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Executive Summary
The report explores the effects of inefficient sustainable practices on environmental responsibility and operational efficiency in the hospitality and tourism sector. The use of several theories shows how insufficient sustainable practices negatively affect environmental conservation and the operational performance of the Novotel Hotel Wembley. It examines the concepts of waste management, water and energy conservation, and the use of environmentally friendly raw materials that help to reduce waste when offering services. Data collection includes interviews with the staff, focus groups composed of guests, and observation exercises supported by records of the facility's operations. Insufficient use offers fewer benefits to the company in terms of cost savings, customer satisfaction, and loyalty, especially among ecotourism visitors. The study also reveals that there could be some improvements that can be made in terms of the practice’s homogeneity across different centres, the adoption of information technologies to track the usage of resources and the guest, and the staff’s commitment to sustainability strategies. The recommendations are to focus on escalating and materialising Novotel’s environmental commitment and promoting the hotel as eco-friendly to meet and capture the growing customer base of environmentally conscious consumers.
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RESEARCH PROJECT REPORT ON THE EFFECTS OF INEFFICIENT SUSTAINABILITY PRACTICES ON ENVIRONMENTAL RESPONSIBILITY AND OPERATIONAL EFFICIENCY: A CASE STUDY OF NOVOTEL HOTEL WEMBLEY HOUSEKEEPING DEPARTMENT
[bookmark: _Toc182532930]Introduction
Sustainability is important in hotel businesses, considering how resource conservation has evolved. Over the years, sustainability practices have been adopted as a way of cutting down on the effects of hospitality businesses on the environment and to respond to the ever-higher demand from the customers for environmentally friendly accommodations. The housekeeping department in particular has a direct and considerable impact on the energy and water costs as well as waste production and chemical expenses of a hotel. Therefore, there is a rising interest in examining housekeeping practices that help the organisation achieve sustainable environmental management (Tritto, 2020). The research is based on Novotel Hotel Wembley, a differentiated hospitality company that is adopting sustainable business practices throughout its operations. International hotels like the Novotel work hard to ensure they meet the client’s expectation at a high level, as it correlates with the contemporary environmental objectives. Enacting poor sustainable practices in hotels has significant impacts that can be reflected in the performance of the company.
Formed in 1967, Novotel is one of the hotels that are most innovative in their management strategies and practices of sustainable environmental programs regarding the corporation’s social responsibility initiatives and regulations governing environmentally responsible hotel management (ACCOR, 2023). The report explores how sustainable practices in the housekeeping department can improve both the environmental impact and organisational performance of Novotel Hotels Wembley. Some of the specific goals of the report are to assess certain practices, determine which of those aspects can be made sustainable, and measure the impact of sustainable initiatives on guests’ perceptions and organisational expenses. Inefficient sustainability practices in the housekeeping department at Novotel Hotel Wembley undermine environmental responsibility and operational efficiency, highlighting the need for optimized strategies to balance ecological impact and business productivity.
[bookmark: _Toc182532931]Literature Review
The adoption of sustainable practices within the hotel housekeeping departments is a significant determinant of service delivery efficiency, environmental impact, and increased guest satisfaction. This is confirmed by the Triple Bottom Line Theory, which includes environmental factors as an instrumental part in organisational development (Shim et al., 2021). Several works of literature have explored sustainability practices within the hospitality and tourism sectors. Literature on sustainable practices within the context of the hospitality industry, with an emphasis on how sustainable housekeeping, sustainable programs, and sustainable activities contribute towards the achievement of environmental aims, revenue optimisation, and high standard service delivery.
[bookmark: _Toc182532932]Sustainable Housekeeping Practices and Environmental Impact
Hotels are increasingly adopting sustainable practices in housekeeping to minimise their environmental footprint. In a study conducted by Abdou et al. (2020), they agreed that water saving, energy saving, and waste minimisation through green hotel practices are key contributors to sustainable development goals, mostly in Green Star-certified hotels. These practices have an immediate relevance to the conserving of resources and emission of carbon, which is in line with the compliance with sustainable development goals on water, energy, and consumption as per the Triple Bottom Line Theory (Alsawafi et al., 2021). Furthermore, Setiawan et al. (2021) describe the effectiveness of green housekeeping management in The St. Regis Bali Resort, highlighting the daily practices that make it environmentally friendly and improve the conservation of the environment. This approach not only saves energy and water but also keeps the guest satisfied; that’s a sign that the sustainability goals of hotels do not have to harm the quality of services.
[bookmark: _Toc182532933] Operational and Financial Benefits of Sustainable Housekeeping 
Green practices in hotel housekeeping are shown to improve operational efficiency and reduce costs. Sakshi et al. (2020) found out that there is potential for environmental and financial performance in the hotel supporting the environmental policies regarding resource and energy conservation. The structural equation modeling shows that sustainability practices help reduce costs through optimising resource consumption, making the hotels more profitable (Sakshi et al., 2020). This evidence progressively points to the fact that green housekeeping practices do help result in considerable cost savings even as the environment is protected. Kuo et al. (2022) support this, claiming the driven environmental initiative, including eco-innovation, creates competitiveness in the hotel industry and is beneficial to the business and industry. This competitive advantage can be especially vibrant in the given industry because guests’ choices are influenced by the company’s environmental responsibility. The study results indicate that by integrating eco-products in housekeeping services, hotel operations establish a linkage between sustainability and competence to appeal to consumers’ environmentally sustainable tendencies.
[bookmark: _Toc182532934]Enhancing Guest Satisfaction through Eco-Friendly Practices 
Sustainable housekeeping is underpinned by the satisfaction of the guests. Khalil et al. (2022) confirm the need to consider customers’ characteristics and their preferences while adopting green practices. The study identifies green value, service quality, and brand image as twelve customer-related attributes that are vital in enhancing guest satisfaction. Small, unobtrusive initiatives focused on housekeeping may include the use of environmentally friendly cleaning products and products and reducing wastage. All of these go a long way in enhancing the public perception of the hotels’ corporate social responsibility towards the environment. This aligns with the stakeholder theory, which proposes that a business should focus on all stakeholders involved in the operation of a company or a corporation, in this case, the guests, who are the customers (Bridoux and Stoelhorst, 2022). The advantages of this approach are that the brand equity of the firm and customer retention are improved since people choose to stay at the hotel rather than a different hotel. Similarly, Ng and Tavitiyaman (2020) noted that multinational hotel corporations are vested in CSR to meet guest expectations of sustainable environments. The study's findings underpin the proposition that sustainable housekeeping enhances guests’ satisfaction and loyalty since it proves that the hotel embraces good standings.
[bookmark: _Toc182532935]Role of Leadership and Employee Training in Sustainable Housekeeping
Management commitment and employee education are the main cornerstones for successfully promoting adequate sustainable housekeeping practices. Ahmed, Hassanien, and Hassan (2021) reflect on leadership in green hotels and state that transformational leadership styles play a huge part in enhancing sustainability in hotels’ operations. This is also proposed in the Transformational Leadership Theory. The best management in green hotels, including the Hilton London Wembley, has established circular economy management approaches that have minimised waste and maximised the use of resources. This leadership approach propels environmental programs and encourages subordinates to accept sustainable sanitation methods or other practices within the housekeeping departments. Moreover, Pham et al. (2020) state that environmental training plays a significant role in increasing the extent of organisational employee commitment and support for green practices. It proves how training affects in-role green performance by enhancing awareness and commitment to go-green initiatives.
[bookmark: _Toc182532936] Barriers and Challenges to Implementing Sustainable Housekeeping Practices
There are several obstacles that have prevented sustainable housekeeping practices from realising their many advantages in the hotel sector. According to Setiawan et al. (2021), hotels face challenges in implementing green housekeeping include operational and financial barriers. Change Management theory proposes adaptation and change in the business sector to better make progress in such industries (Bose, 2020). This theory focuses on how organisations can effectively manage change, particularly when introducing new practices or technologies. The major reason is that most green products and technology are initially expensive, which may limit their adoption by small hotels.
Some staff members may be opposed to sustainable practices and would require training on the practices to be applied or even help with practice application. According to Cop et al. (2020), the relationship between green training, environmental commitment, and organisational citizenship behaviour is mediated by perceived behavioural control. Cop et al. (2020) find that the extent to which green training can positively influence employees’ sustainable housekeeping practices depends on perceived control. Hotels thus must ensure that the right tools empower staff and are capable of making and putting into practice green practices.
[bookmark: _Toc182532937]Methods
The methodology for investigating sustainable practices within the Novotel Hotel Wembley housekeeping department focuses on qualitative approaches to capture insights into current operations, staff perceptions, and guest responses to eco-friendly initiatives, as Saunders, Lewis, and Thornhill (2012) also suggest. The study uses direct observations, semi-structured interviews, and focus group discussions to evaluate current best practices for analysing existing practices, defining development needs, and identifying and understanding stakeholder expectations of sustainability.
The qualitative data is gathered from the first phase by questioning housekeeping staff, managers, and guests using semi-structured interviews, as Grbich (2006) also recommends. Housekeeping staff members are interviewed to understand current cleaning methods and attitudes toward using water and chemicals and their views on introducing green materials. These interviews also explore staff willingness to deploy new sustainable practices and uncover the operational practicality and constraints (Silverman, 2011). The study explores how sustainable practices are incorporated into the housekeeping department of Novotel Hotel Wembley and how the hot’s sustainable practices fit into the strategic business objectives and growth, particularly in terms of profitability and customer satisfaction. It explores the guests' views on sustainability within the hotel experience, focusing on their awareness and appreciation of eco-friendly practices during their stays.
Besides, the research employs ideas from Marshall (2015) to conduct focused interviews and focus group discussions with the guest participants to obtain a consolidated opinion regarding sustainability. These are meant to elicit various impressions on the significance admitted customers assign to sustainable measures in tidiness and their general fulfillment . The focus group format enables the guests to express their views on certain programs, for instance, water conservation measures and chem-free cleaning and recycling, among others.
Scheduling is done within the housekeeping department to evaluate usual practices and their effects on the environment. Such observations are, for instance, the resources used, such as water, energy, and cleaning materials, where one can look for the possibility of making efficiencies. Qualitative data from observations offer a starting point for comparing the results of current methods in terms of productivity and sustainability performance (Bentalha and Alla, 2024). The research systematically checks and records observations; identify aspects including water usage per room cleaning, chemical types, and disposal procedures.
The study assesses Novotel Hotel Wembley practices, such as water and energy utilisation reports, to evaluate the influences of current housekeeping methods on materials. These records help the study measure the environmental and financial costs and benefits of sustainable housekeeping practices, as Diamantopoulos and Schlegelmilch (2002) suggested. Combined with the records, Silverman (2011) states that qualitative analysis allows for an all-round picture of the possible savings and enhancements in the housekeeping department due to sustainable practices.
The data analysis involves analysing interviews and focus group responses to identify common themes regarding sustainable practices, operational efficiency, and guest satisfaction. Observational data and operational records are reviewed to draw correlations between resource consumption and housekeeping routines (Bentalha and Alla, 2024). Findings are synthesised to formulate actionable recommendations for sustainable practices in Novotel’s housekeeping department. This mixed-methods approach yields a detailed view of both the operational and experiential aspects of sustainable housekeeping, ultimately guiding Novotel in optimising eco-friendly practices while maintaining service quality. 
[bookmark: _Toc182532938]Case Study Discussion
Novotel Hotels Wembley opened in 2014 in London to cater to business and leisure travellers and establish itself as a significant player in the hotel sector (ALL-ACCOR, 2024). The hotel boasts 235 rooms, which should ideally warrant an able staffing capacity to run its operations; nonetheless, the number of staffers is not stated online. Novotel's positioning as a midscale brand allows it to attract business and leisure segments, contributing significantly to Accor’s diversified portfolio.
[bookmark: _Toc182532939]
Locations and Facilities
Global Presence
The Novotel London Wembley is a hotel in Wembley, United Kingdom, at 5 Olympic Way, Wembley, HA9 0NP, near the Wembley Stadium. The brand focuses on urban areas to cater to travellers seeking convenience and accessibility. 

[image: ]
The Novotel London Wembley 
Amenities and Services
Novotel Hotels Wembley provides modern amenities tailored to contemporary travellers, including spacious, ergonomically designed rooms and in-house dining focusing on fresh, healthy ingredients. They also offer family-friendly policies where children stay free with adults (Siwek et al., 2022). It focuses on guests having an enjoyable experience through communal spaces for relaxation and socialisation, worry-free Sunday checkouts, modularity, and room sustainability (Sipe, 2021). The contesting company is also concerned with sustainability by supporting WWF-endorsed programs to promote sustainability and marine conservation.


Commitment to Sustainability
In association with organisations such as the WWF, Novotel is involved in responsible processes aimed at preserving the environment. This includes programs for each hotel to adopt environmentally friendly activities within its respective hotels (Belda-Miquel, Ruiz-Molina, and Gil-Saura, 2021). Novotel actively contributes to a sustainable future, ensuring guests enjoy eco-friendly stays that respect and protect our environment for generations.
Staffing and Customer Engagement
Novotel employs a diverse team dedicated to providing high-quality service. Staff members are trained to handle various guest needs efficiently, ensuring a pleasant stay. The brand fosters a culture of mindfulness among its employees to enhance the guest experience (Wang, Berthon, and Bechwati, 2021). The Accor Live Limitless (ALL) loyalty program allows guests to earn points that are redeemable across various Accor brands. This program enhances customer retention by offering benefits such as discounted rates and exclusive offers. 
[bookmark: _Toc182532940]SWOT Analysis of Novotel Hotels Wembley
Novotel Hotel Wembley is one of the Accor Group subsidiaries involved in the highly competitive hotel and related services industry that offers diverse services to businesses and tourists.
Strengths 
Novotel has a distinct market position, rich experience, and a well-established network with more than 500 hotels in over 60 countries. This vast and broad network is useful to the brand’s desire to reach out to as many people as possible, thus increasing loyalty and the rate of brand recognition (Putri, 2021). Admirable for service quality and contemporary facilities, Novotel aligns with the Stakeholders Theory because it strives to enhance value for customers, employees, suppliers, and community stakeholders. Services and facilities that clients desire include large, well-lit rooms, services that accommodate family needs, meeting places, gyms, and a variety of eating places that can offer special diets for clients with ailments. Additionally, as Prakashet al. (2024) also suggest, the brand has also focused on implementing sustainable practices to minimise the company's carbon footprint, thus appealing to increasingly environmentally sensitive tourists.
Weaknesses 
Prolific visibility of franchising policy as a key strategy for growth was effective for Novotel but could hurt, given that brand cohesiveness could be negatively troubled due to Brazil's uniqueness and variations in service delivery from one facility to another. Additionally, the hotel principally focuses on mid-scale travellers and cannot attract high-end or low-end market segments, which restrains growth in the more varied market (Sadhale, 2023). Some problems pertain to company operations, such as high levels of employee turnover in some areas, which can affect the quality and speed of service provided by the restaurant, and some restaurants are located in unsuitable buildings and may have poor maintenance.
Opportunities 
There remains plenty of potential for this brand’s expansion, primarily in areas of Asia and Africa where individuals’ disposable income increases and Middle Eastern markets encourage more travel. Technology is another key opportunity for the company to enhance the guest experience through proper booking services, proper service implementation, and digital marketing to capture the young audience (Kumar, 2021). Local key accounts or travel agencies may also allow the development of exclusive guest amenities and achieve a better position in highly competitive destinations.
Threats 
The industry is very competitive due to the many players involved, including luxury hotels, mid-price range hotels, and low-end hotels. Competitive prices from available platforms such as Airbnb and Oyo Rooms are a huge threat to the business (Bhattacharya, 2024). Further, cyclical influences, which embrace the recurrence of business slumps and upheavals in geopolitical situations, also diminish tourist traffic; hence, occupancy income is compromised. With consumers switching towards niche and individualistic forms of travel, Novotel risks losing its market share to faster-adapting competitors. 



	SWOT Analysis
	Description

	Strength 
		- Strong market position with 500+ hotels in 60+ countries



	
	- High service quality & contemporary facilities



	
	- Stakeholder-friendly, focusing on customers, employees, suppliers, and community



	
	- Sustainable practices, reducing carbon footprint




	Weaknesses
		- Franchising policy affects brand consistency



	
	- Focus on mid-scale travelers, missing high-end/low-end segments



	
	- High employee turnover impacts service quality



	
	- Some facilities have poor maintenance




	Opportunities
		- Expansion potential in Asia, Africa, and the Middle East



	
	- Leveraging technology for enhanced guest experience



	
	- Collaboration with local travel agencies for exclusive guest amenities




	Threats 
		- Intense competition from luxury, mid-price, and budget hotels



	
	- Competition from platforms like Airbnb and Oyo Rooms



	



	
	- Shift in consumer preferences towards niche travel experiences






[bookmark: _Toc182532941]PEST Analysis of Novotel Hotel Wembley
Novotel is one chain of hotels that forms part of the Accor group; the company engages in the vigorous hospitality industry and provides accommodation both for the business and the tourists. A PEST analysis reveals the external environment that affects Novotel and its operational and strategic choices using a PEST analysis.
[bookmark: _Toc182532942]Political Factors
Politics plays a huge role in Novotel’s operation around the world. Legal issues such as state and federal health and safety standards, employment laws, and taxation impact operation costs and profits (Achmad and Yulianah, 2022). For example, shifts in visa policies affect residents’ travelling habits and may be related to occupancy rates physically (Orîndaru et al., 2021). More so, political stability must be maintained in key markets; otherwise, there would be reduced tourism, which strongly influences the travel business, which is key to Novotel’s revenues.
[bookmark: _Toc182532943]Economic Factors 
The inflation rates, exchange rates, and gross domestic product affect consumer travel and lodging expenditures. This is best described by the Keynesian Economic Theory, which explains how spending impacts other economic behaviours (Freitas, 2021). The general economy of the globe is bouncing back from the COVID-19 calamity, which is positively impacting travel, which is great for Novotel (Davari et al., 2022). Economic declines can result in fewer leisure trips, cutting down the occupancy and affecting pricing strategies.
[bookmark: _Toc182532944]Social Factors 
Some trends mostly influence consumers' ability to choose their preferences in the hospitality industry. Pressure from different stakeholders about environmental conservation makes travellers alter their choices and influences Novotel to develop even better stances by minimising waste and sourcing food from local producers (Bosone and Nocca, 2022). Also, new push and pull factors, such as the ageing population in many countries and new generations of travellers willing to pay money not just for experiences but also for the experiences, require changes in Novotel.
[bookmark: _Toc182532945]Technological Factors
The modern age of technology is bringing drastic changes in the hospitality industry. Through internet-enabled booking systems and mobile applications, consumers' booking experience has been revolutionised (Rekha et al., 2023; NOVOTEL, 2024). For Novotel, the fourth frontier has to go beyond marketing effects, introducing sophisticated property management systems and using data analytics to improve customer touch points. It became particularly relevant during the pandemic but is still considered an essential aspect of services by the guests.
	PEST Analysis
	Description

	Political Factors
	- Compliance with health & safety, employment laws, and taxation (Achmad & Yulianah, 2022).
- Visa policies affect travel habits & occupancy (Orîndaru et al., 2021).
- Political stability impacts tourism & revenue.

	Economic Factors
	- Inflation, exchange rates, and GDP influence travel spending.
- Economic recovery post-COVID boosts travel (Davari et al., 2022).
- Economic downturns reduce leisure trips & occupancy.

	Social Factors
	- Trends in environmental conservation pressure Novotel to adopt sustainable practices (Bosone and Nocca, 2022).
- The ageing population & new generations seek unique travel experiences.

	Technological Factors
		



	- Internet-enabled booking systems & mobile apps enhance customer experience (Rekha et al., 2023).
- Use of data analytics & property management systems to improve customer service (NOVOTEL, 2024).






[bookmark: _Toc182532946]Competitor Analysis (Price / Quality)
Novotel is populated by brands such as Hilton Garden Inn, Marriott Courtyard, Holiday Inn, and Radisson Blu, which are marketing similar segments. In the context of Novotel's value proposition, Novotel’s value proposition can be defined as offering contemporary comfort at a sensible price. It stresses convenience, pragmatic, business-orientated facilities, and family-orientated amenities and seeks to provide good quality while maintaining a relatively low cost.
[bookmark: _Toc182532947]Hilton Garden Inn
Hilton Garden Inn falls below the above luxury category and targets to deliver high-quality services with stylish and efficient accommodations. It is common to see that Hilton Garden Inn offers slightly higher services than Novotel. Both brands include meeting facilities, restaurants, and other services such as fitness centres (Ardiana et al., 2020). While Novotel mostly targets customers who overvalue comfort and are willing to pay for it, Accord targets customers who look for comfort and service at the lowest possible price.
[bookmark: _Toc182532948]Marriott Courtyard
Marriott Courtyard competes intensely with Novotel for the midscale business and holiday travellers segment. The price structure of Marriott Courtyard is usually different from that of Novotel, depending on certain locations, but normally, Marriott Courtyard is relatively higher, especially in big cities (Vinod, 2022). Mobile check-in, mobile way-to-order services, and many other amenities are also better than other kinds of hotels in Courtyard hotels.
[bookmark: _Toc182532949]Holiday Inn
Some of the competitors within the market segment include Full-Service brand competitors, Holiday Inn, which provides services in comparison to Novotel. Their standard is as good as Novotel's, and the price range is similarly mid-scale. They both offer family accommodation and accommodate young children in family rooms in flexible ways (George, 2021). Novotel is more localised in the designs and services provided in the hotels and may appeal to more guests in terms of feel.
[bookmark: _Toc182532950]Radisson Blu
In some markets, Radisson Blu is the brand that competes directly with Novotel but focuses on business guests and offers products with a design focus and often with better standards, which is reflected in higher average rates. Schemes and adjustments of Radisson Blu could be an answer to guests who expect a higher level of comfort (Kapoor, Singh, and Manchanda, 2023). The service concept adopted by Novotel is to provide good quality and family-orientated facilities and services with a mid-price segment customer service targeted market, value customers seeking satisfactory but cost-conscious services. 
Radisson Blu, London
· Business-Oriented Services, 
· Design-Focused, 
· Higher Price Point
· Upscale Brand Image






Marriott Bonvoy London Courtyard
· Digital Convenience
· Competitive Pricing
· Midscale Focus
· Brand Consistency


Holiday Inn London
· Family-Friendly Accommodations
· Midscale Pricing
· Standardized Quality
· Global Brand Recognition


Competitors 




Hilton Garden Inn Hotel Inn
· Targeted Market
· Comprehensive Amenities
· Service Quality
· Brand Positioning






[bookmark: _Toc182532951]Netnography Analysis
The advertisements and reviews Novotel receives online go a long way toward the brand image. Such happens either during communication in social networks, on specialised websites such as TripAdvisor or Google Reviews, and other community resources.
[bookmark: _Toc182532952]Positive Sentiments
Some of the guests that have left messages specifically appreciate Novotel’s reasonable price, convenient locations, and family-friendly services and believe that the brand offers good quality for the price range. For example, there are effective equipped gyms, and there is enough working space in the room. This is a perfect example of social exchange theory that explains how people evaluate their experiences and relationships based on the rewards and costs associated with them (Meira and Hancer, 2021). When choosing a hotel, family travellers on TripAdvisor often note the baby-friendly policies of Novotel, like free accommodation for children and family rooms.
[bookmark: _Toc182532953]Negative Sentiments
Despite positive comments, some guests have expressed dissatisfaction with the Novotel Hotel Wembley. Some have been complaining about occasional service delays. Issues with noise disturbances and outdated furnishings have also been mentioned, leading some guests to feel that the hotel does not always provide the quality expected, negatively impacting their overall experience.
[bookmark: _Toc182532954]Areas for Improvement
Like every other facility, Novotel is not exempted from criticism, especially due to the erratic standards of services being offered in one of the facilities as compared to another. A study of different guests on TripAdvisor and Google shows that some of them receive inconsistent service from the management, which affects the reliability of the brand (Wilson et al., 2020). Such inconsistency is normally brought out, especially when the hotel is benchmarked against similar brands such as Marriott or Radisson Blu that have a uniform service quality guarantee across different hotel outlets.
[bookmark: _Toc182532955]Theme Exploration
[bookmark: _Toc182532956]Academic Exploration of Sustainability in Housekeeping
 Insufficient sustainable practices limit environmental accountability and organisational performance, like Novotel Hotel Wembley. Some of these include poor waste management, poor energy and water efficiency, insufficient guest participation, and green practices and technologies, both in sustainable development and better performance in hotels.
[bookmark: _Toc182532957]Poor Waste Reduction
Poor disposal of waste leads to a less environmentally friendly house and significantly impacts the performance of the hotel. Most hotels establish recycling policies to control waste produced from disposable products such as amenities, packaging, and linen (Chen et al., 2021). Housekeeping departments always look forward to engaging in reuse and recycle activities. For example, rippled pillowcases can be used as cleaning cloths, while partially used amenities, including shampoos and soaps, can be re-dispatched for use through arrangements with other organisations or companies that deal in recycling (Rubio-Mozos, García-Muiña, and Fuentes-Moraleda, 2020). These efforts help to minimise waste and show that a company is friendly to the environment through the concept of CSR by using existing items to save cash to purchase new ones (Kazançoğlu, Köse, and Arslan, 2024). In the same way, the waste can be minimised within hotels by decreasing the number of linen changes for guests who stay longer and allowing guests to reuse their used linen and towels.
[bookmark: _Toc182532958]Insufficient Energy and Water Conservation
The management of hotels has begun to equip them with energy-saving systems and water-saving technologies. Energy conservation measures include switching from conventional lighting to LED lighting, automation such as a smart thermostat, or using a Key-Card System to switch off the light when the rooms are not in use. Examples of conservation activities may include fixing low-flow faucets and dual flush toilets in the guests’ washrooms and using water-soluble biodegradable detergents (Meireles and Sousa, 2020). For instance, sustainable hotels utilise destaining powders that can be applied to trees sparingly in that they help to save water while offering the needed clean to the hotels. These technologies are essential in the attempt to save resources, as well as meet the guests’ expectations regarding environmentally friendly services.
[bookmark: _Toc182532959]Limited Green Cleaning Products and Staff Safety
Using environmentally friendly products when cleaning is also a major recommendation in green practices. Traditional cleaning materials we use in cleaning services contain volatile organic compounds and other toxic chemicals that affect the environment and health of cleaners. On the other hand, eco-friendly products are relatively harmless, environmentally friendly, and safe for use by humans (Gayathiri et al., 2022). These products eliminate the chances of spasming reactions or respiratory problems affecting the guests and the staff, implying a healthier stay. It is crucial to train the staff to use these products and work according to the green procedures because it fosters sustainability awareness and eco-friendly cleaning.
[bookmark: _Toc182532960]Inadequate Guest Engagement in Sustainability
Involving guests in sustainable housekeeping initiatives ensures a more interactive experience for guests. This is provided by allowing them to decide to take part in the eco-friendly programs. As the stakeholder theory demonstrates, hotels can use in-room materials that will explain to the guests the environmental sensitisation of these programs and find that guests are willing to participate in any environmentally friendly programs (Freeman, Dmytriyev, and Phillips, 2021). Moreover, this interaction has a positive implication for sustainability and guests’ satisfaction because guests look like they are participating in the hotel’s campaign to go green. In addition, guest engagement can lead to a positive attitude towards the brand since clients who prefer green tourism expect such brands to be environmentally sustainable.
[bookmark: _Toc182532961]Poor Technological Integration for Sustainability
Implementations of poor technological supplies have adversely impacted the nature of sustainable housekeeping. For example, the home devices as an IoT-connected thermostat and the lighting solution with the motion sensor would decrease energy consumption depending on occupancy (Yaïci et al., 2021). Also, robotic vacuum cleaners and automated cleaning systems would complement the labour and energy consumption factors much better than cleaning personnel, saving physical effort and consumables. Not only does technology help facilitate housekeeping, but it also maintains the methodology and identification of sustainably friendly strategies in hotels nationwide (Thakur, 2024). Data-driven management tools can also assist in monitoring housekeeping operations, enabling real-time adjustments and predictive maintenance that improve resource management.
[bookmark: _Toc182532962]Economic and Operational Benefits
From an economic standpoint, sustainable practices can offer significant financial advantages. Reducing water and energy consumption lowers utility expenses, while linen reuse programs cut laundry costs. As much as green housekeeping enhances environmental conservation, it also conserves costs by using reusable items and reducing expenses for buying new linens, appliances, and cleaning tools (Konečná et al., 2023). For example, vacuums with high energy efficiency and washable cleaning microfibre clothes save on replacement frequency and human labour, respectively. However, sustainability practices can improve the operational effectiveness of housekeeping services, enabling hotels to satisfy the guests’ expectations without many additional resources.
[bookmark: _Toc182532963]Analysis of Novotel's Housekeeping Sustainability Practices
Sustainability leadership practices in Novotel Hotels Wembley and, particularly in the housekeeping department helps in understanding how this global hotel chain considers environmental management in its operations.
[bookmark: _Toc182532964]Current Sustainable Housekeeping Practices at Novotel
Accor Group Novotel Hotels Wembley have a policy in place on being even more friendly to the environment, especially through housekeeping. Several facets of the chain’s sustainable housekeeping can be underlined, including waste reduction, careful usage of water and energy, and use of environmentally friendly products (Setyawan and Widagdo, 2024). The first intervention involves linen towel reuse systems. As many environmentally friendly hotels have discovered, linen and towel reuse have greatly helped save the hotel’s water and detergent budget. This is because guests are offered the option of reusing their towels and linen throughout their stay. A perception of flexibility in such sectors as ISO identified in the Theory of Planned Behaviour Theory aids in efficiency, efficacy, and resource optimisation to help achieve the best outcome (Kan and Fabrigar, 2020). This approach minimises the amount of money spent on washing clothes as well as the amount of water used in the process.
The recycling measures that have been put in place. The housekeeping department of Novotel has implemented recycling in its areas, and a common feature is a recyclable bin in guest accommodations and public domains (Khassen, 2024). This effort helps support Novotel’s goal of waste minimisation by getting its guests into the habit of recycling. In the same regard, soap and shampoo used by the guests are sometimes collected and reused for cleaning. In contrast, others are donated to the community to reduce waste and improve Novotel’s social responsibility.
The utilisation of environmentally friendly cleaning products. Novotel has adopted non-toxic and biodegradable cleaning agents to enhance guest and housekeeping personnel's health and safety and minimise the company’s environmental footprint. Organic goods enhance the probability of a healthy atmosphere within the hotel to ensure that safe items are obtained from the setting by minimising dangerous chemicals dumped in water (Gürsu, 2024). This practice aligns with research that shows that eco-friendly products make operations healthier and safer for staff than exposure to chemicals.
Some of the Novotel places have had water conservation features like reduced flow washers on faucets and flushes in guest rooms. Energy management systems are switches linked to key cards to switch off the lights and climate in the rooms in case they are not in use (Lee and Kim, 2020). Measures such as these, which embrace technological support, make it possible to contain total resource use below comfort thresholds, allowing for guest satisfaction within optimum production efficiency and significantly less use of utilities.
[bookmark: _Toc182532965]Impact and Effectiveness of Novotel’s Sustainability Initiatives
Novotel has pointed out the positive impacts of sustainable housekeeping, indicating its role in conserving the environment and operations. One reform is the limited use of the resource. Initiatives to practice linen reuse and saving energy are very efficient for minimising usage of water and energy. One theory that relates to the reduction in resource utilisation that is enhanced by programs such as linen reuse and energy saving is the Theory of Planned Behaviour. The theory of planned behaviour proposed by Ajzen in 1985 is based on the idea that personal behaviour results from behaviour intentions, which are shaped by three factors (Ajzen, 2020). This not only rationalises operation costs but also helps to enhance the brand image of Novotel as an environmentally friendly lodging franchise, which is in high demand from global green travellers.
Another way that Novotel can look at saving costs involved in housekeeping include using efficient cleaning products and equipment, energy-saving vacuum cleaners, and avoiding frequent changing of linen. It enables more area to be covered by the housekeeping department, hence increasing efficiency in the work done by the housekeeping department Sadhale 2021). This efficiency is most beneficial in this particular case during the high occupancy by Novotel since many more guests can be accommodated without necessarily requiring any extra workforce.
Other effects include health and safety enhancements for their staff and guests. Any alterations in the industry interpret improved services in terms of quality and quantity, according to the change management theory, and how organisations can manage change, especially when implementing new methodologies or technologies (Reinholz and Andrews, 2020). These products minimise contact with volatile organic compounds, thus minimising the likelihood of respiratory and skin irritation among staff who often use these products. 
The impact is the guest engagement and brand Loyalty Novotel’s sustainability efforts are enhanced by actively engaging guests in its eco-friendly practices (Veal, 2006). This engagement supports the effectiveness of Novotel’s sustainability programs and strengthens guest loyalty as environmentally conscious travellers increasingly seek out brands that align with their values.
[bookmark: _Toc182532966]Potential Areas for Improvement in Novotel’s Sustainable Housekeeping Practices
There are several other areas in housekeeping where textual improvements can boost both environmental and performance results at Novotel. That is one weakness prevalent at Novotel: there is a lack of uniformity in the utilisation of sustainable measures in various outlets (Cottrell, 2014). Often, the use of franchise systems means that there are unique variations in the delivery of those environmentally friendly practices, which in turn might affect guests' feelings and perceptions of Novotel’s corporate responsibility for the environment. 
Future development of IoT may improve resource management, as advanced in the Diffusion of Innovation Theory. For instance, smart thermostats and occupancy sensors could further save energy by regulating temperatures according to guests in a particular room to accomplish more energy savings and reduce carbon emissions (Uzumcu and Acilmis, 2024). It is also possible that, through the use of IoT services, the usage of water and energy could be monitored in real time, which might be used to improve sustainability.
The measure of sustainability in the context of housekeeping, by and large, is successful when the workers have been trained to embrace green practices and are willing to stick to the practice. Extra training that could be incorporated to enhance the program result relates to benefits and actual use of environmentally friendly products, together with proper disposal and correct usage of waste management procedures (Saunders, Lewis, and Thornhill, 2012). Empowering staff with a deeper understanding of the environmental impact of their work fosters a culture of responsibility and commitment, enhancing the sustainability of Novotel’s housekeeping operations.
Engaging guests in sustainability initiatives can boost both the environmental impact and guest satisfaction. Options include digital reminders in the hotel app to participate in eco-friendly practices, interactive in-room tablets displaying the environmental savings of their contributions, and reward programs for guests who choose greener options, such as reduced room service. This is supported by the stakeholder theory that helps listen to the customers’ needs to help improve services (Bridoux and Stoelhorst, 2022). Enhanced guest engagement can encourage more active participation in sustainability programs and foster a deeper connection to Novotel as a socially responsible brand.
Novotel could benefit from more comprehensive reporting on its sustainability progress, including the specific outcomes of its housekeeping practices. Publicly sharing performance metrics related to energy savings, waste reduction, and water conservation would not only enhance transparency but also allow Novotel to benchmark its achievements and set targets for continuous improvement (Collis and Hussey, 2014; Sadhale, 2023). Additionally, such reporting aligns with industry best practices for accountability and can improve customer trust.
Conclusions and Recommendations
Conclusion 
Recycling, use of environmentally friendly cleaning chemicals, and energy and water conservation measures are some of the sustainable measures Novotel Hotel Wembley took to ensure environmental responsibility and operational efficiency (ACCOR, 2023). Clients are now sensitive to the environment, and Novotel stands to benefit from this by being among the first to embrace change in order to be helpful to the environment, thus making its brand stand out among all the brands in the hospitality industry. 
[bookmark: _Toc182532967]Commitment to Sustainability
Through Novotel’s implementation of efficient housekeeping with special emphasis on the eight principles of sustainable development, waste sources have been conserved in the various properties owned, showing Novotel that efficient housekeeping leads to economic and environmental gains. For example, many linen and towel reuse programs have been instituted, and utilising energy-efficient lighting and water-saving facilities has made substantial operational savings possible (Abdou et al., 2022). Though this is a cost-saving factor, it also enhances the company's financial standing and the egoism of sustainability to increase the business immunity in an economy where the comradeship of energy and water is paramount. Nova works for an ecological orientation that allows Novotel to respond to future requirements for environmental reporting, which are increasingly fierce globally.
[bookmark: _Toc182532968]Initiatives
Novotel Hotel Wembley's environmental programs are a valuable addition to guest perception and choice because consumers gradually embrace the importance of environmental conservation. Involving the guest in these initiatives is even more important because it gives a person direct and active participation in the brand’s effort to save the environment (ACCOR, 2023). According to stakeholder theory, the participation of all parties involved helps eliminate the inefficiency in the practices. This participatory approach corresponds with the current consumer expectations, particularly the young generation that prefers associating their brands with proven environmentally conscious companies. Also, when guests can perceive organisational environmentalism through contact because of lit signs, green products, and policies that are within their touch, it reinforces brand loyalty because the hotel and clients agree on green values.
[bookmark: _Toc182532969]Recommendations
To ensure that Novotel Hotel Wembley has strong support for sustainable business development and increases its competitiveness. Recommendations should be adopted to improve and strengthen the further development of the existing environmental policy (Abdou et al., 2022). Given the growing consumer demand for eco-friendly practices, these strategies can amplify both operational efficiency and guest satisfaction:
[bookmark: _Toc182532970]Enhance Guest Engagement in Sustainability Efforts
Novotel Hotel Wembley should remain engaged with guests in environmental programs that it supports. The existing towel and linen reuse program has been successful, but Novotel Hotel Wembley has further opportunities to communicate effectively by posting swift sustainability tips using digital devices like in-room tablets or mobile apps (Veal, 2006). Such tactics allow us to strengthen the ‘feedback’ of individual guest actions and thus enhance the message’s focus on the brand’s green values.
[bookmark: _Toc182532971]Expand the Use of Renewable Energy
Going further, Novotel Hotel Wembley could leverage its energy conservation efforts by installing solar or wind power-generating machinery. Returning this type of value is a change of short-term orientation and a sustainable orientation for the hotel's future (Ali et al., 2024). Besides, energy management systems may also control real-time usage, hence lowering the operating cost.
[bookmark: _Toc182532972]Strengthen Waste Management Programs
Recycling and management of waste are well practised at Novotel Hotel Wembley, and they should improve on the policies they have developed by conducting a detailed waste audit to determine where improvements can be made (Saunders, Lewis, and Thornhill, 2012). Other corresponding enhancements that can also be performed include the introduction of food waste composting in the kitchens and guest involvement in waste segregation practices.
[bookmark: _Toc182532973]Leverage Social Media for Sustainability Branding
Using Facebook and Twitter, Novotel Hotel Wembley can enhance its visibility, highlight its environmental projects, identify customers interested in environmentally friendly activities, and share its experiences in this sphere. It means telling stories of the company’s benefits for the environment and approachable guests might be effective in building customer loyalty and attracting a wider audience engaged in ecological tourism (Wang, Berthon, and Bechwati, 2021). With the implementation of these recommendations, Novotel Hotel Wembley Hotel Wembley shall be in a position to tap into the leadership opportunity of the environmental cause of the hospitality industry while enhancing its ecological productivity and enhancing its market position, as Crotts, Magnini, and Calvert (2022) also recommend.
[bookmark: _Toc182532974]Reflective Account
I was exposed to various aspects and strategies of sustainability offered by the hotel in the housekeeping line during my practice at Novotel Hotel Wembley. I gathered a real-life understanding of how sustainability initiatives enhance environmental stewardship and organisational performance in the corporate hospitality industry. It also encompassed various practices such as resource conservation and customer interaction, which further supported my stand that housekeepers are central to the realisation of sustainability strategies for the brand (Thoriq et al., 2024). Based on these considerations, I have learnt how diverse and challenging it is to manage sustainable actions with the guest’s needs and demands and the business's operating efficiency.
My first observation was specifically the effects caused by the linen and towel reuse programs. They also realised considerable savings on water and energy requirements as per their hotel's objectives of being environmentally friendly, something that would not have been attained with such measures (Abdou et al., 2022). Observing these processes, I realised that some guests who were more sensitive to environmental issues expressed satisfaction with practising sustainable actions. However, I also observed some key drawbacks, such as a temporary decline in guests’ satisfaction when it was learnt that these measures had been irregular. This brought out the need for conformity for various standards to apply to all the locations to address environmental issues and satisfy customers.
Another exposure was the use of environmentally friendly products for cleaning, in which common chemical solutions were replaced. These products erased the hotel's environmental footprint while improving the housekeeping staff's environmental health by minimising exposure to hazardous compounds (Zhao et al., 2021). Observing this side of sustainability helped me embrace practices that care for employees’ needs and conditions as much as the natural environment since sustainability must retain and serve the employees' and the guests’ demands. 
From an organisational perspective, it highlighted why and how sustainable housekeeping works and its problems in practice. During this experience, I realised that efforts to conserve such resources as water by installing aerators, low-flow faucets, and energy-efficient lighting directly correlate with reduced operational costs. At the same time, guest comfort is not affected (Lloyd, 2023). These technologies and key-card systems that turn power off when guests are out of the rooms provided evidence of applying technological perspectives critical to achieving efficiency objectives.
However, the placement also showed some of the problems sustainability activities face in the hospitality industry. For example, the franchise system in Novotel may result in differences in dealing with sustainability issues between different units (Ghani et al., 2022). From this observation, I realised that although sustainable practices make sense, policies should be put in place to guarantee consistency in their results and, perhaps more importantly, standard procedures to monitor the implementation of such sustainable practices across all properties. That means that achieving a high level of sustainability integration and having the correct approach toward it, as well as dedicating sufficient time to proper staff training, is highly important to reach the set environmental and guest satisfaction goals.
This placement experience was instrumental in deepening my understanding of implementing sustainability within business operations. It taught me the value of fostering a culture of environmental responsibility across all levels of staff to ensure that sustainability practices are both practical and achievable. Interviewing regular housekeeping staff and asking them about the sustainable measures they adopt in their daily cleaning routine gave the study more information regarding the strengths and weaknesses of these measures from the housekeeping staff’s perspective (Mwita, 2022). During this period, I realised the need to engage sustainability initiatives with staff training as key to sustaining a positive attitude towards sustainable practice.
Furthermore, I realised the importance of metrics in identifying the efficacy of sustainability practices. The documentation of water and energy use in housekeeping services showed how information can be used to manage resources better (Pomianowski et al., 2020). I also developed a better understanding of how to regulate the push for environmental conservation with company requirements in a way that I would like to apply in subsequent positions as I look for other ways of improving sustainability in hospitality and elsewhere.
During the time spent on Novotel, I can state there are still improvements that could maximise the improvement for more effective sustainability practices. For example, implementing green practices uniformly across the locations would eliminate variability (Ali et al., 2024). This may be done with the use of training that follows a set format across different facilities that would require an understanding of green products and sustainable cleaning measures. It might help create a greater sense of ownership among every employee and guarantee that a patron leaving that location has the same level of environmental awareness as the previous one.
Additionally, I noticed the possible effects of additional involvement of guests in the establishment's sustainability activities. Providing printed or displayed information in guest rooms that tells guests how they could contribute to environmental conservation might enhance their engagement (Acampora et al., 2022). Other strategies that could encourage guests’ engagement could also be offering incentives to customers who go green, for instance, taking their shirts and towels in subsequent days instead of requesting new ones daily. Applying these strategies allowed me to see the value of engaging guests in sustainability initiatives on top of the positive change to guest experience levels and satisfaction.
Moving to further positions, I want to apply these considerations to future positions, considering data-driven sustainability initiatives that address environmental impact and organisational productivity. Everything that happened at Novotel made it possible for me to realise that achieving these goals requires a vision and knowledge of how work is done at the operational level (Kulkov et al., 2024). I am keen to build on this and fight for progressive practices that respect the environment as much as they care about guests’ needs in any environment, including hospitality and business.
Therefore, the experience at Novotel Hotel Wembley was a valuable learning experience, and I got first-hand experience of sustainability being practised within a corporate setting. This practical activity taught me how effective and efficient sustainable housekeeping practices help organisations decrease their negative impacts on their environment, maximise operational outcomes, and increase guest satisfaction. This indeed made me learn that every sustainable business aspect is part of the other, and thus, doing the right thing for the environment requires factoring in the employees and the guests. I will use the practical lessons from the placement, which I hope to integrate into my further professional practice and support creating a sustainability culture in compliance with business values and environmentally-friendly objectives.
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