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1 OVERVIEW OF TOURISM QUALITY
CERTIFICATIONS IN THE BARENTS REGION

1.1 Main Principles of International Tourism Quality Certifications

To understand the significance and use of tourism quality systems, programs, labels
and criteria, it is necessary to look into the most common quality definitions and
international quality management systems. Furthermore, it is necessary to create a
comprehensive overview of UNWTO (United Nations World Tourism Organisation)
and EU comments on tourism quality and such concrete development programmes
and criteria that aim at developing the competitiveness of the international tourism
industry. It is worth noticing that the UNWTO and the EU have for long developed
tourism from the viewpoint of sustainability and destinations. In the Barents region
only Russia is a member of the UNWTO. The Integrated Quality Management in
Destinations (IQM) model is in worldwide use (UNWTO 2016a). In the EU
programmes and criteria supporting destination development have been created on
the basis of IQM researches and best practices, such as EDEN — European
Destination of Excellence and ETIS — European Tourism Indicator System. (EU
2000; EU 2016a; EU 2016b.)

The UNWTO Quality Standards in Tourism Services programme aims to “improve
the quality of products and services within the tourism industry” along the whole
tourism service chain. The objective is to create such quality criteria for different
services and products that meet the customers’ expectations and needs. This is
done in cooperation with the various stakeholders. An integral part of this
development programme is to systematically control quality on the basis of these
criteria. The programme can be adjusted, which might require national or regional
cooperation and implementation due to its fairly high costs. (UNWTO 2016b.)

Sustainability is part of total quality concept in international total quality management
systems. An example of this is the ISO 9000 family of quality systems, which is in
worldwide use (ISO 2015a). The EFQM Excellence Model in Europe and the
Malcolm Baldrige (MB) Business Excellence Model in North America are both based
on total quality management. The MB model was the first self-assessment tool for
rating business quality that was based on excellence and quality awards. This is the
reason why for example the self-assessment criteria of the Q1000 Diploma
(Laatutonni) used in Finland is based on the MB model instead of the EFQM
Excellent Model (Visit Finland 2016a).

This report discussed not only quality and sustainability certification systems, but
also various labels, programmes and tools. In this context, the term “certificate”
refers to any award that is directed at companies and usable in marketing, received
by the company aimed meets certain requirements. Tourism certificates provide the
consumer with the possibility to recognize the companies that follow the principles of
quality criteria and sustainability. (Karlsson & Dolcinar, 2016; Synergy, 2000.)


http://ec.europa.eu/growth/sectors/tourism/offer/eden_en
http://ec.europa.eu/growth/sectors/tourism/offer/eden_en
http://www.surrey.ac.uk/shtm/news/events/launch_of_the_european_tourism_indicator_system_for_sustainable_management_of_destinations.htm

Table 1.

Examples of Both General Definitions for Quality and Those

Linked with International Quality Systems, Programmes, Labels
and Criteria

Quality System/
Operations Model

Definition for Quality

Source

General:

There is no single definition for quality.
Below are listed some of them.

Quality as a technical factor of production
can easily be diminished to reducing errors
and incurred costs. However, there is also a
more positive, cheerful aspect to quality. A
well planned and efficiently produced product
solves customers’ problems, brings added
value to their lives and justifies the price as
well as continuity of business relations,
which are cornerstones of successful
operations.

Other quality definitions drawn up by quality
gurus such as J.M. Juran and W.E. Deming
can be found at skymark.com.

Paul Lillrank
https://people.aalto.fi/index.hml?p
rofilepage=isfor#!paul lillrank

http://www.skymark.com/resource
s/leaders/biomain.asp

Total Quality
Management (TQM)

“TQM is an approach to improving the
effectiveness and flexibility of organizations
as a whole. It is essentially a way of
organizing and involving the whole
organization; every department, every
activity, every single person at every level.
For an organization to be truly effective, each
part of it must work properly together,
recognizing that every person and every
activity affects, and in turn is affected by,
others. TQM is a method for ridding people’s
lives of wasted effort by involving everyone
in the processes of improvement; improving
the effectiveness of work so that the results
are achieved in less time.”

Oakland 1989

Miller, W.J. 1996. A Working
Definition for Total Quality
Management (TQM) for
Researchers. Journal of Quality
Management, Vol. 1, Issue 2,
149-160.

European Foundation for
Quality Management
(EFQM)

Quality equals excellence, which has been
defined as follows: "excellence is about
doing your best ..."

“The EFQM Excellence Model provides a
tool for conceiving which level we need to
reach in order to achieve the results we
want.” “It helps us understand the role each
part of our organisation needs to play in
effectively implementing our strategy;
whether that is an SME, a school or a global
company.” “And because what is considered
excellent today will only be considered as
adequate tomorrow, there is a continual
improvement loop, feeding back the learning
from the results achieved and using creativity
and innovation to drive increased value for
all the stakeholders.”

EFQM 2016a. What is
excellence.
http:/www.efgm.org/efgm-
model/what-is-excellence



http://www.skymark.com/resources/leaders/biomain.asp
http://www.skymark.com/resources/leaders/biomain.asp

ISO 9000:2015

Fundamental concepts and principles:

- sustained success through the
implementation of a quality management
system

- ability to consistently provide products and
services conforming to customers’
requirements

- confidence in the supply chain that the
product and service requirements will be met
- improving communication among interested
parties through a common understanding of
the vocabulary used in quality management
- performance of assessments against the
requirements of ISO 9001

- provision of training, assessment or advice
in quality management

- development of related standards

ISO 2015a.

UNWTO

Quality Standards in
Tourism Services

Overall quality of products and services
within the tourism industry value chain to
promote competitiveness within the industry.
Quality is based on criteria and standards
conforming to the needs and expectations of
stakeholders and customers in particular.
Quality is to be monitored and managed.

UNWTO 2016. Quality standards
in tourism services.
http:/www2.unwto.org/technical-
product/quality-standards-
tourism-services

EU

Integrated Quality
Management in
Destinations (IQM)

IQM s “... an approach to managing a
tourism destination, which focuses on an
ongoing process of improving visitor
satisfaction while seeking to improve the
local economy, the environment and the
quality of life of the local community”.

EU 2000: Towards Quality Rural
Tourism - report

European Tourism
Indicators System

ETIS encourages tourist destinations to
adopt a more intelligent approach to tourism
planning. ETIS is a management tool
supporting the sustainable approach to
destination management, a monitoring
system that is easy to use for collecting data
and detailed information as well as an
information tool for policy makers, tourism
enterprises and other stakeholders.

Note that there is no label or certificate for
ETIS users.

UNWTO 2016. European
Tourism Indicators System.
http://ec.europa.eu/growth/sector
sitourism/offer/sustainable/indicat
ors_fi

Sustainability dimensions are economic, ecological, social and cultural. The
economic dimension is especially strong in all international total quality management
systems. It varies though how the other dimensions of sustainability (ecological,
social and cultural) have been taken into account, if at all. The common TQM
definition does not specify sustainability as such, but if it is a significant key process
in business operations, it is taken into account from the viewpoint of processes.
Sustainability is not emphasized in the 1ISO 9000 family quality systems or in the ISO
9001 certificate (ISO 2015a). The ISO system has separate environmental standards

9




ISO 14000 and the certificate ISO 14001 as well as social responsibility
recommendations to be found in 1ISO 26000 (ISO 2015b; ISO 2016). On the other
hand, one part of the EFQM Excellence strategy is creating a sustainable future,
which means that unlike in 2003, social responsibility is no longer enough to reach
excellence (Laatukeskus 2015). When striving for excellency, sustainability should
be strongly included in all its dimensions.

The UNWTO Quality Standards in Tourism Services programme and, for example,
the IQM programme as well as ETIS criteria are based on destination sustainability
where all dimensions of sustainability have been taken into account comprehensively
and quality is seen as part of sustainability.

Table 2. Dimensions of Sustainability in Universal Quality Definitions and
Systems as well as in UNWTO and EU Quality Development
Programmes and Criteria

Economic Ecological Social Cultural

General Definitions
for Quality

Total Quality
Management (TQM)

EFQM

ISO 9000:2015

Quality Standards in
Tourism Services

Integrated Quality
Management in
Destinations (IQM)

O 100000
O OOE®
CRICHGHGHOID
GRISHOIGIHOID

European Tourism
Indicator System
(ETIS)

©
©
©
©

1.2 Finnish, Swedish and Norwegian Quality Certifications Used in
Tourism

1.2.1 National Destination Marketing Organization Views on Quality

Table 3. National Destination Marketing Organizations’ Views to Quality

National Organization Views to Quality Source

Visit Finland "BtoB: Common, internationally Visit Finland 2015; 2016c.
acknowledged quality system or
certificate for business to business
operations and a sign of quality for
business customers. The common
system helps build mutual trust.

BtoC: Quality and excellent customer
service guarantee the success of your
business in today's challenges. To

10




communicate the quality to customers.
Social media channels such as
reviews, 'third-party independent
experiences work as quality assurance
for the traveller.”

“Visit Finland aims to ensure that the
products and services found by visitors
to Finland meet their expectations and
quality requirements. The tourism
companies are responsible for the
product itself and its development, but
Visit Finland aims to help companies
with this work by providing information
and developing tools.”

“Quality is an essential factor in
product development. Visit Finland has
created internationalization criteria as a
tool for product development and to
improve product competitiveness in the
international market."

Visit Sweden In Sweden quality is understood as Visit Sweden 2016. Hallbarhet.

sustainability. http://corporate.visitsweden.com/
vart-ansvar/

Visit Norway & Innovation Norway's tourism strategy for years Innovation Norway 2016.

Norway 2014-2020 emphasizes sustainability | http://www.innovasjonnorge.no/gl
as a basis when taking the strategy obalassets/reiseliv/tourism-
into practice and concentrating on strategy-innovation-norway-2014-
competitiveness, development and 2020.pdf

marketing when aspiring to become a
competitive destination. The strategy
does not mention quality development
as such.

1.2.2  Tourism Quality Certificates Used in Finland, Sweden and Norway

The practices of international and national quality systems, programmes, labels and
criteria vary from one country to another in the Barents region. In Finland especially
such quality systems are used that are tailored for the tourism industry to develop
overall quality and sustainability as part of it. In Sweden and Norway the
sustainability viewpoint seems to be priority number one in developing tourism
products and destinations. Quality in turn is developed as part of sustainability (see
Chapter 3.2 for systems and labels connected with sustainability), for Sweden and
Norway have relatively more systems, programs, labels and criteria connected with
sustainability than Finland has (Tourism Ecolabels in the Nordics).

Quiality systems based on quality award models, such as EFQM Business
Excellence and Malcolm Baldrige (MB) Performance Excellence models, are used
most in Finland. In Finland as early as in the late 1990s, self-assessment criteria and
tourism quality award competition were developed on the basis of the MB model, to
support tourism business in developing overall quality. Furthermore, destination-
specific Destination Quality Net (DQN) and Destination Management Net (DMN)
development programmes were launched. (Tekoniemi-Selkala 2016.)

11




In 2001, on the initiative of the Finnish Tourism Board (today’s Visit Finland) National
tourism quality policy was developed and a result was the so-called Q1000 Diploma,
which is mainly based on the tourism quality self-assessment criteria consistent with
the previously mentioned MB. The Q1000 Diploma is extensively used all over
Finland, and it includes in-company training and self-assessment tools. To support it,
QualityNet is a system for the comparison of key figures, tailored for companies to
compare their own results with those of their competitors. In Finnish Lapland, 45
hospitality and tourism companies have developed their business with the help of
Q1000 Diploma. (Laatutonni 2016a; Laatutonni 2016b.) In Kainuu, Idén Taiga ry.
organizes Wild Taiga Laatu Start Up quality trainings that have been tailored on the
basis of the Q1000 Diploma to answer to the needs of the companies in the region
(Wild Taiga 2016).

In Finland the official partner of EFQM is Laatukeskus Excellence Finland (brand
name of the Finnish Quality Association), which organizes Excellence Finland
Quality Award competitions. For instance, some hospitality and tourism businesses
have achieved the 4-star EFQM Recognised for Excellence. (Laatukeskus 2016.)
International quality award criteria are used less in Sweden than in Finland. Swedish
Institute of Quality (SIQ) is the Swedish partner of EFQM. According to Mats
Deleryd, CEO of SIQ, the EFQM model is not very widespread in Sweden. He did
not specify whether any tourism businesses use the model. (Deleryd 2016.) In
Norway the EFQM is not in official use at all, because the EFQM has no Norwegian
partner organization that would promote the adoption of the EFQM model there.
(EFQM 2016b.)

In the Barents region, ISO 9001 certificates have been awarded to companies in
Finland and Norway. International ISO standards are coordinated by Finnish
Standards Association (SFS), Swedish Standards Institute (SIS), Standards Norway
(SN) and The Federal Agency on Technical Regulating and Metrology of Russian
Federation (ROSSTANDARD). Each organization is member of the International
Organization for Standardization (ISO) and the European Committee for
Standardization (CEN). The main tasks of these standard-coordinating organizations
are to draw up, ratify, publish and sell national standards and inform about them. The
national standards are based on international or European standards. The
certificates ISO 9001 and ISO 14001 are only awarded by certification companies,
some of which have been accredited. (SIS 2016; NS 2016; SFS 2016.)

Sweden is the only country in the Barents region having a European hotel
classification system. Sweden belongs to the HOTREC network, which is an
umbrella association of hotels, restaurants and cafés in Europe. The Visita
organization is responsible for hotel classifications in Sweden, and the inspections
are conducted by Svensk Klassificiering AB. (Visita 2016.) The star-classified hotels
in Sweden can be found on website http://www.hotelstars.eu/service/hotel-
search/?fixedSearch=true&country=Sweden.

Only two of the hotels have at least a five-star classification. In Norway the
QualityMark system is used. On its basis the UNWTO and Norwegian Accreditation
(NA) drew up a report called “Hotel Classification Systems: Recurrence of criteria in
4 and 5 stars hotels, in 2015”. The report presents a thorough summary of the
criteria of 4- and 5-star hotels in 30 European destinations and six destinations on
global level. The report offers an overview of the existing hotel classifications as well
as guidance on how to set up an official classification system. (UNWTO 2015.) The

12
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Norwegian Ministry of Trade, Industry and Fisheries has decided not to take further
steps to set up a national hotel classification system (Norwegian Accreditation 2016).

In the Barents region there are also some other national quality systems and
programmes. For example camping areas have their own classification system. In
Finland the quality label Uniquely Finnish (Maakuntien parhaat) is quite widely used
as well as the National Classification of Countryside Accommodation (MALO)
connected to it. Uniquely Finnish quality label may be applied for by small food,
handicraft, rural tourism or service businesses. The companies must have a
recognized quality system, high degree of domestic origin, a product/service
acknowledged by an expert jury as well as a business-like method and quantity of
production. (Maakuntien parhaat 2016.)

In years 2013-2015, Sweden had a quality certification system called Swedish
Welcome that was aimed at accommodation and programme service companies. At
the moment Swedish Welcome is a quality development tool that takes into account
quality and hospitality as well as dimensions of sustainability in developing business
operations. Therefore, it can also be regarded as a sustainability development tool.
(Tourism Ecolabels in the Nordics.)

Since 2011 Norway has had a series of projects to create a national quality system
for tourism programme services. Year 2016 has been the starting point for the main
project which for instance aims at modifying and piloting the system. (Berglund
2016.)

1.3 Tourism Quality Certificates Used in Russia

The Russian tourism strategy until year 2020, approved by the Russian government,
emphasizes the importance of adopting a uniform tourism destination classification
system. The strategy also recognizes the need to create a classification and
certification system to assure tourism service quality. Regional tourism information
centres are developed with the help of standards and quality improvements. Service
standardization is developed in the accommodation services, in particular.
According to the Russian tourism strategy, a staff training is one of the most
important measures in assuring tourism service quality. The standards may be
changed yearly, wherefore it is important to follow the monthly standardization
bulleting on the website of Russian Federal Agency of Technical Regulating and
Metrology http://www.gost.ru/wps/portal/en.

In Russia legislation regulating tourism services is derived from the Federation
tourism law (24.11.1994) and act (18.7.2007) as well as from the consumer act.
Standardization, certificates, classifications and testimonials are used in further
regulation.

The standards used in tourism are part of the state standardization system. Tourism
service standardization aims to assure the notified level of requirements and quality
as well as safety and security. State standards that are applied in tourism services
are general requirements for tourism services (50690-2000), tourism information
services, such as tourism information centres (56197-2014), tourism operators and
agents (13809-2012), study and language travel (14804-2012) as well as adventure
tourism (21103-2015). Further, there are about ten standards on the organization
and competences of diving tourism.
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Safety and security are defined by safety and security of tourism services (32611-
2014), safety and security in unexpected situations (22.3.03-94), public services,
definitions and terms (50646-94), planning of tourism services (50681-94) and
accommodation requirements (51185-2008). The standard 50644-2009 defines
safety and security in tourism services, and the main content concerns recognition of
dangers and risk management. In particular the standard defines matters concerning
fire safety and protection against crime, risk sources connected to toxicological,
ecological, biological, military-political, and psychophysical and radiation and nuclear
safety or security as well as means to reduce and eliminate risks.

Tourism operators are required to assess risks and choose the means to manage
them. These include, among others, insurance, route planning, informing authorities,
trip interruption, and health services as well as providing consumers with necessary,
reliable and current information on the product and potential risks. Also tourists are
given responsibility (following legislation, protection of nature and culture, residency
regulations, insuring, health information as well as following the instructions).
Russian tourism services also follow regulations on technical qualities that may apply
to transportation vehicles, buildings or other devices. The technical regulations
monitor for example safety and quality.

A licence is an authorization awarded to a tourism business. The licence is
registered in the registry administered by Russian Federal Agency for Tourism
http://russiatourism.ru/operators/. In the public register tourism business licences
may be checked.

There are both obligatory and voluntary certifications. Obligatory ones are
requirements concerning life, health and environment protections, such as
certifications of excursion services and contract content of offering services
(traveller’'s personal information, conditions, validity, insurance, force majeure, rights
and obligations, etc.).

Certification may be given after obtaining the licence, i.e. authorization. In Russia the
certification as proof of tourism service quality is awarded by the Ministry of
Economic Development. A company may naturally also certify its operations in
accordance with an ISO standard. The certification may take place through self-
certification or by a consumer or a third party. In Russia the best known domestic
certificates are awarded for example by National Tourism Association and National
Hotel Classification System. Companies also have the quality certificate- "Best in
Industry. The certificate is achieved by a company that regularly reports about its
operations to statistics authorities. Several hotels have this certificate, such as the
Meridian and Poljarnye Zorilla in Murmansk. The certificate is awarded by Business
Rating Russia.

14


http://russiatourism.ru/operators/

Red

HALIMOHA/TbHbIM CEPTUDUKAT |
AUAEP OTPACAU
2015

OBWECTEC C OTFAHM‘-IEIjHﬂﬁ CHBETCTBEHHOCTRIO
‘BCEPOCCURCKUN BMIHEC - PEATHHI

Figure 1. Certificate "Best in Industry"”

Ministry of Culture in Russia instructs and regulates the national classification of
tourism destinations (decree 11.7.2014, No. 1215 and its registration in Ministry of
Justice 21.12.2015 No. 35474). The Russian hotel classification system has five
levels from one to five stars. The classification criteria include hotel size,
infrastructure / service level and location.

The register of licenced tourism businesses administered by the Russian Federal
Agency for Tourism is an imperative source for checking whether the business is
registered according to Russian legislation. The registered business meets the
criteria on required capital and other prerequisites to operate (Law on tourism
business prerequisites 24.11.1996). http://russiatourism.ru/operators/.
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2 OVERVIEW OF SUSTAINABILITY TOURISM
CERTIFICATIONS IN THE BARENTS REGION

2.1 Main Principles of Sustainability Tourism Certifications

In order to analyse sustainability certifications used in the Barents region, it is
necessary to be familiar with the understanding of sustainable tourism at both a
global and national level. This helps in understanding how certifications have been
developed and why some dimensions of sustainability are given more emphasis. In
order to gain insights into how sustainability is understood, the concept of
sustainable tourism coined by the UNWTO and the views of national tourism
organizations are presented in Table 4. Environmental issues seem to take a
paramount position while the cultural perspective is missing from the way
sustainability is represented. Only the UNWTO concept of sustainable tourism and
the view of Visit Norway refer to cultural issues by drawing attention to the host
communities.

According to UNWTO, “sustainable tourism can be defined as tourism that takes full
account of its current and future economic, social and environmental impacts,
addressing the needs of visitors, the industry, the environment and host
communities”.

Table 4. Sustainability According to Marketing Messages of National
Tourism Organizations

Sustainability according to the marketing Source

messages of national tourism organizations

(UNWTO) http://sdt.unwto.org/content/about-us-5

"The Finns have always considered nature to be a | http://www.visitfinland.com/article/sustainable-
caretaker and a provider that must be respected. | traveling-in-finland-x-5-2/

Therefore these are aspects taken in
consideration in everything — also in traveling.
Once on the road, why not favour local products
and services, use the public transportation or
choose a hotel and restaurant that have been
awarded with an ecolabel?”

(Visit Finland)

“Norway is a country of outstanding natural https://www.visitnorway.com/about/sustainability/
beauty, with dramatic waterfalls, crystal clear
fiords, majestic mountains, and spectacular
glaciers. Preserving this landscape, its
communities, and their way of life is essential for
locals and visitors alike.”

"Swedes have an affinity with nature, probably http://www.visitsweden.com/Things-to-do/Green-
because most have access to a countryside Sweden/

cottage and spend as much time there as they
can foraging for mushrooms and berries, taking a
dip in a lake, relaxing with family and friends and
enjoying an unspoiled environment. Being
sustainable in other words. This might be the
reason that they are such avid recyclers and that
sorting household waste in Sweden gives you
bragging rights.”
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In Sweden, the concept of sustainable tourism is based on the UNWTO definition.
Furthermore, the concepts of ansvarsfull turism (Responsible Tourism) and
ansvarsfullt resande (Responsible Travel) are used in Sweden. Earlier the best
known concept was ekoturism (Ecotourism). According Visit Sweden’s annual report
on sustainable tourism (in Swedish only), tourism is characterized by openness and
respect towards tourists, partners, owners and employees as well as the rest of
society. ("Vart arbete ska praglas av 6ppenhet och respekt mot bestkare, partners,
agare och medarbetare, men ocksa mot 6vriga samhallet”). The sustainability image
is based on the Brundtland Commission’s and UNWTO definitions on economic,
social and environmental sustainability.

An internet-based survey was conducted among tourism entrepreneurs and
developers during the research. The Finnish survey respondents understood
sustainability to be multidimensional, economic, social and ecological. Environment
protection was the most common theme, although other dimensions received several
mentions, too. For example, companies try to use local employees and producers as
much as possible. Some Norwegian responses proposed different views to
sustainability. It was seen that sustainability can be implemented for example with
the use of an enterprise resource planning system. The concept of sustainable
tourism was also questioned, because primarily tourism was seen to put a strain on
the environment or because the term seemed unfamiliar in practice.

In the Barents region, a wide variety of certifications are used to identify and
acknowledge tourism services and companies that perform according to
sustainability principles. The Swedish Ecotourism certificate, "Nature’s Best”, for
example, accredits single tourism services rather than whole companies. At the
same time, the Nordic Ecolabel is awarded not to single tourism services, but to
hotels and restaurants that are able to fulfil specific criteria set by the certification
itself. Certifications such as 1ISO14001 are awarded on the basis of the objectives set
by the company, but don’t demand companies to meet established criteria. Rather
they ask companies to make a commitment to gradually reducing their impact on the
natural environment by setting their own environmental policy and objectives. As a
result, the sustainability certifications used in the Barents region are diverse in nature
— they can be awarded to a single service or an entire company. To be awarded a
sustainability certification, companies need to meet the given criteria or develop their
own sustainability policy which defines their own objectives and criteria.

Despite the variety and diverse nature of the certifications, there are also some
issues in common:

— They include a log that can be used by the company in their communication with
customers and other relevant stakeholders

— Local regulations and legislation are viewed as a minimum requirement for
accreditation

— Certain criteria or requirements that need to be met by the companies being
accredited

— An auditing or monitoring system that guarantees that the criteria or requirements
of the certification are met

— An organization responsible for awarding and monitoring the certification

— There is a fee structure that is used to maintain the certification system.
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2.2 International Sustainability Tourism Standards and
Certifications in the Barents Region

Table 5 shows to which extent the four dimensions of sustainability (economic,
environmental, social and cultural) are addressed by international certifications. A
clear emphasis on the environmental dimension can be seen. Special attention is
given to four main focus areas: waste management, transportation, and both water
and energy efficiency. Other areas addressed are environmental education, use of
recycling material, environmentally friendly food ingredients and animal welfare. The
economic dimension is the second most important aspect addressed in the
international sustainability certifications used in the Barents region. Nevertheless,
there are big differences in how this dimension has been addressed. For example,
ISO 14001, EMAS, EU-Ecolabel, Forum Anders Reisen and Nordic Ecolabel make
very explicit the link between environmental issues and the economic objectives of
the company. These certificates provide detailed information on how the
minimization of environmental impacts contributes to promoting competitive
advantage, reputation, cost reductions and customer satisfaction. While Blue Flag,
Green Key, ECEAT and Travelife offer brief insights about the economic impact of
the certification, TripAdvisor GreenLeaders and Mush with PRIDE do not address
economic issues at all.

The social dimension of sustainability is only addressed by six international
sustainability certifications: Blue Flag, Forum Anders Reisen, Green Key, Travelife,
Responsible Travel and TripAdvisor GreenLeaders. While Blue Flag, Green Key and
Travelife include criteria aiming to promote good community relations, good labour
practices, health and safety, accessible services and ethical conduct towards
customer. TripAdvisor GreenlLeaders only includes one criterion that refers to the
use of local food in the restaurant services of the accredited hotels.

The cultural dimension is clearly missing in the criteria used by the majority of
international sustainability certificates. Only five out of thirteen certificates include
criteria focusing on cultural responsibility. While ECEAT, Responsible Travel and
Travelife briefly mention the protection of cultural heritage, Green Key and Forum
Anders Reisen are the only certificates that are more specific about cultural
sustainability. For example, Green Key requires companies not only to respect local
culture, but also develop a code of conduct that helps them to work closely with
indigenous communities and to maintain local historical sites and traditions. Forum
Anders Reisen has several criteria dealing with cultural issues.

International sustainability certificates also differ in the area of applicability. For
example, 1ISO 14001 and EMAS were developed for companies operating in different
sectors and, as a result, can be used by any kind of tourism companies. Although
the EU-Ecolabel and Nordic Ecolabel were developed for services and products
belonging to different sectors, they offer a special set of criteria for accommodation
and restaurant services. TripAdvisor GreenlLeaders and Green Key were specially
developed for the needs of accommodation and restaurant services. In addition to
accommodation services, Travelife is also awarded to tour operators. Forum Anders
Reisen was developed for certifying tour operators. ECEAT is a certification aimed at
any kind of tourism companies operating in rural areas. A different target group is
approached by Blue Flag and Mush with PRIDE. While the former is awarded to
marines and boat tour operators, the latter is directed to tourism companies working
with sledge dogs. Finally, Airport Carbon Accreditation was created for promoting the
reduction of carbon emissions at airports.
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There is a general agreement that sustainability and quality are closely interrelated.
Although most of the international sustainability certificates used in the Barents
region recognize it, few are explicit about their impact on service quality. I1SO 14001,
EMAS, Green Key and ECEAT are the only certificates that draw attention to the
relationships between sustainability dimensions and quality.

Table 5. Coverage of Sustainability Dimensions by International Certification

Economic Environmental Social Cultural

ISO 14001

EMAS

EU-Ecolabel

Forum Anders Reisen

Airport Carbon
Accreditation

Nordic Ecolabel

Blue Flag

TripAdvisor
GreenlLeaders

Green Key

ECEAT

Travelife

Responsible Travel

Mush with PRIDE

OO OO 06006
OO0 00000 0
® OO 0L OoN000Od
WO OO0 ®

2.3 Finnish, Norwegian and Swedish Tourism Sustainability
Certifications

This section discusses certifications from Finland, Sweden and Norway that are used
in the Barents region (see Table 6). Some of these certifications were exclusively
developed for the tourism sector, while others are more general in terms of their
scope of applicability. In Finland, five national sustainability certifications used in
tourism were identified: Green Tourism of Finland (GTF), EcoCompass, Priimatalli,
Green Start and Green DQN. Similar to the international certification, it can be
confirmed that the Finnish sustainability certifications used in the Barents Region put
emphasis on the environmental dimension. Also these certifications focus specially
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on areas such as waste management, transportation, and both water and energy
efficiency. While Priimatalli's main focus is animal welfare, one of Green Tourism of
Finland (GTF) environmental criteria is the offering of non-motorized service
activities. The environmental dimension was also well covered by the two Norwegian
(Ecotourism in Norway and Eco-lighthouse) and four Swedish certifications (Bra
miljoval, KRAV, Nature’s Best and Sapmi Experience Quality Mark) identified in this
study.

As in the international sustainability certifications, the economic dimension continues
to be the second most important aspect addressed in Finnish, Norwegian and
Swedish sustainability certifications used in the Barents Region. Nevertheless, while
all certifications draw attention to the economic aspect, Norwegian and Swedish
certifications seem to be more explicit about their implications for a better reputation,
competitive advantage and cost reduction through eco-efficiency. EcoCompass is
the only Finnish sustainability certification that addresses the economic dimension of
sustainability in the same way as Norwegian and Swedish sustainability certifications
do. In the same way, Bra miljoval (Good Environmental Choice) is the only
certification that focuses mainly on environmental uses while neglecting other
dimensions of sustainability. The social dimension of sustainability is only addressed
by some Finnish sustainability certifications.

The cultural dimension is clearly missing in the criteria used by the majority of
Finnish and Norwegian sustainability certifications with the exception of Green
Tourism of Finland (GTF). The criterion concerning location promotes the integration
of local knowledge, culture and stories as part of services, awareness of local culture
and traditions and menus based on local ingredients and traditional recipes. Thus
Green Tourism of Finland (GTF) addresses the cultural dimension of sustainability.
Swedish sustainability certifications are better at including the cultural dimension as
an essential part of the sustainability criteria. Indeed, Nature’s Best and Sapmi
Experience Quality Mark not only emphasis the relationship between tourism and the
Sami culture, but also show a good balance between the various sustainability
dimensions. One reason for this is the fact that Nature’s Best was used as a point of
departure for the development of the Sapmi Experience Quality Mark.

In contrast to international sustainability certificates, national sustainability
certificates used in the Barents region have been developed according to the needs
of tourism companies. From the eleven national sustainability certifications that were
identified, only five came from outside the tourism context. The Swedish Bra miljéval
focuses on transportation and KRAYV is used by companies using organic food. While
the Finnish EcoCompass and Norwegian Eco-Lighthouse were developed for
companies operating in different areas, Priimatalli is a Finnish certification awarded
to horse stables offering trail riding services. Also it can be noted that national
sustainability certifications can be awarded to any kind of tourism company, with the
exception of Green DQN, which is directed at destinations, and Priimatalli, which is
only awarded to horse stables. In comparison to international sustainability
certifications, it seems that the relationship between quality and sustainability is
clearly addressed and highlighted in the Finnish and Swedish certifications. In
Sweden, the word quality is clearly emphasized in the name of one of the
certifications: the Sapmi Quality Experience Mark. The Norwegian sustainability
certifications are less explicit about how sustainability contributes to service quality.
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Table 6. Coverage of Sustainability Dimensions by Finnish, Norwegian and
Swedish Certifications

Economic | Environmental | Social | Cultural

FINLAND

G Touri f
Finland (GTF) © © © ©

EcoCompass © @ ® ®

Priimatalli (stable
classification of Trail
Riding Union of @ @ © ®

Finland)

Green Start

Green DQN® @ @ @ ®

NORWAY

Ecotourism Norway

Eco-Lighthouse @ © @ ®

Sustainable In case of some certifications, precise information was not available on the
Destination internet.
SWEDEN

Bra miljoval (Good

Environmental ® @ @ ®

Choice)

KRAV @ @ @ ®

Nature's Best @ @ @ @

Sapmi Experi
e | 0 | @ | ® | ©

This report discusses both own and international tourism quality and environmental
management systems, programmes and labels that are either in use or under
development. In Norway Green Travel was introduced as an umbrella of labels which
included certifications such as Ecotourism Norway, Nordic Swan Ecolabel, Green
Key, ISO14001 and Blue Flag. The use of Green Travel should simplify marketing
communication. A company awarded with Green Travel has one or several of the
certifications mentioned before.

Green Start is a responsibility training for the tourism industry, developed by Visit
Finland and Haaga-Perho. Green DQN® is an environmental quality assurance
programme for Finnish tourism centres and destinations. ECEAT Finland (European
Centre for Ecological and Agricultural Tourism) has a sustainability label, which may
be received by meeting certain criteria. 1ISO 14001 is the world’s best known
environmental management system that can be applied by different organizations.
The Green Key eco-label for sustainable tourism has been awarded to more than

2 200 accommodation companies in 45 countries. The companies with the Green
Tourism of Finland® (GTF) Ecolabel have committed to adhering to the principles of
sustainability and improving operations concerning environmental issues. GTF is an
individual ecolabel and quality criteria registered by the Finnish Patent and
Registration Office. Metsahallitus, Finland's State Forest Enterprise requires that all
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companies operating in protected areas need to sign a cooperation agreement
covering nine principles of sustainable nature tourism. TripAdvisor GreenLeaders
Program is a badge awarded to hotels and B&Bs that have committed to green
practices like recycling, water efficiency and favouring alternative fuels. The
Responsible Travel U.K. travel portal markets and sells responsible and ecological
holidays. The company has its own criteria of responsible tourism (Visit Finland).
Barents Protected Area Network has, for example, produced recommendations
concerning protected areas.

2.4 Russian Sustainability Certifications Used in Tourism

Sustainable Tourism is a fairly new concept in Russia and its scope is rather narrow.
In practice it means ecotourism. Khoroshavina (2010) has stated that the use of
sustainable tourism as a term and definition has become more general mostly
among researchers and in administration, no so much in industry. In the 2010s the
term was rarely used by tourism companies or travel agencies in Russia. The
Federal Agency for Tourism (Rosturizm) website refers directly to the UNWTO
definition http://www.russiatourism.ru/en/contents/deyatelnost/
international-activities/cooperation-in-international-organizations/international-
organizations/the-world-tourism-organization-unwto/.

In western countries much more attention is paid to sustainable tourism than in
Russia (Khoroshavina 2010). The use of the term and its Russian translation refer to
economic sustainability and continuity of industry, which does not correspond to the
western content of the term. In Russia sustainable tourism has not developed in the
same way as in the west. In some regions in Russia single sustainable tourism
projects have been implemented (for example in the Republic of Karelia), but they
have been politically directed and administrative decisions.

Russian tourism destination classification includes no criteria on environment
protection or sustainable use of materials. Instead, there are several criteria
concerning safety and security. In Russia hotels, beaches and routes are classified
in accordance with the decree 25.1.2011, No. 35 of Ministry of Sport. Neither do
these criteria include environmental indicators.

According to Russian-German Environmental Information Bureau (Bobylev &
Perelet, 2013), for Russian consumers the best known environmental labels are
German Blue Angel, European EU-Ecolabel (EU), the Nordic Ecolabel Swan,
Ecologo (Canada), Green Seal (USA) and EcoMark (Japan).

The small number of non-governmental organizations and businesses’ resource
problems slow down tourism development. Khoroshavina (2010) says that
international cooperation and project work promote the sustainable use of natural
resources in Russia. His research mentions the examples of Tolvajarvi, Koitajoki and
North Carelia.
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3 VIEWS OF TOURISM ENTREPRENEURS AND
DEVELOPERS ON PROGRAMMES, LABELS AND
CRITERIA ON QUALITY AND SUSTAINABLE
DEVELOPMENT IN THE BARENTS REGION

An internet-based survey was conducted among tourism entrepreneurs and
developers during the research. The purpose of survey was to scrutinize
programmes, labels and criteria that are used by companies in the advancement of
sustainable development and quality. Additionally, the opinions of corporate directors
on guality and sustainable development were addressed in the survey. The survey
was conducted by using a questionnaire that was forwarded via contact persons of
the JWGT. Out of the respondents, 22 were from Finland, four from Sweden and
Norway, and one from Russia. Due to the low response rate, particularly in Sweden,
Norway and Russia, the responses merely supply a qualitative contribution to the
research to be used in a complementary manner.

Half of the Finnish respondents stated that they use an international programme,
label or criteria in the advancement of sustainable development and quality. Nearly
half of the respondents told that they apply a national program, label or criteria in
their operations. TripAdvisor GreenLeaders was most frequently used in the
category of international programs, labels and criteria, respectively the Q1000
Diploma in the national ones. The development of own operations was a dominant
reason for the use of programmes and labels, although requirements from, for
example, tourists were also mentioned by the respondents. Some respondents used
none of the programmes or labels in the advancement of sustainable development.
The reasons for non-usage were the excessive workload and expensiveness that the
implementer would bear. Furthermore, the programmes were not considered to bring
any additional value, yet their potential use was in the planning phase among many
respondents.

The respondents gave an array of definitions for quality. Quality was attributed,
among others, to sustainable development as represented by successful service
processes, clean premises, customer satisfaction and use of local food. One of the
most common definitions in the answers of Finnish respondents pertained to fluency
and success of customer service, and, through this, satisfying customer
expectations. Sustainability on the other hand was understood from an ecological
viewpoint, but other dimensions were taken up as well. This gives an impression that
the respondents are well aware of the objectives of sustainability.
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4 ANALYSIS ON QUALITY AND ENVIRONMENT
INFORMATION IN BARENTS TOURISM

The research suggests that the national programmes, labels and certificates with
sustainability as a part of quality development are most extensively used in Finland
from the Barents region states. Certificates pertaining to sustainability are more
frequently used in Sweden and Norway. On the other hand, quality can be seen as a
component of sustainability. More emphasis is put on environment protection in the
certificates of sustainable tourism in Sweden, Norway and Finland. In many
certificates, attention has been paid to economic sustainability and linkage between
environmental issues and economic objectives of companies, whereas social and
cultural sustainability have been paid attention to only in some certificates. Contrary
to international certificates, the national certificates of sustainable tourism used in the
Barents region (Finland, Sweden, and Norway) have been developed in
concordance with the needs of tourism companies. Tourism sector standards and
certificates is a topic that has received little attention in the development of business
in Russia. There are discrepancies in joint understanding of the contents and
definitions. Sustainable tourism as a definition has remained relatively unknown and
narrow among tourism operators. According to the Russian documents, among
others, legislation and instructions, quality is acknowledged to be a central
component in tourism service provision, but the role of environment and
sustainability in quality is still undefined.

The most commonly used instruments in quality assurance are linked with the
classification of infrastructure in destinations. The Tourism Strategy for year 2020,
adopted by the Russian government in May 2014, highlights the importance of
introducing a coherent classification system for destinations. It extends mainly to
hotels, other accommodation, downhill ski pistes and beaches. Furthermore, the
strategy indicates needs for the development of a transparent classification and
certification system for the quality assurance of tourism services. There is an
aspiration to unification of tourism service quality to meet international requirements.
Standardization of services is advanced particularly in the accommodation sector
(hotels).

The following observations, usable in developing certifications and criteria, concern
social media review sites.

e Social media is a powerful channel. Does it grow further? One example of
statements concerning responsible operations is TripAdvisor, world’s leading
travel website that bans tourism destinations that are harmful to wildlife. This is a
“significant step toward ending of atrocities” (HS 12.10.2016).

e Social media networks, communication and visibility have a strong linkage to the
theme. An example of this is the social group "A VISION for Sustainable Tourism”
in LinkedIn, composed of tourism experts (12 734 members) who aim at a
comprehensive understanding of sustainable tourism and who promote its
advantages.

¢ Responsible Tourism Communication (RESPONDECO) assists companies and
destinations in their communication of sustainable operations with the focus on
marketing communication in networks. The organization offers education, training
and development services, such as a development toolkit, analysis tools for
internet sites, and implementation plan training.
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The International Ecotourism Society is a trainer organisation that offers online
learning (15 $ /course). The Value of Ecotourism is an online learning concept
that includes, for example, calculating the ROI (Return on Investment) of Going
Green and Social Media Marketing for Sustainable Destinations.

Complex and multilevel quality and environment systems are highlighted in the
operations of the international inbound organisations in the Barents region (travel
agencies, tour operators). National and international associations and regulations
direct the operations, examples are the Federation of Tour Operators (FTO) and
The Travel Foundation. The Association of Finnish Travel Agents AFTA connects
Finnish travel agencies and functions.

Social responsibility rises strongly to the surface. There is a desire to contribute
to the sustainability of tourism and improve the well-being of children and young
people in the different parts of the world (TUI).

The changing nature of tourism brings about new focal points to the content and
approaches to sustainability and quality. In Airbnb, for example, this underlines
norms as quality factors that improve the transparency of the activities of both
hosts and guests (hospitality norms, accommodation norms).

Regional networks and good practices are factors that support the everyday
business (the Travius ERP system, among others)
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5 DEFINING STEPS/RECOMMENDATIONS TO
DEVELOP TOURISM IN THE BARENTS REGION

Conclusion

The general conclusion on the basis of this research is that quality and environment
management systems can be international, national and regional/local. It was difficult
to reach a certainty on for example which certificates are used in specific areas suc
as Lapland, Northern Ostrobothnia and/or Kainuu, i.e. in the Finnish part of the
Barents. The challenge was equally great in case of the other research countries.
The survey conducted in connection with this research aimed to create a holistic
image of the use of systems. The purpose of the company surveys conducted for
this report was to supply complementary data. Thus the survey alone did not supply
enough information on the basis of which conclusions could be made about which
certifications companies actually use due to the low number of Swedish, Norwegian
and Russian respondents.

On the basis of the survey it can be stated that, in the Barents region, the situation
between Russia and other countries is different. In Nordic countries, the significance
of sustainable tourism and quality certifications and criteria is recognized and quite a
variety of them are in use. In Russia, however, the use and awareness of
certifications and criteria are only just emerging. Therefore, it is necessary to make
separate development recommendations and steps separately for the Nordic
Countries (Finland, Sweden and Norway) and Russia. Furthermore, in Russia the
different (administrative) approach to quality and thus to promotion of sustainability
causes another challenge for unifying practices in the Barents region. A quality
system ought to be credible in central market areas, also. The sources used in the
report give a fairly comprehensive picture of what tourism certifications are in use in
the Barents region.

However, it is not possible to give a precise outlook for how many users of various
certifications there are or whether all certifications are applied in the Barents region.

The third, central observation is that the variety of quality certifications and criteria is
fairly wide. There are separate certifications and criteria for quality and sustainable
development, and in some of them these aspects overlap and cross. This
observation leads to the recommendation to develop a Nordic umbrella certificate
that would combine the existing quality and sustainable tourism programmes and
labels under the same criteria. For example, Norway is using a certification “Green
Travel” which covers different schemes and labels. The same procedure is done by
Slovenia with the certification “Slovenia Green”. It is a trend in the market. We know
that there are a lot of different labels, schemes and certifications. By grouping them
under one label it simplifies the message to the customer. It would be easier for the
customer to identify green choices.

The project Visit Arctic Europe (VAE) and its actors have been a rather successful
Nordic model of tourism (Sweden, Finland and Norway) cooperation. Thus it is
appropriate to integrate certification development to the VAE operations.
Furthermore, the need for and significance of certification has emerged during the
VAE project, which is one more reason to combine these two in future.
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Recommendations and steps

On the basis of the analysis and other materials the following
steps/recommendations were drawn up to develop tourism in the Barents region.

1. To create and launch a Nordic umbrella label

Steps

1. Approve the used certifications under the umbrella label
e Agree on minimum criteria
e Agree on certifications that are approved under the umbrella label
2. Design a common Nordic umbrella label
e Agree on alogo / word to be used for the umbrella label
3. Introduce the common Nordic umbrella label
¢ Communication plan
e Agree on schedule to introduce the umbrella label
4. Monitor the use of common Nordic umbrella label
e Monitor the use of common umbrella label
e When necessary choose other certifications under the umbrella label

2. To explain the significance of Nordic certifications and criteria as well as

promoting their awareness and introduction in Russia

Steps

1. More explicit situation analysis in the target area (survey)
¢ Research the companies’ objectives and wishes to create an umbrella
certificate.
2. Interviews with tourism information centres and regional administration
e Method to survey the need for a common and national certification in the
Barents region.
¢ Negotiations with Russian Federal Agency for Tourism on the needs and
possibilities concerning tourism sustainability and quality and their
certifications in the Barents region
3. Draw up an implementation/communications plan (what, to whom, how and
when)
e Draw up a communication plan on the common certification and its
implementation together with regional administration and tourism industry
representatives.

Separate funding will be applied for the (e.g. EU)
3. To recognize, implement and inform of common measures in the Barents

region.
Step

1. JWGT — monitors and directs the implementation
e Participation in JIWGT meetings and agreement on measures
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2. Nordic measures are implemented in Russia where applicable
¢ Negotiations with Russian representatives for example on the
application of the Nordic umbrella label in Russia.
3. Increase in general awareness through induction and training
o Briefings, seminars, research papers, website for certificate
administrator.
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