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Abstract

Sustainability has become a new goal and a new pursuit for all industries. In truly
achieving sustainable growth, companies need to make their efforts and adapt their
strategies to the needs of their customers. For the hospitality industry, sustainability
management has always been the goal pursued by various hotel brands. The
difference is that different hotels have other sustainability management policies
according to their customer groups. The income and age of the customer will
influence the customer's behavior. Customers' awareness of sustainability directly
affects their choice of hotel, but it does not affect their concern for sustainability in
their hotels. The more sustainability-conscious customers are, the more they choose
hotels that pay more for sustainability management. The customer's awareness of
sustainability will also influence the hotel staff's perception of sustainability
management, indirectly influencing the hotel's sustainability management. These
factors determine how a hotel embodies its sustainability management in a customer-
oriented industry. Based on the fact that hotels and customers influence each other
in the direction of sustainability, the pursuit of sustainability goals in the future should
focus more on mutual education with customers. It is essential that sustainability is
embedded in the minds of hotel management and that customers are aware of the
importance of sustainability. Achieving global sustainability requires a unilateral effort

by the hotel and a joint effort by the customer and the hotel.



