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Corporate Social Responsibility in Promoting Sustainability within the Hospitality Industry- A Case Study of London Marriott Twickenham Hotel
London Marriott Twickenham is one of the popular hotels in London. Many people come to the hotel every year during the time of ruby game. A lot of waste is generated at that time and that’s why the hotel has taken various steps to reduce the amount of waste and energy consumption inside the hotel. The Serve 360ᵒ program is one of them and they have also made collaboration with UNICEF for the betterment of the life of the children (Inkson and Minnaert, 2018). This essay will discuss about the sustainability approach of the hotel and their initiative for the CSR programs will be included briefly. The challenges that have been faced by the authority during the implementation of the CSR program will be discussed for the better understanding of the reader. 
The corporate social responsibility of London Marriott Twickenham has been implemented in their operations to promote the sustainability of the environment (Cooper, 2021). The authority of the hotel is concentrated on the advancement of the environment and sustainability of the economy of the country for which they have taken initiatives from their end. 
For the sustainability of the environment, the commitment of the hotel is very strong as they have taken initiatives like Serve 360ᵒ. The main goal of this initiative is to reduce the energy consumption in their operation, usage of water and reduction of the emission of the greenhouse gas (Haski-Leventhal, 2018). The hotel has been using the energy efficient lights inside the rooms and they have also bought appliances which consume less energy. The authority of the hotel has also implemented waste management program to motivate the people towards the recycling and they are also aiming towards the zero waste from their operation in the hotel.
One of the main thing that the hotel has taken in their operation is the concentration on the minimization of the use of water in their operation (Sloan, Legrand and Chen, 2017). The hotel has installed low flow faucet inside the washrooms and this initiative focuses towards the broader initiative of the minimization of the water usage inside the hotel. London is also trying to reduce the water usage by the people of the city and the initiative of Hotel Marriott has been aligned with the goal of the city effectively (Korstanje, George and Nedelea, 2020). The regulatory requirements of the authority have also been met at the same time.
The sourcing of the foods in the restaurants of the hotel are also done from the local people as they provide fresh vegetables and other things which are healthy for the people coming to the hotel (Donleavy and Noronha, 2022). The hotel also uses seafood’s which is aligned with the Marine Stewardship Council standard and this is also assisting the suppliers supporting the sustainability in their work.
Marriott Hotel is also working for the social responsibility and they provide support to the local community that is doing their work in the sustainability of the environment. The hotel has also made a global commitment which is “Nurture Our World” and they have made partnership with various nonprofit organizations (Ahmad, Samad and Mahmood, 2024). The hotel is trying to make a positive impact on the areas of education, employment and the betterment of the people in the society. The authority of the hotel also arranges for community programs inside their hotel which provide support to the vulnerable people in the society. They also focus on the diversity and inclusion and providing opportunities to people from various backgrounds for doing their work (Kasim, 2024). This also enhances the skill of the people and they are able to learn a lot of thing at that time.
The London Marriott Twickenham has made various policies regarding the CSR in their hotel. The policies that have been made for the CSR focuses on four things which includes sustainability, empower, welcome and serve (Wang, Yang and Deng, 2024). The policies of the hotel assist them in meeting the environmental challenges and the engagement of the local stakeholders is also getting enhanced through this. 
The first pillar of the polices of the hotel is the sustainability. This pillar is greatly focused on the protection of the environment and conservation of the resources. The main focus of the hotel is to reduce the carbon footprint and minimization of water usage by 50% at the end of the year 2025. To meet the goals of the CSR, the hotel is using the energy efficient items and HVAC system in the hotel building (Ahmad, Ahmad and Siddique, 2023). They have also installed motion sensors inside the hotel so that the lighting systems gets turned off when there is no human around the light. There is also solar panel in the hotel building which assists them in reducing the amount of energy consumption inside the hotel. 
Water conservation has been ensured in the hotel by using the low flow faucets and the authority of the hotel is also providing the reusable towels and linen in their hotel rooms (Gao, Mattila and Andreu, 2024). The staff and the guests of the hotel are always motivated for the reduction of the water usage in their hotel during the time of their stay inside the hotel. The plastics and the papers used in the hotel are recycled through the recycling program and the authority of the hotel is replacing them with the biodegradable alternatives for the betterment of the environment. 
The second pillar of the sustainability policy is empower which is all about the diversity and inclusion at the workplace. The hotel is very popular for providing opportunities to the underrepresented groups in the society. The employees of the hotel are from various backgrounds and this reflects the diversified opportunities provided by the hotel in their operation (Abdou, Hassan and El Dief, 2020). The authority also provides support to the LGBTQ+ and assistance to the disable people coming to the hotel. 
The third pillar of the sustainability approach of the hotel is Welcome. The people that are coming to the hotel are welcomed in the similar manner and no changes are followed for the people of different backgrounds. People that follow various diets in their regular life are also able to get their food without any hesitation inside the hotel. Thus, all the people coming to the hotel feel valued and engaged which enhances their satisfaction for staying at the hotel. 
The people that are coming to the hotel are motivated to participate in the “Make a Green Choice” program where the people are able to make impact on the sustainability of the environment. They are also able to opt out from the house keeping services by getting the Marriott Bonvoy points (Giousmpasoglou and Marinakou, 2024). The authority of the hotel also supports the local initiatives taken by the nearby businesses and they foster long lasting connection with the guest’s trough these sustainable approaches. 
The last thing of the pillar is Serve. The employees of the hotel are influenced to provide their expertise to the local problems such poverty alleviation, relief during the disaster and the education of the children of the local area. They also participate in the community service program such as cloth donation and cleanup of the wastes in the environment (Legrand, Chen and Laeis, 2022). The collaboration with the local schools of the place ensures that the children of the society are getting the chance for their education and this will assist them in enhancing their confidence to join the team at the workplace (Smith and Ong, 2015). Also, the hotel has made a global partnership with UNICEF which is the “Check Out for Children”. The guests coming to the hotel are able to donate during the time of their checkout and this assist in providing vaccines during the time of emergency in the world. 
During the implementation of all these things, the authority of the hotel had to face various challenges. Through the CSR activities are very important for the operation of the hotel but at the same time the authority had to look after the management of the cost and meeting the expectations of the guests coming to the hotel (Jiang et al., 2025). One of the main challenge that the hotel faced during the implementation of the CSR activities includes the extra cost that is required for the installation of the energy efficient appliance in the hotel. Through these initiative will reduce a large amount of cost of the hotel in the long run but during the installation period, they required a large amount of cost and this made impact on the profitability of the business.
Also, the new things installed in the hotel requires maintenance which also incur a large amount of cost in the hotel. As the HVAC system and energy efficient appliances has been installed in the hotel, the authority has to ensure that they are providing their full efficiency by regular checkups (Vaughan, 2024). As the hotel is doing so many things for the sustainability approach, they also have to look after the comfort and satisfaction of the guests coming to the hotel. Many of the guests expect for premium service inside the hotel and this might sometimes conflict with the sustainability approach of the hotel (Manoharan, Madera and Singal, 2024). Reusable plastics and papers might provide some of the guests the feeling for reducing the service quality of the hotel.
To reduce the energy consumption inside the hotel building, the authority has also reduced the usage of the air conditioning inside the hotel and this might also cause the hotel authority to get complaints from the guests (Pereira and Dos Anjos, 2023). Thus the hotel has to face this kind of challenges during the time of their work in the hotel. 
The training of the staffs inside the hotel is also a requirement as the authority is implementing new technologies inside the hotel. The authority always has to ensure that the employees of the hotel are up to date with all the things and they are able to know about the importance of the CSR activities from the hotel (Madera and Beiza, 2023). The employees are doing their work with the previous culture of the hotel for a long time. That’s why it will become difficult for the employees to adopt new things and this will also hamper the operation of the hotel. 
The CSR activities of hotel is very important for the betterment of the environment. Every year a lot of guests come to the hotel and they use various types of things inside the hotel which have negative impact on the environment. That’s why the London Marriott Twickenham has taken initiatives for the betterment of the environment and at the same time it will make impact on the local people lives as well. The children in the local area are getting the chance to go the educational institution and the authority of the hotel is providing them this benefit for better opportunity in the future. Also, the diversity inside the hotel is ensuring that people from different places are getting the chance to do their work inside the hotel. This has also enhanced the reputation of the hotel and they are able to become popular among the others in the market. 
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