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[bookmark: _Toc217050723]Chapter 1: Introduction
[bookmark: _Toc217050724]1.1 Background and Context
In recent years, sustainability has moved from a peripheral concern to a central strategic priority for organisations across a wide range of industries. Increasing environmental pressures, rising social expectations, regulatory requirements, and heightened stakeholder awareness have fundamentally reshaped how businesses operate and how success is defined. Within this context, sustainability is no longer viewed solely as an ethical obligation but as a potential source of long-term competitive advantage and business value. Organisations are increasingly expected to demonstrate responsible practices that balance economic performance with environmental protection and social responsibility.
The hospitality industry faces growing scrutiny regarding its sustainability performance. Hotels consume significant amounts of energy and water, generate large volumes of waste, and operate within complex global supply chains. At the same time, hotels are service-intensive organisations that rely heavily on human capital and customer perceptions. As a result, sustainability practices in the hospitality sector have implications not only for environmental impact but also for brand reputation, customer satisfaction, employee engagement, and overall business performance.
As consumer awareness of environmental and social issues increases, guests are becoming more conscious of the sustainability credentials of the hotels they choose. Research suggests that a growing segment of customers prefer accommodation providers that demonstrate responsible practices such as energy efficiency, waste reduction, ethical sourcing, and community engagement. Consequently, sustainability has become a strategic consideration for hotel operators seeking to enhance guest loyalty, differentiate themselves from competitors, and strengthen long-term financial performance.

[bookmark: _Toc217050725]1.2 Sustainability and Business Success in the Hospitality Sector
Business success in the hospitality industry has traditionally been measured using financial indicators such as revenue growth, occupancy rates, profitability, and market share. While these indicators remain important, contemporary perspectives increasingly recognise that non-financial factors also play a critical role in sustaining competitive advantage. Concepts such as brand image, customer loyalty, employee satisfaction, and stakeholder trust are now widely acknowledged as key contributors to organisational success.
Sustainability initiatives can influence these factors in several ways. Environmentally responsible practices may lead to cost savings through reduced energy and water consumption. Social initiatives, such as fair labour practices and employee development, can enhance staff motivation and reduce turnover, which is particularly important in an industry characterised by high employee attrition rates. Furthermore, transparent sustainability reporting and ethical business conduct can strengthen relationships with key stakeholders, including investors, regulators, suppliers, and local communities.
Despite these potential benefits, the implementation of sustainability in the hospitality sector is not without challenges. Hotels often operate under tight margins, and sustainability initiatives may require upfront investment in technology, training, or infrastructure. Additionally, the extent to which sustainability contributes to measurable business success can be difficult to assess, particularly when benefits are long-term or intangible. This has led to ongoing debate regarding whether sustainability initiatives represent a genuine strategic asset or merely a marketing tool.
[bookmark: _Toc217050726]1.3 Rationale for the Study
Although existing literature has examined sustainability within the hospitality industry, much of the research has focused on large international hotel chains or has relied heavily on secondary data such as sustainability reports and corporate disclosures. While these sources provide valuable insights into organisational intentions and stated commitments, they may not fully reflect how sustainability is implemented in practice or how it is perceived by those directly involved in daily operations.
There is a particular lack of in-depth qualitative research that explores sustainability from the perspectives of both employees and customers within a specific organisational context. Understanding how staff interpret sustainability policies, how consistently these policies are applied across departments, and how guests perceive and respond to sustainable practices is essential for assessing the true contribution of sustainability to business success.
This research seeks to address this gap by adopting a qualitative case study approach focused on Park Plaza Hotels. Park Plaza is a well-established hotel brand operating within a competitive UK hospitality market, making it a suitable case for examining how sustainability is embedded within organisational practices and how it influences business outcomes. By gathering primary data from employees and guests, supported by secondary documentary analysis, this study aims to provide a holistic and practice-oriented understanding of sustainability as a driver of business success.
[bookmark: _Toc217050727]1.4 Research Aim and Objectives
Research Aim:
The primary aim of this research is to explore how sustainability practices contribute to business success within Park Plaza Hotels.
Research Objectives:
1. To examine Park Plaza Hotels’ approach to sustainability and the strategies used to embed sustainable practices into daily operations.
2. To explore employees’ perceptions of sustainability initiatives and their perceived impact on organisational performance and guest satisfaction.
3. To investigate guests’ views on Park Plaza’s sustainability practices and their influence on customer satisfaction and loyalty.
4. To assess the extent to which sustainability contributes to business success from a strategic and operational perspective.
5. To provide practical recommendations for enhancing sustainability practices within Park Plaza Hotels.
[bookmark: _Toc217050728]1.5 Research Questions
To achieve the stated aim and objectives, the following research questions will guide the study:
1. How is sustainability integrated into the operational and strategic practices of Park Plaza Hotels?
2. How do employees perceive the implementation and impact of sustainability initiatives within the organisation?
3. How do hotel guests perceive Park Plaza’s sustainability practices, and how do these perceptions influence their satisfaction and loyalty?
4. In what ways does sustainability contribute to business success in the context of Park Plaza Hotels?

[bookmark: _Toc217050729]1.6 Scope and Significance of the Study

This research focuses specifically on Park Plaza Hotels as a single case study within the UK hospitality sector. The scope of the study includes sustainability practices related to environmental, social, and operational dimensions, as well as their perceived impact on business success. While the findings may not be statistically generalisable to all hotels, the in-depth qualitative insights generated can offer valuable lessons for similar organisations operating within the hospitality industry.

The study is significant for several reasons. Academically, it contributes to the growing body of literature on sustainability and business performance by providing qualitative, practice-based evidence. Practically, it offers actionable insights for hotel managers seeking to align sustainability initiatives with strategic business objectives. Finally, from a professional development perspective, the research enhances the researcher’s understanding of applied research methods, sustainability management, and reflective practice.
[bookmark: _Toc217050730]1.7 Structure of the Dissertation
This dissertation is structured into five chapters. Chapter One has introduced the research context, rationale, aims, objectives, and research questions. Chapter Two will present a critical review of the existing literature on sustainability and business success within the hospitality sector. Chapter Three will outline the research methodology adopted in the study, including the research design, data collection methods, and ethical considerations. Chapter Four will present and discuss the research findings, integrating primary data with relevant literature. Finally, Chapter Five will conclude the study by summarising key findings, presenting recommendations, acknowledging limitations, and suggesting directions for future research.
[bookmark: _Toc217050731]Chapter 2: Literature Review
[bookmark: _Toc217050732]2.1 Introduction
This chapter critically reviews the academic and industry literature relevant to sustainability and business success within the hospitality sector. The purpose of the literature review is to establish a theoretical foundation for the study, identify key concepts and models, and highlight gaps that justify the current research. Sustainability has been widely examined across business and management disciplines; however, its application within hospitality, particularly through qualitative, organisation-specific studies, remains underexplored. This chapter therefore focuses on core sustainability theories, their relevance to business success, and how these concepts apply to hotel operations. The review also introduces stakeholder perspectives and customer-related outcomes, which are central to understanding sustainability as a strategic asset in hospitality organisations.
[bookmark: _Toc217050733]2.2 Defining Sustainability in a Business Context
Sustainability in business is commonly understood as an approach that seeks to balance economic performance with environmental protection and social responsibility. One of the most influential frameworks in this area is the Triple Bottom Line (TBL), introduced by Elkington, which conceptualises sustainability through three interrelated dimensions: economic, environmental, and social performance. According to this model, organisations should aim not only to generate financial value but also to minimise environmental harm and contribute positively to society.
In a business context, sustainability extends beyond compliance with regulations to encompass voluntary initiatives that create long-term value for both the organisation and its stakeholders. Scholars argue that sustainable practices can enhance organisational resilience by reducing risk exposure, improving resource efficiency, and strengthening stakeholder relationships. From this perspective, sustainability is increasingly viewed as a strategic orientation rather than a purely ethical or philanthropic concern.
Within hospitality management, sustainability often includes practices such as energy efficiency, water conservation, waste reduction, ethical sourcing, employee well-being, and community engagement. These practices reflect the service-intensive and resource-dependent nature of hotel operations. While the principles of sustainability are widely accepted, the extent to which they are embedded into everyday organisational practices varies significantly between hotels, depending on factors such as size, ownership structure, brand positioning, and managerial commitment.
[bookmark: _Toc217050734]2.3 Sustainability in the Hospitality Industry
The hospitality industry presents unique sustainability challenges and opportunities. Hotels operate continuously, consume large quantities of energy and water, and generate substantial waste. As a result, they have a significant environmental footprint compared to many other service industries. At the same time, hotels rely heavily on human interaction and customer experience, making social sustainability particularly relevant.
Previous studies highlight that sustainability adoption in hospitality has historically lagged behind other industries due to cost concerns, operational complexity, and limited awareness among managers. However, this trend has begun to change as environmental regulations become stricter and customer expectations evolve. Research suggests that hotels increasingly recognise sustainability as a means of enhancing brand reputation, improving operational efficiency, and responding to stakeholder pressure.
Large hotel chains have been at the forefront of sustainability initiatives, often publishing detailed sustainability or corporate social responsibility reports. These documents typically outline commitments to carbon reduction, responsible sourcing, diversity and inclusion, and community involvement. While such disclosures demonstrate strategic intent, critics argue that they may not fully reflect the realities of implementation at the operational level. This highlights the importance of examining sustainability practices from the perspectives of employees who are responsible for executing these initiatives on a daily basis.
[bookmark: _Toc217050735]2.4 Sustainability and Business Success
Business success is a multidimensional concept that extends beyond short-term financial performance. Traditional measures such as profitability, revenue growth, and return on investment remain important, but contemporary research increasingly emphasises intangible outcomes, including customer satisfaction, brand equity, employee engagement, and organisational reputation. Sustainability has been linked to business success through both direct and indirect pathways.
From an economic perspective, sustainable practices can lead to cost savings through improved resource efficiency, such as reduced energy and water consumption. Studies have shown that investments in energy-efficient technologies and waste management systems can generate long-term financial benefits, despite requiring initial capital expenditure. Additionally, sustainability initiatives may reduce regulatory and reputational risks, thereby protecting organisational value.
From a strategic perspective, sustainability can serve as a source of competitive advantage. The resource-based view of the firm suggests that organisations can achieve sustained competitive advantage by developing valuable, rare, inimitable, and non-substitutable resources. When sustainability is deeply embedded into organisational culture and operations, it can become difficult for competitors to replicate, particularly when it is supported by employee commitment and stakeholder trust.
In the hospitality sector, sustainability has also been associated with enhanced brand differentiation. Hotels that effectively communicate their sustainability efforts may appeal to environmentally and socially conscious consumers, thereby increasing customer loyalty and willingness to pay. However, the literature also warns against superficial or symbolic sustainability initiatives, often referred to as “greenwashing,” which can undermine trust and damage brand reputation if perceived as insincere.
[bookmark: _Toc217050736]2.5 Stakeholder Theory and Sustainability
Stakeholder theory provides a useful lens for understanding sustainability in business. The theory posits that organisations are accountable not only to shareholders but also to a broad range of stakeholders, including employees, customers, suppliers, communities, and regulators. From this perspective, business success depends on the organisation’s ability to balance and manage the interests of multiple stakeholder groups.
Sustainability initiatives are closely aligned with stakeholder theory, as they often aim to address the expectations and concerns of diverse stakeholder groups. For example, environmental initiatives may respond to regulatory and community expectations, while social initiatives such as employee development and fair labour practices address internal stakeholder needs. In hospitality organisations, employees play a particularly critical role, as service quality and customer experience are directly influenced by staff behaviour and engagement.
Research suggests that involving employees in sustainability initiatives can enhance their sense of purpose and organisational commitment. When employees understand and support sustainability goals, they are more likely to engage in pro-environmental behaviours and deliver consistent service quality. Conversely, a lack of employee engagement can undermine sustainability efforts, resulting in inconsistent implementation and limited impact on business performance.
Customers are another key stakeholder group in the hospitality sector. Stakeholder theory emphasises the importance of understanding customer expectations and perceptions, particularly in relation to ethical and environmental practices. As sustainability becomes more visible to guests, their perceptions can significantly influence satisfaction, loyalty, and word-of-mouth behaviour.
[bookmark: _Toc217050737]2.6 Sustainability, Customer Satisfaction, and Loyalty
Customer satisfaction and loyalty are widely recognised as critical drivers of long-term business success in the hospitality industry. The service-dominant logic of marketing suggests that value is co-created through interactions between service providers and customers. Sustainability initiatives can contribute to this value creation process by enhancing the overall guest experience and aligning with customer values.
Empirical studies indicate that guests increasingly consider sustainability when making accommodation choices, although the strength of this influence varies across demographic groups and travel purposes. Environmentally conscious guests may perceive sustainable practices as indicators of quality, responsibility, and trustworthiness. Practices such as visible recycling facilities, energy-saving measures, and the use of eco-friendly amenities can positively influence guest perceptions, particularly when communicated transparently.
However, the literature also highlights that sustainability alone is unlikely to compensate for poor service quality. Guests generally expect sustainability initiatives to complement, rather than replace, core service attributes such as comfort, cleanliness, and value for money. This suggests that sustainability contributes to business success most effectively when it is integrated seamlessly into the overall service offering.
Customer loyalty is influenced not only by satisfaction but also by emotional and ethical alignment with a brand. Hotels that demonstrate genuine commitment to sustainability may foster stronger emotional connections with guests, leading to repeat visits and positive word-of-mouth. This reinforces the argument that sustainability can serve as a strategic tool for building long-term customer relationships.
[bookmark: _Toc217050738]2.7 Gaps in the Existing Literature
Despite the growing body of research on sustainability in hospitality, several gaps remain. Much of the existing literature relies on quantitative surveys or secondary data analysis, which may overlook the nuanced experiences and perceptions of employees and guests. There is limited qualitative research that explores how sustainability is understood and enacted within specific organisational contexts.
Furthermore, many studies focus on large multinational hotel chains, leaving smaller or regionally focused brands underrepresented. There is also a tendency to examine sustainability initiatives in isolation, rather than considering how they interact with organisational culture, employee engagement, and customer experience. These gaps highlight the need for in-depth, qualitative case studies that provide a holistic understanding of sustainability as a driver of business success.
This research responds to these gaps by adopting a qualitative case study approach focused on Park Plaza Hotels. By integrating employee and guest perspectives with documentary analysis, the study aims to provide a comprehensive and context-specific understanding of how sustainability contributes to business success in practice.
[bookmark: _Toc217050739]2.8 Theoretical Perspectives on Sustainability and Competitive Advantage
To further understand how sustainability may contribute to business success, it is necessary to examine key theoretical perspectives that explain the relationship between responsible practices and organisational performance. Beyond the Triple Bottom Line framework, several management theories offer valuable insights into why and how sustainability can become a source of competitive advantage.
The resource-based view (RBV) of the firm suggests that organisations achieve sustained competitive advantage by developing internal resources and capabilities that are valuable, rare, difficult to imitate, and non-substitutable. From this perspective, sustainability-related capabilities such as environmentally efficient operations, strong ethical cultures, and stakeholder trust can be viewed as strategic resources. When sustainability is embedded into organisational routines and values, it becomes difficult for competitors to replicate, particularly in service industries like hospitality where performance is closely tied to human behaviour and organisational culture.
In the context of hotels, sustainability capabilities may include trained employees who consistently apply environmental practices, management systems that support continuous improvement, and a reputation for ethical conduct. These capabilities can enhance operational efficiency and service quality simultaneously. Studies applying RBV to hospitality suggest that hotels that integrate sustainability into their core strategy are more likely to achieve long-term performance benefits than those that adopt isolated or symbolic initiatives.
Institutional theory also provides a useful lens for examining sustainability adoption in hospitality. This theory argues that organisations are influenced by external pressures such as regulations, industry norms, and societal expectations. Hotels may adopt sustainability practices in response to regulatory requirements, certification schemes, or pressure from stakeholders such as customers and investors. While institutional pressures can lead to conformity and legitimacy, critics argue that they may also result in superficial adoption if sustainability is pursued primarily to meet external expectations rather than internal strategic goals. This reinforces the importance of examining how sustainability is enacted in practice rather than relying solely on policy statements or formal disclosures.
[bookmark: _Toc217050740]2.9 Organisational Culture, Employee Engagement, and Sustainability
Organisational culture plays a central role in shaping how sustainability initiatives are interpreted and implemented within hospitality organisations. Culture refers to the shared values, beliefs, and norms that influence employee behaviour. In hotels, where service delivery depends heavily on frontline staff, organisational culture can significantly affect the consistency and effectiveness of sustainability practices.
Research indicates that sustainability initiatives are more successful when employees understand their purpose and perceive them as aligned with organisational values. When sustainability is framed as part of the organisation’s identity rather than an imposed requirement, employees are more likely to engage in pro-environmental behaviours and support sustainability goals. Conversely, a lack of communication or perceived managerial commitment can lead to resistance, confusion, or disengagement among staff.
Employee engagement is particularly relevant in the hospitality sector due to high levels of labour intensity and turnover. Studies suggest that sustainability initiatives that incorporate employee training, empowerment, and recognition can enhance job satisfaction and organisational commitment. For example, involving employees in sustainability decision-making or encouraging them to suggest improvements can foster a sense of ownership and responsibility. This not only supports sustainability outcomes but may also improve service quality and customer satisfaction, thereby contributing indirectly to business success.
However, the literature also highlights challenges related to sustainability implementation at the operational level. Time constraints, workload pressures, and limited resources can hinder employee participation. These challenges underline the importance of managerial support and effective communication in translating sustainability policies into everyday practices.
[bookmark: _Toc217050741]2.10 Sustainability Reporting and Transparency in Hospitality
Transparency and communication are critical components of sustainability management. Many hospitality organisations publish sustainability or corporate responsibility reports to communicate their commitments and performance to stakeholders. These reports often include information on environmental targets, social initiatives, and governance structures.
While sustainability reporting can enhance organisational legitimacy and stakeholder trust, researchers caution that such disclosures may not always reflect actual practices. The risk of greenwashing arises when organisations exaggerate or selectively present sustainability achievements. In the hospitality context, where guests increasingly value authenticity, inconsistencies between reported commitments and observed practices can damage brand credibility.
Empirical studies suggest that guests are more likely to respond positively to sustainability initiatives when they are visible and integrated into the guest experience. This includes clear communication about initiatives such as towel reuse programmes, energy-saving measures, or local sourcing, provided these initiatives do not compromise comfort or service quality. Transparency at both organisational and operational levels is therefore essential for sustainability to contribute meaningfully to business success.
[bookmark: _Toc217050742]2.11 Sustainability and Long-Term Business Performance
A growing body of research supports the view that sustainability contributes to long-term business performance rather than short-term financial gains. Longitudinal studies indicate that organisations with strong sustainability performance often demonstrate greater resilience during economic downturns and are better positioned to adapt to changing market conditions.

In hospitality, long-term performance is influenced by factors such as brand loyalty, repeat visitation, and reputation. Sustainability initiatives can strengthen these factors by aligning the organisation with broader societal values and expectations. However, the literature emphasises that sustainability must be strategically aligned with business objectives to deliver tangible benefits. Initiatives that are poorly integrated or inadequately resourced may fail to produce meaningful outcomes and may even create operational inefficiencies.
This perspective highlights the importance of evaluating sustainability not as an isolated set of activities but as part of a broader strategic framework. Understanding how sustainability initiatives are perceived by employees and guests is therefore critical for assessing their contribution to business success.
[bookmark: _Toc217050743]2.12 Linking the Literature to the Research Questions
The reviewed literature demonstrates that sustainability has the potential to contribute to business success through multiple pathways, including operational efficiency, stakeholder engagement, employee commitment, and customer loyalty. However, the extent to which these benefits are realised depends on how sustainability is implemented and perceived within specific organisational contexts.
The literature also reveals a gap in qualitative, organisation-specific research that captures the lived experiences of employees and guests. While existing studies provide valuable theoretical insights, they often lack depth regarding operational realities and stakeholder perceptions. This gap directly informs the research questions of the present study, which seek to explore how sustainability is integrated into Park Plaza Hotels, how employees and guests perceive these initiatives, and how they contribute to business success in practice.
By adopting a qualitative case study approach, this research builds on existing theoretical frameworks while addressing limitations in the current literature. The findings are expected to contribute both to academic understanding and to practical decision-making within the hospitality industry.
[bookmark: _Toc217050744]Chapter 3: Methodology
[bookmark: _Toc217050745]3.1 Introduction
This chapter outlines the research methodology adopted to investigate how sustainability contributes to business success within Park Plaza Hotels. The methodological choices are guided by the research aim and questions established in Chapter One and informed by the literature reviewed in Chapter Two. The chapter explains the research philosophy and approach, research design, data collection methods, sampling strategy, data analysis techniques, and ethical considerations. The purpose of this chapter is to demonstrate that the chosen methodology is appropriate, rigorous, and aligned with the objectives of the study.
[bookmark: _Toc217050746]3.2 Research Philosophy and Approach
This study is grounded in an interpretivist research philosophy, which emphasises understanding social phenomena through the meanings and perceptions of individuals. Interpretivism is particularly suitable for research that seeks to explore attitudes, experiences, and interpretations rather than measure variables quantitatively. In the context of this study, the aim is to understand how sustainability practices are perceived and experienced by employees and guests at Park Plaza Hotels, rather than to test predefined hypotheses.
A qualitative research approach is therefore adopted. Qualitative research allows for in-depth exploration of complex organisational practices and provides rich insights into how sustainability is understood and enacted in real-world settings. This approach is consistent with the exploratory nature of the research and supports the investigation of sustainability as a multidimensional and context-dependent phenomenon.
[bookmark: _Toc217050747]3.3 Research Design: Qualitative Case Study
The research employs a qualitative case study design, focusing on Park Plaza Hotels as a single case. Case study research is appropriate when the objective is to gain a detailed understanding of a contemporary phenomenon within its real-life context. Park Plaza Hotels was selected due to its established presence within the UK hospitality sector and its publicly stated commitment to sustainability.
Using a single case study enables the researcher to examine sustainability practices in depth, considering organisational policies, employee experiences, and guest perceptions holistically. While single case studies may limit statistical generalisability, they offer strong analytical insights that can inform theory and practice within similar organisational contexts.
[bookmark: _Toc217050748]3.4 Data Collection Methods
To ensure depth and credibility, the study utilises multiple data collection methods, combining primary and secondary data sources. This methodological triangulation strengthens the validity of the findings by allowing comparison across different forms of evidence.
Primary data is collected through semi-structured interviews and a short guest survey. Semi-structured interviews are conducted with approximately eight to ten Park Plaza employees from various departments, including management, operations, housekeeping, and customer service. This approach allows participants to express their views freely while ensuring that key sustainability-related topics are consistently addressed. Each interview lasts approximately thirty to forty-five minutes and is conducted either in person or online, depending on participant availability and consent.
To complement the employee perspective, a short survey is distributed to approximately thirty hotel guests. The survey includes closed-ended Likert scale questions to capture general perceptions of sustainability practices, as well as a small number of open-ended questions to gather qualitative insights. This mixed-format survey supports the interpretation of qualitative findings by providing contextual quantitative indications of guest attitudes.
Secondary data is gathered through the review of organisational documents, including sustainability reports, corporate responsibility statements, and internal policy documents. Where permitted, informal observations of on-site sustainability practices, such as energy-saving measures or waste management initiatives, are also undertaken to support data interpretation.
[bookmark: _Toc217050749]3.5 Sampling Strategy
A purposive sampling strategy is used to select participants who are directly involved in or affected by sustainability practices at Park Plaza Hotels. Employees are selected based on their departmental roles to ensure a diverse range of perspectives across operational and managerial levels. This approach enhances the richness of the data by capturing insights from individuals with varying responsibilities and experiences.
Guest participants are selected using convenience sampling, with surveys distributed to guests who are willing to participate during their stay. While this approach may limit representativeness, it is appropriate for exploratory research and provides valuable insight into guest perceptions within the practical constraints of the study.
[bookmark: _Toc217050750]3.6 Data Analysis
All qualitative data collected from interviews and open-ended survey responses is transcribed and analysed using thematic analysis. Thematic analysis involves identifying, analysing, and reporting patterns or themes within the data. This method is well suited to qualitative case study research and supports systematic interpretation of participant perspectives.
The analysis follows a structured process, beginning with familiarisation with the data, followed by initial coding and the development of broader themes. Themes are reviewed and refined to ensure they accurately represent the data and align with the research questions. Quantitative survey data is summarised descriptively to support interpretation and provide contextual support for qualitative findings. Findings from document analysis are compared with primary data to enhance credibility and triangulation.
[bookmark: _Toc217050751]3.7 Ethical Considerations
Ethical considerations are central to the research process. Ethical approval is sought from the university prior to data collection. All participants are provided with clear information about the purpose of the study, their right to withdraw at any time, and how their data will be used. Informed consent is obtained from all participants before participation begins.
Anonymity and confidentiality are maintained by removing identifiable information from transcripts and reports. Data is securely stored and used solely for academic purposes. Particular care is taken to ensure that employee participants do not feel pressured to participate and that their responses do not have any negative implications for their employment.
[bookmark: _Toc217050752]3.8 Reliability, Validity, and Limitations
To enhance reliability and validity, the study employs triangulation through the use of multiple data sources and methods. Clear documentation of the research process and systematic data analysis further support the credibility of the findings. However, the study is subject to limitations, including the use of a single case study and a relatively small sample size. These limitations are acknowledged and addressed in the discussion and conclusion chapters.
[bookmark: _Toc217050753]Chapter 4: Results and Discussion
[bookmark: _Toc217050754]4.1 Introduction
This chapter presents and discusses the findings of the study, drawing on data collected from semi-structured interviews with Park Plaza employees, guest survey responses, and supporting secondary sources. The chapter integrates the presentation of results with critical discussion, allowing findings to be interpreted in relation to the research questions and the literature reviewed in Chapter Two. The analysis focuses on identifying key themes that explain how sustainability is implemented within Park Plaza Hotels and how these practices contribute to business success from both employee and guest perspectives. This integrated approach enables a deeper understanding of sustainability as an operational and strategic practice rather than a purely conceptual commitment.
[bookmark: _Toc217050755]4.2 Overview of Participants and Data Collected
A total of nine employees from Park Plaza Hotels participated in the semi-structured interviews. Participants represented a range of departments, including management, operations, housekeeping, and customer service. This diversity provided a broad perspective on how sustainability practices are understood and applied across different functional areas. Interviewees had varying levels of experience within the organisation, ranging from frontline staff to supervisory and managerial roles, which allowed the study to capture both strategic and operational viewpoints.
In addition to employee interviews, survey responses were collected from thirty hotel guests. The guest survey aimed to explore awareness of sustainability initiatives, perceptions of Park Plaza’s environmental and social practices, and the influence of these practices on satisfaction and loyalty. The combination of employee interviews and guest surveys provided a balanced view of sustainability from both internal and external stakeholder perspectives.
Secondary data, including sustainability reports and policy documents, was used to contextualise the primary findings and assess alignment between stated organisational commitments and observed practices. Together, these data sources supported a comprehensive analysis of sustainability within Park Plaza Hotels.
[bookmark: _Toc217050756]4.3 Theme 1: Understanding and Awareness of Sustainability Practices
A prominent theme emerging from the employee interviews was the general awareness of sustainability as an organisational priority. Most participants demonstrated a basic understanding of sustainability and were able to identify specific initiatives implemented by Park Plaza Hotels, such as energy-saving measures, waste reduction practices, and towel and linen reuse programmes. Employees commonly associated sustainability with environmental responsibility, although fewer participants explicitly referenced social or economic dimensions.
Several employees noted that sustainability policies were communicated primarily through internal training sessions, staff briefings, or operational guidelines. For example, frontline staff highlighted procedures related to waste separation and energy usage, while managerial staff emphasised compliance with corporate sustainability standards. This indicates that sustainability awareness exists across organisational levels, although the depth of understanding varies depending on role and responsibility.
From a discussion perspective, this finding aligns with the literature suggesting that awareness is a critical first step in successful sustainability implementation. However, the variation in understanding also reflects concerns raised by previous studies regarding fragmented sustainability knowledge within hospitality organisations. While employees were generally aware of sustainability initiatives, not all participants demonstrated a clear understanding of how these practices contributed to broader business objectives, such as cost efficiency or customer satisfaction. This suggests a potential gap between policy communication and strategic understanding.
[bookmark: _Toc217050757]4.4 Theme 2: Implementation of Sustainability at the Operational Level
Another key theme related to the practical implementation of sustainability initiatives in daily operations. Employees described a range of operational practices aimed at reducing environmental impact, including energy-efficient lighting, water-saving devices, recycling systems, and responsible housekeeping procedures. Housekeeping staff, in particular, emphasised their role in implementing sustainability through linen reuse programmes and waste management.

However, several participants noted challenges associated with implementation. Time pressure, workload demands, and occasional lack of resources were identified as barriers to consistent application of sustainability practices. For instance, some employees reported that sustainability procedures were sometimes deprioritised during busy periods when service speed and guest demands took precedence.
This finding reflects existing research that highlights operational constraints as a common challenge in hospitality sustainability. While sustainability initiatives may be well-designed at a strategic level, their effectiveness ultimately depends on frontline execution. The results suggest that although Park Plaza Hotels has embedded sustainability into operational guidelines, the consistency of implementation can vary depending on situational factors and managerial support.
From a business success perspective, inconsistent implementation may limit the potential benefits of sustainability initiatives. If sustainability practices are not applied consistently, opportunities for cost savings, efficiency improvements, and positive guest perceptions may be reduced. This reinforces the importance of aligning sustainability goals with operational realities and ensuring adequate support for employees responsible for execution.
[bookmark: _Toc217050758]4.5 Theme 3: Employee Perceptions of Sustainability and Organisational Commitment
Employee perceptions of organisational commitment to sustainability emerged as a significant theme. Many participants expressed positive views regarding Park Plaza’s sustainability efforts, noting that the organisation appeared genuinely committed rather than engaging in superficial initiatives. Employees highlighted management support, visible investments in sustainability-related infrastructure, and ongoing policy development as indicators of this commitment.
At the same time, some participants expressed a desire for greater involvement in sustainability decision-making. While sustainability policies were generally perceived as top-down, employees suggested that greater consultation and feedback mechanisms could enhance engagement and ownership. This finding aligns with the literature on employee engagement, which emphasises the role of participation and empowerment in fostering commitment to organisational initiatives.
From a discussion standpoint, employee perceptions of authenticity are particularly important. As highlighted in the literature review, sustainability initiatives are more effective when employees perceive them as aligned with organisational values rather than as symbolic gestures. Positive employee perceptions can lead to increased motivation, improved service delivery, and stronger alignment with organisational goals, all of which contribute indirectly to business success.
[bookmark: _Toc217050759]4.6 Theme 4: Guest Awareness and Perceptions of Sustainability
Guest survey findings indicate a moderate to high level of awareness of Park Plaza’s sustainability practices. Most guests reported noticing at least some sustainability-related initiatives during their stay, such as towel reuse programmes, energy-efficient lighting, or environmentally friendly messaging. Guests generally viewed these initiatives positively, associating them with responsible management and modern hospitality standards.
However, survey responses also suggest that sustainability was not the primary driver of hotel choice for most guests. Factors such as location, price, comfort, and service quality were ranked as more important. This finding is consistent with existing research, which suggests that while sustainability influences perceptions and satisfaction, it rarely overrides core service expectations.
Importantly, guests indicated that sustainability initiatives enhanced their overall experience when they were implemented seamlessly and did not compromise comfort. This supports the argument that sustainability contributes to business success most effectively when integrated into the service offering rather than positioned as a standalone feature.
[bookmark: _Toc217050760]4.7 Initial Link to Business Success
The findings presented in this section suggest that sustainability contributes to business success at Park Plaza Hotels through indirect mechanisms rather than immediate financial outcomes. Employee awareness and engagement support consistent service delivery, while positive guest perceptions enhance satisfaction and brand reputation. These factors align with broader definitions of business success that extend beyond short-term profitability to include long-term competitiveness and stakeholder trust.
This discussion provides a foundation for the next part of the chapter, which will further explore the relationship between sustainability, customer satisfaction, loyalty, and organisational performance, and critically compare the findings with existing literature.
[bookmark: _Toc217050761]4.8 Sustainability and Customer Satisfaction
Building on the initial findings, a key theme emerging from the guest survey data relates to the relationship between sustainability practices and customer satisfaction. While sustainability was not identified as the primary factor influencing hotel choice, many guests reported that environmentally and socially responsible practices positively shaped their overall perception of Park Plaza Hotels. Guests commonly described sustainability initiatives as a “bonus” or “added value” that enhanced their stay rather than a decisive selection criterion.
Several respondents indicated that visible sustainability efforts contributed to a sense of trust and professionalism. For example, guests noted that initiatives such as reduced plastic use, recycling facilities, and energy-saving measures signalled responsible management and modern operational standards. These perceptions are significant, as customer satisfaction in hospitality is influenced not only by tangible service elements but also by symbolic cues that reflect organisational values.
This finding aligns with existing literature, which suggests that sustainability enhances customer satisfaction when it complements core service attributes. Studies consistently indicate that guests expect hotels to meet fundamental expectations related to comfort, cleanliness, and service quality before sustainability initiatives are considered meaningful. In the case of Park Plaza Hotels, sustainability appears to function as a value-enhancing factor rather than a substitute for service excellence. This reinforces the importance of integrating sustainability seamlessly into the guest experience.
[bookmark: _Toc217050762]4.9 Sustainability and Customer Loyalty
Customer loyalty emerged as a more complex outcome in relation to sustainability practices. Survey responses suggest that while sustainability alone may not guarantee repeat visitation, it can strengthen emotional and ethical alignment with the brand. Several guests indicated that they would be more likely to return to or recommend a hotel that demonstrates genuine commitment to sustainability, provided that service quality remains consistent.
This finding supports the literature on relationship marketing and ethical consumerism, which highlights the role of shared values in building long-term customer relationships. Sustainability initiatives can contribute to brand differentiation in a competitive hospitality market, particularly among environmentally conscious guests. However, the findings also suggest that loyalty is influenced by a combination of factors, including price competitiveness, location, and overall experience.
From a business success perspective, sustainability contributes to loyalty indirectly by reinforcing positive brand associations and supporting customer trust. This indirect contribution is particularly relevant in hospitality, where repeat business and positive word-of-mouth are critical drivers of long-term performance. The findings indicate that sustainability strengthens loyalty when it is perceived as authentic and aligned with guest expectations.
[bookmark: _Toc217050763]4.10 Strategic Value of Sustainability for Park Plaza Hotels
The findings highlight that sustainability at Park Plaza Hotels functions as a strategic rather than purely operational consideration. Employee interviews revealed that sustainability is embedded within organisational policies and supported by management commitment. This strategic orientation enables sustainability initiatives to extend beyond cost-saving measures and contribute to broader organisational goals, such as brand positioning and stakeholder engagement.
From a strategic management perspective, this supports the resource-based view discussed in the literature review. Sustainability-related capabilities, including trained employees, established procedures, and organisational reputation, can be considered valuable and difficult-to-imitate resources. When these capabilities are consistently applied, they contribute to sustained competitive advantage rather than short-term gains.
However, the findings also reveal areas for improvement. Employees identified opportunities for greater involvement in sustainability decision-making and clearer communication of the strategic importance of sustainability. Addressing these areas could further strengthen the alignment between sustainability initiatives and business objectives, enhancing their overall impact on performance.
[bookmark: _Toc217050764]4.11 Comparison with Existing Literature
Comparing the findings with existing literature reveals strong alignment with prior research on sustainability in hospitality. Consistent with previous studies, this research finds that sustainability contributes to business success primarily through indirect pathways such as enhanced reputation, customer satisfaction, and employee engagement. The findings also support the view that sustainability initiatives are most effective when they are embedded into organisational culture and operations rather than implemented as isolated actions.
The qualitative insights gained from employee interviews add depth to existing quantitative research by illustrating how sustainability is experienced at the operational level. While sustainability policies are often presented positively in corporate reports, this study highlights the practical challenges faced by employees, including time constraints and competing priorities. These insights reinforce calls in the literature for more practice-oriented research that captures the realities of sustainability implementation.
Furthermore, the findings contribute to stakeholder theory by demonstrating how different stakeholder groups perceive and respond to sustainability initiatives. Employees and guests both play critical roles in translating sustainability into business success, albeit through different mechanisms. This reinforces the importance of adopting a holistic stakeholder approach to sustainability management.
[bookmark: _Toc217050765]4.12 Sustainability as a Driver of Long-Term Business Success
The findings suggest that sustainability contributes to long-term rather than immediate business success at Park Plaza Hotels. While direct financial impacts may be difficult to isolate, sustainability initiatives support factors that underpin long-term performance, including brand reputation, customer loyalty, and employee commitment. These factors are particularly important in the hospitality sector, where differentiation and service consistency are key competitive challenges.
Importantly, the study highlights that sustainability should not be viewed as a standalone strategy. Instead, it should be integrated into overall business and service strategies to maximise its impact. When sustainability initiatives are aligned with organisational values and operational practices, they reinforce the hotel’s market positioning and enhance stakeholder trust.
This perspective aligns with the broader sustainability literature, which emphasises the importance of strategic integration and long-term thinking. Sustainability initiatives that are implemented superficially or inconsistently are unlikely to deliver meaningful business benefits. In contrast, those that are supported by leadership, embraced by employees, and recognised by guests can contribute significantly to sustained business success.
[bookmark: _Toc217050766]4.14 Sustainability, Cost Efficiency, and Operational Performance
An additional theme emerging from the data relates to the role of sustainability in supporting operational efficiency and cost management. While employees did not always explicitly frame sustainability initiatives in financial terms, several participants indirectly linked environmentally responsible practices to improved operational performance. Energy-efficient lighting, water-saving technologies, and waste reduction practices were commonly referenced as measures that reduced unnecessary resource consumption.
From a managerial perspective, these practices were perceived as contributing to long-term cost control rather than immediate financial gains. Participants noted that while initial investments in sustainability-related infrastructure could be substantial, the long-term operational benefits justified these costs. This aligns with existing literature, which suggests that sustainability initiatives often deliver delayed but sustained economic benefits, particularly in resource-intensive industries such as hospitality.
The findings support the argument that sustainability contributes to business success by enhancing operational resilience. Reduced dependence on energy and water resources not only lowers costs but also mitigates risks associated with price volatility and regulatory changes. In this sense, sustainability acts as a protective mechanism that strengthens organisational stability over time.
[bookmark: _Toc217050767]4.15 Sustainability and Brand Reputation
Brand reputation emerged as a significant outcome linked to sustainability practices at Park Plaza Hotels. Both employee interviews and guest survey responses suggest that sustainability initiatives positively influence perceptions of the brand as modern, responsible, and professionally managed. Employees expressed pride in working for an organisation that demonstrates environmental and social responsibility, while guests associated sustainability with higher service standards and ethical business conduct.
Brand reputation is a critical asset in the hospitality sector, where competition is intense and differentiation is challenging. The literature consistently identifies reputation as a key intangible resource that influences customer choice, loyalty, and willingness to recommend. The findings of this study reinforce this view by demonstrating that sustainability initiatives contribute to brand value when they are perceived as authentic and embedded within organisational practices.
However, the findings also highlight the importance of credibility. Employees and guests were sensitive to the authenticity of sustainability initiatives, suggesting that inconsistencies between stated commitments and observed practices could undermine trust. This reinforces concerns raised in the literature regarding greenwashing and symbolic sustainability. For Park Plaza Hotels, maintaining alignment between policy, practice, and communication is therefore essential for protecting brand reputation and sustaining stakeholder trust.
[bookmark: _Toc217050768]4.16 Employee Behaviour as a Mediating Factor
The analysis suggests that employee behaviour plays a mediating role between sustainability initiatives and business success. Sustainability policies alone do not directly generate value; rather, their impact depends on how employees interpret and enact them. Interview data indicates that employees who understand the purpose of sustainability initiatives are more likely to apply them consistently and communicate them positively to guests.
This finding aligns with stakeholder theory and organisational behaviour literature, which emphasises the role of employees as internal stakeholders and brand ambassadors. In hospitality, frontline employees directly shape the guest experience, making their engagement with sustainability particularly influential. When employees demonstrate commitment to sustainability, guests are more likely to perceive initiatives as genuine and meaningful.
Conversely, where sustainability practices were perceived as burdensome or poorly explained, employees reported lower levels of engagement. This suggests that sustainability initiatives must be supported by effective training, communication, and leadership to maximise their impact. Enhancing employee understanding of the strategic importance of sustainability could therefore strengthen its contribution to business success.
[bookmark: _Toc217050769]4.17 Leadership and Sustainability Integration
Leadership emerged implicitly as a critical factor influencing sustainability outcomes. Employees frequently referenced management support and organisational priorities when discussing sustainability practices. Visible leadership commitment, such as investment in infrastructure and inclusion of sustainability in operational policies, reinforced perceptions of organisational seriousness and long-term intent.
The literature highlights leadership as a key driver of sustainability integration, particularly in service organisations. Transformational leadership styles, which emphasise vision, motivation, and shared values, have been associated with stronger sustainability performance. While this study did not explicitly examine leadership styles, the findings suggest that leadership commitment plays a crucial role in shaping sustainability culture at Park Plaza Hotels.
From a strategic perspective, leadership involvement ensures that sustainability initiatives are aligned with broader business objectives rather than treated as isolated operational tasks. Strengthening leadership communication around sustainability could further enhance employee engagement and clarify the link between sustainability and business success.
[bookmark: _Toc217050770]4.18 Critical Evaluation of Sustainability Impact
While the findings indicate that sustainability contributes positively to business success, it is important to critically evaluate the extent of this contribution. Sustainability initiatives alone do not guarantee improved performance and may fail to deliver value if poorly implemented or inadequately supported. The data suggests that sustainability is most effective when it complements core service delivery rather than competes with it.
The findings also highlight contextual limitations. Guest perceptions of sustainability varied depending on individual values and expectations, suggesting that sustainability does not influence all customers equally. This reinforces the need for hotels to adopt flexible and inclusive sustainability strategies that appeal to diverse customer segments.
Critically, the study demonstrates that sustainability should be viewed as an enabling factor rather than a dominant driver of success. Its contribution lies in strengthening existing performance drivers such as service quality, reputation, and employee engagement, rather than replacing them.
[bookmark: _Toc217050771]4.19 Summary of Chapter Findings
In summary, the results and discussion demonstrate that sustainability contributes to business success at Park Plaza Hotels through a combination of employee engagement, positive guest perceptions, and strategic alignment. Employees generally perceive sustainability initiatives positively, although opportunities exist to enhance involvement and communication. Guests view sustainability as a value-adding feature that enhances satisfaction and supports loyalty when implemented seamlessly.
The findings reinforce the view that sustainability is not a short-term performance tool but a long-term strategic asset. By embedding sustainability into organisational culture and operations, Park Plaza Hotels can strengthen its competitive position and respond effectively to evolving stakeholder expectations.
This chapter provides a foundation for the final chapter, which will present conclusions, practical recommendations, research limitations, and directions for future research.
[bookmark: _Toc217050772]Chapter 5: Conclusions, Recommendations, and Limitations of the Research
[bookmark: _Toc217050773]5.1 Introduction
This final chapter concludes the research by drawing together the key findings presented and discussed in Chapter Four and reflecting on how they address the research aim and questions. The chapter summarises the main insights regarding the contribution of sustainability to business success at Park Plaza Hotels, presents practical recommendations based on the findings, and acknowledges the limitations of the study. The chapter also outlines suggestions for future research, highlighting areas where further investigation could enhance understanding of sustainability within the hospitality sector.
[bookmark: _Toc217050774]5.2 Summary of Key Findings
The primary aim of this research was to explore how sustainability contributes to business success within Park Plaza Hotels. The findings indicate that sustainability plays a meaningful, though largely indirect, role in supporting business success. Rather than acting as a single determining factor, sustainability enhances a range of organisational outcomes that collectively strengthen long-term performance.
Employee interviews revealed that sustainability is generally understood and recognised as an organisational priority at Park Plaza Hotels. Staff across departments were aware of environmental initiatives such as energy efficiency, waste reduction, and linen reuse programmes. However, the depth of understanding varied depending on role, with managerial staff demonstrating greater awareness of strategic objectives than frontline employees. This suggests that while sustainability policies are communicated, their strategic significance is not always fully understood at the operational level.
From a customer perspective, the findings show that guests are increasingly aware of sustainability practices and view them positively. While sustainability is rarely the primary reason for choosing a hotel, it contributes to overall satisfaction when implemented seamlessly and without compromising comfort or service quality. Sustainability initiatives were perceived as signals of responsible management and modern hospitality standards, enhancing trust and brand perception.
Importantly, the findings suggest that sustainability contributes to business success through mechanisms such as enhanced reputation, employee engagement, customer satisfaction, and loyalty. These outcomes align with broader definitions of business success that extend beyond short-term financial performance to include long-term competitiveness and stakeholder trust.
[bookmark: _Toc217050775]5.3 Achievement of Research Objectives
The research objectives set out in Chapter One have been addressed through the findings of the study. The first objective, to examine Park Plaza Hotels’ approach to sustainability, was achieved through document analysis and employee interviews, which highlighted a structured yet evolving sustainability strategy. The second objective, exploring employee perceptions, revealed generally positive attitudes alongside practical challenges related to implementation and engagement.
The third objective, investigating guest perceptions, was addressed through survey findings that demonstrated moderate to high awareness of sustainability initiatives and their influence on satisfaction and loyalty. The fourth objective, assessing sustainability’s contribution to business success, was achieved through integrated analysis showing that sustainability strengthens key performance drivers rather than delivering immediate financial outcomes. Finally, the research provides a foundation for practical recommendations aimed at enhancing sustainability’s strategic impact within Park Plaza Hotels.
[bookmark: _Toc217050776]5.4 Practical Recommendations
Based on the findings of this research, several practical recommendations are proposed to strengthen the contribution of sustainability to business success at Park Plaza Hotels.
First, greater emphasis should be placed on employee engagement and communication. While sustainability initiatives are in place, clearer communication regarding their strategic importance could enhance understanding and consistency of implementation. Regular training sessions, departmental briefings, and opportunities for employee feedback could help bridge the gap between policy and practice.
Second, management could consider involving employees more actively in sustainability decision-making. Encouraging staff to contribute ideas for improving sustainability practices may foster a stronger sense of ownership and commitment. This participatory approach could also generate innovative solutions that align sustainability with operational realities.
Third, sustainability communication aimed at guests should continue to focus on transparency and integration. Rather than promoting sustainability as a standalone feature, initiatives should be positioned as part of the overall service experience. Clear but unobtrusive communication can enhance guest awareness without detracting from comfort or convenience.
Finally, Park Plaza Hotels could further strengthen its sustainability strategy by developing performance indicators that link sustainability initiatives to business outcomes such as customer satisfaction, employee retention, and operational efficiency. This would support evidence-based decision-making and reinforce sustainability as a strategic asset rather than a compliance requirement.
[bookmark: _Toc217050777]5.5 Limitations of the Study
While this research provides valuable insights, several limitations must be acknowledged. The study is based on a single case study of Park Plaza Hotels, which limits the generalisability of the findings. Although in-depth qualitative insights were gained, the results may not fully represent sustainability practices across the wider hospitality sector.
The sample size for both employee interviews and guest surveys was relatively small, reflecting practical constraints related to time and access. While appropriate for qualitative research, a larger sample could provide a broader range of perspectives. Additionally, guest survey responses relied on self-reported perceptions, which may be influenced by individual values or expectations.
Another limitation relates to the scope of sustainability examined. While environmental and operational aspects were well represented, social sustainability dimensions such as community engagement and supply chain practices received less emphasis. These areas could be explored further in future research.
[bookmark: _Toc217050778]5.6 Suggestions for Future Research
Future research could build on this study by examining sustainability across multiple hotel brands or conducting comparative case studies to identify best practices and sector-wide trends. Quantitative studies could also be used to measure the financial impact of sustainability initiatives more directly, complementing qualitative insights.
Further research could explore leadership styles and their influence on sustainability implementation in hospitality, as well as the role of organisational culture in shaping employee engagement. Longitudinal studies would be particularly valuable in assessing how sustainability initiatives influence business performance over time.
[bookmark: _Toc217050779]5.7 Concluding Remarks
In conclusion, this research demonstrates that sustainability contributes to business success at Park Plaza Hotels by strengthening key organisational outcomes such as employee engagement, customer satisfaction, and brand reputation. While sustainability alone does not guarantee improved performance, it functions as a strategic enabler when integrated into organisational culture and operations. By aligning sustainability initiatives with business objectives and stakeholder expectations, Park Plaza Hotels can enhance its long-term competitiveness and resilience in an increasingly sustainability-conscious hospitality market.
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[bookmark: _Toc217050781]Reflective Essay on the Research Process (Gibbs’ Reflective Cycle)
[bookmark: _Toc217050782]Description
This reflective essay applies Gibbs’ Reflective Cycle to evaluate my experience of conducting an independent research project on sustainability and business success within Park Plaza Hotels. The research involved designing a qualitative case study, collecting primary data through employee interviews and guest surveys, analysing findings thematically, and presenting the results in an academic dissertation. The process also required ethical approval, methodological justification, and critical engagement with existing literature. Reflecting on this experience enables me to evaluate both the challenges encountered and the skills developed throughout the research journey.
[bookmark: _Toc217050783]Feelings
At the beginning of the project, I felt confident about the topic selection due to my familiarity with the hospitality sector, but I also experienced uncertainty regarding the practical aspects of qualitative research. In particular, I was concerned about gaining access to participants, managing ethical requirements, and ensuring that the data collected would be sufficiently rich to support meaningful analysis. As the project progressed, my confidence increased, especially during the interview stage, where participants were engaged and willing to share their perspectives. However, analysing qualitative data was challenging, as it required careful interpretation and organisation to avoid personal bias.
[bookmark: _Toc217050784]Evaluation
Several aspects of the research process were successful. The qualitative case study design proved appropriate for exploring sustainability practices in depth, and the use of multiple data sources strengthened the credibility of the findings. Employee interviews provided valuable insights into operational realities, while guest surveys offered an external stakeholder perspective. Ethical procedures were followed carefully, ensuring participant anonymity and informed consent.

Despite these strengths, some limitations were evident. Time constraints restricted the sample size, particularly for guest surveys, which limited the breadth of perspectives captured. Additionally, balancing academic requirements with practical data collection proved demanding, especially when coordinating interviews around participants’ work schedules.
[bookmark: _Toc217050785]Analysis
Applying Gibbs’ model highlights that effective planning and adaptability were crucial to the success of the research. The challenges encountered align with academic literature on qualitative research, which emphasises the complexity of data collection and interpretation in real organisational settings. The experience reinforced the importance of triangulation, as comparing interview data with survey responses and secondary documents enhanced analytical depth. Furthermore, the research process demonstrated how methodological decisions directly influence the quality and relevance of findings.
[bookmark: _Toc217050786]Conclusion
Reflecting on the project, I recognise that the research process significantly enhanced my academic and professional capabilities. I developed a deeper understanding of sustainability in hospitality, improved my qualitative research skills, and gained confidence in critical analysis and academic writing. While some limitations were unavoidable, the overall research objectives were achieved successfully.
[bookmark: _Toc217050787]Action Plan
In future research projects, I would aim to allocate more time to data collection and seek a larger, more diverse sample to strengthen findings. I would also further develop my qualitative analysis skills by using software tools or additional training. These improvements would enhance both the rigor and impact of future research.
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