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Guests’ Reactions to In-Room Sustainability Initiatives: An Experimental
Look at Product Performance and Guest Satisfaction

Abstract
Subtle energy saving changes in guest rooms did not diminish satisfaction, based on a study of 192 guests at
an independent four-star hotel. Two changes were tested, a television with three energy settings and light-
emitting diodes (LEDs) in place of the standard compact fluorescent lightings (CFLs). While overall
satisfaction was not affected by these changes, some guests, notably those with high incomes, did react to the
energy saving settings. Contrary to some studies, 45 percent of the guests agreed that they would pay a higher
room rate to support sustainability programs. On balance, this study indicates that hotels can gain cost savings
and improved sustainability by implementing judicious energy saving approaches without harming guest
satisfaction. This article is based on a paper presented at the 2013 Quality in Service Conference (QUIS 13),
in Karlstad, Sweden.
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Abstract

Subtle energy saving changes in guest rooms did not diminish satisfaction, based on a study of 192 guests at an independent 
four-star hotel. Two changes were tested, a television with three energy settings and light-emitting diodes (LEDs) in place 
of the standard compact fluorescent lightings (CFLs). While overall satisfaction was not affected by these changes, some 
guests, notably those with high incomes, did react to the energy saving settings. Contrary to some studies, 45 percent 
of the guests agreed that they would pay a higher room rate to support sustainability programs. On balance, this study 
indicates that hotels can gain cost savings and improved sustainability by implementing judicious energy saving approaches 
without harming guest satisfaction. This article is based on a paper presented at the 2013 Quality in Service Conference 
(QUIS 13), in Karlstad, Sweden.
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Environmental Factors

Social Factors
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Research Questions

Research Question 1:

Research Question 2:

Research Question 3:

Research Question 4:

Research Question 5:

Research Question 6:

Research Question 7:

Research Questions 8:

Procedure
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Participants

Measurement

Analyses

Exhibit 1:
Television Conditions.

N Percentage

Control 49 25.5
Low 46 24.0
Medium 57 29.7
High 40 20.8

Note. N = 192.

Exhibit 2:
Lighting Conditions.

N Percentage

LED 112 58.3
CFL  80 41.7

Note. N = 192. LED = light-emitting diode; CFL = compact fluorescent 
lighting.
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Results, Discussion, and Study 
Implications

Television Picture Quality

Overall Television Quality

Exhibit 3:
Correlations among Age and the Dependent Variables.

(1) (2) (3) (4)

(1) Bathroom lighting —
(2) TV picture quality .16* —
(3) TV overall quality .10 .88** —
(4) Age .03 −.11 −.15* —

Note. N = 188 using listwise deletion.
*Correlation is significant at the .05 level (two-tailed). **Correlation is
significant at the .01 level (two-tailed).
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Exhibit 5:
Regression Results for Overall TV Quality.

Coefficients

Unstandardized 
Coefficients

Standardized  
Coefficients

T SignificanceModel B SE

1 (Constant) 6.808 .306 22.229 .000
TV condition 1 low energy savings 0.161 .182 .078 0.888 .376
TV condition 2 medium energy savings 0.178 .175 .092 1.015 .312
TV condition 3 high energy savings −0.069 .192 −.032 −0.359 .720
Income −0.003 .001 −.203 −2.054 .041
Age 0.000 .007 .004 0.048 .962
Gender (female = 0, male = 1) −0.235 .147 −.128 −1.603 .111

Note. Dependent variable: overall TV quality rating.

Bathroom lighting.

Socio-Demographics—Television Ratings

Income and picture quality.

Exhibit 4:
Regression Results for TV Picture Quality.

Coefficients

Unstandardized 
Coefficients

Standardized 
Coefficients

t SignificanceModel B SE

1 (Constant) 7.086 .314 22.582 .000
TV condition 1 low energy savings −0.024 .186 −.011 −0.130 .897
TV condition 2 medium energy savings −0.194 .180 −.097 −1.082 .281
TV condition 3 high energy savings −0.389 .197 −.171 −1.974 .050
Income −0.004 .002 −.246 −2.520 .013
Age 0.006 .007 .081 0.915 .361
Gender (female = 0, male = 1) −0.374 .150 −.197 −2.492 .014

Note. Dependent variable: TV picture quality rating.
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Income and overall quality.

Picture quality and overall quality by respondent gender.

Age and picture quality and age and overall quality.

Socio-Demographics—Bathroom Lighting 
Ratings

Income and visibility.

Gender and visibility.

Exhibit 6:
Regression Results for Visibility of Lighting in Bathroom.

Coefficients

Unstandardized 
Coefficients

Standardized 
Coefficients

t SignificanceModel B SE

(Constant) 7.100 .327 21.733 .000
Lighting condition (CFL = 0, LED = 1) 0.021 .152 .009 0.138 .890
Gender (female = 0, male = 1) −0.754 .168 −.307 −4.482 .000
Age 0.034 .007 .358 4.587 .000
Income −0.009 .002 −.442 −5.345 .000

Note. Dependent variable: visibility of lighting. LED = light-emitting diode; CFL = compact fluorescent lighting.
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Exhibit 7:
Regression Results for Guests’ Willingness to Pay for Sustainability Initiatives in Hotel Rooms.

Coefficients

Unstandardized 
Coefficients

Standardized 
Coefficients

t SignificanceModel B SE

1 (Constant) 0.605 .153 3.961 .000
Income −0.001 .001 −.074 −0.742 .459
Age 0.009 .004 .214 2.290 .023
Gender (female = 0, male = 1) −0.232 .082 −.226 −2.821 .005

Note. Dependent variable: willingness to pay for sustainability initiatives.

Age and visibility.

Guests’ Willingness to Pay for Sustainable 
Initiatives?

Study Summary

Financial Implications
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Do Guests Care About Being Green?

Limitations
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