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Abstract

As environmental consciousness continues to shape consumer behavior, the hospitality industry is increasingly integrating sustainable
practices into its operations. This study investigates the impact of green hospitality initiatives-such as energy efficiency, waste reduction,
eco-friendly amenities, and sustainable sourcing-on guest satisfaction and loyalty. Through a mixed-methods approach combining guest
surveys and hotel manager interviews, the research identifies a strong positive correlation between the implementation of visible, authentic
green practices and customer satisfaction. Furthermore, it reveals that satisfied guests are more likely to exhibit loyalty behaviors, including
repeat visits and positive word-of-mouth referrals. The findings underscore the strategic value of sustainability in hospitality, not only as a
means of environmental stewardship but also as a competitive differentiator in a crowded market. Practical recommendations are provided to
help hotels align sustainability goals with customer expectations and business performance.
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Introduction

Background of Green Hospitality

In recent years, the hospitality industry has undergone a
transformative shift as sustainability has become a critical
component of business operations. "Green hospitality"
refers to the adoption of environmentally responsible
practices by hotels and other accommodation providers to
minimize their ecological footprint. These practices include
energy-efficient systems, waste management programs,
water conservation, use of biodegradable amenities, and
support for local and organic products. With rising global
awareness about climate change, resource depletion, and
environmental degradation, travelers are increasingly
considering sustainability when choosing where to stay. As
a result, hotels that implement green practices not only
contribute to environmental protection but also gain a
competitive edge in an eco-conscious marketplace.

Problem Statement
Despite the growing emphasis on sustainability, many
hospitality businesses remain uncertain about whether green
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practices significantly influence customer satisfaction and
loyalty. While some hotels invest in eco-friendly initiatives
to meet regulatory or branding goals, there is limited
understanding of how these practices affect guest
perceptions and behaviors. Moreover, guests may support
environmental ideals but still prioritize comfort and
convenience during their stay. This creates a gap in
knowledge: do green practices genuinely enhance guest
experiences, or are they merely symbolic gestures with
minimal impact on loyalty?

Research Objectives and Questions

This study aims to assess the relationship between
sustainable hospitality practices and their effects on guest
satisfaction and customer loyalty. The research is guided by
the following objectives and questions:

Objectives

= To identify common green practices in the hospitality
sector.

= To evaluate how these practices influence guest
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satisfaction.
* To examine the relationship between guest satisfaction
and customer loyalty in green hotels.

Research Questions

1.  What sustainable practices are commonly implemented
by hotels?

2. Do these practices affect guests’ levels of satisfaction
during their stay?

3. How does guest satisfaction mediate the relationship
between green practices and customer loyalty?

Significance of the Study

This research is significant for both academic and practical
purposes. Academically, it contributes to the literature on
sustainability in service industries by offering empirical
evidence of the impact of green practices on consumer
behavior. Practically, it provides hotel managers with
actionable insights into how eco-friendly initiatives can
improve customer satisfaction and foster loyalty.
Understanding this relationship is crucial for strategic
planning, especially in an era where travelers increasingly
value ethical and sustainable consumption. The study also
supports broader goals of environmental responsibility and
sustainable tourism development.

Review of Literature

Green Hospitality Practices

Green hospitality refers to the implementation of eco-
friendly policies and operations in the hotel industry with
the aim of reducing environmental harm. Common
sustainable practices include energy-efficient lighting and
HVAC systems, water-saving fixtures, waste segregation
and recycling programs, use of biodegradable cleaning
products, digital check-in services to reduce paper use, and
support for local and organic food sourcing. According to
Bohdanowicz (2006) 1, such initiatives not only conserve
resources but also enhance a hotel’s reputation. Many hotels
also pursue certifications such as LEED (Leadership in
Energy and Environmental Design) or Green Globe to
demonstrate their commitment to sustainability. These
initiatives are not just operational strategies but are
increasingly being integrated into branding and marketing
efforts to attract eco-conscious guests.

Guest Satisfaction and Service Quality

Guest satisfaction in hospitality is traditionally influenced
by factors such as cleanliness, comfort, service efficiency,
and amenities. However, as consumer awareness of
environmental issues grows, sustainable practices have
become part of the service quality equation. Han, Hsu, and
Sheu (2010) B found that guests who perceive a hotel as
environmentally responsible report higher satisfaction
levels, especially when the green practices align with their
personal values. Importantly, satisfaction is not only
influenced by the existence of green initiatives but also by
how well they are communicated and implemented without
compromising comfort or service standards. For example,
offering reusable amenities or organic toiletries may
improve satisfaction if done with attention to guest
preferences.
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Customer Loyalty in Hospitality

Customer loyalty refers to a guest’s intention to return to the
same hotel or recommend it to others. It is often influenced
by previous satisfaction, perceived value, trust, and
emotional connection with the brand. In the context of green
hospitality, studies show that sustainable practices can
enhance guest loyalty, particularly among environmentally
aware consumers. Chen and Tung (2014) ™ found that green
hotel initiatives positively influence guests' loyalty
behaviors, including willingness to pay more and
recommend the hotel. Loyalty is further strengthened when
guests believe that the hotel’s sustainability efforts are
genuine and not just marketing tactics, often referred to as
“greenwashing.”

Theoretical Frameworks

Theory of Planned Behavior (TPB)

Developed by Ajzen (1991) [31 TPB suggests that
behavioral intention is influenced by attitudes, subjective
norms, and perceived behavioral control. In green
hospitality, TPB helps explain why guests choose eco-
friendly hotels based on their environmental attitudes, social
influences, and confidence in finding a comfortable green
option.

SERVQUAL Model

This model measures service quality based on five
dimensions: reliability, assurance, tangibles, empathy, and
responsiveness. Green initiatives, when integrated into these
dimensions (e.g., using energy-efficient appliances as
tangibles or training staff in sustainability as assurance),
contribute to higher perceived service quality and guest
satisfaction.

Triple Bottom Line (TBL)

Proposed by Elkington (1997) ['2l, TBL emphasizes the need
to measure performance based on three pillars: People,
Planet, and Profit. Green hospitality aligns with this
framework by promoting environmental stewardship
(planet), social responsibility (people), and economic
viability (profit). Hotels adopting this approach often seek to
balance guest satisfaction with sustainability and
profitability.

Research Methodology

Research Design: This study employed a mixed-methods
research design, integrating both quantitative and qualitative
approaches to capture a comprehensive understanding of the
impact of green hospitality practices on guest satisfaction
and loyalty. The quantitative component focused on
collecting data through structured surveys from hotel guests,
while the qualitative component included semi-structured
interviews with hotel managers to gain deeper insights into
the sustainability strategies implemented at the operational
level.

Sampling Techniques and Size

A stratified random sampling method was used to ensure
representation across various hotel categories (e.g., 3-star, 4-
star, 5-star, and boutique hotels) and guest demographics
(age, gender, travel purpose). The study was conducted
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across 10 eco-certified hotels located in urban and tourist

regions.

=  Guest survey respondents: 120 guests

= Hotel staff interviews: 10 sustainability officers or
general managers

The sample size was determined based on available guest
turnover rates, with the goal of achieving statistically
meaningful and diverse insights.

Data Collection Methods

= Guest Surveys: A structured questionnaire was
distributed to hotel guests at the time of check-out. The
survey included Likert-scale questions related to their
awareness of the hotel’s green practices, their
satisfaction level, and their likelihood to return or
recommend the hotel.

= Staff Interviews: Semi-structured interviews were
conducted with hotel managers to explore the types of
green practices implemented, perceived benefits,
operational challenges, and their perceptions of guest
responses.

= Secondary Sources: Hotel websites, sustainability
reports, and industry publications were also consulted
to verify and contextualize hotel practices.

Data Analysis Tools

* Quantitative data from the surveys were analyzed using
SPSS software. Descriptive statistics (mean, standard
deviation) were calculated, and correlation and
regression analysis were used to examine the
relationship between green practices, satisfaction, and
loyalty.

= Qualitative data from interviews were subjected to
thematic analysis, identifying recurring patterns,
insights, and sentiments related to sustainability and
guest feedback.

Scope and Limitations

Scope

= The study focused on  green-certified or
environmentally proactive hotels in selected urban and
tourist regions.

= Both managerial perspectives and guest perceptions
were explored for a holistic view.

Limitations

=  The research was geographically limited and may not
reflect the practices or preferences of rural or
international hotel markets.

= Guest responses may be influenced by social
desirability bias, especially when answering questions
about environmental responsibility.

* Financial data and long-term loyalty behavior (e.g.,
future bookings) were not directly measured due to
confidentiality and time constraints.

Analysis and Findings

Descriptive Statistics of Respondents

A total of 120 hotel guests responded to the survey. The
demographic profile is summarized below:

=  Gender: 52% male, 48% female
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= Age: 21% (18-30 years), 44% (3145 years), 26% (46—
60 years), 9% (60+ years)

= Purpose of Visit: 58% leisure, 34% business, 8% other

= Awareness of Hotel’s Green Initiatives: 69% aware,
31% unaware.

Most respondents had stayed in green-certified hotels before
and showed a moderate to high level of awareness of
sustainable practices such as towel reuse programs, energy-
efficient lighting, and organic/local food offerings.

Correlation between Green Practices, Satisfaction, and

Loyalty

Using Pearson correlation analysis via SPSS, the following

key relationships were identified:

= Green Practices <> Guest Satisfaction: r = 0.62, p<0.01

=  Guest Satisfaction < Customer Loyalty: r = 0.74,
p<0.01

= Green Practices <> Customer Loyalty (Direct): r = 0.49,
p<0.01

These results suggest

= A strong positive correlation exists between the
adoption of green practices and guest satisfaction.

= Guest satisfaction significantly mediates the
relationship between green practices and loyalty.

=  Green practices directly influence loyalty to a moderate
extent, but indirect effects via satisfaction are stronger.

Regression analysis also indicated that green hospitality
practices accounted for approximately 41% of the variance
in customer loyalty when guest satisfaction was included as
a mediating factor.

Qualitative Insights from Managers

Thematic analysis of 10 interviews with hotel sustainability

managers yielded the following key themes:

=  Authenticity matters: Managers stressed that guests
are more appreciative when green practices are visible,
consistent, and authentic rather than tokenistic.

=  Staff engagement: Success of green programs depends
heavily on staff training and internal motivation.

= Cost vs. benefit: While initial investment in green
infrastructure is high, long-term savings (e.g., energy
bills, water use) and brand value outweigh the costs.

= Guest feedback: Many hotels track guest feedback
regarding green initiatives and report positive
responses, especially from younger and international
travelers.

Summary of Key Results

= QGreen practices significantly influence  guest
satisfaction and indirectly enhance customer loyalty.

= The most appreciated initiatives were towel reuse
programs, organic/local food offerings, and visible
energy-saving measures.

=  Guests are more likely to return to or recommend a
hotel that is committed to genuine and well-
communicated environmental practices.

=  Hotel managers view sustainability as not only a moral
responsibility but also a business strategy that enhances
market competitiveness.
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Discussion

Interpretation of Findings

The study demonstrates a significant positive relationship
between sustainable (green) hospitality practices and guest
satisfaction, which in turn leads to enhanced customer
loyalty. This validates the hypothesis that environmental
initiatives, when well-implemented and visible to guests,
positively affect their overall hotel experience. Interestingly,
while green practices directly influence loyalty, the guest
satisfaction factor plays a mediating role, reinforcing the
idea that positive experiences are essential for translating
values into repeat behavior.

Notably, guests who were environmentally conscious
showed higher appreciation for practices like waste
segregation, energy-efficient infrastructure, and eco-friendly
amenities. However, satisfaction declined slightly when
guests perceived inconvenience or a decline in service
quality due to sustainability efforts, such as poor-quality
biodegradable toiletries or limited air-conditioning use.

Implications for Hospitality Management

The findings hold multiple implications for hotel managers

and operators:

= QOperational Integration: Hotels should embed
sustainability into core service delivery rather than treat
it as an add-on. Practices like digital check-in, low-
energy lighting, and local food sourcing can enhance
both efficiency and guest satisfaction.

= Strategic Branding: Green practices can serve as a
brand differentiator. Marketing campaigns should
authentically showcase environmental commitments
while avoiding "greenwashing."

= Staff Training: Employees must be trained to
implement green practices with a guest-centric
approach. When staff explain sustainability initiatives
clearly and courteously, guests are more likely to
respond positively.

= Feedback Loops: Regularly collecting and analyzing
guest feedback on green services helps identify which
practices are valued and which may require adjustments
to maintain comfort.

Comparison with Previous Studies

The study’s findings align with prior research by Han et al.
(2010) and Chen & Tung (2014) ! both of which
highlighted a positive link between green hotel practices and
guest behavior. Our results reinforce the idea that genuine
sustainability efforts not only appeal to ethical
considerations but also influence practical consumer
decisions.

In contrast to earlier studies that focused predominantly on
Western markets, this research also reflects growing
environmental awareness among guests in urban and
tourism-centric regions in developing countries. Compared
to Bohdanowicz (2006) ™), who emphasized internal
benefits like energy cost savings, this study emphasizes
external value creation through guest perception and loyalty.

Conclusion

Summary of Key Findings

This study explored how green hospitality practices
influence guest satisfaction and customer loyalty. The key
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findings include:

= A strong positive correlation exists between the
implementation of sustainable practices and guest
satisfaction.

= Guest satisfaction significantly mediates the
relationship between green practices and loyalty,
showing that positive service experiences amplify the
impact of sustainability efforts.

=  Quests are more likely to return to or recommend a
hotel that is environmentally responsible, particularly
when these practices are visible, convenient, and
genuinely integrated into the hotel’s operations.

= Hotel managers recognize sustainability as both an
ethical commitment and a strategic tool to build
customer trust and brand differentiation.

Theoretical and Practical Contributions

Theoretical Contributions

= The study contributes to the literature by applying the
Theory of Planned Behavior and SERVQUAL
framework to a sustainability context in hospitality.

= It enhances understanding of how perceived service
quality and green behavior intentions coalesce to shape
customer loyalty.

Practical Contributions

= Offers evidence-based insights for hotel managers to
strategically implement green practices without
compromising service quality.

= Suggests that staff involvement, clear communication,
and visible green measures are critical to guest
satisfaction.

= Provides a roadmap for balancing environmental
responsibility with business profitability, especially in
competitive urban and tourist-centric regions.

Final Thoughts

The hospitality industry stands at a critical juncture where
sustainability is no longer optional-it is a competitive
necessity. As guests become more environmentally
conscious, hotels must evolve beyond compliance and
actively integrate sustainability into their service ethos. By
aligning ecological goals with customer expectations, green
hospitality can foster long-term loyalty, drive operational
excellence, and contribute meaningfully to global
environmental efforts.

Recommendations

Strategic Recommendations for Hotels

= Integrate Green Practices into Core Operations:
Hotels should not treat sustainability as a separate
initiative but weave it into all service areas-from energy
usage to waste management and procurement.

= Enhance Visibility of Green Efforts: Guests are more
likely to value sustainable initiatives when they are
clearly visible and communicated, such as in-room
signage, eco-certifications, or app-based green program
notifications.

= Invest in Smart Technologies: Adoption of smart
energy systems, automated lighting, and water-saving
fixtures can improve operational efficiency while
supporting environmental goals.
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Tailor Green Experiences to Guest Preferences:
Offer customizable green options (e.g., opt-in linen
reuse, plant-based meals) to respect guest comfort while
promoting sustainability.

Policy-Level Recommendations

Government Incentives: Policymakers should offer
tax rebates, green certification support, and
infrastructure subsidies to hospitality businesses
adopting verifiable sustainable practices.

Mandatory Sustainability Reporting: Require hotels
above a certain size to disclose annual sustainability
metrics to increase transparency and accountability.
Standardization of Green Certifications: Develop
unified national or regional green hospitality standards
to avoid confusion and enhance credibility.

Suggestions for Staff Engagement and Guest
Participation
= Training and Awareness Programs: Regular

workshops and training sessions for staff on eco-
friendly procedures and the importance of guest
communication are essential.

Employee Reward Systems: Recognize and reward
team members who contribute to sustainability goals
through internal eco-leadership programs.

Encourage Guest Involvement: Use gamification,
feedback forms, or loyalty points to motivate guests to
engage in green behaviors during their stay.

Future Scope of Research
Areas for Further Investigation

Longitudinal and

Cost-Benefit Analysis of Green Practices: A deeper
financial evaluation of short- and long-term ROI from
different green initiatives would benefit both investors
and managers.

Sustainability Across Hotel Segments: Comparative
studies between budget, mid-scale, and luxury hotels
could reveal differences in strategy and guest response.
Digital Sustainability Communication: Research
could explore the effectiveness of digital platforms
(apps, email, social media) in promoting green behavior
and awareness.

Cross-Cultural Research

Opportunities

Longitudinal Studies: Observing how guest loyalty
evolves over time in green hotels can provide more
robust evidence of behavioral change and retention.
Cross-Cultural Comparisons: Future studies can
investigate how cultural values and environmental
awareness levels influence guest attitudes toward green
hospitality in different countries or regions.
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