
Impact of green practices on 
ecological conscious consumer 
behaviour: An empirical 
investigation of hotels in Sri Lanka

Abstract
The rising attention towards ecologically conscious consumer behavior (ECCB) 
emphasises the need for implementing green practices to reduce environmental 
challenges and attract environmentally conscious consumers. Therefore, the 
adoption of green practices is imperative for the success of the hotel industry. As 
Sri Lanka’s economy is largely supported by tourism, many hotels initiate green 
practices. However, there is a lack of evidence in research regarding ECCB on 
green practices of hotels in Sri Lanka. Therefore, this study aimed to investigate 
the impact of green practices on ECCB and propose strategies to improve the 
ECCB in the Sri Lankan context. Thus, a comprehensive literature review followed 
by a mixed approach occupying the case study strategy and survey strategy were 
adopted. Under the case study strategy, 15 semi-structured interviews among 
hotel employees, document reviews, and non-participant observations were used 
within three cases and its stakeholders. A questionnaire survey was carried out 
among 117 hotel customers. Descriptive frequency analysis and content analysis 
were used to analyse the data. The findings revealed that seven green initiatives 
were well accepted and positively impacted ECCB. Study recommends promoting 
the value of going green, providing education, and enlightening customers on 
benefits, to uplift ECCB. The study makes substantial contributions to both 
theoretical knowledge and practical implications within the industry by filling a 
research gap and providing insights into how consumers perceive and respond to 
green practices. The study opens areas for future research on investigating policy 
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1. Introduction
The tourism industry has experienced 
rapid growth and has become a 
significant contributor to the global 
economy (Tahiri et al., 2021). In Sri 
Lanka, the hotel industry plays a 
vital role in the country’s economy, 
contributing to foreign exchange 
earnings and GDP (Bandara et al., 
2020; World Travel and Tourism 
Council, 2018). However, the hotel 
sector’s impact on the environment 
is substantial (Rahman et al., 2012). 
To address this, the adoption of 
green practices in hotels has become 
essential worldwide (Khatter et al., 
2021). Implementing these practices 
helps reduce environmental damage, 
operating expenses, waste generation, 
and energy consumption while 
promoting a healthy environment for 
guests (Jiang & Kim, 2015; Graci & 
Kuehnel, 2011; Rahman et al., 2012; 
Manaktola & Jauhari, 2007; Kim & Ha, 
2022). Embracing green practices in 
the hotel industry can lead to various 
positive impacts (Khatter et al., 2021).

Evidently, ecologically conscious 
consumer behaviour (ECCB) is get-
ting progressive attention in market-
ing and consumer behaviour literature 
(Taufique et al., 2016; Vlaeminck et 
al., 2014). Hence, the impact of green 
practices on the ECCB is increasing-
ly emerging throughout the world 
(Patwary et al., 2020). Research high-
lighted that customers encountered 
both positive experiences (Salem et 
al., 2022;Hays & Ozretic-Dosen, 2014; 
Jeong & Jang, 2010; Jiang & Kim, 2015) 
and negative experiences (Han & Chan, 
2013; Kasim, 2004;Patwary et al., 2020) 
in hotels. Therefore, the implementa-
tion of green practices in hotels will 
have a direct influence on ECCB with 
the services provided by the hotels. Ac-
cording to Abdou et al. (2022), people 
are becoming increasingly aware about 
the environmental impacts caused by 
business activities. Therefore, satis-
fying the customers through proper 
implementation of green practices is 
an emerging issue of the hotels. Few 
studies, such as Robinot and Giannel-
loni (2010); Yusnita et al. (2016) and Li 
et al. (2017), attempted to investigate 
the correlations between ECCB and 
green practices in the global context. 

According to Latif et al. (2020), cus-
tomer satisfaction is country specific. 
However, there is a lack of research to 
analyse the relationship between green 
practices and ECCB in the Sri Lankan 
hotels. Therefore, this paper aims to in-
vestigate the impact of green practices 
of the hotels on ECCB in Sri Lanka and 
to propose strategies to enhance ECCB 
through green practices. In achieving 
the aim, key research questions were 
developed as;
•	 RQ1. What are the green practices 

implemented in Sri Lankan hotels?
•	 RQ2. How these green practices 

implemented in Sri Lankan hotels 
impact on ECCB?

•	 RQ3. What are the suitable strate-
gies to enhance the ECCB of hotel 
consumers?

Finding answers to these research 
questions provide the apparatus to in-
vestigate the impact as well the strat-
egies to enhance ECCB, which clearly 
aligns with the research aim. 

The study is significant in two as-
pects. Initially from a theoretical per-
spective, the study adds to the body 
of knowledge on ECCB in Sri Lankan 
Green hotels by identifying factors 
that affect ECCB pertaining to green 
practices in Sri Lankan hotels. As a 
contribution to the industry, the study 
attempts to identify factors that affect 
ECCB in Sri Lankan green hotels and 
to suggest strategies to improve ECCB. 
The paper begins with an introduc-
tion to the research. Literature review 
critically analyses the theoretical back-
ground of the research and methodol-
ogy illustrates and justifies the research 
method adopted for the study. Data 
analysis and discussion of the find-
ings present the overall outcome of the 
study based on the empirical findings. 
Finally, conclusion summarises the 
study findings and emphasises the op-
portunities for future studies.

2. Literature review
With the world moving more in to 
green, more hotels are beginning to 
welcome green practices given growing 
interest and awareness on sustainable 
practices (Yang et al., 2023). In the 
new global economy, environmentally 
friendly practices have become a 
critical issue for firms. The increasing 
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attention given to the benefits of those 
policies has prompted research on 
the environmentally viable options in 
businesses that encourage employees 
to engage in environmental activities 
(Pham et al., 2023). Going green 
was considered as having negative 
impact on profitability in the past, 
however now the business is realizing 
environmental well-being can provide 
positive economical outcomes as well 
(Sheth et al., 2011). The attention and 
the concern for environment and 
sustainable hotel practices in the tourist 
industry show a growth over the past 20 
years, with regards to drivers, benefits, 
and the degree of implementation 
(Molina-Azorín, 2009). Even though 
going green is considered fruitful, there 
are several challenges in the process as 
well and organisations need to keep 
on investing and strategizing (Adrita 
et al., 2023). The drive of the hotels to 
go green was not only initiated by the 
industry itself, however the increasing 
customer trends towards sustainable 
choices has created a highly positive 
impact as well (Fernández-Robin et al., 
2023). 

2.1. Ecologically conscious consumer 
behaviour
The growing attention of global 
warming has alarmed the people to 
be more environmentally responsible. 
Lately, with increased attention on 
environmental concerns, consumers 
are shifting towards more eco-
friendly choices and moving away 
from conventional purchases 
(Akehurst et al., 2012). If a consumer 
is environmentally conscious, they are 
likely to contemplate the repercussions 
of their purchasing choices. Follows 
and Jobber (2000) illustrated this with 
the example of an individual who is 
mindful of the environmental impact 
of generated waste and is possibly 
interested in the eco-friendliness of 
product packaging. If a consumer 
determines that the environmental 
consequences are significant, this 
may lead to the preference for 
environmentally friendly products in 
their purchases (Brochado et al., 2017). 
Hence, unlike in the past, customer 
awareness of green movements and 
ECCB has now led organisations to 

consider shifting green (Yarimoglu 
& Gunay, 2019; Ahn et al., 2019). 
The way customers perceive a hotel’s 
environmentally friendly practices 
directly influences the positive 
image of the hotel’s commitment to 
sustainability. Simultaneously, this 
positive green image significantly 
contributes to customers’ intentions 
to support and choose certified hotels 
(Leaniz et al., 2018). ECCB is getting 
progressive attention in marketing 
and consumer behavior literature (Lin 
& Hsu, 2013; Vlaeminck et al., 2014). 
According to Roberts (1996), ECCB 
can be defined as the behaviour of 
those who purchase products and 
services which they perceive to have 
a positive (or less negative) impact 
on the environment. Hence, in an 
environmentally friendly market, 
customers are aware of the impact 
of their purchasing decisions (Han 
et al. 2011), which closely relates to 
environmental issues (Goncalves et al., 
2016). Consumers around the world, 
especially in Europe, are converting 
as ecologically conscious consumers, 
being environmentally aware and 
having a desire for the green practices 
(Nekmahmud et al., 2022).

2.2. ECCB and the green concept in 
hotels
Consumers’ increasing environmental 
consciousness has led to a shift towards 
environmentally friendly consumption 
behaviors (Moise et al., 2021). As a 
result, hotels are under pressure to 
adopt green practices that mitigate their 
impact on the natural environment 
(Verma & Chandra, 2018). Evidence 
shows that many hotels have already 
started incorporating green practices 
into their daily operations (Leaniz 
et al., 2018). The adoption of green 
practices not only garners better 
customer appreciation but also brings 
various benefits to hotels. Previous 
studies have highlighted the economic 
advantages, operational cost savings, 
and reduced environmental impacts 
associated with going green in the hotel 
industry (Berezan et al., 2014; Chen, 
2015; Geerts, 2014; Graci & Dodds, 
2008; Rahman et al., 2012; Singh et 
al., 2014; Tzschentke, et al., 2004). 
Consequently, the growing customer 
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attention to environmental issues and 
the potential benefits have motivated 
hotels to embrace green practices 
(Dodds & Holmes, 2016).

Customer satisfaction is an import-
ant consideration for hotel manage-
ment, as it relates to ECCB (Li et al., 
2020). Previous research has estab-
lished a positive connection between 
green practices in hotels and ECCB 
(Berezan et al., 2014; Li et al., 2017; 
Moise, Gil-Saura, and Ruiz-Molina, 
2018). The implementation of green 
initiatives in the hotel industry has a 
significant impact on ECCB, and hotels 
must actively participate in environ-
mental conservation to remain com-
petitive (Yusof et al., 2017). However, 
it should be noted that the outcomes 
of green initiatives can vary, resulting 
in both positive and negative effects on 
customer perception (Yu et al., 2017).

According to Teng et al. (2018), the 
main objective of green hotels is to fos-
ter customer loyalty. A global survey of 
over 30,000 travelers found that 79% 
of respondents preferred hotels with 
green practices (TripAdvisor, 2013). 
The use of renewable energy sources 
was found to enhance customer satis-
faction (Robinot & Giannelloni, 2010). 
Lee et al. (2010) identified the role of 
customer perceptions and expectations 
in shaping the image of a green hotel. 
Baloglu and Millar (2011) noted cus-
tomers’ preference for environmental-
ly friendly goods, although some may 
hesitate to pay extra for green accom-
modations (Lee et al., 2010). Jauhari 
and Manaktola (2007) highlighted the 
variations in customer perceptions 
and willingness to pay for green im-
provements. Robinot and Giannelloni 
(2010), however, found no significant 
impact of going green on customer be-
havior in a study conducted in France. 
While previous literature generally 
supports the positive effects of green 
hotel practices, there are conflicting 
opinions on their effectiveness. 

Previous literature confirms that a 
robust link exists between green prac-
tices and the ECCB. This affiliation 
provides hotels to gain benefits and the 
study will attempt to analyse in depth 
how these green practices would have 
an effect on ECCB. 

2.3. Existing green practices in the 
hotels 
Green practices of hotels are visible in 
many formats and literature stressed 
that all these practices are aimed to 
minimise the stress and the adverse 
impact on natural environment 
embedding environmental related 
aspects as core pillars of operation 
(Acampora et al., 2022). The 
implementation of green practices in 
the hotel industry has become a pivotal 
aspect of hotel management strategy 
(Kim &	Chan, 2013). Referring 
literature, it was noted that green 
practices used by hotels are grouped 
in under few categories. Authors such 
as Kasimu et al. (2012) have classified 
green practices into four groups: energy 
management, waste management, 
water savings and general support for 
green practices. In contrast, Kim et al. 
(2012) classified such practices into five 
as (1) solid waste and water in rooms, 
(2) energy, (3) solid waste and water 
in cleaning, (4) water saving options 
for customers and (5) biodiversity. 
Through examining the literature, 
seven major green practices were 
identified that are successfully followed 
by hotels (Han et al., 2018; Rogerson & 
Sims, 2012; Hsieh, 2012). 

Singh et al. (2014) and Perramon et 
al. (2014) identified sustainable water 
management as a key green practice 
in hotels, achieved through low flow 
water fittings, rainwater harvesting, 
and recycling. Hsieh (2012) and Rog-
erson and Sims (2012) emphasized en-
ergy conservation as crucial. Benson 
(2013) suggested minimizing energy 
consumption with efficient equipment, 
renewable energy, and daylight utiliza-
tion. Solid waste management involves 
recycling (Timothy & Teye, 2009), 
composting (Alexander, 2002), and 
refillable items (Ernst & Young, 2008). 
Air quality management includes fil-
tration, open spaces, and eco-friendly 
cleaning (Benson, 2013). Environmen-
tal purchasing promotes recycled, local, 
and biodegradable products (Timothy 
& Teye, 2009; Ernst & Young, 2008; 
Hsieh, 2012). Community awareness 
entails environmental education for 
employees and customer engagement 
(Ernst & Young, 2008; Berezan et al., 
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2014). Incorporating green practices in 
CSR projects benefits hotels and com-
munities (Miller et al., 2012). Regular 
monitoring (Miller et al., 2012) and 
permit management (Lee et al., 2010; 
Hsieh, 2012) ensure compliance and 
eco-friendly practices.

However, few researchers have 
raised concerns over some of the prac-
tices as well. Heisterkamp (2009) em-
phasized the need for more tangible 
actions from green hotels. Wolff (2008) 
argued against the effectiveness of linen 
and towel reuse programs. Conversely, 
Hsieh (2012) and Berezan et al. (2014) 
found that customers trust energy ef-
ficiency, waste handling, air quality 
management, environmental purchas-
ing, and water conservation. Overall, 
the literature supports the acceptance 
of green practices by hotel consumers, 
which will be empirically tested in sub-
sequent sections.

2.4. Green Practices in Sri Lankan 
hotels
After the end of the separatist war in 
2009, Sri Lanka became a popular 
tourist destination, ranking highly in 
various travel guides (Fernando et al., 
2017; Dissanayake & Samarathunga, 
2021). Despite this, eco-tourism 
accounted for only 1% of total tourist 
arrivals (Arachchi, 2014). The Ministry 
of Tourism declared the Year 2000 as the 
Year of Ecotourism to promote nature-
focused, wildlife, and environmental 
tourism (Fernando & Shariff, 2013; 
Gunapala, 2014). In line with this, 
hotels in Sri Lanka have embraced 
alternative forms of sustainable tourism 
to promote ecotourism (Arachchi et 
al., 2015).

A study conducted by Wijesundara 
(2017) identified the use of low energy 
lighting, and paper-based marketing 
and promotional materials; purchases 
made from local suppliers; recruitment 
and hiring of local people for jobs; es-
tablishment of a green work culture; 
and donations for green initiatives as 
some of the best sustainable practices 
followed by Sri Lankan hotels. Similar-
ly, Kularatne et al. (2019) added that 
by being environmentally responsible, 
the efficiency of the hotels can be en-
hanced. He further stated that Sri Lan-
ka with its naturistic conditions have a 

better chance of adhering to green con-
cepts. Arachchi et al. (2015) and Ku-
laratne et al. (2019) highlighted that Sri 
Lankan hotels follow the practices stat-
ed in the Green Globe and Leadership 
in Energy and Environmental Design 
(LEED) and the practices recommend-
ed by the Green Building Council of 
Sri Lanka (GBCSL). 

Several studies have been conduct-
ed with in Sri Lanka in the realms of 
environment friendly practices in ho-
tels. Weerakoon & Arulrajah (2021) 
conducted a study on a district of Sri 
Lanka, Polonnaruwa, to assess how 
employee behaviour contributes to the 
sustainable eco-friendly hotels. In the 
study it analyses the significance of 
employee contribution in sustaining 
a green process. Another study inves-
tigated the additional cost undergone 
by the hotels to adopt green practic-
es (Weerasekara, 2022). Moreover, a 
study was conducted to assess the re-
lationship between green attributes of 
hotels and how that would impact the 
revisiting decisions of the customers 
(Jayasinghe & Weerasekara, 2021). 
Customer loyalty towards sustainable 
hotels in Sri Lanka were analysed us-
ing case study theory to understand 
the how loyal customers tend to be 
if the hotel is sustainable (Silva et al., 
2021). A study by Madhunimasha & 
Pathmini, (2019) examined the impact 
of Green Marketing Mix strategies on 
customer-based brand equity in green 
hotels in Sri Lanka. Another study 
was carried among the restaurants in 
a town named Vavuniya in Sri Lanka 
to understand the how the custom-
er purchase intentions are influenced 
due to green practices (Pushpanathan 
& Lanka, 2021). Furthermore, a study 
was conducted to investigate the im-
plication of green balanced scorecard 
on sustainable performance in Sri 
Lankan hospitality industry (de Silva 
et al., 2021). Analysing these studies, 
it is proven that even though studies 
were conducted among areas related to 
green buildings and environmentally 
friendly practices of buildings, a clear 
gap is visible and yet to be addressed in 
the area of identifying the link between 
ECCB on green practices of Sri Lank-
an hotels. Therefore, this clearly proves 
that the thorough research is vital to 
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investigate the impact of green practic-
es on ECCB in Sri Lankan hotels.

3. Method
3.1. Research design and process
Creswell et al. (2007) define mixed 
methods research focuses on 
collecting, analysing, and mixing both 
quantitative and qualitative data in a 
single study or series of studies. Dawson 
(2002) explains that mixed research 
allows to investigate reasoning from a 
quantitative perspective. Such designs 
have been used to augment traditional 
methods for assessing and monitoring 
the impacts of recreation and tourism 
on the physical environment (Mackay 
2004). Since the study is aimed at 
investigating the impact of green 
practices of Sri Lankan hotels on 
ECCB, the study would need a research 
apparatus that collects both quantitative 
and qualitative data. The study needs a 
quantitative approach to measure the 
impact of green practices on ECCB. 
This would allow the researchers to 
identify how many existing practices 
have positively influenced hotel guests 
(Saunders et al., 2019). This approach 
would certainly provide justifiable 
result since it allows to investigate 
the impact by a larger sample. On the 
other hand qualitative approach is used 
to identify the strategies to enhance 
ECCB. In identifying strategies authors 

need a mechanism to investigate data 
in depth. In identifying strategies, it is 
essential that authors get to interview 
the most suitable people regarding 
the matter and to delve into depth 
and reasoning. In such manner, a 
qualitative approach provides the best 
route (Saunders et al., 2019). Since both 
qualitative and quantitative methods 
suffice the abovementioned needs of 
the research, study adopted the mixed 
method as the overall method of the 
research. Figure 1 provides a guide to 
the research process adopted in the 
research.

The study began with a background 
study and an extensive literature review 
to examine the theoretical background 
of ECCB and green practices in hotels. 
The literature review identified seven 
key areas of green practices common-
ly implemented in hotels. To enhance 
ECCB in green practices, the study uti-
lised case studies and questionnaires, 
as the main research strategies. Under 
case studies, expert interviews, docu-
ment reviews, and non-participatory 
observations were carried out. Prior 
consent was obtained from the inter-
viewees, and they were encouraged to 
freely express their ideas without bias. 
All data collected were anonymized 
using codes to ensure respondent an-
onymity.   

Figure 1. The research process.
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3.2. Research strategy
Considering the scope of the study and 
the nature of the research questions, 
this research adopted two main 
strategies to find answers such as case 
studies and a questionnaire surveys as 
described below.

3.2.1. Case studies
Saunders et al., (2009) depict that 
case study help scholars to analyse 
phenomenon in depth to grasp the 
relationships. Furthermore, case 
studies allow critical analysis and 
understanding of reasoning and help 
to find the most suitable answer in 
a practical circumstance (Yin 2018). 
Thus, the study adopted the case study 
strategy to investigate the impact of 
green practices on ECCB in hotels in 
Sri Lanka and to propose strategies 
to enhance ECCB in the hotels in 
Sri Lanka. This allows researchers to 
discuss the how and why aspect of 
selecting the strategies and provides 
the justifications by the comments of 
the experts. In identifying cases hotels 
were selected under several criteria.  
The main criteria for selection were 
the existence of green practices within 
the hotel. Further, maintain a green 
certification during last five years 
were considered as another selection 
criterion. The number of cases were 
limited to three after reaching data 
saturation. While investigating the 
4th case authors observed the data 
is repeating in the same pattern 
and no new data is emerging. This 
showcased data saturation where no 
new information or themes emerge 
in data collection, indicating that 
the researcher has comprehensively 
explored and understood the relevant 
aspects of the phenomenon under 

investigation (Saunders et al., 2018).  
Therefore, authors limited the number 
of cases to three conferring to Saunders 
et al. (2018). Furthermore, the number 
of cases were limited due to the time 
constraints, financial constraints and 
the accessibility as well. In selecting the 
cases for the study, a thorough selection 
process was followed.  The profiles of 
the selected cases are summarized in 
Table 1 to enable cross-case analysis.

As depicted Table 1, all the selected 
hotels provided a reasonable level of 
green practice and showcased a satis-
factory level of green certification. Ac-
cordingly, the case studies conducted 
in this study involved semi-structured 
interviews with the hotel managers, 
non-participant observations around 
the hotels and a document review to 
collect the empirical data required for 
the study as described below. 

3.2.1.1. Semi-structured interviews
According to Edwards and Holland 
(2013), semi-structured interviews 
allow asking questions from the 
interviewees using a flexible, yet 
structured approach. Semi structured 
interviews provide the ability to 
investigate data in-depth, seek 
justifications and to understand the 
reasoning behind a phenomenon. 
This also allows the experts to reflect 
on their own responses to questions 
and to develop more accurate and 
comprehensive answers (Kallio 
et al., 2016). In this study authors 
needed  to collect data on how the 
existing practices  have an impact on 
customers, what their responses have 
been, and to craft strategies to enhance 
their satisfaction levels. This needed a 
flexible, and an elaborative mechanism, 
thus, semi-structured interviews were 
used in the study to review the current 
green practices, impact of those 
practices on customers’ satisfaction 
and strategies to improve the green 
practices in the hotels. As the initial 
step of the interview, a comprehensive 
interview guide was prepared with 
the data identified from literature. 
In forming the interview questions 
authors used the data gathered from 
the literature review. A pilot interview 
was conducted with an expert in the 
industry who possessed both practical 

Table 1. Profiles of the cases.
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and academic knowledge on the subject 
to make sure the interview questions 
are well aligned with the scope of the 
research. The key strategies identified 
from literature were presented to the 
hotel management staff and they were 
validated. Further, new strategies were 
suggested during the empirical data 
collection. 

The interviews were audio record-
ed with full permission of the experts 
and transcribed into textual data pri-
or to analysis using Nvivo. Average 
interviews extended between one 
and half hours to two hours. In con-
ducting the interviews experts were 
provided with the freedom to select 
the place thus most of the interviews 
were conducted at their office prem-
ises. However, authors assured that 
while the interviews are being con-
ducted no other party was involved 
and experts were given the freedom 
to express their honest opinion. Fur-
thermore, authors assured that all 
the collected data are anonymized 
and treated confidential to gain more 
realistic information. Table 2 depicts 
the profiles of the hotel employees 
interviewed selected through purpo-
sive sampling.

Yin (2014) explained the selection 
criteria rely on the limitations of con-
venience, judgment, time, and cost. 
Kothari (2004) clarified that purpo-
sive sampling allows researcher to se-
lect respondents for the survey inten-
tionally. Thus, considering the nature 
of the study nonprobability purposive 
sampling method was adopted to se-
lect informants as the study requires 
to harness evidence specifically relat-
ed to green practices and customer 
satisfaction (Dolores & C. Tongco, 
2006). Purposive sampling allowed 
researchers to select the most suitable, 
educated and experienced experts in 
the area of green practices in the hotel 
sector.  Fifteen professionals with each 
one having minimum or more than 
five years of experience in the hotel 
sector were interviewed to get an in-
depth understanding on the research 
phenomenon conforming to the sam-
ple size suggested by Mason (2010). In 
selecting the experts, authors assured 
to select executive or above manage-
ment level employees who had direct 

contact and interest with hotels green 
practices and who worked in a related 
role.  

3.2.1.2. Non- participant  
observations and document review
Nonparticipant observation in research 
provide the ability to observe and grasp 
the “real-life” scenarios pertinent to 
a phenomenon (Mulhall 2003).  To 
carry out an in-depth investigation 
on the green practices currently being 
implemented in the hotels in Sri Lanka, 
non-participant observations on the 
hotels and a document review were 
conducted. The researchers visited 
the premises of all three hotels and 
attended the progress review meetings 
with the top management of the hotels 
as observers. This allowed authors to 
gain a more realistic perspective on 
existing green practices, its current 
status, and the efforts made by the 
hotel management to enhance the 
satisfaction levels of hotel customers. 
The data collection further included 
a document review  which entailed 
investigating green certificates and 
supporting documents submitted for 
the renewal of the certificates, company 
records and customer feedback reports 
as mentioned in Table 1, to identify 
the green practices currently being 
implemented at the hotels and how 
well they are being received by hotel 
guests. 

Code-based content analysis was 
used to analyse the data using Nvivo12 
to reduce the time taken to analyse the 
data. According to Hsieh and Shan-

Table 2. Profiles of the interviewees.
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non (2005), content analysis is one of 
the main strategies for evaluating and 
coding text information in a qualita-
tive approach. Text information can 
be gathered from interviews, surveys, 
findings, focus groups and printed 
media in the form of verbal, digital or 
written format (Kondracki , Wellman, 
& Amundson, 2002). Content analysis 
provides text for subjective interpreta-
tion by systematic coding and patterns 
(Hsieh & Shannon, 2005). In addition, 
manual content analysis was also be 
carried out for documents reviewed 
and observations recorded. 

3.2.2. Questionnaire survey with the 
customers
As stated by Check and Schutt (2012) 
and Yin (2015), questionnaires are 
common data collection methods in 
case study research which allow for 
comprehensive and in-depth data 
collection. Moreover, questionnaire 
survey provides validity and reliability 
to the research findings (Taherdoost, 
2016). To investigate the satisfaction 
level and impacts hotel users have 
on the existing green practices, 
authors needed to examine how hotel 
customers respond to existing green 
practices. Moreover, authors needed 
a considerable number of the hotel 
customers’ response  for reliability 
and validation. Thus to determine 
the customer satisfaction level on the 
green practices, a questionnaire was 
distributed among the customers of 
green hotels. In selecting the guests, 
authors screen them through several 
basic aspects such as how many stays 
they plan to spend at the hotel, weather 
they have any basic knowledge on 
green practices in hotels and their 
preference over green practices in 
hotels compared to a conventional 
hotel. Therefore, sample were selected 
from guests who stayed more than 
two nights at the hotel and who knew 
about green practices and showed clear 
interest. Then through the consent and 
the assistance of the hotel management, 
researchers selected a sample of 
150 hotel guests. The questionnaire 
distributed online, and the number of 
completed questionnaires returned was 
117 accounting to 78% response rate. 

In developing the questionnaire fol-

lowing approach was adopted. Initially 
authors identified the existing green 
practices in the selected hotels. In this 
process as mentioned in Section 2, au-
thors identified existing green practic-
es through a comprehensive literature 
review. Subsequently these literature 
findings were investigated with in the 
hotels for their existence and they were 
empirically tested. Moreover, addi-
tional practices were also identified 
through the data gathered from the ho-
tels. This finalized list of green practices 
were used as the final list in developing 
the questionnaire. In the questionnaire 
the authors questioned the hotel gusts 
under the following key areas to check 
their satisfaction level. As an example, 
under Water conservation green prac-
tices, guests were questioned on their 
satisfaction level from 1-5, on a Likert 
scale. Likewise, authors grouped the 
identified green practices under seven 
key areas such as: Water conservation, 
Energy conservation, Solid waste man-
agement, Air quality, Environmental 
purchasing, Community awareness 
and Maintenance of permits. Those 
green practices were then used to de-
velop the questionnaire to gain the per-
spective of the hotel consumers. The 
respondents were given a five-point 
Likert scale to mark their responses to 
each question, using 5 for highly satis-
fied and 1 for highly dissatisfied. The 
ECCB level of each green practice was 
determined by calculating the mean 
values of each practice (Albaum, 1997; 
Miller, Mayer, & Baloglu, 2012). 

As the questionnaire survey was 
conducted online, the gathered data 
were in the digital format. According 
to Rudestam and Newton (2007), the 
collection of data in the digital form 
is convenient in quantitative research. 
In order to analyse and interpret the 
quantitative  data from questionnaires, 
descriptive frequency analysis was 
used. Mean values were calculated to 
interpret the satisfaction level based on 
the 5-point Likert scale. The degree of 
satisfaction was determined by the set 
of mean values  as shown below (Oth-
man et al., 2011). 

MV 0.5 - 1.5: Highly Dissatisfied
MV 1.5 - 2.5: Dissatisfied
MV 2.5 - 3.5: Moderately Satisfied
MV 3.5 - 4.5: Satisfied
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MV 4.5 - 5.5: Highly Satisfied
The mean value(MV) ranges were 

identified with the respective satisfac-
tion level. Additionally, The analysed 
data were presented using bar charts 
for each green practice along with the 
mean value that can be assigned for it 
based on the questionnaire findings in 
section 4.

4. Research findings and analysis
This section clearly outlines the key 
findings of the data collection. The 
findings were discussed under three 
main sections i.e., Existing green 
practices in Sri Lankan hotels, ECCB on 
existing green practices and strategies 
to enhance ECCB as discussed below 
in line with answering the research 
questions. 

4.1. Existing green practices in Sri 
Lankan hotels
Green practices currently followed in 
hotels were identified by interviewing 
the hotel management, making 
non-participant observations, and 
conducting a document review. The 
questions on green practices were 
grouped under seven areas, identified 
through the comprehensive literature 
review. Table 3 presents the summary 
of the green practices that being 
implemented in all three hotels.

As evidenced in Table 3, most of 
the green initiatives identified through 
the literature were being satisfacto-
rily practiced in all three hotels. All 
the respondents showcased interest in 
implementing green practices in their 
respective hotels. Environmental pur-
chasing, community awareness, and 
maintenance of permits were visible in 
all the hotels. Even though water con-
servation is crucial for a hotel, a rain-
water harvesting system is installed 
only in Hotel B. A3 indicated that a 
rainwater harvesting system was not 
installed in Hotel A emphasising the 
inadequate space and negative impres-
sions on overall design through rain-
water harvesting system. However, B3 
contradicted the idea of A3 by stating 
that, the design team managed to blend 
it with the existing architecture of the 
buildings as the rainwater harvesting 
system was considered essential in Ho-
tel B. The use of energy efficient sen-

sors was observed only in two hotels, 
A and C. The interviewees, A3, C4 and 
C5, commented that even though the 
initial cost of the sensors was high, the 
state-of-the-art technology used in 
them have made them energy efficient 
and user friendly. 

In two of the three hotels, bicycles 
and common vehicles were not used. 
According to hotel management, cus-
tomers are not eager to use bicycles and 
common vehicles as it compromises the 
comfort level. The hotels were unable to 
implement green practices such as the 
use of refillable dispensers for sham-
poos, conditioners, and soaps and sup-
ply of cosmetics/ amenities made from 
natural ingredients. According to B2, 
these hotels are unable to implement the 
two green practices as they are bound 
to adhere to certain hygiene standards 
that do not allow reusing of products or 
equipment. C2 and C5 however do not 
agree with B2 on the point of maintain-
ing quality and hygiene but stated that 
the high cost of 100% natural products 
is another factor that hinders the use 
of cosmetics made from natural ingre-
dients. The results indicated the green 
practices that require improvements. 
However, all the respondents indicated 

Table 3. Summary of the green practices implemented in three 
hotels.
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that the implementation of green prac-
tices is mainly influenced by ECCB and 
the views of the hotel guests. 

4.2. Impact of  green practices on 
ECCB 
To analyse the impact of ECCB on green 
practices, 150 questionnaires were 
distributed among the customers of all 
three case study hotels to determine 
their satisfaction levels with regard to 
seven green practices identified from 
the literature. The following section 
provide a detailed analysis of each of 
these key areas below.  

4.2.1. ECCB on sustainable 
management of water
Water conservation and sustainable 
water management except rainwater 
harvesting were observed in all of 
all three cases. Figure 1 indicates 
the customer satisfaction levels on 
sustainable water management at the 
hotels. 

According to Figure 1, 57% of the 
customers surveyed were highly sat-
isfied with the use of recycled wa-

ter for gardening and toilet flushing. 
The customers indicated that they are 
willing to use recycled water unless it 
compromises hygiene standards. More 
than 50% of the customers were high-
ly satisfied with rainwater harvesting 
and the use of water saving devices. 
As mentioned already, only one of the 
hotels employed rainwater harvesting. 
Almost 51% of the customers were dis-
satisfied with the reuse of towels and 
linen to reduce water consumption, 
whose mean value of 2.68 was the low-
est among the six green practices com-
ing under sustainable management of 
water. However, 49% of the custom-
ers showed willingness to reuse linen 
as long as hygiene is maintained. This 
showed a split result among customers. 
On the same subject, hotel manage-
ment is in the view that they did not 
provide new linen unless otherwise re-
quested by the guests within the same 
stay.  In this section the highest satis-
faction level was recorded on the use of 
water saving devices with a mean value 
of 4.62.

4.2.2. ECCB on energy conservation
Hotels are energy intensive buildings 
that incur high cost for energy. Figure 
2 shows customer satisfaction levels on 
energy conserving green practices.

The mean values received by seven 
of the eight green initiatives were above 
four. A vast majority of customers were 
satisfied with most of the energy con-
servation practices followed in the ho-
tels. However, they had differing views 
on the use of reminder cards to alert 
customers to turn off their room lights 
and 27% of them were not enthusiastic 
on that practice. However, 37% of the 
customers were highly satisfied with 
it. The use of energy saving equipment 
with the highest mean value (4.68) was 
the most preferred energy saving prac-
tice with almost 70% of the customers 
were being highly satisfied with that 
practice. 

4.2.3. ECCB on solid waste 
management
Figure 3 presents the analysis of 
the customer satisfaction levels on 
solid waste management practices 
implemented in three hotels. 

More than 50% of the customers 

Figure 2. ECCB on sustainable management of water.

Figure 3. ECCB on energy conservation.

Figure 4. ECCB on solid waste management.
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were highly satisfied with all of the 
green practices associated with sol-
id waste management except the use 
of refillable dispensers for shampoos, 
conditioners, and soaps with which 
approximately 32% of the customers 
have been dissatisfied (Figure 3). The 
percentage of customers (70%) who 
were highly satisfied with the use of 
recycled bins to separate waste was the 
highest among the percentage of cus-
tomers who had expressed a high sat-
isfaction. Guests showed similar satis-
faction for composting waste as well. 
Approximately 50% of the customers 
have indicated a high level of satisfac-
tion with the supply of cosmetics and 
amenities made from natural ingredi-
ents. The mean values obtained by all 
of the green practices except refilling of 
products exceeded four. 

4.2.4. ECCB on ensuring air quality
Figure 4 presents the analysis of the 
satisfaction levels of customers on 
ensuring air quality in three hotels.

More than 50% of the surveyed cus-
tomers indicated that they are highly 
satisfied with each of the green practic-
es coming under air quality. All of the 
green practices in this category except 
the use of bicycles or public transport to 
reduce air pollution within the premises 
have been considered highly satisfying 
by more than 45% of the customers. 
However, 43% of the customers have 
been moderately satisfied with the use 
of bicycles or public transport to reduce 
air pollution within the premises. Only 
19% of the customers have been highly 
satisfied with this practice. Both the use 
of air filtration and a smoke free envi-
ronment have each obtained the highest 
mean value of 4.62, with 62% and 38% 
of the customers being moderately sat-
isfied and satisfied with them, respec-
tively. The mean values received by the 
green practices indicate that all of the 
green initiatives except the use of cycles 
and public transport have been favour-
ably considered by the customers. 

4.2.5. ECCB on environmental 
purchasing
The green practice environmental 
purchasing has been adopted by all 
three hotels. Figure 5 below presents 

the percentage of customers who have 
indicated their customer satisfaction 
level for each of the green practices 
associated with environmental 
purchasing. 

More than 50% of the customers 
have expressed a high satisfaction for 
all of the green practices mentioned 
under environmental purchasing. The 
percentage of the customers is high-
est in respect of the use of recycled, 
eco-friendly packaging, such as take-
out boxes and bags. The mean value of 
each of the two green practices provid-

Figure 5. ECCB on ensuring air quality.

Figure 6. ECCB on environmental purchasing.

Figure 7. ECCB on community awareness.

Figure 8. ECCB on the maintenance of permits.
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ing organic food and purchasing lo-
cally grown food is 4.6. All four green 
practices coming under environmental 
purchasing have provided an accept-
able level of satisfaction to more than 
30% of the customers. An intriguing 
observation in this section is that all 
practices have scored mean values 
above 4 indicating the high level of 
customer satisfaction on them.

4.2.6. ECCB on community 
awareness
As discussed in the literature, a hotel 
can gain a vast range of benefits by 
promoting their eco-friendly practices 
among the community. Hence, 
community awareness is one of the 
main areas that could impact customer 
satisfaction and Figure 6 below presents 
the results of the analysis. 

Over 50% of the customers have ex-
pressed a high level of satisfaction over 
three of the green practices associated 
with community awareness as visible. 
Almost 62% per cent of the customers 
have expressed a high level of satisfac-
tion on conducting CSR projects and 

obtaining feedback from customers on 
the green practices of the hotels. Train-
ing employees on eco-friendly practic-
es has obtained a mean value of 4.54, 
and nearly 55% of the customers have 
expressed a high level of satisfaction 
with this green practice. However, 33% 
of the customers have expressed dissat-
isfaction on conducting training pro-
grammes for customers on green prac-
tices. A3 and B2 opined that customers 
are dissatisfied with this practice as it 
disturbs relaxation. A2 mentioned that 
customers consider such training as a 
nuisance. 

4.2.7. ECCB on the maintenance of 
permits
Compliance with legislation and 
maintenance of permits elevate the 
overall reputation of hotels. Figure 7 
provides the mean values obtained 
by the green practices associated with 
the maintenance of permits and the 
percentage of customers.

Over 50% of the customers have in-
dicated that they are satisfied with three 
of the four green practices at large. For-
ty-one per cent of the customers have 
been highly satisfied with two of the 
practices: compliance with legislation 
and following of laws and regulations, 
such as building codes and incentives. 
The display of certificates indicating 
the authorisation of their eco-friendly 
practices has been considered by 48% 
of the customers as being moderate-
ly satisfying. All of the green practic-
es associated with the maintenance of 
permits have obtained an approximate 
mean value of 4. Green certification 
granted by the government or green 
organizations have both obtained the 
highest mean value (4.54). 

The analysis clearly depicts that vast 
majority of the green practice offered 
by the hotels were overwhelmingly 
accepted by hotel customers and they 
indicate they are satisfied with these 
practices except for several practices. 
The Table 4 presents a comprehensive 
overview of various green practices, 
each accompanied by a mean score re-
flecting their perceived satisfaction lev-
el as per the views of the hotel guests. 

The practices are categorised into 
key  areas such as Water Conservation, 
Air Quality, Energy Conservation, En-

Table 4. ECCB on green practices.
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vironmental Purchasing, Solid Waste 
Management, Community Awareness, 
and Maintenance of Permits. The mean 
scores provide a measure of how well 
each practice is perceived to be con-
tributing to environmental sustain-
ability, with higher scores indicating a 
more positive satisfaction among hotel 
customers. The analysis indicates that 
even though there are a few green prac-
tices that are not fully accepted by the 
hotel guests, overwhelming majority of 
green practices are well received by the 
hotel guests, and they were satisfied by 
them. 

4.3. Strategies to improve ECCB on 
green practices
A key objective of the study was to 
propose strategies that will improve 
ECCB on green practices. These 
strategies were collected through 
interviews with the hotel managements, 
non- participant observations, and the 
document review. To do so a coding 
structure was used as follows.
•	 Top-Level Code: Strategies to im-

prove customer satisfaction towards 
green goals

•	 Sub Codes
•	 Conduct training and awareness 

programs for employees
•	 Mechanism to evaluate customer 

satisfaction before leaving the hotel
•	 Conducting program to make 

guests feel more aware
•	 Promoting green concept through 

social media
•	 Compliance with standards
•	 Benchmarking
•	 Develop procedures enhancing 

public relationship
One of the strategies that was em-

phasized by the interviewees was pro-
viding education for hotel employees. 
C2 highlighted that, employees do 
not possess adequate knowledge and 
awareness about green practices. A1 
noted the importance of knowing the 
benefits and value of green practices 
by both the customers and employees 
of the hotels. B1 responded that to im-
plement and maintain green practices 
successfully, the employees have to be 
knowledgeable and informative. The 
idea was further strengthened by the 
comment of C1 as he reiterated only 

if the employees had inert knowledge 
they would continue and sustain the 
practices and able to educate guests 
when needed. Thus, conducting train-
ing and awareness programmes was 
considered one of the top strategies 
that can be adopted to enhance cus-
tomer satisfaction in hotels. 

The study findings suggest that im-
plementing an effective feedback mech-
anism is crucial for obtaining customer 
input. Feedback loops can be utilized 
to gather data and develop action plans 
to assess customer satisfaction with ho-
tel services. Hotel management should 
prioritize meeting customer prefer-
ences and desires rather than focusing 
solely on standard amenities. Respon-
dents emphasized the importance of 
educating hotel customers about the 
benefits and best practices related to 
green initiatives. A1, B1, B4 and C2 
suggested conducting demonstrations, 
dramas, group activities, and providing 
information on energy-saving through 
green concepts. These initiatives can 
encourage customers to take responsi-
bility for environmental conservation, 
thereby enhancing ECCB.

Promoting the existing green prac-
tices in the hotels using diverse proce-
dures is one of the strategies suggest-
ed as it would enhance the customers’ 
awareness on green initiatives and 
their tangible benefits. As stated by B2, 
green practices may surprise the cus-
tomers, if they had no prior knowledge 
about such practices being implement-
ed in the hotel. According to A1, most 
of the customers prefer to get informa-
tion related to available green practic-
es beforehand which will ultimately 
uplift their satisfaction with the prac-
tices. However, it is noted by majority 
of interviewees of the hotel staff that 
it must be done in a manner that does 
not disturb the guests by any mean. 
Further, complying and benchmarking 
with global standards such as LEED 
was suggested as a strategy by the ho-
tel managements as customers from 
developed countries possess green 
awareness and familiarity with global 
standards. C2, B1 and B3 expressed 
that since majority if the guests are 
from all over the world it is imperative 
to highlight globally renowned stan-
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dards. Procedures enhancing public 
relationship were the least advocated 
strategy as the difficulty of implement-
ing executing such strategy. However, 
A2 mentioned that through the pro-
motional campaign they attempt to 
elevate the relationship with the pub-
lic with the modern social media plat-
forms. On the contrary, B5 mentioned 
that it has no tangible outcomes.

5. Discussion 
This section provides a critical 
discussion on the findings of the above 
discussed section with one-by-one 
comparison with the literature and the 
interpretation of the empirical findings 
as well. 

5.1. Green practices in Sri Lankan 
hotels
The study findings indicate that all three 
hotels have implemented a majority 
of the green practices mentioned in 
the literature. Seven green initiatives 
were identified from the literature 
as being applicable in Sri Lanka: 
sustainable water management, energy 
conservation, solid waste management, 
satisfactory air quality, environmental 
purchasing, community awareness, and 
maintenance of permits. According to 
Perramon et al. (2014), these practices 
are already being implemented in top 
green hotels throughout the world. 
All three hotels selected for this study 
also demonstrated an interest towards 
executing these green practices at large. 

Water conservation and waste re-
duction are the major aspects of envi-
ronmentally responsible management 
in hotels (Singh et al., 2014). Even 
though, rainwater harvesting is suit-
able for a tropical country like Sri Lan-
ka, only one of the three hotels had im-
plemented it. According to Perramon 
et al. (2014), rainwater harvesting is 
important for hotels as the water con-
sumption in a hotel building is higher 
than that in any other type of building. 
Similarly, the use of refilling techniques 
and supply of 100% natural products 
are imperative in hotels (Alexander, 
2002; Ernst & Young, 2008). However, 
all three hotels were not implementing 
these practices as it is difficult for the 
hotels to comply with other standards 
and high cost. The hotel managements 

also highlighted the difficulty of main-
taining solid waste management in 
their hotels. Alexander (2002) stated 
that hotels often hesitate to implement 
solid waste management programmes 
due to poor coordination and coop-
eration among the management, em-
ployees, and customers. The green 
initiative of using bicycles and public 
transport was also not implemented in 
two of the hotels due to reluctance of 
the customers to relinquish their com-
forts. According to the managements 
of all three hotels, although the hotels 
were eager to provide such facilities, 
the customers are not keen about them 
as highlighted by Wolff (2008). The re-
sults clearly imply that hotels have exe-
cutes many strategies however they are 
reluctant to go ahead with strategies 
that would create concern in the minds 
of the guests. 

5.2. Hotel users’ ECCB on the 
existing green practices 
The data analysis indicated that 
customers have a favourable 
perception of the green practices 
currently followed in Sri Lankan 
hotels. According to Prakash et 
al., (2022), water conservation and 
waste management practices are 
appreciated by hotel customers and 
hotel managements. The study findings 
confirmed the literature findings as 
majority of the customers were satisfied 
with the suggested green practices. 
However, 51% of the customers who 
were interviewed were dissatisfied 
with the reuse of towels and linen to 
reduce water consumption. According 
to a study done by Blose et al. (2014), 
the attitudes of the hotel customers 
to this green practice will depend on 
how it is presented to the customers 
and its perception by the customers, 
Yu et al. (2017) highlighted that some 
customers, however, would not mind 
reusing linen to conserve water but 
some of the hotels also might consider 
the reuse of linen as a poor cleaning 
practice and thus would be reluctant to 
implement it. 

Hotels have complex functional ar-
eas which require different energy lev-
els as the day progresses (Shao et al. 
2020). The ECCB on energy conserva-
tion was high, indicating that most of 
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the customers agreed with such prac-
tices. As indicated by Pirani and Arafat 
(2016), customer satisfaction can be 
achieved through proper solid waste 
management practices. Similarly, a 
study conducted by Zhang et al. (2017) 
concluded that, maintaining a satisfac-
tory indoor air quality is a concept well 
accepted by hotel customers in gener-
al. The hotel customers in Sri Lanka 
were highly satisfied with this practice. 
Khan et al., (2022) and Li et al. (2017) 
proved that hotels positively accepted 
green purchasing practices, such as 
environmental purchasing, which was 
well accepted by Sri Lankan hotel cus-
tomers. 

Increasing the awareness on green 
is another practice emphasized by 
several scholars. Berezan et al. (2014) 
stated that increasing the awareness 
of customers about green practices 
can compel the hotels to reduce their 
carbon footprints. Research findings 
indicated that, Sri Lankan hotel cus-
tomers accept most of the green ini-
tiatives except training of customers 
on green practices. Managing green 
permits, maintaining the stipulated 
standards, and showcasing the green 
rating of the hotel are vital for cus-
tomer satisfaction on green. Accord-
ing to Lee et al. (2010), 83% of En-
glish holidaymakers would choose a 
hotel that has received a green award. 
Most of the activities related to main-
taining green permits were accepted 
by the hotel customers who were in-
terviewed. 

As per the collected data green 
practices were appreciated by the ho-
tel guests as portrayed in data. Giv-
ing close attention to the responses of 
the hotel guests and scrutinising the 
ideas shared by the hotel employees 
reveal an intriguing fact. In general, 
the hotel customers have accepted 
the green practices and showcased 
their willingness to integrate with 
them show their satisfaction as in-
dicated by Acampora et al. (2022). 
However, when certain green initia-
tives hinder their ability to enjoy the 
stay or relaxation, they seem to be 
displeased.  Furthermore, it is un-
derstandable through the results that 
customer satisfaction has a positive 

relationship to green initiatives im-
plemented by hotels overall. 

5.3. Strategies to improve customer 
satisfaction on Green Practices
With the aim of enhancing customer 
satisfaction on green principals, several 
key strategies were proposed with 
reference to literature and the feedback 
received from the interviewees. One 
strategy accepted by the interviewees 
is providing knowledge on green 
practices to the employees of hotels. 
This strategy has been mentioned by Yu 
et al. (2017) who stated that when green 
knowledge of employees is insufficient, 
the implementation of green practices 
and presentation of green practices to 
the customers gets adversely affected. 
Thus, a key strategy that hotels can 
adopt is to ensure that their employees 
understand how to implement green 
practices and effectively interact with 
customers during their stay in green 
hotels. 

Increasing customer awareness on 
green practices is a strategy that was 
suggested by the hotel managements. 
This idea is cited by Chen and Peng 
(2014), who stated that the customers 
have to be educated about green prac-
tices by making them available with-
in the hotel premises or on the hotel 
website providing detailed informa-
tion about the green practices of the 
hotels. On the contrary, Yarimoglu & 
Gunay (2019) and Ahn et al. (2019) 
argued that customers training could 
negatively affect customer satisfaction, 
if implemented in an unfavourable 
way. The study also acknowledged that 
communicating and promoting green 
practices will provide improved satis-
faction for customers and bring bene-
fits to hotel as well. This idea is clearly 
emphasised by the study of Mogaji et 
al. (2022) as well where it highlights 
the importance of effectively commu-
nicating the green initiatives. The cus-
tomers will be satisfied when they are 
made aware of the green practices and 
the benefits. Further supporting this 
argument, Gao and Mattila (2014) stat-
ed that regardless of the service out-
come, customer satisfaction would be 
higher when customers perceive that 
the hotel has engaged green initiatives 
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to help the society. 
Projecting and maintaining the im-

age of the hotel with regard to green 
is important to achieve customer sat-
isfaction. Sri Lankan hotels have to 
maintain globally recognised standards 
as a strategy, which was endorsed by 
the interviewees as well. The literature 
also noted the advantages of maintain-
ing a reputable green image and com-
plying with global standards. Studies 
by Mohiuddin & Al-Amin, (2022) 
and Martínez (2015) highlighted that 
acquiring a reputable green image 
through environmental certifications 
(Green Globe Certification, Energy 
Star, Green Seals) help customers to 
trust the commitment and dedication 
of the companies towards becoming 
truly green. Thus, the companies have 
to adopt green concepts not just as a 
mere marketing tool but as a core fun-
dament of the business. As confirmed 
through the research findings, improv-
ing feedback gathering will help collect 
honest responses, ideas, and sugges-
tions of the customers and provide an 
insight into how the green activities of 
the hotels can be initiated to enhance 
the ECCB.

6. Conclusions
The study aimed to investigate the 
impact of green practices on ECCB in 
Sri Lankan hotels. Authors adopted a 
mixed research approach achieving the 
aim of the study. In this regard, three 
prominent hotels in Sri Lanka were 
studied to collect the required data for 
the research. Initially a comprehensive 
literature review was carried out and 
the key findings of the literature were 
taken as a benchmark to analyse the 
current level of green practices in the 
hotels. As per the findings, all three 
hotels were found to implement seven 
key green practices such as: Water 
conservation, Energy conservation, 
Solid waste management, Air 
quality, Environmental purchasing, 
Community awareness, and 
maintenance of permits to a satisfactory 
level. 

The study assessed customer sat-
isfaction on green practices in three 
hotels using a questionnaire survey 
among 117 hotel customers. The find-
ings revealed that customers show-

cased a positive satisfactory level 
towards green initiatives such as envi-
ronmental purchasing, water and en-
ergy conservation, community aware-
ness, air quality maintenance, solid 
waste management, and permit main-
tenance. However, satisfaction was 
lower for linen reuse, customer train-
ing on green activities, and the use of 
refillable bottles due to concerns about 
hygiene and perceived interference 
with freedom and privacy. Moreover 
to identify strategies to enhance ECCB 
authors conducted interviews with ho-
tel staff and management to identify 
key strategies such as  educating hotel 
staff, improving customer feedback 
mechanisms, educating customers, 
promoting research, and benchmark-
ing against global standards.

The contributions of the study are 
twofold. Initially from a theoretical 
perspective the study fills the knowl-
edge gap on ECCB in green hotels in 
the context of Sri Lanka by identifying 
factors that affect ECCB pertaining to 
green practices. Moreover, the study 
presents a reliable outcome in which it 
presents how hotel consumers perceive 
each and every green practice and their 
underlying factors. This provides a 
clear idea on how consumers response 
to existing green practices in the Sri 
Lankan hotels. 

Secondly, from an industry perspec-
tive the study provides insights to Sri 
Lankan hotel owners on how to incor-
porate green initiatives into their busi-
nesses and increase ECCB, which will 
ultimately increase the profitability of 
the hotels and ultimately to the envi-
ronment. The developed strategies can 
be directly used by hotel management 
in reinventing how to approach the 
ecologically conscious customer base 
and wining their trust. As a practical 
implication, the findings on custom-
ers behavioral patterns with regards to 
green practices  could be used as guide-
lines for green hotels to improve their 
delivery of service in satisfying clients. 

7. Future research areas
The study invites for further research 
in few aspects. The study opens an 
avenue to investigate on ECCB of 
Sri Lankan hotel customers from a 
different perspective. Policy makers 
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and regulatory bodies could use this 
study as a guideline to investigate 
how important ECCB on  economy 
and tourism development. This would 
create an impactful link between the 
hotel sector, authorities and consumers. 

From a practical perspective consid-
ering the green hotel sector, this study 
opens the way to study on the barriers 
in implementing the identified new 
strategies to increase ECCB.  

Future research can explore the cul-
tural factors that shape consumer per-
ceptions and behaviors related to green 
practices in hotels and investigate how 
cultural differences impact the effec-
tiveness of eco-friendly initiatives and 
if there are variations in consumer re-
sponses across different regions.  More-
over, there is a vacuum to research on 
validating the identified strategies on 
real case scenarios. Researchers can in-
vestigate the feasibility of the suggested 
strategies in real cases and assess the 
accuracy and the usability as well. 
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