermore, Marriott London has invested in rainwater harvesting systems and greywater recycling technologies (Pirani & Arafat, 2014). These systems collect and treat rainwater and greywater (used water from sinks, showers, and laundry) for reuse in non-potable applications such as irrigation and toilet flushing (Ernst & Young, 2013). By recycling water, the hotel reduces its reliance on freshwater resources, which is particularly important in regions where water scarcity is a concern (Gössling, 2012).
While water conservation efforts can yield significant environmental benefits, they also present challenges. Maintaining water-saving technologies and ensuring their proper use requires ongoing staff training and guest education (Sloan et al., 2013). Additionally, balancing guest satisfaction with water conservation goals can be tricky, as some guests may expect high water pressure and frequent linen changes as part of their hotel experience (Jones et al., 2016). However, Marriott London’s water conservation practices have proven successful in reducing water usage while maintaining high standards of guest service (Kasim & Ismail, 2012).
In addition to its environmental initiatives, Marriott London is actively engaged in supporting the local community. Community engagement is a vital aspect of CSR, as it allows businesses to contribute to the social and economic well-being of the areas in which they operate (Font et al., 2012). Marriott London has established partnerships with local organisations to support various social causes, including education, employment, and charitable giving (Gössling et al., 2015).
One example of Marriott London’s community engagement efforts is its partnership with local schools and vocational training programs (Marriott International, 2020). The hotel offers internships and job training opportunities for students, helping to equip them with the skills needed for careers in the hospitality industry (Garay & Font, 2012). This not only benefits the students but also helps to address the industry’s skills gap by developing a pipeline of qualified workers (Leonidou et al., 2013).
Additionally, Marriott London participates in charitable initiatives such as fundraising events and donations to local causes (Kang et al., 2010). The hotel has partnered with organisations that support vulnerable populations, including homeless shelters and food banks (Holcomb et al., 2007). By contributing to these efforts, Marriott London demonstrates its commitment to social responsibility and fosters positive relationships with the local community (Jones et al., 2016).
Community engagement presents several opportunities for Marriott London. By actively participating in social causes, the hotel enhances its reputation as a responsible corporate citizen and strengthens its ties with the local community (Font et al., 2012). This can lead to increased customer loyalty, as many guests prefer to stay at hotels that demonstrate a commitment to social and environmental responsibility (Radwan et al., 2012). However, community engagement also requires careful planning and resource allocation (UNWTO, 2017). Hotels must balance their social contributions with the need to meet business objectives, which can sometimes create tension between profitability and social responsibility (Dwyer et al., 2009).
Implementing CSR initiatives in the hospitality industry, including at Marriott London, presents both challenges and opportunities (Bohdanowicz & Zientara, 2008). One of the primary challenges is balancing economic goals with sustainability objectives (Gao & Mattila, 2014). While CSR initiatives can lead to long-term cost savings and enhanced reputation, they often require significant upfront investments (Pirani & Arafat, 2014). Hotels must carefully manage these financial pressures while continuing to deliver high-quality service to guests (Nair & Choudhary, 2020).
Another challenge is adhering to local and international legislation related to sustainability and CSR (Leonidou et al., 2013). Marriott London must comply with various regulations governing energy efficiency, waste management, water conservation, and labour practices (Kasim, 2006). Staying up to date with these regulations and ensuring compliance can be complex and time-consuming (Jones et al., 2016).
On the other hand, CSR presents numerous opportunities for Marriott London. By adopting sustainable practices, the hotel can enhance its brand image, attract eco-conscious travellers, and improve customer loyalty (Kang et al., 2010). Additionally, CSR initiatives allow the hotel to contribute positively to the local community and environment, fostering goodwill and building stronger relationships with stakeholders (Graci & Dodds, 2008).

In conclusion, Corporate Social Responsibility (CSR) plays a crucial role in promoting sustainability within the hospitality industry, as evidenced by Marriott London’s comprehensive approach to responsible business practices. The hotel has effectively integrated CSR into its operations by implementing energy efficiency measures, waste reduction initiatives, water conservation practices, and engaging in community support. These efforts not only reduce the environmental impact of its operations but also contribute to the local community’s well-being.
However, Marriott London’s CSR efforts are not without challenges. High upfront investments, stakeholder resistance, and balancing guest expectations with sustainability goals can create obstacles. Nonetheless, the long-term benefits, including cost savings, enhanced brand reputation, and increased customer loyalty, make CSR a valuable strategy for promoting sustainability. Marriott London’s experience demonstrates that when executed thoughtfully, CSR can contribute to both environmental and business success, positioning the hotel as a leader in sustainable hospitality. This case underlines the importance of CSR in addressing the environmental and social challenges faced by the hospitality sector while also highlighting the potential for positive impacts on the broader community.
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