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Research Topic
A Critical Analysis of Customer Experience of Sustainable Hospitality Service: A case study on London Marriott Hotel.  
[bookmark: _Toc138262352]Project Question
1. What is the importance of sustainable hospitality services in terms of customer service? 
2. What is the guest experience in taking sustainable hospitality services? 
3. Is the guest ready to pay high prices for sustainable goods and services in a hotel?
4. How to communicate and motivate guests to take sustainable hospitality services? 
[bookmark: _Toc138262353]Research aim and objectives 
Research Aim 
To provide a critical analysis of the customer experience of sustainable hospitality service based on the London Marriott Hotel Marble Arch case study. 
Research Objectives 
1. To provide reviews of literature related to the analysis of customer experience of sustainable hospitality service.
2. To critically analyse the customer experience of sustainable hospitality service based on the London Marriott Hotel Marble Arch case study. 
3. To analyse the importance of sustainable hospitality service in terms of customer service. 
[bookmark: _Toc138262354]Research Rationale 
Applying sustainable practices to the operation of a hotel and compliance with environmental principles can be referred to as sustainable hospitality service (Horng et al., 2018). The sustainable practices in the hotel help in reducing energy costs, other operational costs, and environmental costs without compromising the customer experience. To enhance efficiency in hotel operations without compromising guest service quality, the adoption of technologies for sustainable operation may be fruitful (Kim and Han, 2010). Hotels are producing 1% of carbon across the world (Tsai et al., 2014). To save the earth from the bad effects of carbon emissions, conscious initiatives from individuals, industries, government, etc. are needed (Panwar, Kaushik and Kothari, 2011). The hotels if want can reduce carbon emissions. By contributing to reducing negative environmental impacts, a hotel can gain a positive brand image. London Marriot Hotel Marble Arch is situated at George St, W1H 5DN in London and is trying to implement sustainable operation in many areas of its hotel operation. Decreasing water consumption, minimising food and plastic waste, automation in guest services, etc. are practised in London Marriot Hotel Marble Arch. The study will critically analyse the guest experience of sustainable hospitality services in the London Marriot Hotel Marble Arch.
[bookmark: _Toc138262355]Literature Review 
In the initial time, the sustainable hotel service offerings may require guests to pay premium prices to compensate for the adoption of new technologies in the hotel (Puciato et al., 2023). Studies have been found on analysing the guest’s willingness to pay high for these sustainable goods and services in a hotel. Based on the socio-economic characteristics, the guest’s behaviour differs toward sustainable hospitality services. The barriers to pro-environmental behaviour in hotel services are also identified in this study. It referred to the lack of infrastructural development in the hotel setting, temporary hotel stay time, guest motive to spend leisure in the hotel, following poor role models with bad habits, inappropriate behavioural habits developed in-home or workplaces, etc. are the barriers to guest pro-environmental behaviour. The majority of people take hotel service as a source of entertainment. Fewer people are tending to engage in pro-environmental behaviour in hotel services where they are enjoying their vacation time. Hotels with eco-friendly attributes can encourage people to accept the high price costs for taking a sustainable hotel service. Again, sustainable hospitality service along with increasing costs can increase the hotel service quality (Puciato et al., 2023). 
Travellers’ support for sustainable production and consumption is increasing day by day (Nugroho et al., 2021). People may hold the characteristics of environmentally neutral who are called centrists sustainers or can hold environment supportive characteristics who are called strong sustainers in general. Based on their characteristics, hotel travellers take decisions. The sustainability messages can better help the hoteliers in attracting travellers with strong-sustainers characteristics. The strong-sustainers customer will be more likely to accept sustainable messages like green room services in hotels and take hotel service with green rooms. This customised communication with a sustainable message may not carry much weight for the centrists sustainer travellers. The relationship between hotel service quality and customer satisfaction is very significant that is needed to be analysed by the hoteliers to get insights into customer satisfaction. The insights from the relationship analysis can help hoteliers to know how to strive for sustainable hospitality services. Sustainability in production and consumption is an on-demand thing for the welfare of the natural environment of the earth. The UN with 17 SDGs is mainly focusing on sustainable production and consumption (Rasmussen, 2016). People’s conscious behaviour is critical when dealing with environmental-related topics. Motivating hotel guests to take sustainable services through effective message development is needed. The hotel guests’ behaviour and attitude differ based on their cultural background and other differences. Identifying the guests with environment supportive mentality is needed for successful sustainable hospitality services delivered to environment-conscious guests. The awareness about sustainable consumption may be developed among the centrists sustainers through customised message delivery. Hoteliers with the right strategy can take the initiative for attracting two types of guests environment-neutral behaviour and environment-supportive behaviour Sirakaya-Turk, Baloglu and Mercado, (2013). 
Production to delivery of a hotel service involves different stages. Hoteliers can ensure sustainable actions in every stage of their hotel operation. The sustainable SCM in a hotel setting can induce the guests to take the hotel service positively. The study by Xu and Gursoy, (2015) identified that sustainable SCM actions within a hotel may influence guests’ attitudes and behaviours. It also can influence guest satisfaction, loyalty, etc. The decision of paying premium prices for sustainable hospitality products is influenced by the sustainable dimensions of environmental, economic, and socio-cultural impacts. The study also drew the conclusion that customer satisfaction is critical in delivering a hotel service where this mediates sustainable actions and customer loyalty. The satisfaction of the guest is necessary for hotel service loyalty. And ultimately the loyalty of the customers induces them to pay high or premium prices for sustainable hospitality services. Customer satisfaction, loyalty, willingness to pay high, etc. are interrelated. The hoteliers to promote sustainable goods and services in their hotel can also take suggestions from the hotel staff and develop services to meet the need of the guests while offering sustainable goods and services in the hotels. The number of customers who are giving close attention to sustainable hotel service consumption increasing. The sustainable practices in SCM in a hotel can influence the customers’ perception and decision-making process whereas sustainable practices can positively affect the customer’s decision toward taking a sustainable hotel service. Xu and Gursoy, (2015) referred that only hoteliers’ efforts at sustainable hospitality service may not make successful outcomes. The study required the collaborative efforts of all stakeholders including hoteliers, customers, suppliers, etc. to make the efforts for sustainable hotel service delivery successful. The study by comprehensive analysis of social, economic, and environmental impacts on sustainable SCM has emphasised collaborative efforts for successful sustainable goods and services delivery within a hotel setting. 
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A conclusive research method would be practical for this study. By using the conclusive method, the study will be able to find out the customer experience while taking sustainable hospitality services. From the conclusive method, there exist two research methods such as causal and descriptive (Bass, 2019). From the research objectives determination, it is identified that the descriptive research suits this study. The actual impacts of introducing a sustainable hospitality service can be observed in this study through this descriptive method of study. 
[bookmark: _Toc138262358]Research Philosophy 
Among the research philosophies, the positivism philosophy can serve the research interest best. The research philosophy is being used by the researcher while holding the variables in control (Kruger and Mitchell, 2019). To identify and analyse the customer experience when taking hotel services with the sustainable operation, the positivism philosophy will be used. To identify the literature review and analyse the relevant aspects of sustainable hotel services, this positivism philosophy would be helpful. The researcher will conduct the study to meet the set objectives and determine the research philosophy accordingly. 
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A deductive research approach will be fostered in this study to analyse the guest’s experience of sustainable hospitality services. The research proceeds with the defined objectives. With the defined aim of the study, following the deductive approach would be fruitful to draw findings based on the research objectives. 
[bookmark: _Toc138262360]Data collection and analysis method 
To collect the data, suitable respondents are needed. For this study, the suitable respondents are the customer of London Marriott Hotel Marble Arch who encountered sustainable hotel services. The researcher’s judgemental sampling technique can help to identify the required respondents. From 30 samples, the data will be collected for this study. For data analysis, tools like MS Excel will be used. With a developed questionnaire developed according to the research objectives, the data will be collected. Liket-scale, close-ended questions will be provided to the appropriate customers for getting in-take data. By following proper research ethics, the study will protect the confidentiality of the personal information of the respondents. The research questionnaire will contain the research objectives which will enable the respondents to know the research purpose. 
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