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Abstract 
Our world is at risk due to unprecedented anthropogenic global warming leading to climate 
change. From pre-industrial period (1850-1900) to 2006-2015, global mean surface (land and 
ocean) temperature (GMST) and mean land surface air temperature (MSAT) respectively 
increased by 0.87°C and 1.53°C, leading to increasing occurrence of severe natural disasters. 

Hotels (184 thousand with 17 million hotel rooms in 2018) enable significant economic growth 
and social progress within international tourism, the third largest industry in the world. In 2018, 
this industry was worth USD 1.7 trillion, contributed 10.4 per cent to world’s Gross Domestic 
Product (GDP), cared for 1.4 billion tourists, and employed 319 million persons (one in ten 
jobs). 

Unfortunately, hotels also have negative environmental impacts and account for one to two 
per cent of the five per cent global carbon dioxide emitted by the tourism industry. Hotels 
hence contribute to the global warming and climate change. 

There is a need to curb hotels’ carbon dioxide emissions with appropriate strategies. However, 
properly formulated strategies do not guarantee effective execution. 

Strategy Execution (SE) is difficult to achieve and execution failure is possible. The execution 
of Hotel Environmental Sustainability Strategies (HESS) is not an exception. A Hotel 
Environmental Sustainability Strategy Execution (HESSE) paradigm shift and behaviour 
change, with subsequent habits of effectiveness are hence required. 

The aim of this study is to address the following research problem: 

“There is no model that can assist hotel practitioners (HP) and academics with a systemic 

approach to the prevention and management of the causes of Hotel Environmental 

Sustainability Strategy Execution Failure (HESSEF).” 

The primary objective of the study is the development of the Seven Habits of Effective HESSE 
(7HoE HESSE) model to address this problem. In support to the primary objective, a number 
of secondary objectives are pursued. First, the world sustainability challenges and initiatives 
are described. Second, the challenges of environmental sustainability within the context of 
hotel management are understood and opportunities for improvement are identified. Third, the 
challenges of HESSE are understood. Fourth, the escalation of HESSEF is analyzed and 
possible HESSE paradigm shift and behaviour change for systemic HESSE enhancement are 
studied. Fifth, the 7HoE HESSE model for HESSE systemic enhancement is conceptualized 
and operationalized. Sixth, the model is verified. Seventh, the model is validated through face-
to-face structured interview of HP and feedback used for the model improvement. 

The 7HoE HESSE model is described by HP as the way forward for sustainability as it provides 
a good approach towards sustainability. HP highly appreciated the model describing it as a 
great tool, highly suitable to the hospitality industry, interesting model, straight-forward, easy 
to understand and well structured with appropriate monitoring HESSE processes. HP 
expressed high willingness to experience the 7HoE HESSE model which properly summarizes 
and contextualizes their reality. They are willing to experience the model as they believe it will 
be very useful for favouring collaboration and commitment of all hotel stakeholders. They 
expressed the views that the model could ensure successful execution of sustainability 
projects in the hotel industry. 

Keywords: Hotel, Environmental Sustainability, Strategy Execution, Habits of Effectiveness, 
Paradigm Shift, Behaviour Change, Systemic Approach, Systems Thinking 
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Opsomming 
Die planeet word bedreig deur ongekende vlakke van aardverwarming wat lei tot 
klimaatsverandering. Die gemiddelde Land en Oseaan temperature of the wel (GMST), sowel 
as gemiddelde Land en Atmosfeer temperatuur of te wel (MSAT) het onderskeidlik met 0.87 
grade celcuis en 1.53 grade celcuis toegeneem sedert die pre-industrieële periode (1850-
1900). Klimaatsverandering gee aanleiding tot natuur rampe. 

Die hotel industrie het ‘n positiewe impak op ekonomies groei en sosiale ontwikkeling. Daar is 
tans nie minder as 184 duisend hotelle and 17 miljoen hotel kamers. Toerisme was pre-Covid 
die derde grootste industrie ter wêreld en was in 2018 USD 1.7 triljoen werd. Die industrie was 
verantwoordelik vir 10.4 persent van die wêreld se Bruto Nasionale Produk, en het werk 
verskaf aan 319 miljoen mense (een uit elke 10 werk geleenthede op aarde). 

Hotelle het ongelukkig ook ‘n baie negatiewe impak op die omgewing en is verantwoordelik 
vir tot 40 present van alle CO2 wat deur die toerisme bedryf geproduseer word. Dit is dus baie 
belangrik vir hotelle om strategieë. te onwikkel wat hierdie potensiele nagatiewe impak kan 
verlaag. 

Strategie Uitvoering (SU) in die algemeen is moeilik en mislukking is baie moontlik. Die uitvoer 
van ‘n Hotel Omgewings Volhoubaarheid Strategie (HOVS) is nie ‘n uitsondering nie. ‘n 
Paradigma skuif en gedragsverandering is dus noodsaaklik om effeftiewe HOVS Uitvoering 
(HOVSU) te verseker.  Dit is dus verdermeer nodig om effektiewiteits gewoontes te kweek. 

Die oogmerk van hierdie studie is om die volgende navorsingsprobleem aan te spreek: 

“Daar bestaan tans geen model wat Hotel Operateurs (HO) en akademici kan bystaan om 

deur middel van ‘n systematiese benadering die oorsake van Hotel Omgewings 

Volhoubaarheid Strategie Uitvoerings Mislukking (HOVSUM) te verminder en te bestuur nie.” 

Die primêre doelwit van die studie is die ontwikkeling van ‘n gedragsveranderingsmodel wat 
sal aanleiding gee tot die kweek van Sewe HOVSU gewoontes (7HoE HESSE).  In 
ondersteuning tot die primêre doelwit is ‘n aantal sekondêre doelwitte geformuleer.  Eerstens 
is die aard en omvang van die planeet se volhoubaarheidsuitdagins en inisiatiewe beskyf.  
Tweendens is die omgewingsvolhoubaarheiduitdagings wat hotelle in die gesig staar beskryf. 
Derderds is die problematiek aangaande HOVSU ondersoek en beskryf. Vierdens is die 
verloop van HOVSUM en moontlikhede aangaande gedragsverandering en gewoonte 
vorming beskryf.  Die vyde sekondêre doelwit was die formulering en operasionalisering van 
die 7HoE HESSE model. In die sesde plek is die model geverifieer en in die sewende plek is 
die model gevalideer tydens indiepte onderhoude met Hotel Operateurs en bestuurders sowel 
as industrie kundiges. 

Die terugvoer van beide operateurs en kundiges is besonder positief en die model word 
beskryf as ‘n eenvoudige en prakties implementeerbare instrument om die problematiek wat 
verband hou met die uitvoer van omgewingsvolhoubaarheid strategieë binne hotelle die hoof 
te bied. 
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Chapter 1  

1. Introduction and contextualization 
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Figure 1.1: Chapter One Research Outline 

The world is facing unprecedented anthropogenic global warming since the end of the pre-
industrial period (1850-1900) and our planet with its inhabitants is at risk because of the impacts 
of this increase in the earth temperature. From 1850-1900 to 2006-2015, global mean surface 
(land and ocean) temperature (GMST) and mean land surface air temperature (MSAT) 
respectively increased by 0.87°C and 1.53°C (Intergovernmental Panel on Climate Change 
(IPCC), 2019), anthropogenic activities being mostly responsible for such significant increase in 
temperature (IPCC, 2019). Impacts of global warming and climate change on natural and human 
systems have already been observed with increasing occurrence of severe natural disasters 
(IPCC, 2018). 

Hotels have significant positive economic and social contribution. In 2018, 184 thousand hotels 
with 17 million hotel rooms (STR, cited in Hotel News Now (HNN) Newswire, 2018) were available 
within international tourism, the third largest industry in the world. In that year, the international 
tourism industry generated a total international export earnings of USD 1.7 trillion (World Tourism 
Organization (UNWTO), 2019b), contributed 10.4 % to world’s Gross Domestic Product (GDP) 
(World Travel and Tourism Council (WTTC, 2019a; UNWTO, 2018b), cared for 1.4 billion tourists 
(UNWTO, 2019b), and employed directly and indirectly 319 million persons (one in 10 jobs) 
(WTTC, 2019a; UNWTO, 2018b). 

Unfortunately, hotels also have negative environmental impacts and account for 1 to 2 % of the 5 
% global carbon dioxide (CO2) emitted by the tourism industry (Hotel Energy Solutions, 2011). 
Hotels hence contribute to the global warming and climate change. 

There is a need to curb hotels’ CO2 emissions by minimizing their resource utilization and waste 
generation to mitigate the global warming and climate change effects. Strategies are important but 
properly formulated strategies do not imply that they will be effectively executed. 

Chapter 1 Introduction and contextualization Ch 2 Ch 3 Ch 4 Ch 5 Ch 6 Ch 7 Ch 8 Ch 9
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Strategy Execution (SE) is difficult to achieve and execution failure is possible. The execution of 
Hotel Environmental Sustainability Strategies (HESS) is not an exception, hence the focus of this 
study.  

The definition of Hotel Environmental Sustainability Strategy Execution (HESSE), developed in 
this study, is presented in Table 1.1. 

Table 1.1: Definition of HESSE 

Hotel Environmental Sustainability Strategy Execution (HESSE) will be defined as “the 
continual improvement1 process during which a hotel critically evaluates and adjusts: 

1. The applicability of its Hotel Environmental Sustainability Strategy (HESS); 
2. The readiness and agility of the organizational learning2 systems and 

communication effectiveness (staff3 and guests/customers); and 
3. The effectiveness of action taken by staff as well as guests and customers, 

in order to ensure that the HESS addresses the needs of its internal as well as external 
stakeholders4.” 

 

HESSE Critical Success Factors (CSFs) as well as ten deadly causes of HESSE Failure 
(HESSEF) will be identified. The interaction between the causes of HESSEF can lead the 
organization to get trapped in vicious circles5. A HESSE paradigm shift and behaviour change with 
subsequent habits of effectiveness are required to address the systemic HESSEF problem. 

The objective of this study is to present a model to assist academia and practitioners to address 
the ten deadly causes of HESSEF. In the same way the treatment of cardiovascular disease 
(CVD6) requires an integrated and systematic medical response, the prevention and management 

                                                
1 Continual improvement is the recurring activity to enhance performance. 
The process of establishing objectives and finding opportunities for improvement is a continual process through the use of audit findings 
and audit conclusions, analysis of data, management reviews or other means and generally leads to corrective action or preventive 
action (International Organization for Standardization (ISO) 9000:2015). 
2 A learning organization is one which is continually expanding its ability to create its future. It has five core capabilities namely personal 
mastery, mental models, shared vision, team building and systems thinking. These five capabilities are derived from three higher order 
orientations namely creative orientation, generative conversation and systems perspective (Senge, 1990). 
3 The hotel’s staff include the Chief Executive Officer (CEO) / General Manager, senior management, middle management, lower 
management and non-management staff. 
4 Hotel is a subset of tourism. Therefore, the term ‘stakeholders in tourism development’, included in paragraph 32 of the report on the 
UNWTO Survey on the Implementation of the Global Code of Ethics for Tourism (UNWTO, 2005), also applies to hotel provided tourism 
is replaced by hotel and the description adapted to hotel. 
 

Hotel stakeholders hence include the following players: 

 National governments; 
 Local governments with specific competence in hotel matters; 
 Tourism establishments and hotel enterprises, including their associations; 
 Institutions engaged in financing hotel projects; 
 Hotel employees, hotel professionals and hotel consultants; 
 Trade unions of hotel employees; 
 Hotel education and training centers; 
 Travellers staying in hotel, including business travellers, and hotel visitors to tourism destinations, sites and attractions; 
 Local populations and host communities nearby hotel of tourism destinations through their representatives; and 
 Other juridical and natural persons having stakes in hotel development including non-governmental organizations specializing in 

hotel and directly involved in hotel projects and the supply of hotel services. 
 

Hotel stakeholders is further classified by Ivanova and Ivanov (2015) as: 

 Internal (owners, managers, employees); 
 Chain (central chain management, individual hotel, other chain members); 
 External (customers, suppliers, competitors, local community, intermediaries, hotel management companies, media, financial 

institutions, labour unions, other external stakeholders); and 
 Macroenvironment (political, economic, socio-cultural, environmental, technological, legal). 

5 A vicious cycle is a negative series of events that build on and reinforce each other. 
6 An analogy between the prevention and management of the causes of CVD and HESSEF is used for the conceptualization and 
operationalization of the 7HoE HESSE model. Cardiovascular diseases (CVDs) and the causes of heart attacks and strokes are 
therefore hereby described to ease such comparative analysis. 

Cardiovascular diseases (CVDs) are a group of disorders of the heart and blood vessels. They include: 

 Coronary heart disease – a disease of the blood vessels supplying the heart muscle; 
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of the causes of HESSEF requires an integrated and systematic management response. In line 
with Systems Thinking (ST)7 principles, the Seven Habits of Effective HESSE (7HoE HESSE), 
conceptualized in this study, is essentially an integrated and systematic change management 
model. The operationalization of this model through the habit formation process is also presented 
in detail in this study. In the same way the treatment of CVD requires the patient to change existing 
behaviours and to break certain bad lifestyle habits, the 7HoE HESSE model suggests the 
formation of seven healthy holistic HESSE organizational habits. 

The 7HoE HESSE conceptual model with its operationalization plan is presented in Chapter 6 with 
improvement after validation by hotel practitioners (HP) presented in Section 8.6. 

In order to introduce this research on a systemic approach to the prevention and management of 
the causes of HESSEF, it is important to address the research objectives and questions presented 
in Figure 1.1 and Table 1.2. 

Table 1.2: Chapter One Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Introduce and 
contextualize this research 
on a systemic approach to 
the prevention and 
management of the causes 
of HESSEF. 

Present research problem and 
rationale. 

What is the research problem 
and rationale? 

1.1 

Present research objectives and 
questions. 

What are the research 
objectives and questions? 

1.2 

Present research design 
strategy. 

What is the research design? 1.3 

Present research methodology. 
What is the research 
methodology? 

1.4 

Present delimitations and 
limitations. 

What are the delimitations and 
limitations? 

1.5 

Present thesis outline. What is the thesis outline? 1.6 

 

1.1 Research problem and rationale 

The aim of this research is to address the primary and secondary research problems respectively 
presented in Table 1.3 and Table 1.4. The primary and secondary research problems were 
deduced following the study of HESSE in hotels and the literature. 

Table 1.3: Primary Research Problem 

There is no model that can assist hotel practitioners (HP) and academics with a systemic 
approach to the prevention and management of the causes of Hotel Environmental 
Sustainability Strategy Execution Failure (HESSEF). 

 

 

 

                                                
 Cerebrovascular disease – a disease of the blood vessels supplying the brain; 
 Peripheral arterial disease – a disease of blood vessels supplying the arms and legs; 
 Rheumatic heart disease – damage to the heart muscle and heart valves from rheumatic fever, caused by streptococcal bacteria; 
 Congenital heart disease – birth defects that affect the normal development and functioning of the heart caused by malformations 

of the heart structure from birth; and 
 Deep vein thrombosis and pulmonary embolism – blood clots in the leg veins, which can dislodge and move to the heart and lungs. 

Heart attacks and strokes are usually acute events and are mainly caused by a blockage that prevents blood from flowing to the heart 
or brain. The most common reason for this is a build-up of fatty deposits on the inner walls of the blood vessels that supply the heart 
or brain. Strokes can be caused by bleeding from a blood vessel in the brain or from blood clots (World Health Organization (WHO), 
2021). 
7 Systems Thinking offers a new way of thinking based on the primacy of the "whole" and of relationships. It deals with hidden 
complexity, ambiguity and mental models. It provides tools and techniques to unravel complexity and to create lasting interventions for 
chronic problems (Maani and Cavana, 2007). 
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Table 1.4: Secondary Research Problems 

1. There is currently no universally-accepted definition for HESSE, and by definition, 
HESSEF; and 

2. There is no universal agreement on the systemic causes that lead to HESSEF. 
 

From the primary research problem perspective, the thesis will aim to reject the null hypothesis H0 
presented in Table 1.5. 

Table 1.5: Null hypothesis H0 

H0 It would not be possible to develop the Seven Habits of Effective Hotel Environmental 
Sustainability Strategy Execution (7HoE HESSE) model that would assist academics 
and practitioners with the systemic approach to the prevention and management of the 
causes of Hotel Environmental Sustainability Strategy Execution Failure (HESSEF). 

 

1.2 Research objectives and questions 

The primary and secondary research problems will be addressed by primary and secondary 
research objectives with corresponding research questions. The research summary is presented 
in Table 1.6. In Section 1.6, these research objectives will be referred again for the thesis outline. 

Table 1.6: Research summary 

Research Problems Research Objectives 
Research questions 

Thesis 
Outline Primary Secondary Primary Secondary 

There is no 
model that can 
assist hotel 
practitioners 
and academics 
with a systemic 
approach to the 
prevention and 
management of 
the causes of 
Hotel 
Environmental 
Sustainability 
Strategy 
Execution 
Failure 
(HESSEF). 

There is no 
model that can 
assist hotel 
practitioners 
and academics 
with a systemic 
approach to the 
prevention and 
management of 
the causes of 
HESSEF. 

Introduce and 
contextualize 
this research 
on a systemic 
approach to the 
prevention and 
management of 
the causes of 
HESSEF. 

Present research problem and 
rationale. 

What is the research problem and 
rationale? 

1.1 

Present research objectives and 
questions. 

What are the research objectives and 
questions? 

1.2 

Present research design. What is the research design? 1.3 

Present research methodology. What is the research methodology? 1.4 

Present delimitations and limitations. 
What are the delimitations and 
limitations? 

1.5 

Present thesis outline. What is the thesis outline? 1.6 

There is 
currently no 
universally-
accepted 
definition for 
HESSE, and by 
definition, 
HESSEF. 

Describe the 
World 
sustainability 
challenges and 
initiatives. 

Describe World sustainability 
challenges 

What are the impacts of global 
warming? 

2.1 

Describe World sustainability 
initiatives 

What is the etymology of 
sustainability? 

2.2.1 

What are the origins and evolution of 
the contemporary sustainability 
discourse? 

2.2.2 

What are the sustainability concepts, 
conceptual frameworks and 
definitions? 

2.2.3 

What is the Waage Governance 
Framework (WGF) and how can it 
facilitate sustainability analysis and 
action? 

2.2.4 

Environmental 
sustainability 
within the 
context of hotel 
management: 
Understanding 
challenges and 
finding possible 
opportunities 
for 
improvement. 

Describe the nature and extent of 
international tourism and hotel 
industries. 

What is the nature and extent of 
international tourism and hotel 
industries? 

3.1 

Analyze the international tourism and 
Hotel Environmental Sustainability 
(HES) initiatives. 

What are the international tourism 
and HES initiatives? 

3.2 

Analyze the Hotel Sustainability (HS) 
contemporary discourse. 

What is the HS contemporary 
discourse? 

3.3 

Define HES. How can HES be defined? 3.4 
Develop a generic HES Strategy 
(HESS). 

How is the generic HESS developed? 3.5 

Understand the 
challenges of 
Hotel 
Environmental 
Sustainability 
Strategy 
Execution 
(HESSE). 

Analyze the origins and emerging 
themes of strategy management. 

What are the origins and emerging 
themes of strategy management? 

4.1 

Analyze Strategy Execution (SE) 
obstacles, challenges and 
frameworks. 

What are the SE obstacles, 
challenges and frameworks? 

4.2 

Review the HESSE contemporary 
discourse. 

What is the HESSE contemporary 
discourse? 

4.3 

Define HESSE. 
What is the proposed definition for 
HESSE? 

4.4 

Identify the ten deadly causes of 
HESSE Failure (HESSEF). 

What are the ten deadly causes of 
HESSEF? 

4.5 

There is no 
universal 
agreement on 

Analyze the 
escalation of 
HESSE Failure 

Review basic Systems Thinking (ST) 
and System Dynamics (SD) modelling 
principles. 

What are the basic ST and SD 
modelling principles? 

5.1 
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Research Problems Research Objectives 
Research questions 

Thesis 
Outline Primary Secondary Primary Secondary 

the systemic 
causes that 
lead to 
HESSEF. 

(HESSEF) and 
study possible 
HESSE 
paradigm shift 
and behaviour 
change for 
systemic 
HESSE 
enhancement. 

Review the contemporary discourse 
on the systems approach in hotels 
and tourism. 

What is the contemporary discourse 
on the systems approach in hotels 
and tourism? 

5.2 

Conceptualize a ST Interaction map 
of the ten deadly causes of HESSEF. 

How do the ten deadly causes of 
HESSEF interact? 

5.3 

Study possible HESSE paradigm shift 
and behaviour change for systemic 
HESSE enhancement. 

How can a possible HESSE paradigm 
shift and behaviour change 
systemically enhance HESSE? 

5.4 

There is no 
model that can 
assist hotel 
practitioners 
and academics 
with a systemic 
approach to the 
prevention and 
management of 
the causes of 
HESSEF. 

Conceptualize 
and 
Operationalize 
the Seven 
Habits of 
Effective 
HESSE (7HoE 
HESSE) for 
HESSE 
systemic 
enhancement. 

 
Conceptualize the 7HoE HESSE. 
 
 

How is the 7HoE HESSE 
conceptualized? 

6.1 

Operationalize the 7HoE HESSE. 
How is the 7HoE HESSE 
operationalized? 

6.2 

Verify whether 
the 7HoE 
HESSE model 
addresses the 
problem 
statement. 

Verify how the 7HoE HESSE model 
addresses the problem statement’s 
need to enhance the execution of 
environmental sustainability 
strategies in hotels. 

How does the 7HoE HESSE model 
addresses the problem statement’s 
need to enhance the execution of 
environmental sustainability 
strategies in hotels? 

7.1 

Validate the 
7HoE HESSE 
model. 

Present the chosen validation 
philosophy and methodology. 

What are the chosen validation 
philosophy and methodology? 

8.1 

Present the validation objectives and 
expected outcome. 

What are the validation objectives 
and expected outcome? 

8.2 

Present the validation context and 
boundaries. 

What are the validation context and 
boundaries? 

8.3 

Present the validation process. What is the validation process? 8.4 
Present the validation results. What are the validation results? 8.5 
Present the improvement of the 7HoE 
HESSE model. 

What is the improvement of the 7HoE 
HESSE model? 

8.6 

Conclude this 
research on a 
systemic 
approach to the 
prevention and 
management of 
the causes of 
HESSEF. 

Confirm achieved results. What are the achieved results? 9.1 

Present recommendations for future 
research. 

What are the recommendations for 
future research? 

9.2 

 

1.3 Research design 

Research design for this study is presented using arrows in Figure 1.2. 

 

Figure 1.2: Research design 
Adapted from Brent (2017) 

An exploratory research is chosen as HESSE in hotels and in the literature needs to be explored 
to identify any knowledge gaps. It is an applied research on HESSE and the built theory is the 
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developed 7HoE HESSE model.  A case study data acquisition and qualitative data analysis are 
used to understand and confirm HESSE challenges and opportunities respectively prior to, and 
after the conceptualization and operationalization of the 7HoE HESSE model. Such data 
acquisition and analysis are also used for the validation of the 7HoE HESSE model through face 
to face structured interview of HP.  

The applicability of the chosen components of the research design is summarized in Table 1.7. 

Table 1.7: Research design: Applicability of chosen components 

Research design 
Component Choice Applicability of chosen components 

Teleological type Exploratory study 
Explore HESSE in hotels and in the literature with a view to 
reject the null hypothesis H0 presented in Section 1.1. 

Research category Applied research Applied to HESSE. 

Linkage to theory Theory building 
7HoE HESSE model will be conceptualized and 
operationalized. 

Data acquisition Case study 

Understanding and confirmation of HESSE challenges and 
opportunities respectively prior to, and after the 
conceptualization and operationalization of the 7HoE HESSE 
model; and 
Validation of the 7HoE HESSE model through face to face 
structured interview of HP. 

Data analysis Qualitative analysis 

Understanding and confirmation of HESSE challenges and 
opportunities respectively prior to, and after the 
conceptualization and operationalization of the 7HoE HESSE 
model; and 
Validation of the 7HoE HESSE model through face to face 
structured interview of HP. 

 

1.4 Research methodology 

In Chapters 1 to 5, the literature on sustainability, HES, HESSE and the systems approach is 
reviewed along with the use of case study qualitative data acquisition and analysis in hotels to 
understand HESSE challenges. The objective is to deduct the need to reject null hypothesis H0 
and to develop cumulative building blocks of the 7HoE HESSE model. In Chapter 6, the 7HoE 
HESSE model is conceptualized and operationalized. In Chapter 7 and 8, the developed model is 
respectively verified and validated. In Chapter 8, the model is also improved, after which in Chapter 
8 and 9, the emergent theory is presented through the improved 7HoE HESSE model. 

The research methodology for this study is summarized in Table 1.8. 

Table 1.8: Research methodology 

Research Steps Objectives Actions Chapters 
1 Justify the need for 

new theory 
Deduction of need to reject null 
hypothesis H0 presented in 
Section 1.1 and development of 
cumulative building blocks of the 
7HoE HESSE model 

Literature review along with 
case study qualitative data 
acquisition and analysis to 
understand HESSE 
challenges. 

1,2,3,4,5 

2 Theory initial 
building 

Model design Conceptualization and 
operationalization of the 7HoE 
HESSE model. 

6 

3 Theory verification Model verification Verification of the 7HoE 
HESSE model. 

7 

4 Theory validation Model validation Validation of the 7HoE HESSE 
model by case study 
qualitative structured interview 
of HP. 

8 

5 Presentation of the 
emergent theory 

Model improvement Improvement of the 7HoE 
HESSE model by data 
analysis obtained through 
model validation process. 

8 and 9 
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1.5 Delimitations and limitations 

Delimitations and limitations of this study are presented in Table 1.9. 

Table 1.9: Delimitations and limitations 

Research 
boundaries 

Description 

Delimitations 

 During the development of the 7HoE HESSE model, the focus is on HESSE 
enhancement. No claim will be made that the 7HoE HESSE model will be effective 
outside Hotel Environmental Sustainability (HES). 

 The focus of this study is on SE and no attempts will be made to evaluate the quality of 
hotel strategy content. 

 The systemic approach of this study is limited to ST and no attempts will be made to 
perform any System Dynamics (SD) analysis. 

Limitations 

 The validation of the 7HoE HESSE model will rely on structured interview of HP. Due 
to time constraints, implementation of the model will not be performed within any hotel. 
Such implementation could be the focus of further validation. 

 The focus of this study is on HESSE. However, in complex and dynamic hotel 
environments, interventions in other fields could impact and influence HESSE and vice 
versa. No attempts will be made to evaluate impact and influence among multiple 
interacting fields in the hotel. 

 

1.6 Thesis outline 

The thesis outline with the chapters’ primary and secondary objectives of Section 1.2 is presented 
in Table 1.10. 

Table 1.10: Thesis Outline 

Chapter Research Objectives 
Section 

No Title Primary Secondary 

1 
Introduction and 
contextualisation 

Introduce this 
research on a 
systemic approach to 
the prevention and 
management of the 
causes of HESSEF. 

Present the research problem and rationale. 1.1 

Present the research objectives and 
questions. 

1.2 

Present the research design. 1.3 

Present the research methodology. 1.4 

Present the delimitations and limitations. 1.5 

Present the thesis outline. 1.6 

2 
World sustainability 
challenges and 
initiatives 

Describe the world 
sustainability 
challenges and 
initiatives. 

Describe the impacts of global warming and 
climate change. 

2.1 

Describe the origins, evolution and 
governance of sustainability. 

2.2 

3 

Environmental 
sustainability within 
the context of hotel 
management 

Environmental 
sustainability within 
the context of hotel 
management: 
Understanding 
challenges and 
finding possible 
opportunities for 
improvement. 

Describe the nature and extent of 
international tourism and hotel industries. 

3.1 

Analyze the international tourism and Hotel 
Environmental Sustainability (HES) 
initiatives. 

3.2 

Analyze the Hotel Sustainability (HS) 
contemporary discourse. 

3.3 

Define HES. 3.4 

Develop a generic HES Strategy (HESS). 3.5 

4 
Hotel 
Environmental 

Understand the 
challenges of Hotel 

Analyze the origins and emerging themes of 
strategy management. 

4.1 
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Chapter Research Objectives 
Section 

No Title Primary Secondary 
Sustainability 
Strategy Execution 
(HESSE): 
Complexities, 
Obstacles and 
Failures 

Environmental 
Sustainability 
Strategy Execution 
(HESSE). 

Analyze Strategy Execution (SE) obstacles, 
challenges and frameworks. 

4.2 

Review the HESSE contemporary discourse. 4.3 

Define HESSE. 4.4 

Identify the ten deadly causes of HESSE 
Failure (HESSEF). 

4.5 

5 

Mapping the 
causes of HESSE 
Failure (HESSEF): 
A Systems 
Approach 

Analyze the 
escalation of HESSE 
Failure (HESSEF) 
and study possible 
HESSE paradigm 
shift and behaviour 
change for systemic 
HESSE 
enhancement. 

Review basic Systems Thinking (ST) and 
System Dynamics (SD) modelling principles. 

5.1 

Review the contemporary discourse on the 
systems approach in hotels and tourism. 

5.2 

Conceptualize a ST Interaction map of the ten 
deadly causes of HESSEF. 

5.3 

Study possible HESSE paradigm shift and 
behaviour change for systemic HESSE 
enhancement. 

5.4 

6 

Prevention and 
management of the 
causes of 
HESSEF: A 
Systems Approach 

Conceptualize and 
Operationalize the 
Seven Habits of 
Effective HESSE 
(7HoE HESSE) for 
HESSE systemic 
enhancement. 

Conceptualize the 7HoE HESSE. 6.1 

Operationalize the 7HoE HESSE. 6.2 

7 

Verify the 
completeness of 
the 7HoE HESSE 
model development 
process. 

Verify whether each 
habit is properly 
mapped within the 
7HoE HESSE model 
development process. 

How is each habit mapped within the 7HoE 
HESSE model development process? 

7.1 

8 
Validation of the 
7HoE HESSE 
model 

Validate the 7HoE 
HESSE model. 

Present the chosen validation philosophy and 
methodology. 

8.1 

Present the validation objectives and 
expected outcome. 

8.2 

Present the validation context and 
boundaries. 

8.3 

Present the validation process. 8.4 

Present the validation results. 8.5 

Present the improvement of the 7HoE 
HESSE model. 

8.6 

9 
Conclusion and 
recommendations 
for future research 

Conclude this 
research on a 
systemic approach to 
the prevention and 
management of the 
causes of HESSEF. 

Confirm achieved results. 9.1 

Present recommendations for future 
research. 

9.2 

 

1.7 Conclusion of Chapter 1 

This research on a systemic approach to the prevention and management of the causes of 
HESSEF is introduced in this chapter through the research objectives and questions presented in 
Figure 1.1 and Table 1.2. As a result, this chapter’s major contributions are presented in Table 
1.11. 
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Table 1.11: Chapter One Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Introduce this 
research on a 
systemic approach 
to the prevention 
and management of 
the causes of 
HESSEF. 

Present research 
problem and 
rationale. 

Primary and secondary research problems along 
with the aim to reject the null hypothesis H0 are 
presented. 

1.1 

Present research 
objectives and 
questions. 

Research summary, composed of the research 
problem, primary and secondary research objectives 
with corresponding research questions, is presented 
in Table 1.6. 

1.2 

Present research 
design. 

Research design for this study is presented using 
arrows in Figure 1.2 and the applicability of chosen 
components is explained in Table 1.7. 

1.3 

Present research 
methodology. 

Research methodology for this study is presented in 
Table 1.8. 

1.4 

Present 
delimitations and 
limitations. 

Delimitations and limitations of this study are 
presented in Table 1.9. 

1.5 

Present thesis 
outline. 

Thesis outline with the chapters’ primary and 
secondary objectives of Section 1.2 is presented in 
Table 1.10. 

1.6 

 

In Chapter 2, the world sustainability challenges and initiatives will be presented. 
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Chapter 2  

2. World sustainability challenges and initiatives 
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Figure 2.1: Chapter Two Research Outline 

The world is facing unprecedented global warming8 and climate9 change10 since the end of pre-
industrial period (1850-1900) and our planet with its inhabitants is at risk because of the impacts 
of this increase in the earth temperature. In this chapter, a review of the world sustainability 
challenges and initiatives is carried out. Past innovation enabled economic growth and well-being 
but also induced drawbacks as the increasing CO2 emissions and associated global warming. 
Adaptation and mitigation innovative measures are needed to curb such global warming to ensure 
sustainability of our planet. In this context, indicators, as defined by the United Nations (UN)11 
Sustainable Development Goals (SDGs), are needed to measure the progress achieved and such 
progress will only be significant with the use of an effective governance framework dealing with 
the complexity of interactions between the SDGs.  

                                                
8 Global warming refers to the increase of global mean surface (land and ocean) temperature (GMST) with respect to the pre-industrial 
period (1850-1900) (IPCC, 2018). 
9 Climate, sometimes understood as the ‘average weather’, is defined as the measurement of the mean and variability of relevant 
quantities of certain variables (such as temperature, precipitation or wind) over a period of time, ranging from months to thousands or 
millions of years. The classical period is 30 years, as defined by the World Meteorological Organization (WMO). Climate in a wider 
sense is the state, including a statistical description, of the climate system (WMO, 2020). 
The climate system consists of five major components: the atmosphere, the hydrosphere, the cryosphere, land surface, the biosphere. 
The climate system is continually changing due to the interactions between the components as well as external factors such as volcanic 
eruptions or solar variations and human-induced factors such as changes to the atmosphere and changes in land use. 
10 Climate change refers to a statistically significant variation in either the mean state of the climate or in its variability, persisting for an 
extended period (typically decades or longer). Climate change may be due to natural internal processes or external factors such as 
persistent changes to the atmosphere or changes in land use. 
Article 1 of the United Nations Framework Convention on Climate Change (UNFCCC) (United Nations, 1992) defines ‘climate change’ 
as: ‘a change of climate which is attributed directly or indirectly to human activity that alters the composition of the global atmosphere 
and which is in addition to natural climate variability observed over comparable time periods’. 
The UNFCCC thus makes a distinction between ‘climate change’ attributable to human activities altering the atmospheric composition, 
and ‘climate variability’ attributable to natural causes. 
(WMO, 2020) 
11 The United Nations (UN) is an international organization founded in 1945. It is currently made up of 193 Member States. The mission 
and work of the United Nations are guided by the purposes and principles contained in its founding Charter. The purposes are to 
maintain international peace and security, to develop friendly relations among nations, to achieve international co-operation and to be 
a centre for harmonizing the actions of nations in the attainment of these common ends. 

Chapter 2 World sustainability challenges and initiativesCh 1 Ch 3 Ch 4 Ch 5 Ch 6 Ch 7 Ch 8 Ch 9
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In order to describe the world sustainability challenges and initiatives, it is important to address 
the research objectives and questions presented in Figure 2.1 and Table 2.1. 

Table 2.1: Chapter Two Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Describe the world 
sustainability challenges 
and initiatives. 

Describe the impacts of global 
warming and climate change. 

What are the impacts of global 
warming and climate change? 

2.1 

Describe the origins, evolution 
and governance of 
sustainability. 

What are the origins, evolution 
and governance of 
sustainability? 

2.2 

 

2.1 Impacts of global warming and climate change 

Human activities after the pre-industrial period (1850-1900) considerably increased the earth’s 
global mean surface (land and ocean) temperature (GMST) as well as the mean land surface air 
temperature (MSAT). In fact, from 1850-1900 to 2006-2015, the MSAT increased by 1.53°C (very 
likely range from 1.38°C to 1.68°C) while GMST increased by 0.87°C (likely range from 0.75°C to 
0.99°C) (IPCC, 2019). These changes in temperature are illustrated in Figure 2.2. 

 

Figure 2.2: Change in earth’s temperature relative to 1850-1900 
Reproduced from IPCC (2019) 

Analysis by the Intergovernmental Panel on Climate Change (IPCC)12 shows around 80% positive 
relationship between anthropogenic13 activities and the level of global warming. It is also estimated 
                                                
12 The Intergovernmental Panel on Climate Change (IPCC) is the United Nations body for assessing the science related to climate 
change. It provides regular assessments of the scientific basis of climate change, its impacts and future risks, and options for adaptation 
and mitigation  
It was created in 1988 by the World Meteorological Organization (WMO) and the United Nations Environment Programme (UNEP), 
the objective of the IPCC is to provide governments at all levels with scientific information that they can use to develop climate policies. 
IPCC reports are also a key input into international climate change negotiations. 
The IPCC is an organization of governments that are members of the United Nations or WMO. The IPCC currently has 195 members. 
Thousands of people from all over the world contribute to the work of the IPCC. For the assessment reports, IPCC scientists volunteer 
their time to assess the thousands of scientific papers published each year to provide a comprehensive summary of what is known 
about the drivers of climate change, its impacts and future risks, and how adaptation and mitigation can reduce those risks. 
An open and transparent review by experts and governments around the world is an essential part of the IPCC process, to ensure an 
objective and complete assessment and to reflect a diverse range of views and expertise. Through its assessments, the IPCC identifies 
the strength of scientific agreement in different areas and indicates where further research is needed. The IPCC does not conduct its 
own research (IPCC, 2020). 
13 Anthropogenic: strictly pertaining to anthropogeny, which is the study of human origins (anthropogenesis, first used in 1839, from 
the Greek anthropos, meaning ‘human being’, and gen-, ‘be produced’). More recently the term has acquired a wider, secondary 
meaning, applied to substances, processes, etc. of human origin or resulting from human activity (Allaby, 2010). The secondary 
meaning of this term is used in this thesis whereby anthropogenic activities refer to human activities and anthropogenic pollution refers 
to pollution of human origin. 
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that anthropogenic GMST is currently increasing at 0.2oC (likely between 0.1°C and 0.3°C) per 
decade due to past and ongoing emissions and, at this rate, global warming is likely to reach 1.5°C 
between 2030 and 2052. Inaction to curb the anthropogenic emissions may even lead to global 
warming of more than 1.5°C between the said periods as illustrated in Figure 2.3 (1 and 2) (IPCC, 
2018). 

 

Figure 2.3(1): Observed global temperature change and modelled responses to stylized 
anthropogenic emission and forcing pathways  

Reproduced from IPCC (2018) 

  

Figure 2.3(2): Observed global temperature change and modelled responses to stylized 
anthropogenic emission and forcing pathways  

Reproduced from IPCC (2018) 

Impacts on natural and human systems from global warming have already been observed. Many 
land and ocean ecosystems and some of the services they provide have already changed. IPCC 
(2018) also evaluated possible climate change impacts and associated risks between present-day 
and global warming of 1.5°C, and between 1.5°C and 2°C. Higher global warming will lead to 
increases in: 

 Mean temperature of most land and ocean; 
 Hot extremes in most inhabited regions; 
 Heavy precipitation in several regions; 
 Probability of drought and precipitation deficits in some regions; 
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 Sea rise level with risks for small islands, low-lying coastal areas and deltas as well as for 
many human and ecological systems, including increased saltwater intrusion, flooding and 
damage to infrastructure; 

 Negative impacts on biodiversity and ecosystems, including species loss and extinction; 
 Ocean temperature, as well as associated increases in ocean acidity and decreases in 

ocean oxygen levels; and 
 Climate-related risks to health, livelihoods, food security, water supply, human security, 

and decreases in economic growth. 

(IPCC, 2018) 

Human activities and associated industrial revolutions are in fact closely related to waves of 
innovation as illustrated in Figure 2.4. The previous waves of innovation brought economic 
prosperity, but unfortunately sometimes at the expense of the environment and the society. 

 

Figure 2.4: Waves of innovation of the first and the next industrial revolution 
Reproduced from Hargroves and Smith (2005) 

Hargroves and Smith (2005) argue that humanity is now in the 6th wave of innovation and there is 
an opportunity to address the environmental and social sustainability issues to solve past 
problems and to move forward in innovation to new level of prosperous lifestyles. 

For the environmental concerns, adaptation and mitigation innovative measures are needed to 
contain and curb global warming. The short- and medium-term global objectives are to reach and 
sustain net zero global anthropogenic CO2 emissions and to decline net non-CO2 radiative forcing 
to halt anthropogenic global warming on multi-decadal time scales. On longer time scales, the 
global objectives are to sustain net negative global anthropogenic CO2 emissions and/or further 
reduce non-CO2 radiative forcing to prevent further warming due to earth system feedbacks, to 
reverse ocean acidification and minimize sea level rise (IPCC, 2018). 
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Future climate-related risks could be reduced by the upscaling and acceleration of far-reaching, 
multilevel and cross-sectorial climate mitigation and by both incremental and transformational 
adaptation (IPCC, 2018). The essence of such mitigation and adaptation is to attain sustainability 
through sustainable development.  

The origins, evolution and governance of sustainability are presented in the next section. 

 

2.2 Sustainability: Origins, evolution and governance 

In this section, sustainability is described through its: 

 Etymology presented in Section 2.2.1; 
 Origins and evolution presented in Section 2.2.2; 
 Concepts, conceptual frameworks and definitions presented in Section 2.2.3; and 
 Waage Governance Framework (WGF) in Section 2.2.4. 

 

2.2.1 Etymology of sustainability 

‘Sustain’ comes from the Latin word ‘sustenare’ meaning ‘to hold up or to support’, which has 
evolved to mean ‘keeping something going or extending its duration, with appropriate support to 
achieve the extended duration’ (Sutton, 2004). The closest non-specialized synonym for ‘sustain’ 
is ‘maintain’. ‘Sustain’ is sometimes replaced by ‘maintain’ but ‘maintenance’, ‘sustainment’ and 
‘sustainability’ have different meanings and applications. ‘Maintenance’ refers to actions to keep 
the level of service of physical assets while ‘sustainment’ is more about the management of system 
evolution (Seacord et al., 2003; Sandborn, 2012). ‘Sustainability’ refers to the ability or capability 
to maintain or sustain something, and can be static (no change) or dynamic (controlled predictable 
change) (Costanza, 1991; Sandborn, 2012). 

Sutton (2004) extensively analyzed the definitions and meanings of sustainability, sustainable 
development and sustaining development, and affirmed that there is no single correct definition 
for these terms. The definition associated to each term in fact depends upon the shared meaning 
among different groups, business societies and countries. A summary of Sutton’s (2004) study is 
presented in Appendix A. 

The shared meaning and understanding of definitions and meanings of sustainability and 
sustainable development have evolved over time for the respective entities. The origins and 
evolution of the contemporary sustainability discourse is detailed in the next section with emphasis 
on the shared meaning and understanding of the above-mentioned terminologies. 

 

2.2.2 The origins and evolution of the contemporary sustainability discourse 

Several hundred years ago, the first public use of a derivative of the term ‘sustain’ was done by 
the Swiss and Germans with sustainable forestry with the aim of keeping the forest productive 
over the long-term. The same philosophy was then used for sustainable fisheries. Later, during 
the 1960s and 1970s, the term ‘sustainable’ was extended to refer to the need to sustain the 
environment and human society (Sutton, 2004). 

The UN played a critical role in the faciliation of the international debate on sustainability. Under 
its leadership, several initiatives and commitments have been taken by member countries. 

In 1972, governments met in Stockholm, Sweden, for the United Nations Conference on the 
Human Environment. High concerns were expressed about environmental and development 
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challenges. There was a need for environmental protection while many parts of the world were 
facing extreme poverty and needed economic development (Borowy, 2017). This dilemma 
between environmental protection and the need to address extreme poverty and economic 
development issues led the decision makers to focus on the rights of the family to a healthy and 
productive environment (UN, 2012; Borowy, 2017). In 1974, the UN General Assembly even 
adopted a Declaration on the Establishment of a New International Economic Order, with 
measures to improve the economic conditions of low-income countries (UN, 1974). A mixed 
outcome however badly impacted on further sustainable development considerations for a few 
years (Borowy, 2017). 

In parallel with the above UN initiatives, the Organization for Economic Co-operation and 
Development (OECD)14 were also concerned about how to make progress in the economic field 
while not affecting the environment. These considerations and discussions among the OECD 
countries paved the way towards the guiding principle of sustainable development (Borowy, 2017). 

The UN and OECD sustainable development efforts of the 1970’s set the tone for further initiatives 
and actions. During the 70’s, sustainability was often used interchangeably with sustainable 
development and according to Sutton (2004), the concept of sustainable development was first 
developed and presented by the International Union for Conservation of Nature and Natural 
Resources (IUCN)15 in 1980 ‘World Conservation Strategy’ guide. The aim of the World 
Conservation Strategy was to help advance the achievement of sustainable development through 
the conservation of living resources (IUCN, United Nations Environment Programme (UNEP)16 
and World Wildlife Fund (WWF)17, 1980). 

In 1982, during a meeting commemorating the 10-year anniversary of the Stockholm Conference, 
the need for long-term environmental strategies was highlighted by several countries. In this 
context, the UN adopted a resolution to favour cooperation among different countries to improve 
jointly environment, economic and social aspects. During 1983, the United Nations also formed 
the World Commission on Environment and Development (WCED) (later known as the Brundtland 
Commission). In May 1984, the Commission first met in Geneva to assess sustainable 
development realizations and agree on ways to move forward. The Commission had eight 
meetings over a period of three years and in 1987, it published ‘Our Common Future’ report. In 
that report, the UN definition of sustainable development (known as the Brundtland definition) was 

                                                
14 The Organization for Economic Co-operation and Development (OECD) is an international organization that works to build better 
policies for better lives. Its goal is to shape policies that foster prosperity, equality, opportunity and well-being for all. It draws on almost 
60 years of experience and insights to better prepare the world of tomorrow. 
The OECD is composed of 36 Member countries throughout the globe. It also brings together a range of partners that collaborate on 
key global issues at national, regional and local levels. Through its standards, programmes and initiatives, the OECD helps drive and 
anchor reform in more than 100 countries around the world, building on its collective wisdom and shared values (OECD, 2020). 
15 The International Union for Conservation of Nature (IUCN) is a membership Union composed of both government and civil society 
organizations. It harnesses the resource and experience of 1,300+ Member organizations and 15,000+ experts. This diversity and vast 
expertise make IUCN the global authority on the status of the natural world and the measures needed to safeguard it (IUCN, 2020). 
In 1980, IUCN (International Union for Conservation of Nature and Natural Resources) was a network of governments, non-
governmental organizations (NGOs), scientists and other conservation experts jointly promoting the protection and sustainable use of 
living resources. Founded in 1948, IUCN federated 450+ member governments and NGOs in over 100 countries. Its six Commissions 
consisted of 700+ experts on threatened species, protected areas, ecology, environmental planning, environmental policy, law and 
administration, and environmental education. 
IUCN: 

 Monitored the status of ecosystems and species throughout the world; 
 Planned conservation actions, both at strategic level through the World Conservation Strategy and at programme level through its 

programme of conservation for sustainable development; 
 Promoted such actions by governments, intergovernmental bodies and nongovernmental organizations; and 
 Provided assistance and advice necessary for the achievement of such action. 

(IUCN, UNEP and WWF, 1980) 
16 The United Nations Environment Programme (UNEP) is the leading global environmental authority that sets the global environmental 
agenda, promotes the coherent implementation of the environmental dimension of sustainable development within the United Nations 
system, and serves as an authoritative advocate for the global environment. 
Its mission is to provide leadership and encourage partnership in caring for the environment by inspiring, informing, and enabling 
nations and peoples to improve their quality of life without compromising that of future generations (UNEP, 2020). 
17 The World Wildlife Fund (WWF) is the world’s leading conservation organization and works in more than 100 countries. At every 
level, it collaborates with people around the world to develop and deliver innovative solutions that protect communities, wildlife, and 
the places in which they live. For nearly 60 years, WWF has worked to help people and nature thrive (WWF, 2020). 
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established and the interdependence of economics, social and environmental issues was 
reaffirmed (Borowy, 2017). The Bruntland (UN, 1987) definition is commonly paraphrased as 
presented in Table 2.2. 

Table 2.2: Definition of Sustainable Development 

“Sustainable development is development that meets the needs of the present without 
compromising the ability of future generations to meet their own needs.” 

Adapted from Bruntland (UN, 1987) 

In the next years, the Bruntland Commission concept of sustainable development spread at a fast 
rate and there was a good response concerning that concept. However, most of the 
recommendations of the Bruntland Commission remained unattended. In 1992, the United Nations 
held the first United Nations Conference on Environment and Development (UNCED, also known 
as the Earth Summit) in Rio de Janeiro where the first agenda for Environment and Development 
(Agenda 21) was prepared and adopted. Agenda 21 is considered, to a large extent, as the 
implementation action plan of the Bruntland Commission recommendations and it combined 
analysis and detailed action plans on 115 program areas. The focus of Agenda 21 was more on 
the need for economic growth, social development and poverty eradication, and less on the 
development of an environmental action plan. However, the publication of Agenda 21 did lead to 
several sustainable development initiatives at local and international levels with the aim to address 
economic and social concerns together with the environmental ones (UN, 2012; Borowy, 2017). 

In September 2000, at the UN Millennium Summit, the United Nations Millennium Declaration was 
adopted by the UN General Assembly (UN, 2000). The main aim of this Declaration was to reduce 
extreme poverty, to promote peace and to strengthen the UN and international justice. During the 
Millenium Summit eight Millennium Development Goals (MDGs) (see Figure 2.5), 16 targets and 
48 quantifiable indicators were defined. The deadline to implement these goals was set to 2015. 
(Local Governments for Sustainability (ICLEI), 2015; Borowy, 2017). The presentation of the 16 
targets and 48 quantifiable indicators falls outside the scope of this document. 

 

Figure 2.5: United Nations Millennium Development Goals (MDGs) 
Reproduced from UN (2000) 

Mixed outcome was however observed before the deadline for MDGs implementation. In 2012, 
during the Rio+20 conference commemorating the twentieth anniversary of UNCED, participants 
assessed the progress made since the Stockholm conference in 1972 and decided to replace the 
MDGs with Sustainable Development Goals (SDGs) in 2015 (Borowy, 2017). On 25 September 
2015, numerous countries around the planet adopted the United Nations 2030 Agenda for 
Sustainable Development, including 17 sustainable development goals (SDGs) and associated 
169 targets (UN, 2015; UN, 2019). The SDGs, illustrated in Figure 2.6, were developed based on 
the deficiencies of the Millennium Development Goals (MDGs) and the aim is to ensure 
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sustainable development of the planet, by proper management of available resources, for the 
benefit of the people. The presentation of the 169 targets falls outside the scope of this document. 

 

Figure 2.6: Sustainable Development Goals (SDGs) 
Reproduced from UN (2015) and UN (2019) 

The origins and evolution of the contemporary sustainability discourse is summarized in the 
timeline of Table 2.3. 

Table 2.3: Timeline illustrating the origins and evolution of the contemporary 
sustainability 

Year / 
Period 

Organization / National or 
International Conference 

Outcome 

Several 
hundred 

years ago 

Swiss and Germans  Sustainable forest followed by sustainable fisheries (Sutton, 
2004). 

1960s 
and 

1970s 

Society  The use of the word sustainable extended to refer to the 
need to sustain the environment and human society (Sutton, 
2004). 

1972 United Nations Conference on 
the Human Environment in 
Stockholm, Sweden  

 High concerns were expressed about environmental and 
development challenges (Borowy, 2017). 

 Decision taken to focus on the rights of the family to a 
healthy and productive environment (UN, 2012; Borowy, 
2017). 

1974 UN General Assembly  Declaration on the Establishment of a New International 
Economic Order, with measures to improve the economic 
conditions of low-income countries (Borowy, 2017). 

1970s Organization for Economic 
Cooperation and Development 
(OECD) 

 Discussions paved the way for the guiding principle of 
sustainable development (Borowy, 2017) 

1980 World Conservation Strategy  Concept of sustainable development was first developed by 
International Union for Conservation of Nature and Natural 
Resources (IUCN) (Sutton, 2004). 

1982 Meeting commemorating the 10-
year anniversary of the 
Stockholm Conference 

 The need for long-term environmental strategies highlighted 
by several countries (Borowy, 2017). 

 UN then adopted a resolution to favour cooperation among 
different countries to improve jointly environment, economic 
and social aspects (Borowy, 2017). 

1983 United Nations created the 
World Commission on 
Environment and Development 

 Publishing of report named Our Common Future with the 
establishment of the UN definition of sustainable 
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Year / 
Period 

Organization / National or 
International Conference 

Outcome 

(WCED) (later known as the 
Brundtland Commission) 

development (known as the Brundtland definition) (Borowy, 
2017). 

1984 -  
1987 

Eight meetings of the WCED 
(Brundtland Commission) 

1992 First United Nations Conference 
on Environment and 
Development (UNCED, also 
known as the Earth Summit) 
held in Rio de Janeiro 

 Agenda 21, first agenda for Environment and Development 
was prepared and adopted. 
Agenda 21 is considered, to a large extent, as the 
implementation action plan of the Bruntland Commission 
recommendations and it combined analysis and detailed 
action plans on 115 program areas (UN, 2012; Borowy, 
2017). 

2000 UN Millennium Summit  United Nations Millennium Declaration was adopted by the 
UN General Assembly. 

The main aim of this Declaration was to reduce extreme 
poverty, to promote peace and to strengthen the UN and 
international justice. 

 Establishment of 8 specific Millennium Development Goals 
(MDGs). 

(Local Governments for Sustainability (ICLEI), 2015; 
Borowy, 2017) 

2012 Rio+20 conference 
commemorating the twentieth 
anniversary of UNCED 

 Assessment of the progress made since the Stockholm 
conference in 1972 and decision to replace the MDGs with 
Sustainable Development Goals (SDGs) in 2015 (Borowy, 
2017). 

2015 United Nations  Numerous countries around the planet adopted the United 
Nations 2030 Agenda for Sustainable Development, 
including 17 sustainable development goals (SDGs) and 
associated 169 targets. 

The SDGs was developed based on the deficiencies of the 
Millennium Development Goals (MDGs) and the aim is to 
ensure sustainable development of the planet, by proper 
management of available resources, for the benefit of the 
people. 

(UN, 2015; UN, 2019). 

 

The next section presents the sustainability concepts, conceptual frameworks and definitions. 

 

2.2.3 Sustainability and sustainable development concepts, conceptual 
frameworks and definitions 

In this section, presentation is done on: 

 Sustainability and sustainable development concepts; 
 Sustainability and sustainable development conceptual frameworks; and 
 Environmental sustainability and sustainable development definitions. 

 

Sustainability and sustainable development concepts 

In the recent years, the terms ‘sustainability’ and ‘sustainable development’ have been extensively 
used at governmental and corporate levels before being used at business level. While businesses 
want sustainable profits and sustainable competitive advantage to ensure their survival through 
their ability to maintain profits and competitive advantage (Sutton, 2004), many are also aiming at 
a balanced profit, people and planet contribution. These businesses are pursuing economic 
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prosperity, environmental quality and social equity, and have adopted Tripple Bottom Line (TBL)18 
reporting (Elkington, 1997), as is the case for most regional, national and international 
organizations. Purvis, Mao and Robinson (2018) reviewed and discussed relevant historical 
sustainability literature in search of the conceptual origins of the three pillars of sustainability 
(economic, environmental and social). No single initial point of this three-pillar conception was 
found. Instead, this concept emerged gradually first from various critiques about the economic 
predominance over social and ecological perspectives and, second from the quest of the United 
Nations to reconcile economic growth as a solution to social and ecological problems. Purvis et 

al. (2018) further argued that the absence of a theoretically solid conception prevented a 
theoretically rigorous operationalization of sustainability. Such theoretical knowledge gap is a 
research opportunity but falls outside the scope of this study. 

 

Sustainability and sustainable development conceptual frameworks 

Gallopin, Jiménez-Herrero and Rocuts (2014) recalled the theoretical viewpoints and the visual 
interpretations of the main conceptual proposals of sustainable development. They then used the 
Jiménez-Herrero (2000) vector model of integral sustainability illustrated in Figure 2.7 to propose 
the dynamic evolution of sustainability processes and improvement loops shown in Figure 2.8. 

As illustrated in Figure 2.7, the Jiménez-Herrero (2000) integral sustainability vector (�⃗i) is 

composed of the economic (�⃗econ), social (�⃗soc) and ecological (�⃗ecol) sustanaibilities vectors. 

 

Figure 2.7: Vector model of integral sustainability 
Reproduced from Jiménez-Herrero (2000) 

Gallopin et al. (2014) viewed sustainable development as a continual improvement process with 
successive cyclical loops of decision-making, planning, action, reflection and learning. The latter 
argued that the sustainable development permanent improvement cycle should be systemically 
integrated into political action and decision-making whereby priorities are defined and 
implemented while analysing the whole with a holistic, long-term perspective of improvement and 
progress. Hence, this systemic, holistic and integrated approach to sustainability was embodied 
in the conceptual-visual approach to the evolutionary dynamics based on cycles of progress as 
illustrated in Figure 2.8. This systemic, holistic and integrated approach to sustainability is also the 

                                                
18 Triple Bottom Line (TBL) refers to sustainable development which involves the simultaneous pursuit of economic prosperity, 
environmental quality, and social equity. Companies aiming for sustainability need to perform not against a single, financial bottom line 
but against the triple bottom line (Elkington, 1997). 
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guiding and inspirational research paradigm that will be used in Chapter 6 for the conceptualization 
and operationalization of a model aiming to enhance the execution of environmental sustainability 
strategies in hotels. 

 

Figure 2.8: Dynamic evolution of sustainability processes and improvement loops 
Reproduced from Gallopin et al. (2014) 

 

Environmental sustainability and sustainable development definitions 

Sustainability and sustainable development can have several meanings, depending on the 
typology of the definitions and the context of application. A detailed presentation of Sutton’s (2004) 
study on the meanings and definitions of these terminologies is presented in Appendix A. 

Sustainability can be interpreted as an incremental change process as well as the final desired 
state. The process of achieving sustainability (journey) is as important as the desired state of 
sustainability (destination). The destination cannot be reached without the journey. The journey 
should be considered as the means to attain the destination, the latter can be either incremental 
or radical (Sutton, 2004).  

In-depth analysis of the sustainability and sustainable development definitions revealed not only 
the improved paraphrasing of the Bruntland (UN, 1987) definition of sustainable development but 
also the possible use of the more proactive sustaining development terminology (Sutton, 2004). 
However, since an epistemological in-depth analysis of sustainable development and sustaining 
development is beyond the scope of this research, the common paraphrasing of Bruntland (UN, 
1987) definition of sustainable development will be used for the purpose of this study to define 
environmental sustainability and environmental sustainable development further in this section. 
This Bruntland (UN, 1987) definition of sustainable development together with the implied 
definition of sustainability is reproduced in Table 2.4. 
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Table 2.4: Definitions of sustainability and sustainable development 

“Sustainability is the ability to meet the needs of the present without compromising the ability 

of future generations to meet their own needs.” 
 

“Sustainable development is development that meets the needs of the present without 

compromising the ability of future generations to meet their own needs.” 

Adapted from Bruntland (UN, 1987) 

This research will concentrate on Hotel Sustainability (HS). Since a full study on the three pillars 
of HS will be broad and complex and given the pressing impacts of global warming and climate 
change as explained in Section 2.1, the focus of this research is narrowed to the environmental 
pillar. That pillar cannot however be completely isolated from the other two (economic and social). 
For studying Hotel Environmental Sustainability (HES), the above Bruntland’s (UN, 1987) 
sustainability and sustainable development definitions must be fine tuned to focus on 
environmental needs. 

Morelli (2011) highlighted that ‘environmental’ is a subset of ‘ecological’. According to the latter, 
‘environmental’ is associated with the human impact on natural systems while ‘ecological’ refers 
to the concept of interdependence of elements, living organisms and their physical surroundings, 
within an ecosystem; ‘environmental’ being at the intersection of human activities and ‘ecological’ 
systems. Morelli (2011) hence proposed a definition of environmental sustainability which is 
reproduced below. In addition, a definition for environmental sustainable development is proposed 
in Table 2.5. 

Table 2.5: Definitions of environmental sustainability and environmental sustainable 
development 

“Environmental sustainability means meeting the resource and services needs of current 

and future generations without compromising the health of the ecosystems that provide 

them, and more specifically, as a condition of balance, resilience, and interconnectedness 

that allows human society to satisfy its needs while neither exceeding the capacity of its 

supporting ecosystems to continue to regenerate the services necessary to meet those 

needs nor by our actions diminishing biological diversity.” 
 

“Environmental sustainable development means development meeting the resource and 

services needs of current and future generations without compromising the health of the 

ecosystems that provide them, and more specifically, as a condition of balance, resilience, 

and interconnectedness that allows human society to satisfy its needs while neither 

exceeding the capacity of its supporting ecosystems to continue to regenerate the services 

necessary to meet those needs nor by our actions diminishing biological diversity.” 

Adapted from Morelli (2011) 

For the purpose of this study, Bruntland’s (UN, 1987) definitions of sustainability and sustainable 
development, together with Morelli’s (2011) environmental definitions will be used as foundations 
for proposing:  

 Definition of Hotel Environmental Sustainability (HES) presented in Section 3.4; 
 Development of a HES Strategy (HESS) and associated HES Scorecard and HES Key 

Performance Indicators (KPI’s)19 presented in Section 3.5; 

                                                
19 Key Performance Indicators (KPI’s) are the critical (key) indicators of progress toward an intended result. KPI’s provides a focus for 
strategic and operational improvement, create an analytical basis for decision-making and help focus attention on what matters most.  
As Peter Drucker famously said, “What gets measured gets done.” 
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 Definition of Hotel Environmental Sustainability Strategy Execution (HESSE) presented in 
Section 4.4; and 

 Conceptualization and operationalization of model aiming to enhance the execution of 
environmental sustainability strategies in hotels presented in Chapter 6.  

Achieving environmental sustainability however involves dealing with complexity and interactions. 
Waage et al. (2015) analyzed MDGs’ implementation shortcomings to conceptualize a novel 
framework facilitating SDGs’ implementation. This SDGs Governance Framework is presented in 
the next section. 

 

2.2.4 Waage Governance Framework (WGF) 

Waage et al. (2015) argue that sustainable development requires a synergetic approach among 
various elements. Sustainable development depends not only on the individual SDGs but also on 
the interactions between the SDGs. The authors propose a three-level framework, presented in 
Figure 2.9 to facilitate the governance of SDGs. 

 

Figure 2.9: Waage Governance Framework (WGF) 
Reproduced from Waage et al. (2015) 

                                                
Managing with the use of KPI’s includes setting targets (the desired level of performance) and tracking progress against that target. 
Managing with KPI’s often means working to improve leading indicators that will later drive lagging benefits. Leading indicators are 
precursors of future success; lagging indicators show how successful the organization was at achieving results in the past. 
 
Good KPI’s: 

 Provide objective evidence of progress towards achieving a desired result; 
 Measure what is intended to be measured to help achieve better decision-making; 
 Offer a comparison that gauges the degree of performance change over time; 
 Can track efficiency, effectiveness, quality, timeliness, governance, compliance, behaviours, economics, project performance, 

personnel performance or resource utilization; and 
 Are balanced between leading and lagging indicators. 

(KPI.org, 2020) 
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The SDGs are classified according to the three interconnected levels: 

1) Well-being 
2) Infrastructure 
3) Natural Environment 

The inner well-being level is people-centered and aims at individual and collective well-being and 
welfare. Nutrition, health and education as well as peaceful and inclusive societies form part of 
goals of that level. 

The middle infrastructure level concerns networks and mechanisms for production, distribution, 
delivery of goods and services, including food, energy, clean water, and waste and sanitation 
services in cities and human settlements. Infrastructural goals address essential facilities and 
functions of modern society. They contribute to growth in well-being with efficient use of resources 
while limiting the negative environmental impacts. 

The outer environment level embraces the management of global resources, underlying support 
systems and global public goods such as land, ocean, air, natural resources, biodiversity, and the 
management of climate change. These biophysical systems are highly influenced by human 
activities and achieving such global sustainable development goals require international and 
transnational cooperation. 

Goal 17 refers to global partnership for sustainable development and relates to the SDGs in the 
three levels. 

This framework groups the SDGs into the 3 specified levels and clarifies the major interactions 
between the SDGs and the levels. Inner level goals are directly related and offer opportunities for 
positive synergies and win-wins. Interactions between the inner and middle levels are mutually 
supportive. Improving the middle level goals will lead to improvement in the inner level goals and 
vice versa. There is a reinforcing loop between the infrastructure and well-being levels. The 
interactions between the outer and the middle levels relate to the use of environmental resources 
and services by human societies, and determine the sustainability of several middle level goals. 
The interactions between the outer and the inner levels depend on the management of the middle 
level goals. The latter are subject to multiple demands from the inner level goals which compete 
for the limited natural resources. Hence, middle goals must mediate between outer and inner level 
goals. As an example, supplying sustainable energy (SDG 7), ensuring availability and sustainable 
management of water sanitation (SDG 6) and building reliant human settlements (SDG 11) will 
improve several inner level goals but may impact negatively on the availability and management 
of natural resources, hence leading to climate change. Mediation of the middle level goals is thus 
needed to improve inner level goals while protecting the natural environment of the outer level. 
Inner level goals also profoundly affect the outer level ones. Increasing population as well as 
increasing demand for better quality of life impact on the demand for natural resources and 
mediation is again needed by the middle level goals. 

The challenge for achieving sustainable development resides in the effective governance20 and 
management of the complex interactions among the SDGs. Synergy is achieved when goals 
interact positively; conflicts must be resolved where they interact negatively. The WGF helps to 
clarify how and where the SDGs face particular governance challenges. It also emphasizes the 
significance of the middle infrastructure level goals which are the greatest challenge and greatest 
opportunity to achieve the sustainable development agenda in the context of rapid urbanisation, 
population growth, climate change, and diminishing resources (Waage et al., 2015). 

                                                
20 Governance refers to the institutions, mechanisms, or processes backed by political power and/or authority that allow an activity or 
set of activities to be controlled, influenced, or directed in the collective interest (Baker et al. 2005). 
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This governance framework is the analytical lens used for the conceptualization and 
operationalization, in Chapter 6, of a model aiming to enhance the execution of environmental 
sustainability strategies in hotels. 

 

2.3 Conclusion of Chapter 2 

The world sustainability challenges and initiatives were studied through the research objectives 
and questions presented in Figure 2.1 and Table 2.1. As a result, this chapter’s major contributions 
are presented in Table 2.6.  

Table 2.6: Chapter Two Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Describe the world 
sustainability 
challenges and 
initiatives. 

Describe the impacts 
of global warming and 
climate change. 

Global warming and climate change have severe 
consequences for humanity as well as for earth’s 
biodiversity and ecosystem, hence the crucial need 
for adaptation and mitigation innovative measures 
to decrease the GMST. 

2.1 

Describe the origins, 
evolution and 
governance of 
sustainability. 

Sustainability is described through its: 
 Etymology presented in Section 2.2.1; 
 Origins and evolution presented in Section 2.2.2; 
 Concepts, conceptual frameworks and definitions 

presented in Section 2.2.3; and 
 WGF presented in Section 2.2.4. 

2.2 

 

In Chapter 2, environmental sustainability within the context of hotel management will be 
presented. 
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Chapter 3  

3. Environmental sustainability within the context of 
hotel management 
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within the 
context of 
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management: 
Understanding 
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possible 
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improvement. 
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Figure 3.1: Chapter Three Research Outline 

Hotels economically contribute to the global and local Gross Domestic Output (GDO)21 though 
profits earned and distributed to owners, taxes paid on sales, wages and real estate, jobs created, 
and purchases of supplies and materials. Taxation from hotels is a major source of revenue for 
many countries. This includes tax on profit as well as other business taxes, licence fees and/or 
social charges imposed on employees’ wages. Hotels are also labour-intensive and create 
employment opportunities. The employees however have to pay taxes on their revenue, hence 
contributing to the Gross Domestic Output. In addition, hotel activities lead to a multiplier effect in 
an economy. In fact, for each amount of money spent by a tourist in a hotel, additional amount of 
money is generated in the community for supplying the product or making the service available to 
that tourist. Furthermore, on the medium and long-term, hotels improve the infrastructure and the 
labour education level, thus contributing to the growth potential of a nation or region. 

Over and above the economic contribution, hotels contribute substantially to the well-being of 
society. Job creation is a major social contribution of hotels. This includes first job experience for 
young and unskilled workers as well as jobs for women and men with different competences. 
Hotels generate both direct and indirect work; the latter includes craft, tour operating, 

                                                
21 Gross Domestic Output (GDO) is the average of the Gross Domestic Product (GDP) and the Gross Domestic Income (GDI). Both 
GDP and GDI are designed to measure the same concept—the total value of the economy’s output—but they rely on different methods 
and data. GDP tracks all expenditures on final goods and services produced in a country or economic region, whereas GDI tracks all 
income received by those who produced that output. Conceptually the two should be equal because every amount of money spent on 
a good or service (in GDP) must flow as income to a household, a firm, or the government (and therefore must show up in GDI). 
However, the two numbers differ in practice because of measurement error. 
Although the information from GDP and GDI could be combined in a variety of ways, in practice the simple arithmetic average of the 
two—as the United States of America (USA) Bureau of Economic Analysis (BEA) is now publishing—is a reasonable way to combine 
into a single measure that is more accurate than either component is individually (Council of Economic Advisers, 2015). 

Chapter 3 Environmental sustainability within the context of 

hotel management
Ch 1 Ch 2 Ch 4 Ch 5 Ch 6 Ch 7 Ch 8 Ch 9

Stellenbosch University https://scholar.sun.ac.za



26 
 

entertainment and shop activities. Hotels also contribute to the development of the region in which 
they operate. They generate and share the wealth with the local people. They also help to reduce 
the social ills of the region and improve the quality of life of host communities. 

From an environmental perspective, hotels impact on land, coastal and sea use, air quality, energy 
and water consumption, and waste generation. Hotels need to be designed and constructed so 
that they integrate harmoniously and esthetically their local environment. Their energy and water 
consumption as well as their air emission and waste generation need to be kept to the lowest 
possible level. In order to achieve the environmental targets, architects, engineers and hotel 
managers should collaborate during the design, construction and refurbishment of hotels. Also, 
hotels need to be managed, operated and maintained so that the designed energy and water 
consumption as well as the CO2 emissions and waste generation are within target levels. The 
hotels’ carbon footprint needs to be computed and analyzed to reduce it to the minimum. Solid 
waste and effluent should also be managed effectively to eliminate any pollution. Such reduction 
of hotels’ carbon footprint and elimination of pollution can only be achieved through innovative and 
creative strategic, managerial, technological and operational methods. Empowerment, 
contribution and collaboration of managers and all employees as well as understanding and 
commitment of guests are essential. Training and information campaigns hence need to be 
organized regularly to inform employees and guests about their role in ensuring that hotels are 
eco-friendly (WTTC22 et al., 2002). 

The significant positive economic and social contribution of hotels is illustrated above. 
Unfortunately, hotels also have negative environmental impacts contributing to global warming 
and climate change. There is hence a need to curb the hotel CO2 emissions while minimizing its 
resource utilization and waste generation to mitigate the global warming and climate change 
effects. 

In this chapter, an attempt is made to define Hotel Environmental Sustainability (HES) as 
presented in Table 3.1. 

 

 

 

 

 

 

 

 

 

 

 

                                                
22 The World Travel and Tourism Council (WTTC) represents the global private sector of Travel & Tourism, with a mission to ensure 
the sector is seamless, secure, safe, inclusive and sustainable. It raises awareness around Travel & Tourism’s value, not just as one 
of the world’s largest economic sectors, but also to the many communities and travellers enriched through their experiences. 
The Council’s Members are the Chairmen or Chief Executives of leading global Travel & Tourism companies, from all geographies 
and industries, including hotels, airlines, airports, tour operators, cruise, car rental, travel agents, rail, as well as the emergent sharing 
economy, enabling them to speak with one voice to governments and international bodies. 
Over 200 companies are now represented on the Council, accounting for two-thirds of a trillion US dollars in turnover, equivalent to 
30% of the entire sector (WTTC, 2020a). 
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Table 3.1: Definition of Hotel Environmental Sustainability 

“Hotel Environmental Sustainability (HES) is the condition where a hotel 

 takes full account of its current and future environmental impacts;  

 addresses the needs of its current and future internal as well as external 

stakeholders23; 

 does not compromise the health of the ecosystems that provide its needs; and 

 ensures balance, resilience, and interconnectedness that allows the hotel to satisfy 

its needs while  

o neither exceeding the capacity of its supporting ecosystems to continue 

regenerating the services necessary to meet those needs; 

o nor by the hotel’s actions diminishing biological diversity.” 

 

In order to understand the full complexity of the HES challenges, it is important to address the 
research objectives and questions presented in Figure 3.1 and Table 3.2. 

Table 3.2: Chapter Three Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Environmental 
sustainability within the 
context of hotel 
management: 
Understanding challenges 
and finding possible 
opportunities for 
improvement. 

Describe the nature and extent 
of international tourism and hotel 
industries. 

What is the nature and extent of 
international tourism and hotel 
industries? 

3.1 

Analyze the international tourism 
and Hotel Environmental 
Sustainability (HES) initiatives. 

What are the international 
tourism and HES initiatives? 

3.2 

Analyze the Hotel Sustainability 
(HS) contemporary discourse. 

What is the HS contemporary 
discourse? 

3.3 

Define HES. How can HES be defined? 3.4 
Develop a generic HES Strategy 
(HESS). 

How is the generic HESS 
developed? 

3.5 

 

 

                                                
23 Hotel is a subset of tourism. Therefore, the term ‘stakeholders in tourism development’, included in paragraph 32 of the report on 
the UNWTO Survey on the Implementation of the Global Code of Ethics for Tourism (UNWTO, 2005), also applies to hotel provided 
tourism is replaced by hotel and the description adapted to hotel.  
Hotel stakeholders hence include the following players: 

 National governments; 
 Local governments with specific competence in hotel matters; 
 Tourism establishments and hotel enterprises, including their associations; 
 Institutions engaged in financing hotel projects; 
 Hotel employees, hotel professionals and hotel consultants; 
 Trade unions of hotel employees; 
 Hotel education and training centers; 
 Travellers staying in hotel, including business travellers, and hotel visitors to tourism destinations, sites and attractions; 
 Local populations and host communities nearby hotel of tourism destinations through their representatives; and 
 Other juridical and natural persons having stakes in hotel development including non-governmental organizations specializing in 

hotel and directly involved in hotel projects and the supply of hotel services. 
Hotel stakeholders is further classified by Ivanova and Ivanov (2015) as: 

 Internal (owners, managers, employees); 
 Chain (central chain management, individual hotel, other chain members); 
 External (customers, suppliers, competitors, local community, intermediaries, hotel management companies, media, financial 

institutions, labour unions, other external stakeholders); and 
 Macroenvironment (political, economic, socio-cultural, environmental, technological, legal). 

 

Stellenbosch University https://scholar.sun.ac.za



28 
 

3.1 The nature and extent of international tourism24 and hotel 
industries 

In 2018, Travel and Tourism’s direct, indirect and induced contribution to the world’s GDP was 
evaluated to 10.4% (WTTC, 2019a; UNWTO25, 2018b). International tourism ranked the world’s 
third largest export category and generated a total international export earnings of USD 1.7 trillion, 
representing 7% of the global exports and 29% of world’s service exports as illustrated by Figure 
3.2. International tourism exports also grew faster than merchandise exports for the seventh year 
in a row and experienced 4% change in real terms compared to a lower 3% for merchandise 
exports in 2018 (UNWTO, 2019b). 

 

Figure 3.2: Exports’ revenues from international tourism 
Reproduced from UNWTO (2019b) 

The revenues growth from the visitor spending in 2018 was 4.4%, which is higher than the world 
real Gross Domestic Product (GDP) growth of 3.6% as shown in Figure 3.3 (International Monetary 
Fund (IMF)26, 2019; UNWTO, 2019b). 

                                                
24 International tourism includes inbound tourism and outbound tourism. Inbound tourism includes activities of a non-resident visitor 
within the country of reference on an inbound tourism trip. Outbound tourism includes activities of a resident visitor outside the country 
of reference, either as part of an outbound tourism trip or as part of a domestic tourism trip (UN and UNWTO, 2010: 2.40(c); UNWTO, 
2020). 
25 The World Tourism Organization (UNWTO) is the United Nations agency responsible for the promotion of responsible, sustainable 
and universally accessible tourism. It is composed of 159 member states, 6 associate country members, 2 observer states, and over 
500 affiliate members representing the private sector, educational institutions, tourism associations and local tourism authorities. It 
promotes tourism as a driver of economic growth, inclusive development and environmental sustainability, and offers leadership and 
support to the sector in advancing knowledge and tourism policies worldwide (UNWTO, 2019a). 
26 The International Monetary Fund (IMF) is an organization of 189 countries, working to foster global monetary cooperation, secure 
financial stability, facilitate international trade, promote high employment and sustainable economic growth, and reduce poverty around 
the world. 
Created in 1945, the IMF is governed by and accountable to the 189 countries that make up its near-global membership. 
The IMF's primary purpose is to ensure the stability of the international monetary system - the system of exchange rates and 
international payments that enables countries (and their citizens) to transact with each other. The Fund's mandate was updated in 
2012 to include all macroeconomic and financial sector issues that bear on global stability (IMF, 2020). 
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Figure 3.3: International tourism receipts and world GDP (% change) 
Reproduced from IMF (2019) and UNWTO (2019b) 

Figure 3.3 also shows that tourism experienced sustained growth for nine consecutive years. 
Likewise, the international tourist arrivals (ITAs)27 and international tourism receipts (ITRs)28 
experienced sustained growth for nine consecutive years. In 2018, ITAs grew by 5% in 2018 to 
reach 1.4 billion as shown in Figures 3.4 and 3.5. Targets for ITAs were achieved two years earlier 
than the UNWTO 2020 forecast (UNWTO, 2019b) and at such growth rate, had there not been 
the outbreak of the COVID-19 pandemic, international tourist arrivals were expected to exceed 
the UNWTO forecast of 1.8 billion by 2030. 

The purpose of this section is to explain the relative importance and size of the tourism and hotel 
industries. Very few peer-reviewed publications on the long-term impact of the COVID-19 
pandemic on these industries are published and despite the massive impact of the pandemic on 
the development and growth of these industries, the need for the execution of sustainability 
strategies remains highly important. 

                                                
27 International tourist arrivals (ITAs) is a unit of measure used to quantify the volume of international tourism and refer to: 

 Inbound tourists (overnight visitors), that is, a visitor who stays at least one night in a collective or private accommodation in the 
country visited. Same-day visitors are not included; and 

 The number of arrivals - not to the number of persons. The same person who makes several trips to a given country during a given 
period will be counted as a new arrival each time, as well as a person who travels through several countries on one trip is counted 
as a new arrival each time (areppim, 2020; UNWTO, 2020). 

28 International Tourism Receipts (ITRs) are receipts earned by a destination country from inbound tourism.  
ITRs scope:  

 ITRs cover all tourism receipts resulting from expenditure made by visitor arrivals from abroad; 
 ITRs include the receipts generated by overnight as well as by same-day trips; and 
 ITRs exclude the receipts related to international transport contracted by residents of other countries (for instance ticket receipts 

from foreigners travelling with a national company) (areppim, 2020; UNWTO, 2020). 
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Figure 3.4: International tourist arrivals (ITAs) and international tourism receipts (ITRs) (% 

change) 
Reproduced from UNWTO (2019b) 

 

Figure 3.5: International tourist arrivals (million) and tourism receipts (USD billion) 
Reproduced from UNWTO (2019b) 

Travel and Tourism employs a large proportion of the world’s labour force. In 2018, 319 million 
persons worked directly or indirectly in Travel and Tourism across the globe, representing one in 
10 jobs (WTTC, 2019a; UNWTO, 2018b). 

Hotels offer accommodation, meals, and other services for travellers and tourists. In 2018, STR29 
reported that the global hotel industry grew by 17.7% from 2008 to 2018. During that decade, the 

                                                
29 STR provides clients from multiple market sectors with premium, global data benchmarking, analytics and marketplace insights. 
Founded in 1985, STR’s presence spans in 15 countries with a corporate North American headquarters in Hendersonville, Tennessee, 
and an international headquarters in London, England. In 2018, as part of the company’s expansion to additional sectors, STR 
implemented its services to the self-storage industry, tracking supply and new development data in major metropolitan statistical areas 
around the U.S. as well as performance in Texas (STR, 2020a; HNN Newswire, 2018). 
STR was acquired in October 2019 as a division of CoStar Group, Inc. (NASDAQ: CSGP), the leading provider of commercial real 
estate information, analytics and online marketplaces (STR, 2020a). 
Since 1987, the CoStar Group has been on a mission to create efficiency and transparency in commercial real estate. From its earliest 
days, as the first company to offer real estate firms comprehensive, objective, reliable information, to its recent expansion into operating 
some of the most active Internet marketplaces for buying and selling commercial real estate, apartments, businesses and land, it has 
been committed to excellence and creating the most inventive and insightful company in our industry (CoStar, 2020). 
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global number of hotels30 and hotel rooms increased by more than 14 thousand and 2.5 million 
respectively. STR in fact reported that in 2018, there were more than 184 thousand hotels and 
nearly 17 million hotel rooms around the world. The increase in hotels and hotel rooms is illustrated 
in Table 3.3. 

Table 3.3: Global hotels and hotel rooms inventory from 2008 to 2018  

Year Global hotels Global hotel rooms 
2008 170,047 14,419,917 
2010 172,969 15,001,109 
2012 175,767 15,479,484 
2014 178,533 15,984,508 
2016 182,149 16,615,817 
2018 184,299 16,966,280 

Reproduced from STR, cited in Hotel News Now (HNN)31 Newswire (2018) 

The global hotel average occupancy level32 was also statistically calculated to 67.5% for the 12 
months ending with February 2018, which represented 1.6% increase from the previous 12 
months. Average daily rate (ADR)33 grew 2.6% during that 12-month period to USD 122.96 (STR, 
cited in Hotel News Now (HNN) Newswire, 2018).  

In 1997, the International Hotel and Restaurant Association (IHRA)34 estimated that the global 
hotel industry was made up of 301,400 hotel properties with 13 million rooms35, and the revenue 
generated at that time by hotels was estimated to USD 202 billion. 159,226 hotel properties were 
in the European Economic Area (EEA), followed by 65,000 in North America and 15,066 in South 
Asia.  

The hotel achievements in sustainable development as well as the hotel opportunities and 
challenges were assessed by IHRA (Olsen et al., 2000; WTTC et al., 2002). In 2011, Hotel Energy 
Solutions36 estimated that the number of hotel rooms37 in the world was 10 million and that hotels 

                                                
30 STR defines a hotel on three criteria: 1) generates revenue on a nightly per-room basis, 2) has 10 or more rooms and 3) is open to 
the public (excludes those properties requiring membership, affiliation or club status) (STR, cited in HNN Newswire, 2018). 
31 Hotel News Now is a division of STR. Based in Cleveland, Ohio, Hotel News Now is an online news resource that combines decades’ 
worth of experience from its editorial team along with unprecedented access to STR data to provide vital, up-to-the-minute information 
for hotel decision makers throughout the world. 
Hotel News Now comprises a website and numerous email newsletters, including the Daily Update, Tech Impact Report and 
Independent Insights. Its reader community includes executives who own, manage, or finance hotels, as well as the managers and 
employees who oversee the operations of hotels worldwide (HNN, 2020). 
32 The net occupancy rate of hotel rooms is obtained by dividing total overnight room stays by the product of the rooms on offer and 
the number of days when the rooms are actually available (net of seasonal closures and other temporary closures for decoration, police 
order, etc.) for the same group of establishments, multiplying the quotient by 100 to express the results as a percentage. 
Formula for calculation: 

Net occupancy rate of hotel rooms = � �
��� × 100% 

where Q is the monthly (yearly) sum of occupied rooms and Hd is the number of rooms actually available for use, net of seasonal or 
other temporary closures. 
Occupancy rate can also be calculated for bed-places (single bed), all types of accommodation and property. 

(UNWTO, 1995) 
STR defines occupancy rate as the percentage of available rooms sold during a specified period. Occupancy is calculated by dividing 
the number of rooms sold by rooms available. Occupancy = Rooms Sold / Rooms Available (STR, 2020b). 
33 Average Daily Rate (ADR) is a measure of the average rate paid for rooms sold, calculated by dividing room revenue by rooms sold. 
ADR = Room Revenue/Rooms Sold (STR, 2020b). 
34 The International Hotel and Restaurant Association (IHRA) is composed of: 

 International, national and regional hotel and/or restaurant associations; 
 International and national hotel and/or restaurant chains; 
 Owners, developers and investors; 
 Individual hotels and restaurants; 
 Institutions of the industry (hotel schools, educational centres, universities); and 
 Students / independent hoteliers and restaurateurs. 

IHRA aims to be ‘the voice of hospitality worldwide’. It promotes and defends the interest of the hotel and restaurant industry worldwide 
(IHRA, 2019a). The setting up and history of IHRA is summarized in Appendix B. 
35 Unlike STR, IHRA does not provide any specification criteria for hotels. 
36 Hotel Energy Solutions (2011) is a project initiated in 2008 by UNWTO and implemented in collaboration with the UNEP, IHRA, 
European Renewable Energy Council (EREC) and French Environment and Energy Management Agency (ADEME). 
37 In 2011, STR estimated that there were more that 15 million hotel rooms (STR, cited in HNN Newswire, 2018). This is 5 million 
rooms above Hotel Energy Solutions estimates. However, unlike STR, Hotel Energy Solutions did not specify any criteria to define a 
hotel (Hotel Energy Solutions, 2011). 
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and other accommodation accounted for 1 to 2% of the 5% global CO2 emitted by the tourism 
industry. According to Hotel Energy Solutions, around 5.45 million hotel rooms were from Europe, 
nearly half the world’s total, but this represented only 21% of the world total accommodation 
sector’s CO2 emissions (Hotel Energy Solutions, 2011).  

It can thus be concluded that the international hotel industry has a strong positive economic and 
social contribution but unfortunately also has undesirable negative environmental impacts 
contributing to global warming and climate change. There is hence the need to curb the hotel CO2 
emissions and minimize its resource utilization and waste generation to mitigate the global 
warming and climate change effects. 

The international tourism and Hotel Sustainability initiatives will now be studied to analyze the 
sustainability progess made in these industries. 

 

3.2 International tourism and Hotel Environmental Sustainability 
initiatives 

Over the past three decades the World Tourism Organization (UNWTO) as well as the World 
Travel and Tourism Council (WTTC) and the International Hotel and Restaurant Association 
(IHRA) has been responsible for a number of environmental sustainability initiatives. These 
initiatives are briefly presented in the next sections. 
 
 
3.2.1 World Tourism Organization (UNWTO) environmental sustainability 
initiatives 

The UNWTO has four major sustainability initiatives milestones: 

 1999: Adoption of the non-binding Global Code of Ethics for Tourism: 
o The third article/recommendation of this Global Code of Ethics elaborates on 

‘tourism as a factor of sustainable development’; 
 2005: Publication, in collaboration with UNEP, of a guide with the aim of working towards 

a more sustainable tourism industry; 
 2012: Publication, in collaboration with UNEP, of the ‘Tourism in the green economy: 

background report’; 
 2017: Sustainability initiatives during and after the 2017 International Year of Sustainable 

Tourism for Development (IY2017). 

In this section, each of the above will be presented and briefly contextualised. As a conclusion to 
this section, a summary of the UNWTO environmental sustainability initiatives will be outlined. 

 

1999: Adoption of the non-binding Global Code of Ethics for Tourism 

In 1999, UNWTO adopted a non-binding Global Code of Ethics for Tourism, which UNWTO 
members and non-members were encouraged to adopt; the logo for this Code of Ethics is 
presented in Figure 3.6. This Code consists of ten articles/recommendations, the third of which 
elaborates on ‘tourism as a factor of sustainable development’, whereby all stakeholders38 are 
                                                
38 The term ‘stakeholders in tourism development’ includes, according to UNWTO, the following players: 

 National governments; 
 Local governments with specific competence in tourism matters; 
 Tourism establishments and tourism enterprises, including their associations; 
 Institutions engaged in financing tourism projects; 
 Tourism employees, tourism professionals and tourism consultants; 
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encouraged to protect the environment, while achieving sustainable economic growth that 
equitably satisfies the needs and aspirations of present and future generations (UNWTO, 1999). 

 

Figure 3.6: Logo of the Global Code of Ethics for Tourism 
Reproduced from UNWTO (1999) 

 

2005: Publication, in collaboration with UNEP, of a guide with the aim of working towards 
a more sustainable tourism industry  

In 2005, UNWTO and UNEP published a guide for policy makers with the aim of working towards 
a more sustainable tourism industry. Sustainable tourism was defined as presented in Table 3.4. 

Table 3.4: Definition of Sustainable Tourism 

“Sustainable Tourism is 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".  

Reproduced from UNWTO and UNEP (2005) 

In the guide, twelve aims to foster sustainable tourism were identified. The relationship between 
these sustainable tourism aims and the three pillars of sustainability (Economic, Social and 
Environmental) is presented in Figure 3.7. 

 

                                                
 Trade unions of tourism employees; 
 Tourism education and training centers; 
 Travellers, including business travellers, and visitors to tourism destinations, sites and attractions; 
 Local populations and host communities at tourism destinations through their representatives; and 
 Other juridical and natural persons having stakes in tourism development including non-governmental organizations specializing 

in tourism and directly involved in tourism projects and the supply of tourism services. 
This list in included in paragraph 32 of the report on the UNWTO Survey on the Implementation of the Global Code of Ethics for Tourism 
(UNWTO, 2005). 
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Figure 3.7: Relationship between the twelve sustainable tourism aims and the three 
pillars of sustainability 

Reproduced from UNWTO and UNEP (2005) 

 

2012: Publication in collaboration with UNEP of the ‘tourism in the green economy: 
background report’ 

In 2012, UNWTO and UNEP published the ‘tourism in the green economy: background report’ 
whereby the green tourism concept challenges and opportunities were analyzed and assessed 
(UNWTO and UNEP, 2012). 

 

2017 and beyond: Sustainability initiatives during and after the 2017 International Year of 
Sustainable Tourism for Development (IY2017) 
In 2015, the United Nations General Assembly declared 2017 as the International Year of 
Sustainable Tourism for Development (IY2017). This decision is a recognition of the increasing 
contribution of tourism in the development of our society. Sustainability initiatives taken during that 
International Year positively influenced sustainability strategies and actions in tourism in the 
following years. The sustainability initiatives during the International Year of Sustainable Tourism 
for Development (IY2017) as well as the subsequent sustainability strategies and actions are 
briefly presented under the following headers: 

 2017: Major UNWTO sustainability initiatives; 
 2017 and beyond: Contribution of sustainable tourism to the UN Sustainaible Development 

Goals (SDGs); 
 2017 and beyond: One Planet network UNWTO contribution; 
 2017 and beyond: Integration of Sustainable Consumption and Production patterns into 

tourism policies; 
 2017 and beyond: Customers’ sustainability awareness. 
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2017: Major UNWTO sustainability initiatives 

In 2017, awareness campaigns were hence organized on the potential of tourism to be a major 
sustainable development actor. Emphasis was laid on tourism’s ability in leading economic growth 
while ensuring social inclusion along with environmental and cultural preservation (UNWTO, 
2018a; UNWTO, 2017).  

The major 2017 UNWTO sustainability initiatives are summarized in Table 3.5. 

Table 3.5: Summary of the major 2017 UNWTO sustainability initiatives 

Sustainability initiatives Brief description 
Measuring Sustainable Tourism (MST) initiative Global commitment for an expanded statistical 

framework to measure economic, social and 
environmental sustainability in tourism, 6th 
International Conference on Tourism Statistics.  

Tourism and Future Energy: Unlocking low-carbon 
growth opportunities 

World conference held by UNWTO at the Astana 
EXPO 2017 in Kazakhstan. 

Travel, Enjoy, Respect customer-oriented campaign Campaign launched to raise awareness of the 
contribution sustainable tourism can make towards 
development. 

Framework Convention on Tourism Ethics Approval of the transformation of the Global Code of 
Ethics for Tourism to this Framework. 

Tourism and the Sustainable Development Goals 
(SDGs) 

Approval of the Chengdu Declaration on Tourism and 
the Sustainable Development Goals (SDGs). 

Sustainable Tourism: Beyond Being Green The 11th UNWTO/Pacific Asia Travel Association 
(PATA) Forum on Tourism Trends and Outlook hosted 
in Guilin, China under the theme ‘Sustainable Tourism: 
Beyond Green’ 

Tourism for SDGs platform for the period 2018 – 2030 After an assessment of tourism sustainability 
achievement, this platform was launched at the IY2017 
closing ceremony to pave the way for the future. 

Tourism and the SDGs – Journey to 2030 Publication in collaboration with the UNEP 
Adapted from UNWTO (2018a) and UNWTO (2017) 

 

2017 and beyond: Contribution of sustainable tourism to the UN Sustainaible Development 
Goals (SDGs) 

Sustainable tourism is expected to contribute to all 17 UN Sustainable Development Goals (SDGs) 
developed in 2015 and presented in Section 2.2.2. Significant tourism contribution is expected in 
SDG 8 (Decent Work and Economic Growth), SDG 12 (Responsible Consumption and Production) 
and SDG 14 (Life below Water) but given tourism’s wide reach and impact, it is expected to 
contribute directly and indirectly to the achievement of all 17 SDGs. Environment-related SDGs 
public policies and recommended business actions developed by UNWTO and UNEP (2017) are 
reproduced in Table 3.6 (UNWTO, 2018a; UNWTO and UNEP 2017).  

Table 3.6: Environment-related SDGs’ public policies and business actions  

Public Policy Companies’ actions 
SDG 6 - Ensure availability and sustainable management of water 
and sanitation for all 
Tourism investment requirement for providing utilities can play a critical role in 
achieving water access and security, as well as hygiene and sanitation for all. 
The efficient use of water in tourism, pollution control and technology efficiency 
can be key to safeguarding our most precious resource.  

New equipment and technologies; 
Prevention programs for security 
and health; Standards and 
certifications; Community 
involvement 

SDG 7 – Ensure access to affordable, reliable, sustainable and 
modern energy for all 
As a sector, which is energy intensive, tourism can accelerate the shift towards 
increased renewable energy shares in the global energy mix. By promoting 
investments in clean energy sources, tourism can help to reduce green house 
gases, mitigate climate change and contribute to access of energy for all.  

New equipment and technologies; 
Prevention programs for security 
and health; Standards and 
certifications; Community 
involvement 
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Public Policy Companies’ actions 
SDG 9 – Build resilient infrastructure, promote inclusive and 
sustainable industrialization and foster innovation 
Tourism development relies on good public and private infrastructure. The 
sector can influence public policy for infrastructure upgrade and retrofit, making 
them more sustainable, innovative and resource-efficient and moving towards 
low carbon growth, thus attracting tourists and other sources of foreign 
investment.  

Eco-design; New equipment and 
technologies in energy and water 
resources; Renewable 
energies:Equipment and materials 
for recycling and waste; On-going 
staff training 

SDG 11 – Make cities and human settlements inclusive, safe, 
resilient and sustainable 
Tourism can advance urban infrastructure and accessibility, promote 
regeneration and preserve cultural and natural heritage, assets on which 
tourism depends. Investment in green infrastructure (more efficient transport, 
reduced air pollution) should result in smarter and greener cities for, not only 
residents but also tourists.  

Certifications; Partnerships; 
Awareness campaigns, in-kind 
donations for culture and heritage 
sites; Host community 
involvement; Clean energy; 
Resource efficiency;Biodiversity 
conservation initiatives 

SDG 12 – Ensure sustainable consumption and production 
patterns 
The tourism sector needs to adopt sustainable consumption and production 
(SCP) modes, accelerating the shift towards sustainability. Tools to monitor 
sustainable development impacts for tourism including for energy, water, waste, 
biodiversity and job creation will result in enhanced economic, social and 
environmental outcomes.  

Efficiency technologies for energy 
and water; Renewable energies; 
Recycling – waste treatment; 
Pollution reduction; Local 
purchase and enterprises; Local 
supplier; Community involvement; 
Responsible investment; Guest 
involvement 

SDG 13 – Take urgent action to combat climate change and its 
impacts 
Tourism contributes to and is affected by climate change. Tourism stakeholders 
should play a leading role in the global response to climate change. By reducing 
its carbon footprint39, in the transport and accommodation sector, tourism can 
benefit from low carbon growth and help tackle one of the most pressing 
challenges of our time.  

Eco-design; New equipment and 
technologies; Renewable 
energies; Recycling and waste; 
Wildlife and ecosystems – 
landscape protection; Pollution 
reduction; Offsetting actions; 
Awareness campaign and in-kind 
donations for disasters 

SDG 14 – Conserve and sustainably use the oceans, seas and 
marine resources for sustainable development 
Coastal and maritime tourism rely on healthy marine ecosystems. Tourism 
development must be a part of Integrated Coastal Zone Management in order 
to help conserve and preserve fragile marine ecosystems and serve as a vehicle 
to promote a blue economy, contributing to the sustainable use of marine 
resources.  

Wildlife and ecosystems animal 
protection; Pollution reduction; 
Waste treatment; Offsetting 
actions; Green purchases; 
Information for customers and 
staff; Community involvement 

SDG 15 – Protect, restore and promote sustainable use of 
terrestrial ecosystems and halt biodiversity loss 
Rich biodiversity and natural heritage are often the main reasons why tourists 
visit a destination. Tourism can play a major role if sustainably managed in 
fragile zones, not only in conserving and preserving biodiversity, but also in 
generating revenue as an alternative livelihood to local communities.  

Wildlife and ecosystems animal 
protection; Pollution reduction; 
Waste treatment; Offsetting 
actions; Green purchases; 
Information for customers and 
staff; Community involvement 

SDG 17 – Strengthen the means of implementation and revitalize 
the global partnership for sustainable development 
Due to its cross-sectoral nature, tourism has the ability to strengthen 
private/public partnerships and engage multiple stakeholders – international, 
national, regional and local – to work together to achieve the SDGs and other 
common goals. Public policy and innovative financing are at the core for 
achieving the 2030 Agenda.  

Professional development; 
Partnerships for education; Wildlife 
and ecosystems animal protection; 
Offsetting actions; Supplier and 
Customer involvement; Client 
relationships; Staff involvement 
and relationships; Community 
involvement 

Reproduced from UNWTO and UNEP (2017) 

2017 and beyond: One Planet network UNWTO contribution 

The UNWTO also encourages its members to embark on the One Planet network (previously the 
10-Year Framework of Programmes on Sustainable Consumption and Production Patterns 
[10YFP]) to favour long-term significant contribution (UNWTO, 2018a; UNWTO, 2018c). 

 

 

                                                
39A carbon footprint is basically defined as the total greenhouse gas (GHG) emissions caused by an individual, event, organization, or 
product, expressed as carbon dioxide equivalent (Collin, 2004; Carbon Trust, 2009). 
It is also defined as a measure of the total amount of carbon dioxide (CO2) and methane (CH4) emissions of a defined population, 
system or activity, considering all relevant sources, sinks and storage within the spatial and temporal boundary of the population, 
system or activity of interest. Calculated as carbon dioxide equivalent, using the relevant 100-year global warming potential (GWP100) 
(Wright, Kemp and Williams, 2011).  

A greenhouse gas (GHG) is a gas that occurs naturally in the atmosphere or is produced by burning fossil fuels and rises into the 
atmosphere, forming a barrier which prevents heat loss.  
The six greenhouse gases with a direct effect are carbon dioxide, methane, nitrous oxide (all of which occur naturally), 
hydrofluorocarbons and perfluorocarbons, and sulfur hexafluoride. Indirect greenhouses gases are nitrogen oxides, which produce 
ozone during their breakdown in the atmosphere, carbon monoxide and non-methane volatile compounds. 
Greenhouse gases are converted to carbon dioxide equivalent which is a metric measure used in comparing emissions from different 
greenhouse gases to assess their global warming potential. 

(Collin, 2004) 

Stellenbosch University https://scholar.sun.ac.za



37 
 

2017 and beyond: Integration of Sustainable Consumption and Production patterns into 
tourism policies 

The sustainability initiatives carried out during the International Year of Sustainable Tourism for 
Development (IY2017) gave an impetus to sustainability strategies and actions in tourism. 
Sustainability is now integrated in tourism policies of 101 UNWTO member states, and Figure 3.8 
summarizes the recent analysis on how Sustainable Consumption and Production patterns are 
integrated into tourism policies. 

 

Figure 3.8: Integration of Sustainable Consumption and Production patterns into tourism 
policies 

Reproduced from UNWTO (2019b) and UNWTO and UNEP (2019) 

 

2017 and beyond: Customers’ sustainability awareness 

Travel trends analysis also reveals that there is a rising awareness amongst customers on 
sustainability and the latter are much concerned about actions to achieve zero plastic usage and 
to mitigate the climate change (UNWTO 2019b). 

 

Summary of the UNWTO environmental sustainability initiatives 

The UNWTO environmental sustainability initiatives are summarized in Table 3.7. 

Table 3.7: UNWTO environmental sustainability initiatives 

Year Organizations Sustainability initiatives 
1999 UNWTO  Adoption of a non-binding Global Code of Ethics for Tourism and 

members as well as non-members of UNWTO are encouraged to adopt 
this Code of Ethics, whereby article 3 refers to ‘tourism as a factor of 
sustainable development’ (UNWTO, 1999). 

2005 UNWTO and UNEP  Publication of a guide for policy makers with the aim of working towards 
a more sustainable tourism industry. 

 Definition of Sustainable Tourism. 
(UNWTO and UNEP, 2005) 

Stellenbosch University https://scholar.sun.ac.za



38 
 

Year Organizations Sustainability initiatives 
2012 UNWTO and UNEP  Publication of the ‘Tourism in the green economy: background report’ 

whereby the green tourism concept challenges and opportunities were 
analyzed and assessed (UNWTO and UNEP, 2012). 

2015 United Nations  Declaration by the UN General Assembly of year 2017 as being the 
International Year of Sustainable Tourism for Development (IY2017) 
(UNWTO, 2018a; UNWTO, 2017). 

2017 UN and UNWTO  International Year of Sustainable Tourism for Development (IY2017) 
 Organization of awareness campaigns on the potential of tourism as a 

major sustainable development actor. Emphasis was laid on tourism 
ability in leading economic growth while ensuring social inclusion along 
with environmental and cultural preservation 

 Major 2017 UNWTO sustainability initiatives are: 
o Measuring Sustainable Tourism (MST) initiative; 
o Tourism and Future Energy - Unlocking low-carbon growth 

opportunities world conference; 
o Travel, Enjoy, Respect customer oriented campaign; 
o Framework Convention on Tourism Ethics - Validation for the 

conversion of the Global Code of Ethics for Tourism to that 
Framework; 

o Tourism and the Sustainable Development Goals (SDGs) - Approval 
of the Chengdu Declaration on same; 

o Sustainable Tourism: Beyond Being Green - Forum on Tourism 
Trends and Outlook; 

o Tourism for SDGs platform for the period 2018 – 2030 - After an 
assessment of tourism sustainability achievement, this platform was 
launched at the IY2017 closing ceremony to pave the way for the 
future; and 

o Tourism and the SDGs: Journey to 2030 - Publication in collaboration 
with the UNEP. 

(UNWTO, 2018a; UNWTO, 2017) 
 Significant tourism contribution is expected in SDG 8 (Decent Work and 

Economic Growth), SDG 12 (Responsible Consumption and Production) 
and SDG 14 (Life below Water) but given tourism’s wide reach and 
impact, it is expected to contribute directly and indirectly to the 
achievement of all 17 SDGs including the environmental-related SDGs 6, 
7, 9, 11, 12, 13, 14, 15, 17. 

(UNWTO, 2018a; UNWTO and UNEP 2017) 
2017 
and 
2018 

UNWTO  The UNWTO encourages its members to embark on the One Planet 
network (previously the 10-Year Framework of Programmes on 
Sustainable Consumption and Production Patterns [10YFP]) to favour 
long-term significant contribution (UNWTO, 2018a; UNWTO, 2018c). 

2019 UNWTO  Publishing of the UNWTO Baseline report on the integration of 
Sustainable Consumption and Production patterns into tourism policies, 
2019. 

 Analysis infer that sustainability is part of tourism policies in 101 UNWTO 
member states. 

(UNWTO 2019b; UNWTO and UNEP 2019) 

 

WTTC environmental sustainability initiatives will be presented in the next section. 

 

3.2.2 World Travel and Tourism Council (WTTC) environmental sustainability 
initiatives 

The WTTC has five major sustainability initiatives milestones: 

 1980: Setting up of WTTC with its aims including environmental sustainability; 
 1990: Sustainable development included as a WTTC activity; 
 1997: Publication, in collaboration with the UNWTO and the Earth Council, of the joint 

‘Agenda 21 for Travel and Tourism: Towards environmentally sustainable development’ 
report; 
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 2009: Publication, in collaboration with the Cambridge Programme for Sustainability 
Leadership (CPSL) and under the patronage of His Royal Highness (HRH) The Prince of 
Wales, of the ‘Leading the Challenge on Climate Change’ report; 

 2020: Sustainability growth as a priority WTTC initiative: 
o WTTC seven key areas of sustainable growth include Climate and Environmental 

Action, Sustainable Travel and Tourism Partners, Sustainability Reporting and 
Destination Stewardship. 

In this section, each of these will be presented and briefly contextualised. This section then 
concludes with a summary of the WTTC environmental sustainability initiatives. 

 

1980: Setting up of WTTC with its aims including environmental sustainability 

Since its setting up in the late 1980’s, WTTC core mission remains to raise awareness on the full 
economic and social impact and potential of Travel and Tourism. The WTTC has also always 
considered environmental sustainability in its aims (WTTC, 2009b; WTTC, 2020b).  

 

1990: Sustainable development included as a WTTC activity 

During the 1990s, WTTC included sustainable development as one of its additional activities, 
hence leading to the creation of the World Travel and Tourism Human Resources Centre in 
Vancouver and the World Travel & Tourism Taxation Policy Centre in the USA as well as the 
launching of the GREEN GLOBE environmental awareness programme. That programme 
provided a practical, cost-effective approach for all Travel and Tourism companies to make 
environmental improvements.  

 

1997: Publication, in collaboration with the UNWTO and the Earth Council, of the joint 
‘Agenda 21 for Travel and Tourism: Towards environmentally sustainable development’ 
report 

In 1997, the WTTC in collaboration with the UNWTO and the Earth Council published the joint 
‘Agenda 21 for Travel and Tourism: Towards environmentally sustainable development’ report 
(WTTC, UNWTO and Earth Council, 1997). The aim of this report was to ensure that as Travel 
and Tourism grew globally, their impact at local level did not have an unnecessary adverse effect 
on the environment.  

 

2009: Publication, in collaboration with the Cambridge Programme for Sustainability 
Leadership (CPSL) and under the patronage of His Royal Highness (HRH) The Prince of 
Wales, of the ‘Leading the Challenge on Climate Change’ report 

In February 2009, WTTC, in collaboration with the Cambridge Programme for Sustainability 
Leadership (CPSL) and under the patronage of His Royal Highness (HRH) The Prince of Wales, 
published the ‘Leading the Challenge on Climate Change’ report. This report, which represented 
the first phase in WTTC’s environment initiative, was a collective effort on the part of WTTC 
members and a joint message for the Travel and Tourism industry. Ten key action items were 
listed for the industry including a commitment to a 50% reduction in carbon emissions by 2035 
over 2005 levels (WTTC, 2009a; WTTC, 2009b).  
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2020: Sustainability growth as a priority WTTC initiative 

On the present WTTC website, WTTC identifies sustainable growth as one priority initiative. The 
aim of this initiative is to ensure that the growth in Travel and Tourism is sustainable and inclusive 
by having a positive impact and contribution on the communities, natural ecosystems and cultural 
heritage. The WTTC is encouraging its members to embrace the seven key areas of sustainable 
growth presented in Table 3.8. (WTTC, 2020b). 

Table 3.8: WTTC seven key areas of sustainable growth (WTTC, 2020b) 

Sustainable growth actions Objectives 
Climate and Environment Action Raising awareness of the impact of climate change, minimising our 

contribution to it, and encouraging climate neutrality40 by 2050. 
Sustainable Travel and Tourism 
Partners 

Creating a platform for mass engagement around sustainability for our 
sector to share sustainability best practices 

Sustainability Reporting Encouraging and supporting the sector to measure, monitor and report their 
Environmental, Social and Governance activities. 

Destination Stewardship Promoting best practices in the planning and management of tourism growth 
to ensure our sector equally benefits the destination, the private sector and 
the local communities. 

Future of Work Ensuring that the sector remains a driver of quality jobs and continues to 
enhance its attractiveness to today and tomorrow’s workforce. 

Illegal Wildlife Trade Promoting industry action to support global efforts to tackle illegal wildlife 
trade. 

Human Trafficking Raising awareness of how our sector can prevent Human Trafficking and 
providing a forum for collective action. 

Adapted from WTTC (2020b) 

Four major WTTC environmental sustainability actions are the: 

 Ratification of the United Nations Framework Convention on Climate Change (UNFCCC) 
Climate Neutral Now initiative; 

 Sustainability engagement; 
 Sustainability reporting; and 
 Destination Stewardship. 

These actions are briefly presented below. 

 

 

                                                
40 Climate neutrality is the same concept as carbon neutrality but rather than solely focusing on CO2 emissions, it extends to zero net 
anthropogenic greenhouse gas emissions (i.e. including emissions beyond carbon dioxide) (Levy, Song and Morgan, 2015). 

Carbon neutrality means having a balance between emitting carbon and absorbing carbon from the atmosphere in carbon sinks. 
Removing carbon oxide from the atmosphere and then storing it is known as carbon sequestration. In order to achieve net zero 
emissions, all worldwide greenhouse gas emissions will have to be counterbalanced by carbon sequestration. 

Carbon sink is any system that absorbs more carbon than it emits. The main natural carbon sinks are soil, forests and oceans. 
According to estimates, natural sinks remove between 9.5 and 11 Gt of CO2 per year. Annual global CO2 emissions reached 38.0 Gt 
in 2019. 
To date, no artificial carbon sinks can remove carbon from the atmosphere on the scale which would be necessary to fight global 
warming. 
The carbon stored in natural sinks such as forests is released into the atmosphere through forest fires, changes in land use or logging. 
This is why it is essential to reduce carbon emissions in order to reach climate neutrality. 

(European Parliament, 2021) 
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Ratification of the United Nations Framework Convention on Climate Change (UNFCCC)41 
Climate Neutral Now42 initiative 

Climate and environment are the first WTTC key area of sustainable growth. Consequently, WTTC 
proceeded to the ratification of the United Nations Framework Convention on Climate Change 
(UNFCCC) Climate Neutral Now initiative, and took the commitment to achieve climate neutrality 
by 2050. On 25 September 2019, the WTTC Sustainability Action Plan was launched and the 
three-stage targets for WTTC Sustainable Travel and Tourism Partners (STTP) are the reduction 
of carbon emissions by 30% in 2020, 50% by 2035 and 100% by 2050 (United Nations Climate 
Change News, 2019; WTTC, 2019b; WTTC, 2020b).  

 

Sustainability engagement and sustainability reporting 

WTTC is also favouring mass sustainability engagement and reporting of its members and 
partners (WTTC, 2020b). 

 

Destination Stewardship 

WTTC encourages destination stewardship which favours sustainable tourism growth within the 
host communities. 

 

Summary of the WTTC environmental sustainability initiatives 

Table 3.9 summarizes WTTC main environmental sustainability initiatives. 

Table 3.9: WTTC 2020 main environmental sustainability initiatives 

Year Organizations Sustainability initiatives 
1989 WTTC Since its setting up in the late 1980’s, WTTC core mission remains to raise 

awareness on the full economic and social impact and potential of Travel and 
Tourism. WTTC has also always considered environmental sustainability in its 
aims (WTTC, 2009b; WTTC, 2020b). 

1990s WTTC During the 1990s, WTTC included sustainable development as one of its 
additional activities, hence leading to the creation of the World Travel & Tourism 
Human Resources Centre in Vancouver and the World Travel & Tourism Taxation 
Policy Centre in the USA as well as the launching of the GREEN GLOBE 
environmental awareness programme. That programme provided a practical, 
cost-effective approach for all Travel and Tourism companies to make 
environmental improvements (WTTC, 2009b). 

1997 WTTC, UNWTO 
and Earth 
Council 

In 1997, WTTC in collaboration with the UNWTO and the Earth Council published 
the joint ‘Agenda 21 for Travel and Tourism: Towards environmentally sustainable 
development’ report (WTTC, UNWTO and Earth Council, 1997). The aim of this 
report was to ensure that as Travel and Tourism grew globally, its impact at local 
level did not have an unnecessary adverse effect on the environment (WTTC, 
UNWTO and Earth Council, 1997). 

                                                
41 The United Nations Framework Convention on Climate Change (UNFCCC) is a ‘Rio Convention’ and was opened for signature at 
the ‘Rio Earth Submit’ in 1992. Implemented on 21 March 1994, it has today reached near-universal membership. The 197 countries 
that have ratified the Convention are called Parties to the Convention. Preventing ‘dangerous’ human interference with the climate 
system is the ultimate aim of the UNFCCC. 
In five steps towards a safer future, the convention: 
 Acknowledges the existing problem; 
 Sets a lofty but specific goal; 
 Puts the onus on developed countries to lead the way; 
 Directs new funds to climate change activities in developing countries; and 
 Keeps tabs on the problem and the solutions proposed and implemented. 

(UN Climate Change, 2020a) 
42 Climate Neutral Now is an initiative launched by UN Climate Change in 2015 to encourage everyone in society to take action to help 
achieve a climate neutral world by mid-century, as enshrined in the Paris Agreement (UN Climate Change, 2020b) 
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Year Organizations Sustainability initiatives 
2009 WTTC, in 

collaboration 
with the 

Cambridge 
Programme for 
Sustainability 
Leadership 

(CPSL) 

In February 2009, WTTC, in collaboration with the Cambridge Programme for 
Sustainability Leadership (CPSL) and under the patronage of His Royal Highness 
(HRH) The Prince of Wales, published the ‘Leading the Challenge on Climate 
Change’ report. This report, which represented the first phase in WTTC’s 
environment initiative, was a collective effort of WTTC members and a joint 
message for the Travel & Tourism industry. Ten key action items were listed for 
the industry including a commitment to a 50% reduction in carbon emissions by 
2035 over 2005 levels (WTTC, 2009a; WTTC, 2009b). 

2019 WTTC In 2019, WTTC proceeded to the ratification of the United Nations Framework 
Convention on Climate Change (UNFCCC) Climate Neutral Now initiative and 
committed to achieving climate neutrality by 2050. (United Nations Climate 
Change News, 2019; WTTC, 2019b; WTTC, 2020b). 

2019 WTTC On 25 September 2019, the WTTC Sustainability Action Plan was launched and 
the three-stage targets for WTTC Sustainable Travel and Tourism Partners 
(STTP) are the reduction of carbon emissions by 30% in 2020, 50% by 2035 and 
100% by 2050 (United Nations Climate Change News, 2019; WTTC, 2019b; 
WTTC, 2020b). 

2019 WTTC WTTC is also favouring mass sustainability engagement and reporting of its 
members and partners (WTTC, 2020b). 

2020 WTTC On the present WTTC website, WTTC identifies sustainable growth as one priority 
initiative. The aim of this priority initiative is to ensure that the growth in Travel 
and Tourism is sustainable and inclusive by having a positive impact and 
contribution on the communities, natural ecosystems and cultural heritage. The 
WTTC is encouraging its members to embrace the seven key areas of sustainable 
growth presented in Table 3.8. (WTTC, 2020b). 

2020 WTTC WTTC (2020b) seven key areas of sustainable growth: 
 Climate and Environment Action; 
 Sustainable Travel and Tourism Partners; 
 Sustainability Reporting; 
 Destination Stewardship; 
 Future of Work; 
 Illegal Trade in Wildlife; 
 Human Trafficking, and 
These key areas are detailed in Table 3.8. 

(WTTC, 2020b) 
Adapted from WTTC (2020b) 

The tourism industry relies on appropriate hotel accommodation and the next section elaborates 
on the International Hotel and Restaurant Association (IHRA) environmental sustainability 
initiatives. 

 

3.2.3 International Hotel and Restaurant Association (IHRA) environmental 
sustainability initiatives 

IHRA is also highly concerned about the environmental sustainability of the tourism and hotel 
industries. IHRA, together with UNWTO and WTTC, lays much emphasis on the economic 
development of the hotel industry while contributing to the social well-being and ensuring the 
conservation and preservation of the environment. Several joint initiatives have been performed.  

The IHRA has three major sustainability initiatives milestones: 

 2002: Publication, in collaboration with the WTTC, International Federation of Tour 
Operators (IFTO) and International Council of Cruise Lines (ICCL), on ‘Tourism as a 
partner of sustainable development’; 

 2008: Hotel Energy Solutions project in collaboration with UNWTO, Intelligent Energy 
Europe, UNEP, European Renewable Energy Council (EREC) and French Environment 
and Energy Management Agency (ADEME); 

 2020: eVOLUTION Sustainability Management Platform promoted as part of IHRA 
sustainable hospitality 2020 objectives. 
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In this section, each of these will be presented and briefly contextualised. This section then 
concludes with a summary of the IHRA environmental sustainability initiatives. 

 

2002: Publication, in collaboration with the WTTC, International Federation of Tour 
Operators (IFTO) and International Council of Cruise Lines (ICCL), on ‘Tourism as a partner 
of sustainable development’ 

In the 2002 collaborative WTTC, IHRA, International Federation of Tour Operators (IFTO)43, 
International Council of Cruise Lines (ICCL)44 and United Nations Environment Programme 
(UNEP)45 publication on ‘Industry as a partner of sustainable development: Tourism’, IHRA 
estimated that in 1997, the global hotel industry was made up of 301,400 hotel properties with 13 
million rooms, and the revenue generated at that time by hotels was estimated to USD 202 billion. 
159,226 hotel properties were in the European Economic Area (EEA), followed by 65,000 in North 
America and 15,066 in South Asia. The hotel achievements in sustainable development as well 
as the hotel opportunities and challenges were also assessed by IHRA (Olsen et al., 2000; WTTC 
et al., 2002). 

 

2008: Hotel Energy Solutions project in collaboration with UNWTO, Intelligent Energy 
Europe, UNEP, European Renewable Energy Council (EREC) and French Environment and 
Energy Management Agency (ADEME) 

In 2008, UNWTO, with the support of Intelligent Energy Europe46 initiated the Hotel Energy 
Solutions project and implemented same in collaboration with the UNEP, IHRA, European 
Renewable Energy Council (EREC)47 and French Environment and Energy Management Agency 

                                                
43 The International Federation of Tour Operators (IFTO), in 2002, acted as the spokesperson for tour operators (and their clients) with 
municipalities, regional and national governments and international organizations such as the UNWTO, United Nations Conference on 
Trade and Development (UNCTAD), World Health Organization (WHO), United Nations Educational, Scientific and Cultural 
Organization (UNESCO), UNEP, and the European Union (EU). Issues ranged from the broadest level (e.g. Code of Ethics of Tourism 
at UNWTO) to the narrowest (e.g. provision of clean water to particular hotels or districts). Its dealings with the public administration 
involved ministries of foreign affairs, home affairs, public works, environment, transport, tourism, education, health and finance (WTTC 
et al., 2002). 
44 The International Council of Cruise Lines (ICCL) was, in 2002, the leading trade association that represented the interests of the 16 
largest passenger cruise lines that handled 95% of the North American vacation cruise market and approximately 85% worldwide. It 
also represented a growing number of over 73 strategic cruise industry business partners. In 2002, the member lines of ICCL sailed 
over 90 vessels and were expected to carry more than seven million passengers. 
ICCL’s mission was to participate in the international and United States regulatory and policy development process and ensured that 
all measures adopted provided for a safe, secure and healthy cruise ship environment. Under the direction of the chief executives of 
its member lines, ICCL advocated industry positions to key domestic and International regulatory organizations, policy-makers and 
other industry partners. ICCL actively monitored domestic and international shipping policy and regulations and developed 
recommendations for its membership on a wide variety of issues, including safety, public health, environmental protection, security, 
medical facilities, and passenger protection (WTTC et al., 2002). 
45 The United Nations Environment Programme (UNEP) is the leading global environmental authority that sets the global environmental 
agenda, promotes the coherent implementation of the environmental dimension of sustainable development within the United Nations 
system, and serves as an authoritative advocate for the global environment. 
Its mission is to provide leadership and encourage partnership in caring for the environment by inspiring, informing, and enabling 
nations and people to improve their quality of life without compromising that of future generations (UNEP, 2020). 

 
46 The Intelligent Energy – Europe (IEE) is now closed, although a number of projects funded under the programme are continuing. 
The EU's Horizon 2020 programme now supports the research, demonstration and market up-take of energy-efficient technologies. 
Funds, including improved attractive energy-efficiency investments, are available to support energy-efficient buildings, industry, heating 
and cooling, SMEs and energy-related products and services. 
The Intelligent Energy – Europe (IEE) offered a helping hand to organizations willing to improve energy sustainability. Launched in 
2003 by the European Commission, the programme was part of a broad push to create an energy-intelligent future for all. It supported 
EU energy efficiency and renewable energy policies, with a view to reaching the EU 2020 targets (20% cut in greenhouse gas 
emissions, 20% improvement in energy efficiency and 20% of renewables in EU energy consumption) (European Union, 2020). 
47 The European Renewable Energy Council (EREC) is an umbrella organization of the leading European renewable energy industry 
with trade and research associations including those active in the sectors of photovoltaic, wind energy, small hydropower, biomass, 
geothermal energy and solar thermal. EREC provides the link between assessment of renewable energy technologies and policy 
developments at European level, contributing to EU-wide awareness on renewable energy through its information dissemination 
activities (Hotel Energy Solutions, 2011) 
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(ADEME)48. Hotel Energy Solutions estimated that, in 2011, the number of hotel rooms in the world 
was 10 million and that hotels and other accommodation accounted for 1 to 2% of the 5% global 
CO2 emitted by the tourism sector. Around 5.45 million hotel rooms - nearly half the world’s total - 
were from Europe, but this represented only 21% of the global total accommodation sector’s CO2 
emissions (Hotel Energy Solutions, 2011). Hotel Energy Solutions delivered information, technical 
support and training to help Small and Medium Enterprises (SMEs) in the tourism and 
accommodation sector mainly across the European Union and aimed to improve energy efficiency 
and increase renewable energy use (Hotel Energy Solutions, 2011). Hotel Energy Solutions key 
target organizations include SME hotels, hotels associations and national tourism bodies, 
destination authorities, tour operators, suppliers and manufacturers of energy efficient and 
renewable energy technologies. Tools and materials were developed and disseminated to impact 
positively on hotel management actions and investments on energy use. Hotel Energy Solutions 
also aimed to raise awareness on efficient energy use by hotel managers, decision-makers, staff 
and customers. It favoured the technical know-how as well as sharing of experience between SME 
hotels as energy users, and the suppliers of energy efficient and renewable energy technologies. 
It stimulated the establishment of networks with commitment to disseminate and promote energy 
efficiency and renewable energy to SME hotels (Hotel Energy Solutions, 2011). The Hotel Energy 
Solutions e-toolkit was also developed to enable hotels to evaluate their carbon footprint with a 
view to bringing significant improvement in energy use. 

 

2020: eVOLUTION Sustainability Management Platform promoted as part of IHRA 
sustainable hospitality 2020 objectives 

Moreover, as part of its sustainable hospitality 2020 objectives, IHRA is promoting the 
eVOLUTION Sustainability Management Platform to enable hotels to monitor their resource use 
as well as their waste and emissions. The IHRA eVOLUTION platform is offered on sale at 70% 
less than the cost of other similar commercial software (IHRA, 2020). 

 

Summary of the IHRA environmental sustainability initiatives 

Table 3.10 summarizes the IHRA environmental sustainability initiatives with several collaborators 
including UNWTO and WTTC. 

Table 3.10: IHRA environmental sustainability initiatives 

Year Organizations Sustainability initiatives 
2002 WTTC, IHRA, 

IFTO and ICCL 
WTTC, IHRA, International Federation of Tour Operators (IFTO) and International 
Council of Cruise Lines (ICCL) publication on ‘tourism as a partner of sustainable 
development’ (WTTC et al., 2002). 

2008 UNWTO, UNEP, 
IHRA, EREC 
and ADEME 

UNWTO, with the support of Intelligent Energy Europe initiated the Hotel Energy 
Solutions project and implemented same in collaboration with the UNEP, IHRA, 
European Renewable Energy Council (EREC) and French Environment and 
Energy Management Agency (ADEME). 
The Hotel Energy Solutions e-toolkit was also developed to enable hotels to 
evaluate their carbon footprint with a view to bring significant improvement in 
energy use (Hotel Energy Solutions, 2011). 

2020 IHRA As part of its sustainable hospitality 2020 objectives, IHRA is promoting the 
eVOLUTION Sustainability Management Platform to enable hotels to monitor their 
resource use as well as their waste and emissions. The IHRA eVOLUTION 
platform is offered on sale at 70% less than the cost of other similar commercial 
software (IHRA, 2020). 

                                                
48 The Environment and Energy Management Agency (ADEME) is active in the implementation of public policy in areas of environment, 
energy and sustainable development. ADEME provides expertise and advisory services to businesses, local authorities and 
communities, government bodies and the public at large, to enable them to establish and consolidate their environmental action. As 
part of this work the agency helps in projects’ funding, from research to implementation, in its areas of action (ADEME, 2020). 
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The three international leading organizations, UNWTO, WTTC and IHRA, are at the sustainability 
forefront and shaping the future of these important tourism and hotel industries. While economic 
progress and social contribution of these industries remain important, UNWTO, WTTC and IHRA 
introduced and are heading several environmental sustainability initiatives that are geared towards 
the protection and conservation of the environment. An analysis and discussion of the 
contemporary debates and challenges on Hotel Sustainability (HS) will be carried out in the 
following section to identify HS achievement and facilitate identification of possible improvement 
in the execution of the hotels’ environmental sustainability strategies. 

 

3.3 Hotel Sustainability (HS): Contemporary discourse 

A systematic literature review is essential to assess the achievement, shortcomings and 
challenges of Hotel Sustainability (HS). A brief analysis and discussion of such literature review 
will be hereby carried out, prior to suggesting possible improvement in the Hotel Environmental 
Sustainability Strategy Execution (HESSE) in the next sections. 

Migale et al. (2019) identified three major research themes: 

 Perceptions and attitudes of customers / guests, employers, management and non-
management staff towards sustainability presented in Section 3.3.1; 

 Economic, social and/or environmental analysis presented in Section 3.3.2; and 

 Measurement and reporting on sustainability practice presented in Section 3.3.3. 

While a more detailed analysis of these themes is available in Migale et al. (2019) article, the most 
prominent discourse within these themes are hereby briefly presented. 

 

3.3.1 Perceptions and attitudes of customers / guests, employers, 
management and non-management staff towards sustainability 

Four streams of research were identified: 

 There is an increasing appreciation of customers’ interest in HS practices. Since hotel 
clients are the primary source of revenue, their views and concerns are of prior importance. 
Thus, hotels need to include tangible sustainability goals in their operations and services, 
as expected by their clients. Structuring all of these in an enhanced sustainability policy 
would be an added value, triggering an increase in customer satisfaction and loyalty, and 
in the hotel’s profitability (Han and Yoon, 2005; Norazah and Norbayah, 2015; Pianroj, 
2012; Migale et al. 2019). 
 

 For hoteliers, the essential value of environmentally sustainable approaches resides in 
their undeniable capacity to increase profitability (Rodriguez and Cruz, 2007; Geerts, 2014; 
Prayag et al., 2010; Wu et al., 2013; Cvelbar and Dwyer, 2013, Migale et al., 2019). Other 
benefits include a net improvement of environmental conditions in the hotel surroundings 
and region, and an overall good relationship between hotels and governmental institutions, 
and/or hotels and the local community (Fotiadis, Vassiliadis and Rekleitis, 2013; Migale et 

al., 2019). 
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 Environmental certification prevented greenwashing49 and reduced costs but did not 
systematically improve profitability since the certification was not what the hotel clients 
primarily looked for while performing their hotel booking, though it was argued that guests 
are indeed becoming more environmental-conscious. As such, improved regulation of the 
certification schemes and better communication can help the hotel to further develop and 
market its brand image (Geerts, 2014; Migale et al., 2019). 
 

 Employees are generally favourable to sustainable practices (Juwaheer, Nunkoo, 
Pudaruth and Seeboo, 2014; Migale et al., 2019). Corporate Social Responsibility (CSR) 
activities also enhance frontline employees’ engagement with their organizations. At the 
same time, these activities improve the attractiveness of career opportunities for 
competent potential employees, and motivate existing frontline staff to give meaning to 
their career as they achieve the hotels’ goals (Park and Levy, 2014, Migale et al., 2019). It 
is also argued that the diversity and human rights’ dimensions of sustainable development 
should be favoured, as a replacement to philanthropy, considered as outmoded. 
Discussion further suggested that local people and minorities deserve equal and fair 
access to hotel employment, and that equity, equal opportunity and respect for human 
rights are imperative in the workplace (Murray and Ayoun, 2011; Migale et al., 2019). 
 

Considering the above, there needs to be a win-win solution in respect to sustainability and 
associated investments and costs to improve hotel competitiveness, as sustainable practices have 
the potential to impact both marketing and human resource strategies (Migale et al., 2019). 
 

3.3.2 Economic, social, and/or environmental analysis 

Three streams of research were identified: 

 Several research emphasize the importance of hotels adopting green technologies 
according to a cost-benefit ratio (Chan, Okumus and Chan, 2017; Coles, Warren, Borden 
and Dinan, 2017; Manganari, Dimara and Theotokis, 2016; Noordzy, Ricaurte, James and 
Wu, 2016; Xu, Chan, Visscher, Zhang and Wu, 2015; Bruns-Smith, Choy, Chong and 
Verma, 2015; Kasim, 2015; Leonidou, Leonidou, Fotiadis and Aykol, 2015; Kasim, Gursoy, 
Okumus and Wong, 2014; Walsman, Verma and Muthulingam, 2014; Zhang, Joglekar, 
Verma and Heineke, 2014; Fraj, Matute and Melero, 2014; Yusof and Jamaludin, 2013; 
Rogerson and Sims, 2012; Khodabocus and Beekoo, 2010; Deehul and Khodabocus, 
2010; Migale et al., 2019). Several approaches, addressing different budgetary and 
technical constraints, are applied (Chan, Okumus and Chan, 2017; Migale et al., 2019). 
There is, however, a mixed outcome on the relationship between environmental measures 
and improved green competitive advantage and financial gains. Some studies showed that 

                                                
49 Greenwashing (a compound word modelled on “whitewash”), also called “green sheen” (CBC Radio, 
2011; Libertypost; 2009), is a form of spin in which green public relation or green marketing is deceptively 
used to promote the perception that an organization's products, aims or policies are environmentally friendly 
(Kahle, Gurel-Atay and Eda, 2014; Marquis and Qian, 2014). 

The term ‘greenwashing’ was coined by New York environmentalist Jay Westervelt in a 1986 essay 
regarding the hotel industry's practice of placing placards in each room promoting reuse of towels ostensibly 
to ‘save the environment’. Westervelt noted in most cases, little or no ‘real’ effort toward reducing energy 
waste, —as evidenced by the lack of cost reduction this practice effected. Westervelt opined the actual 
objective of this ‘green campaign’ on the part of many hoteliers was to achieve an increase in profitability. 
Westervelt thus labeled this and other outwardly environmentally-conscientious acts with a greater, 
underlying purpose of profit increase as greenwashing. (Motavalli, 2011; Jyllands-Posten, 2008; ABS-CBN 
News, 2008; Hayward, 2009; Suryodiningrat, 2008; Romero, 2008). 
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green certification standard enabled increased profitability, while other studies were 
inconclusive (Walsman, Verma and Muthulingam, 2014; Migale et al., 2019). 
 

 The social focus of sustainability concerns actions in favour of employees (Juwaheer et 

al., 2014; Park and Levy, 2014; Migale et al., 2019) as well as the local people, minorities 
and vulnerable groups as previously elaborated. Actions are also carried out to improve 
human rights, curb social ills and contribute to the social well-being (Murray and Ayoun, 
2011; WTTC et al., 2002; Migale et al., 2019). 
 

 Some studies investigated the three pillars of sustainability (economic, social and 
environmental) (Melissen, Cavagnaro, Damen and Düweke, 2016; Stylos and Vassiliadis, 
2015; Migale et al., 2019). Melissen et al. (2016) concluded that the hotel industry was still 
not achieving its full sustainability potential and needed assistance to satisfy the 
sustainable requirements of customers and to institutionalise sustainability. On their side, 
Stylos and Vassiliadis (2015) suggest that the hotel star ratings play an important role in 
determining the perceived importance of financial measures as well as the application of 
social and environmental measures (Migale et al., 2019). 

 
As can be seen, some hotels focus on either the environmental or the social pillar of sustainability, 
while other hotels tend to address all three. It is also argued that the focus on sustainability is 
relatively new in hospitality (Stylos and Vassiliadis, 2015) and therefore, there is room for progress 
in the study of sustainability in this sector (Migale et al., 2019). 
 

3.3.3 Measurement of and reporting on sustainability practice 

Eight streams of research were identified: 

 Hotel Sustainability criteria and indicators were developed, and then verified and validated 
among hotel experts (Dos Santos, Méxas and Meiriño, 2017; Mihalič, Žabkar and 
Cvelbar,2012; Cvelbar and Dwyer, 2013; Migale et al., 2019). A Hotel Sustainability 
Business Model (HSBM), with 36 verified and validated sustainability operational 
indicators, was also developed to study the Slovenian hotels’ sustainability performance 
(Mihalič, Žabkar and Cvelbar,2012; Cvelbar and Dwyer, 2013; Migale et al., 2019). 
 

 After a landmark analysis of more than 2000 hotels, Chong and Ricaurte (2014) presented 
the first Cornell Hotel Sustainability Benchmarking (CHSB) study with six energy and 
carbon Key Performance Indicators (KPI’s)50. This study involved mostly American hotels 
of nine global companies; the only non-USA hotels being in Hong Kong-Shenzhen-Macau 
in China (Chong and Ricaurte, 2014; Migale et al., 2019). Hotels’ carbon footprints were 
also calculated in Hong Kong and Taiwan (Lai, Yik and Man, 2012; Hu et al., 2015; Migale 
et al., 2019). 
 

 A critical review was carried out on 50 online carbon calculators for holiday travel, including 
hotels. Improvements on the calculators’ quality and reliability are needed (Filimonau, 
2012; Migale et al., 2019). 

 
 A review was performed on the accounting of carbon dioxide emissions for tourism at 

world-wide, regional, national and unit scales; improvements for the hotel unit were hence 
proposed (Yu-guo and Zhen-fang, 2014; Migale et al., 2019). 

                                                
50 A Key Performance Indicator (KPI) is a measurable value that demonstrates how effectively a company is achieving key business 
objectives. Organizations use KPI’s at multiple levels to evaluate their success at reaching targets. High-level KPI’s may focus on the 
overall performance of the business, while low-level KPI’s may focus on processes in departments such as sales, marketing, Human 
Resources (HR), support and others (Klipfolio, 2020). 
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 A systematic review was performed on the available literature on sustainable facilities 
management, and an assessment carried out on the nine current research areas, including 
sustainability tools and standards, building performance, and sustainability management 
in the built environment (Nielsen, Sarasoja and Galamba, 2016; Migale et al., 2019). 
 

 Environmental sustainability improves hotels’ financial performance and profitability 
(Singal, 2014; García-Pozo, Sánchez-Ollero and Marchante-Mera, 2013; Migale et al., 
2019) and hoteliers’ sustainability responsibilities are increased by the inclusion of carbon 
footprint calculations in tourism investment (Cadarso, Gόmez, Lόpez and Tobarra, 2016; 
Migale et al., 2019). 
 

 The reporting and communication of sustainability commitments, approaches and 
achievements are concerns for both governments and hoteliers. In some countries, the 
reporting of Greenhouse Gases (GHG) is mandatory under certain conditions (Lai, 2014), 
while in other countries, such reporting is voluntary (Migale et al., 2019). 
 

 A review was carried out on the hoteliers’ communication on their sustainable approaches 
and it was critically argued that the hoteliers’ actual commitments are more geared towards 
business gains than real concerns for the preservation and improvement of our common 
environment. The reporting process needs to be more transparent and reliable, with 
independent external assurance and a shift in emphasis from a weak to strong 
sustainability approach within the hotel sector; ‘weak’ referring to sustainability initiatives 
and programmes developed within existing economic and social systems, and ‘strong’ 
referring to much more radical changes in both economy and society (Jones, Hillier and 
Comfort, 2014; Roper, 2012; Migale et al., 2019). 
 

There are increasing concerns for sustainable practices within hotels across the world. The 
development of a holistic Strategy Execution system, the use of performance indicators, 
measurements and benchmarks, and a transparent reporting of commitments and achievements 
will encourage long-term Hotel Sustainability (Migale et al., 2019). 
 

The above three research themes reflect the major issues for HS. Perceptions and attitudes 
influence HS actions in the economic, social and/or environmental fields. The outcome of these 
actions need to be measured to assess any impact. Finally, reporting closes the loop, by 
communicating the strategy and its outcome to hotel stakeholders (Migale et al., 2019). 

In the next section, an attempt is made to define Hotel Environmental Sustainability. 

 

3.4 Hotel Environmental Sustainability (HES): Towards a definition 

Hotel Sustainability (HS) will first be defined based on UNWTO and UNEP (2005) definition of 
Sustainable Tourism, presented in Table 3.11. 

Table 3.11: Definition of Sustainable Tourism 

“Sustainable Tourism is 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". 

Reproduced from UNWTO and UNEP (2005) 
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The definition of Sustainable Hotel, presented in Table 3.12, was introduced by Migale et al. 
(2019). 

Table 3.12: Definition of Sustainable Hotel 

“Sustainable hotel is a hotel that takes full account of its current and future economic, social 

and environmental impacts, addressing the needs of its customers, the hotel sector within 

the tourism industry, the environment and host communities” 

Reproduced from Migale et al. (2019) 

However, in this study, a definition of Hotel Sustainability is deemed more useful and presented 
in Table 3.13. 

Table 3.13: Definition of Hotel Sustainability (HS) 

“Hotel Sustainability is the condition where a hotel takes full account of its current and future 

economic, social and environmental impacts, addressing the needs of its current and future 

internal as well as external stakeholders.” 

 

Moreover, as stated in Section 2.3.3, the focus of this study will be narrowed to environmental 
sustainability, to concentrate on the hotel contribution in the mitigation of the pressing impacts of 
global warming and climate change. An attempt is hence made to define Hotel Environmental 
Sustainability (HES) by merging 

 The definition of Hotel Sustainability (HS), presented in this section, with 
 Morelli (2011) definition of environmental sustainability presented in Section 2.2.3. 

The definition of HES is presented in Table 3.14. 

Table 3.14: Definition of Hotel Environmental Sustainability (HES) 

“Hotel Environmental Sustainability (HES) is the condition where a hotel: 

 takes full account of its current and future environmental impacts;  

 addresses the needs of its current and future internal as well as external 

stakeholders; 

 does not compromise the health of the ecosystems that provide its needs; and 

 ensures balance, resilience, and interconnectedness that allows the hotel to satisfy 

its needs while:  

o neither exceeding the capacity of its supporting ecosystems to continue 

regenerating the services necessary to meet those needs; 

o nor by the hotel’s actions diminishing biological diversity.” 

 

Although the focus of this study, it is important to note that environmental sustainability goals and 
objectives can and should never be pursued at the cost of achieving economic and social goals 
and objectives. 

The HES definition will be used in Section 3.5 as guiding principles for the development of a HES 
Strategy (HESS) and associated HES Scorecard as presented in the next section. In the 
scorecard, a number of Key Performance Areas (KPA’s)51 with associated Key Performance 
Indicators (KPI’s) will be presented. The HES Scorecard will be used extensively in the remainder 
of the present document. 

                                                
51 Key Performance Areas (KPA’s), also called Key Result Areas (KRA’s) refer to general areas of outcomes or outputs for which a 
role, or a combination of roles, is responsible. These are the areas within the organization where an individual or group is logically 
responsible / accountable for the results. 

Stellenbosch University https://scholar.sun.ac.za



50 
 

3.5 Development of a HES Strategy (HESS) 

The presentation of the international tourism and HES initiatives of Section 3.2 coupled with the 
contemporary discourse on HS presented in Section 3.3 reveals that international HES strategies 
have been designed and hotel stakeholders are showing increasing interest in adopting such 
strategies. However, Stylos and Vassiliadis (2015) highlighted that since the focus on 
sustainability is relatively new in hospitality, there is still room for progress in the study of 
sustainability within this sector. Melissen et al. (2016) also concluded that the hotel industry is still 
not achieving its full sustainability potential and needed assistance to satisfy the sustainable 
requirements of customers and to institutionalise sustainability. The effective execution of hotel 
sustainability strategies is a concern since it is difficult to achieve. The starting point for effective 
Hotel Environmental Sustainability Strategy Execution (HESSE) is the development of a HESS. A 
HES statement should be formulated with the collaboration of the hotel stakeholders and a HES 
Scorecard prepared to monitor HES KPI’s. An attempt to develop a generic HES Scorecard is 
hereby carried out. 

An in-depth analysis of the contemporary discourse on HS in Section 3.3 revealed the 
conceptualization of the Hotel Sustainability Business Model (HSBM), with 36 verified and 
validated sustainability operational indicators (Mihalič, Žabkar and Cvelbar,2012; Cvelbar and 
Dwyer, 2013; Migale et al., 2019). Mihalič et al. (2012) used expert opinion and the Delphi method 
to refine 79 Sustainability Indicators to 36 HSBM operational ones to study sustainability within 
Slovenian hotels. An importance-performance analysis by Cvelbar and Dwyer (2013) of the 36 
Sustainability Indicators was then carried out to support the integration of sustainable development 
principles within the Slovenian hotels. Table 3.15 presents these 36 Sustainability Indicators 
grouped under seven factors and the three pillars of sustainable development. 

Table 3.15: Hotel Sustainability Business Model (HSBM) Sustainability Indicators 

ECONOMIC PILLAR ENVIRONMENTAL PILLAR SOCIAL PILLAR 
Factor 1 (F1): General Financial 

Performance 
Factor 3 (F3): Environmental 

activities related to use of 
resources 

Factor 5 (F5): Relationship with 
local community 

1. Total revenue growth compared 
to previous year 

11. Energy consumption 21. Co-operation with the 
municipality 

2. Profit growth compared to 
previous year  

12. Water consumption 22. Co-operation with local 
residents 

3. Profitability of assets (Return on 
Assets) 

13. Recycling waste 23. Co-operation with non-
governmental environmental 
organizations 

4. Earnings Before Interest, Taxes, 
Depreciation, Amortization, and 
Rent (EBITDAR) margin 

14. Activities related to ecological 
quality labels 

24. Satisfaction of local residents 
with the development of tourism 

5. Debt Factor 4 (F4): Environmental 
awareness 

25. Actions and membership in 
networks that support tourism 
development and the destination 

6. Solvency 15. Environmental quality standards Factor 6 (F6): Relations with 
customers 

7. Cash flow 16. Environmental activities for 
guests 

26. Share of guests who formally 
complain in written form 

Factor 2 (F2): Hotel-specific 
performance 

17. Consumption of energy from 
renewable sources 

27. Share of returning guests who 
have stayed at least three times 

8. Average room rate 18. Water recycling 28. Share of highly satisfied guests 
9. Average occupancy rate 19. Quantity of solid waste Factor 7 (F7): Relations with 

employees 
10. Share costs in revenue 20. Environmental activities for 

employees 
29. Training of employees 

  30. Employee satisfaction with 
salaries (in comparison with other 
hotels) 

  31. Employee satisfaction with 
working conditions 
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  32. Number of cultural events in the 
hotel environment 

  33. Share of local dishes on offer 
Adapted from Mihalič et al. (2012) and Cvelbar and Dwyer (2013) 

Although developed and validated within Slovenian hotels, the rigorous development and 
validation of the HSBM justify the use of such indicators in the present research. 

In addition, Filimonau (2012) and Yu-guo and Zhen-fang (2014) respectively reviewed the hotel 
and holiday travel online carbon calculators and the accounting of carbon dioxide emissions for 
tourism at world-wide, regional, national and unit scales. Chong and Ricaurte (2014) further 
studied the Hotel Carbon Measurement Initiative (HCMI), a common carbon calculation protocol, 
and analyzed more than 2000 hotels to present the first Cornell Hotel Sustainability Benchmarking 
(CHSB) study with the following calculated hotel energy and carbon KPI’s: 

 Carbon footprint per room; 
 Carbon footprint per occupied room (using both HCMI and CHSB calculation methods); 
 Carbon footprint per square meter; 
 Energy footprint per occupied room; and  
 Energy footprint per square meter.  

As presented in Section 2.1, the Intergovernmental Panel on Climate Change (IPCC) aims to 
reach and sustain net zero global anthropogenic CO2 emissions on short and medium terms and 
then to sustain net negative global anthropogenic CO2 emissions on longer time scales. The 
hotels’ carbon footprint is hence an important KPI that will enable the evaluation of hotel 
contribution in mitigating the impacts of global warming and climate change. 

Considering the above and the field study on energy and carbon analyses on selected hotels in 
Mauritius (see brief presentation in Appendix C), HES KPA’s with associated KPI’s are proposed 
in the HES Scorecard presented in Table 3.16. This generic scorecard can be adapted to the 
specific context of a hotel and target can hence be set for each KPI while developing the HESS. 

The KPI’s are based on the concept of resource use intensities (RUI)52. A detailed discussion of 
RUI falls outside the scope of this study. A brief discussion of the concept and its application with 
the HES Scorecard is however included as background. 

In a hotel, KPI’s based on RUI refer to the resource needs per guest night53 (Gösslin and Peeters, 
2015; Filimonau et al., 2011; Karagiorgas, Tsoutsos and Moiá-Pol, 2007; Chan and Lam, 2002). 
Resource intensity and resource productivity54 attempt to decouple the connection between 
resource use and environmental degradation. HES targets can hence be achieved by minimizing 
resource intensity while maximizing resource productivity. It is suggested that the use of resource 
intensity for the KPI’s will also encourage hotels to improve their resource productivity. Low hotel 
CO2 emissions per guest night can be achieved by having low resource intensity of green energy 
meaning low net consumption of green energy per guest. Also, the supply of this green energy to 
the guest will require high resource productivity by means of highly efficient green energy 
production and supply facilities. 

 

 

 

                                                
52 Resource intensity is a measure of the resources (e.g. water, energy, materials) needed for the production, processing and disposal 
of a unit of good or service, or for the completion of a process or activity; it is therefore a measure of the efficiency of resource use. 
When applied to a single person it is expressed as the resource use of that person per unit of consumption (Lorentzen, 2008). 
53 Guest night is equivalent to one guest spending one night at an accommodation (Statistics New Zealand, 2011). 
54 Resource productivity is the quantity of good or service (outcome) that is obtained through the expenditure of unit resource 
(Hargroves and Smith, 2005; Hawken, Lovins and Lovins, 1999; Weizsäcker and Jesinghaus, 1992). 
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Table 3.16: Generic HES Scorecard 

HES KPA’s Description HES KPI’s 
Target 

Value Units 

CO2 emissions 

This refers to the mass 
of CO2 emitted per 
guest staying overnight 
in the hotel. 

Electricity consumption  

kg per 
guest 
night 

Boiler fuel combustion  
Kitchen fuel combustion  
Air conditioning and refrigeration 
greenhouse gas (GHG)55 emission 

 

Sewage greenhouse gas (GHG) emission  
Transport emission  
Paper consumption  

Cold water 
consumption 

This refers to the 
volume of cold water 
used per guest staying 
overnight in the hotel. 

Room cold water consumption  
m3 per 
guest 
night 

Kitchen cold water consumption  
Swimming pool cold water consumption  
Cleaning cold water consumption  
Fire fighting cold water consumption  

Hot water 
consumption 

This refers to the 
volume of hot water 
used per guest staying 
overnight in the hotel. 

Room hot water consumption  
m3 per 
guest 
night 

Kitchen hot water consumption  
Swimming pool hot water consumption  
Cleaning hot water consumption  

Waste 
generation 

This refers to the mass 
or volume of waste 
generated per guest 
staying overnight in the 
hotel. 

Food waste  
kg per 
guest 
night 

Plastic waste  
Paper waste  
Electronic waste  
Room wastewater  m3 per 

guest 
night 

Kitchen wastewater  
Laundry wastewater  

 

 

3.6 Conclusion of Chapter 3 

Environmental sustainability within the context of hotel management is studied in this chapter 
through the research objectives and questions presented in Figure 3.1 and Table 3.2. As a result, 
this chapter’s major contributions are presented in Table 3.17. 

 

 

 

 

 

 

 

 

 

 

                                                
55 A greenhouse gas is a gas that occurs naturally in the atmosphere or is produced by burning fossil fuels and rises into the 
atmosphere, forming a barrier which prevents heat loss.  
The six greenhouse gases with a direct effect are carbon dioxide, methane, nitrous oxide (all of which occur naturally), 
hydrofluorocarbons and perfluorocarbons, and sulfur hexafluoride. Indirect greenhouse gases are nitrogen oxides, which produce 
ozone during their breakdown in the atmosphere, carbon monoxide and non-methane volatile compounds. 
Greenhouse gases are converted to carbon dioxide equivalent, which is a metric measure used in comparing emissions from different 
greenhouse gases to assess their global warming potential. 

(Collin, 2004) 
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Table 3.17: Chapter Three Major Contributions 

Primary Objective Secondary Objectives Major Contributions Section 

Environmental 
sustainability within 
the context of hotel 
management: 
Understanding 
challenges and 
finding possible 
opportunities for 
improvement. 

Describe the nature 
and extent of 
international tourism 
and hotel industries. 

In 2018, Travel and Tourism’s contribution to 
world’s GDP was evaluated to 10.4%. 
International tourism ranked the world’s third 
largest export category and generated a total 
international export earnings of USD 1.7 trillion, 
representing 7% of the global exports and 29% 
of world’s service exports. In that year, 319 
million persons worked directly or indirectly in 
Travel and Tourism across the globe, 
representing one in 10 jobs. In 2018, the number 
of hotels and hotel rooms was estimated to 184 
thousand and 17 million respectively. The global 
hotel average occupancy rate and average daily 
rate (ADR) was 67.5% and USD 122.96 
respectively for the 12 months ending with 
February 2018. Also, in 2011, hotels and other 
accommodation accounted for 1 to 2% of the 5% 
global CO2 emitted by the tourism industry. 
These CO2 emissions call for coordinated actions 
for the reduction and minimization of the hotel 
carbon footprint. 

3.1 

Analyze the 
international tourism 
and Hotel 
Environmental 
Sustainability (HES) 
initiatives. 

The leadership of the World Tourism 
Organization (UNWTO), the World Travel and 
Tourism Council (WTTC) and the International 
Hotel and Restaurant Association (IHRA) for 
international tourism and HES initiatives. 

3.2 

Analyze the Hotel 
Sustainability (HS) 
contemporary 
discourse. 

Hotels, whose undeniable targets are 
profitability, are also concerned about 
environmental sustainability. Some HES 
strategies have been designed and hotel 
stakeholders are showing increasing interest in 
adopting such strategies. However, there is still 
room for progress in the study of sustainability 
within the hotel industry and possibilities to 
achieve full Hotel Sustainability potential. 

3.3 

Define HES. HES definition. 3.4 
Develop a generic HES 
Strategy (HESS). 

Development of a generic HES Scorecard with 
HES KPI’s to define HESS. 

3.5 

 

In Chapter 4, the challenges of Hotel Environmental Sustainability Strategy Execution (HESSE) 
are presented.  
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Chapter 4  

4. Hotel Environmental Sustainability Strategy 
Execution (HESSE): Complexities, Obstacles and 
Failures 
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Figure 4.1: Chapter Four Research Outline 

Strategy Execution (SE) is difficult to achieve and execution failure is possible. The execution of 
Hotel Environmental Sustainability Strategies (HESS) is not an exception, hence the focus of this 
study. In order to assess the challenges and opportunities regarding the execution of 
Environmental Sustainability Strategies with the context of hotels, it is important to address the 
research objectives and questions presented in Figure 4.1 and Table 4.1. 

Table 4.1: Chapter Four Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Understand the challenges 
of Hotel Environmental 
Sustainability Strategy 
Execution (HESSE). 

Analyze the origins and 
emerging themes of strategy 
management. 

What are the origins and 
emerging themes of strategy 
management? 

4.1 

Analyze Strategy Execution (SE) 
obstacles, challenges and 
frameworks. 

What are the SE obstacles, 
challenges and failures? 

4.2 

Review the HESSE 
contemporary discourse. 

What is the HESSE 
contemporary discourse? 

4.3 

Define HESSE. 
What is the proposed definition 
for HESSE? 

4.4 

Identify the ten deadly causes of 
HESSE Failure (HESSEF). 

What are the ten deadly causes 
of HESSEF? 

4.5 

 

4.1 Strategy Management: Origins and emerging themes 

The essence of strategy lies in the competition which exists in nature among different species of 
fauna and flora as well as in society between humans and social organizations, including 

Chapter 4 Hotel Environmental Sustainability Strategy 

Execution (HESSE): Complexities, Obstacles and Failures
Ch 1 Ch 2 Ch 3 Ch 5 Ch 6 Ch 7 Ch 8 Ch 9
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businesses. However, the natural competition between the fauna and flora does not intrinsically 
imply strategy but refers mostly to the Darwinian natural selection process (Henderson, 1989). 

The word ‘strategy’ comes from the Greek ‘strategos’, ‘a general,’ which in turn is derived from 
‘stratόs’ and ‘ágein’; ‘stratόs’ meaning ‘army’ or ‘troop’ and ‘ágein’ meaning ‘to lead’. The Greek 
verb ‘stratego’ means to ‘plan the destruction of one’s enemies through effective use of resources’ 
(Bracker, 1980; Wolin, 1961). The concept of strategy is used since ancient Athens of 500 BC 
(Louw and Venter, 2013) and described in Sun Tzu’s ‘The Art of War’, the first Chinese military 
strategy manual, written about 500 BC (Sun-tzu and Griffith, 1964).  

Strategy remains important within the military and political context. The concept of strategy was 
discussed by many classical thinkers such as Shakespeare, Montisquieu, Kant, Hegel, Tolstoy 
and Clausewitz, and the thoughts developed by the latter were further used by many military and 
political theorists and leaders as Machiavelli, Napoleon, Bismarck, Yamamoto and Hitler (Bracker, 
1980). Between 1688 and 1945, British fought twelve wars and the word strategy was first used 
in the English language in 1688 to refer to the British way in warfare (French, 1990; Bartlett, 1994). 
In the 1860s, General Ulysses Grant, American soldier and 18th President of the United States of 
America (USA), likewise viewed strategy as the proper use of all resources to defeat the enemy 
(Dodgson, Gann and Salter, 2008; Katz, 2017). 

In business, one of the oldest known use of strategy is reported in a conversation between 
Socrates and the Greek militarist Nichomachides, where the former inferred that the duties of a 
businessman and a general both involve the planned optimum use of resources to achieve set 
targets. This conversation occurred after the electoral defeat of Nichomachides for the position of 
General to Antisthenes, a Greek businessman, and when Nichomachides was looking for 
consolation from Socrates. With the fall of the Greek city-states, this view of strategy was however 
neglected for around two millenia, and was reused again after the industrial revolution which took 
place from mid-1700s to the mid 1800s (Bracker, 1980). After World War II, which occurred from 
1939 to 1945, the need for a concept of strategy was greater because of a significant increase in 
the rate of change within firms and the accelerated application of science and technology to the 
management process. Strategy was essential for the firms’ survival and competitive advantage 
(Ansoff, 1969; Bracker, 1980). 

A study of the evolution of the concept of strategy in organizations along different periods of time 
in fact reveals that, with low competition, the Darwinian intuition and instinct were used for the 
natural selection process (Henderson, 1989). With successive industrial revolutions, the use of 
strategy amplified and shifted survival and success from the fittest to the cleverest. Also, the initial 
focus of strategy was mostly on an external perspective. Then, that focus shifted to an internal 
perspective where it was deemed essential to be a learning organization56 to be competitive (Collis 
and Montgomery, 1995). In the mid-nineties, the Penrose approach developed in the 1950s 
regained momentum. Penrose suggested that the organization strategy will be influenced by their 
changing resources. The internal and external perspectives hence need to be assessed to tap 
those resources effectively and efficiently (Larsson and Bergfors, 2006). 

Stimie (2015) developed and presented in detail the strategy management categorization 
framework. This framework consists of the following two components: 

 Strategy Management Theory (SMT) themes: 

o The evolution of SMT; 

o Strategy and organization design; and 

                                                
56 A learning organization is one which is continually expanding its ability to create its future. It has five core capabilities namely personal 
mastery, mental models, shared vision, team building and systems thinking. These five capabilities are derived from three higher order 
orientations namely creative orientation, generative conversation and systems perspective (Senge, 1990). 
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o Strategy and the role of management control systems. 

 Time periods: 

o The Modern Organization (MO) (1900 – 1945); 

o The Bureaucratic Organization (BO) (1945 – 1990); and  

o The Contemporary Organization (CO) (1990 – current). 

For the purpose of this study, only the characteristics of strategy in the contemporary organization 
will be presented in more detail. 

Contemporary strategy is developed and presented in terms of broad organization direction 
instead of detailed action plan. In fact, strategy approach shifted from long-term, well-defined to 
short-term on-the-edge adaptation. The contemporary approach also advocates for a unified 
concept of strategy which incorporates the product and resource perspectives. Moreover, 
contemporary strategy paradigms involve creating surprise through continuous incremental or 
radical creativity. The ‘expect the unexpected’ and ‘unexpect the expected’ contemporary strategy 
aims at confusing competitors and at the same time delighting existing customers and attracting 
new ones (Stimie, 2015).  

Strategy and strategy management57 concepts are complex and have evolved over time. Any 
strategy will however only be effective when properly and timely executed.  

 

4.2 Strategy Execution (SE) obstacles, challenges and frameworks 

In this section, Strategy Execution (SE) will first be defined, followed by the presentation of SE 
obstacles, generic models and frameworks. 

 

4.2.1 SE: Towards a definition 

“Strategy is important. Execution is everything,” (Garnier in McKnight, Kaney and Breuer 2010:13). 
Indeed, a properly formulated strategy does not imply that it will be executed. 

The exploration of all definitions of SE58 falls outside the scope of this study. For the purpose of 
this study, Stimie’s (2015) and De Oliveira et al.’s (2018) definitions of SE are respectively 
presented in Tables 4.2 and 4.3. 

Table 4.2: Stimie’s Definition of Strategy Execution 

"Strategy Execution refers to the continuous process during which an organization critically 

evaluates and adjusts: 

 The applicability of its organizational design and management systems (including 

control mechanisms); and  

 The readiness of its interpersonal processes (such as strategic consensus, 

behaviours, organizational climate and communication),  

in order to ensure the acceptable completion, achievement and stakeholder acceptance of 

strategic objectives." 

Reproduced from Stimie (2015) 

                                                
57 Several definitions of strategic management exist in the literature as presented in Appendix D1 but the exploration of all definitions 
falls outside the scope of this study. 
58 Several definitions of SE are available in the literature as presented in Appendix D2. 
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Table 4.3: De Oliveira et al.’s Definition of Strategy Execution 

“Strategy Execution (Implementation) is the process, and related procedures, of  

(i) Informing – and of being informed by – managers and employees about company 

challenges as well as of 

(ii) Translating the strategic plan (either explicitly stated or else just assumed by top 

level managers) into specific actions and 

(iii) Establishing consistence among distributed company efforts and among respective 

resource-allocation decisions, 

in search of coherent movement for alignment between organizational effort and strategic 

intention in pursuit of corporate objectives". 

Reproduced from De Oliveira et al. (2018) 

The definition of SE by Stimie (2015) is used in this study as the basis when defining Hotel 
Environmental Sustainability Strategy Execution (HESSE) in Section 4.4. 

The execution of strategy encounters many obstacles and challenges which can result in failures. 
Yang, Sun and Eppler (2009) reviewed the Strategy Implementation research done over a 25-year 
period and identified the following two streams of SE research: 

i. The first focus is on individual factors influencing SE; and 
ii. The second focus is on SE models and frameworks. The SE models and frameworks 

illustrate the interrelation among the individual factors within the SE environment (Yang et 

al., 2009; Stimie, 2015). 

In the next sections, the following are presented: 

 Contributions regarding individual factors influencing SE in Section 4.2.2; 
 SE models and frameworks in Section 4.2.3; and 
 Important SE studies for HESSE in Sections 4.2.4 and 4.2.5. 

  

4.2.2 SE obstacles 

The following studies were carried out to identify the causes of SE success or failure:  

1. Alexander’s (1985) execution obstacles; 
2. Beer and Eisenstat’s (2000) six silent killers of SE; 
3. Miler’s (1997) reasons for strategic decision success and failure; 
4. Crittenden and Crittenden’s (2008) eight strategy implementation levers; and 
5. Yang et al.’s (2009) nine recurring factors influencing strategy implementation. 

(Yang et al., 2009; Stimie, 2015). 

It is important to note that a detailed evaluation of all these contributions falls outside the scope of 
this study. The findings of Yang et al. (2009) as well as Beer and Eisenstat (2000) are however of 
particular interest for the purpose of this study and will be respectively presented in detail in 
Sections 4.2.4 and 4.2.5.  

In the next section, the generic SE models and frameworks are presented. 

 

4.2.3 SE models and frameworks 

The second stream of research identified by Yang focus on SE models and frameworks. The SE 
models and frameworks illustrate the interrelation among the individual factors within the SE 
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environment. (Yang, Sun and Eppler, 2009; Stimie, 2015). The following generic SE models and 
frameworks59 were identified in the literature: 

1. Higgins (2005) 8S model for SE (Yang et al., 2009; Stimie, 2015); 
2. Brenes et al. (2008) model for successful implementation of business strategy (Yang et al., 

2009; Stimie, 2015); 
3. Beer and Eisenstat (2000) interaction among the six strategy killers (Yang et al., 2009; 

Stimie, 2015); 
4. Noble’s (1999a) Strategy Implementation framework (Yang et al., 2009; Stimie, 2015); 
5. Yang et al.’s (2009) relationship among the nine recurring factors influencing strategy 

implementation (Yang et al., 2009; Stimie, 2015); 
6. Sull (2007) iterative loop (Yang et al., 2009; Stimie, 2015); 
7. Galpin (2018) seven-step SE model; and 
8. De Oliveira, Carneiro and Esteves (2018) conceptual and operational model of the SE 

construct. 

Moreover, the Sustainability Balanced Scorecard (SBSC) was developed to integrate 
sustainability management within the Balanced Scorecard (BSC) to improve the execution of 
sustainability strategies. Major SBSC contributors include: 

1. Figge et al. (2002) Sustainability Balanced Scorecard (SBSC); and 
2. Hansen and Schaltegger (2016) typology of generic SBSCs architectures (strategy maps); 

Further research was however proposed on the emerging integrative view on corporate 
sustainability (Hahn and Figge, 2018) and on the multidimensional performance management and 
measurement systems (Hansen and Schaltegger, 2018) to ensure deep transformation of firms 
willing to move towards more economic, social and environmental sustainability. 

A presentation of each of the above models and frameworks does not fall under the scope of this 
study but the models developed by Yang et al.’s (2009) and Beer and Eisenstat (2000) are of 
particular importance for the purpose of this study and will be respectively presented in detail in 
Sections 4.2.4 and 4.2.5. 

 

4.2.4 Yang’s strategy implementation model 

The relationship among the nine recurring factors influencing strategy implementation along the 
phases of strategy implementation is illustrated in Yang et al.’s (2009) framework of strategy 
implementation presented in Figure 4.2. 

                                                
59 SE applied models and frameworks, identified in the literature, are presented in Appendix D3. 
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Figure 4.2: Yang et al.’s (2009) framework of strategy implementation 
Reproduced from Yang et al. (2009) 

According to Yang et al. (2009), successful SE or strategy implementation depends on the ability 
to address the soft, hard and mixed factors. The importance of these factors are briefly presented 
in Table 4.4. 

Table 4.4: Yang et al.’s (2009) nine recurring factors influencing Strategy Implementation 

Types 
of 

Factors 
Factors Importance 

Mixed 
Factors 

Strategy 
Formulation 

Hrebiniak and Joice (1985), Alexander (1985), Allio (2005) and Martin (2010) 
concur that good strategy formulation is an important pre-requisite for good SE 
and that poor strategy formulation will impede the execution. 

Cross 
departmental 
relations 

SE highly depends on the relationship among different units and departments. 
Different strategy levels also significantly contribute to effective SE.  
The three highest impact factors for successful SE are: 
 Business unit autonomy; 
 Goal alignment across strategy levels and Strategic Business Unit (SBU); 

and 
 Control and reward systems. 

(Slater and Olson, 2001; Chimhanzi, 2004; Chimhanzi and Morgan, 2005) 

Soft 
Factors 

Executors 

Peng and Litteljohn (2001), Rapert et al. (1996), Lehner (2004) and Boer et al. 
(2005) concur on the importance of executors for successful SE. The executors 
are responsible for executing the strategy and include top management, middle 
management, junior management and non-management staff. The relative 
contribution for successful SE of:  
 Top management requires further study, according to Yang et al. (2009), 

to clarify the role of top management in the SE process, although several 
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Types 
of 

Factors 
Factors Importance 

studies acknowledge the important role of senior management for effective 
SE (Hrebiniak and Snow, 1982; Harrington, 2006; Schmidt and Brauer, 
2006; Schaap, 2012); 

 Middle management depends on: 
o Its managerial and leadership styles and strengths that are consistent 

with the competencies required by the strategy. This requirement was 
first proposed by Slater (1989) in the Strategy-Style Matching Theory 
(SSMT); 

o The effect of context on behaviour. 
Personality of middle managers have a relatively small influence on SE 
in strong situations while individual differences such as personality can 
strongly influence behaviour in weak situations (Walderseel and 
Sheather,1996; Mischel, 1973); and 

o The impact of relationships between top management and middle 
management on the effective execution of strategy. 
SE seems to be more effective and efficient in organizations where 
senior and middle management find balance between the need for 
control and provision of direction on one side, and allowance for 
flexibility of action on the other (Floyd and Wooldridge, 1997; 
Wooldridge and Floyd,1990). 

 Lower-level management and non-management staff depends on: 
o The staff’s capabilities to perform their jobs; 
o Adequate training received; and 
o The leadership and direction provided by departmental managers 

(Alexander, 1985). 
 

Communication 

Organizational communication includes training, knowledge management and 
learning. In several studies, the essential importance of organizational 
communication for effective SE is highlighted (Alexander, 1985; Rapert et al., 
1996; Rapert et al., 2002; Foreman and Argenti, 2005; Kellermanns et al., 
2005). 
Alexander (1985) suggests that strategy communication should include: 
 Clear explanation of responsibilities, tasks and duties; 
 Clear explanations regarding the rationale behind organizational changes; 

and 
 Clear explanations regarding the rationale behind strategic decisions. 

Rapert et al. (2002) concur with Alexander (1985) and confirm that transparent 
and supportive communication climates favour higher employees’ performance. 
Several communication barriers however exist and non-effective 
communication typically has the following symptoms: 
 Lack of alignment between the top executive's view of the strategy and the 

views of other organizational members; 
 Lack of cohesion among departments; and 
 Lack of consensus on priorities; 
 Low staff commitment levels. 

An in-depth understanding of the causes of these symptoms as well as methods 
to address these are hence needed for effective SE (Yang et al.’s, 2009). 
Organizational communication, consensus and commitment are discussed 
separately by Yang et al.’s (2009) although they are highly complex and 
interrelated. 

Consensus 

Strategic consensus is defined by Floyd and Wooldridge (1997) as: 
“...the agreement among top-, middle-, and operating-level managers [the 
executors] on the fundamental priorities of the organization...." 
Floyd and Wooldridge (1992a) also developed a useful framework where they 
rightly suggest that the level of strategy consensus depends on: 
 The depth of strategy understanding; and 
 The extent to which stakeholders are committed to the strategic priorities. 

Their framework is presented in Table 4.5. 
Table 4.5: Levels of strategy consensus 

 Limited 
understanding 

In-depth 
understanding 

Weak commitment Weak consensus Informed scepticism 
Strong commitment Blind consensus Strong consensus 

Adapted from Floyd and Wooldridge (1992a) 
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Types 
of 

Factors 
Factors Importance 

Dooley et al. (2000) further confirmed that strong consensus with strong 
commitment leads to better SE. However, their findings also suggest that higher 
commitment often resulted in slower implementation. 

Commitment 

Weak commitment with in-depth understanding leads to informed scepticism 
hence impeding SE (Floyd and Wooldridge, 1992a). Hence, it is important to 
ensure employee commitment for successful SE. 
Several studies were carried out on the highly complex construct of employee 
commitment. Meyer & Allen (1991) developed the Three Component 
Commitment Model (TCCM) where each type of commitment is characterized 
by a different psychological state or mindset. Meyer et al. (2002) then 
extensively tested the TCCM and this model received considerable support. 
The TCCM is presented in Table 4.6. 

Table 4.6: The TCCM framework 

Commitment 
Type 

Description Performance Impact 

Affective 
Commitment 
(AC) 

Reflects an emotional 
attachment and desire to 
remain with the 
organization. 

AC is expected to have the 
strongest positive effects on in-
role and discretionary 
performance. 

Normative 
Commitment 
(NC) 

Is experienced as a sense 
of obligation to remain. 

NC has an impact on 
performance but the impact is 
not as strong as AC. 

Continuance 
Commitment 
(CC) 

Reflects an awareness of 
the costs associated with 
leaving. 

CC is expected to be unrelated 
or negatively related to 
discretionary performance. 

Reproduced from Meyer et al. (2002) 
Noble and Mokwa (1999) also identified three dimensions of commitment, 
which, according to them, directly influence strategic outcomes. Their model is 
illustrated in Table 4.7. 

Table 4.7: Commitment types and SE 

Commitment Type Description 

Organizational 
Commitment (OC) 

The extent to which a person identifies with and 
works toward organization-related goals and 
values. 

Strategy 
Commitment (SCM) 

The extent to which a manager comprehends and 
supports the goals and objectives of a marketing 
strategy. 

Role Commitment 
(RC) 

The extent to which a manager is determined to 
efficiently perform his individual implementation 
responsibilities, regardless of his beliefs about 
the overall strategy. 

Adapted from Noble and Mokwa (1999) 
The reasons of lack of employees’ commitment were also studied. Branham 
(2012) identified the following seven reasons as to why employees leave 
organizations: 

a) The job or workplace was not as expected; 
b) There is a mismatch between the person and the job; 
c) Few coaching and feedback; 
d) Few growth and advancement opportunities; 
e) Lack of recognition and valorisation; 
f) Stress from overwork and work - life imbalance; and 
g) Loss of trust and confidence in senior leaders. 

Guth and MacMillan (1986) identied three different sources of low to negative 
individual manager commitment to implementing a particular strategy: 

a) Low perceived ability to perform successfully in implementing that 
strategy; 

b) Low perceived probability that the proposed outcomes will be achieved, 
even if individual performance is successful; and 

c) Low capacity of the outcome to satisfy individual goals/needs. 
An in-depth understanding of the causes of the non-commitment symptoms as 
well as methods to address these are hence needed for effective SE. 

Implementation 
Tatics and 
change 
management 

The review of studies on implementation tactics by Yang et al. (2009) points to 
the fact that these studies form part of the Organizational Change Management 
Body of Knowledge (OCMBOK). For this study, implementation tactics will be 
referred to as Change Management Tactics (CMT). 
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Types 
of 

Factors 
Factors Importance 

Two forms of CMT are identified: 
 Hard or direct; and  
 Soft or indirect. 

Although further research is still needed to determine how the use of CMT affect 
employee resistance to change, the conclusion reached by most studies on 
CMT is that: 
 The employment of CMT should not be done in isolation and practitioners 

should considers factors such as the organizational culture, the extent of 
change, and the characteristics of the role-players involved, when 
designing a change management campaign; 

 Different circumstances thus require the use of different tactics; and 
 The employment of CMT is not a magic wand that can be used to ensure 

that organizational members behave in ways that support the organization. 
(Nutt,1986; Nutt, 1999; Bourgeois and Brodwin, 1984; Lehner, 2004); Sashittal 

and Wilemon, 1996; Akan et al., 2006). 

Hard 
Factors 

Organizational 
Structure 

Heide et al. (2002) suggest that factors relating to the organizational design are 
the second most important SE barriers after those for communication. 
Organization Structure have evolved along different time periods as presented 
in the Stimie (2015) strategy management categorizaion framework. This 
framework was presented in Section 4.1. For the purpose of this study, only the 
organizational structure related to the contemporary organization will be 
presented. 
Contemporary strategy pre-supposes the existence of an agile workforce that 
is on a continuous learning path. Clearly defined job descriptions - in which the 
‘one best way’ is typically defined - and where hierarchies are counterproductive 
within this environment. Contemporary organizations are typically organic, 
flexible often temporary and highly adaptive to changing circumstances (Stimie, 
2015). 

Administrative 
systems and 
Management 
Control Systems 
(MCS) 

The evolution of administrative and MCS along different time periods was also 
presented in the Stimie (2015) strategy management categorizaion framework. 
This framework was presented in Section 4.1. For the purpose of this study, 
only the administrative and MCS related to the contemporary organization will 
be presented. 
A large variety of management control systems and artefacts are used within 
the contemporary organization. In line with the fact that the organizational 
landscape is in a state of continuous flux, control systems also evolve on a 
continuous basis to assist managers and decision makers. The complexity of 
the contemporary business landscape makes the development of an ‘ideal’ 
MCS impossible (Stimie, 2015). 

Adapted from Yang et al. (2009); Stimie (2015) 

The nine recurring factors influencing Strategy Implementation should be applied along the phases 
of SE as presented in Figure 4.2. 

 

4.2.5 Beer and Eisenstat six strategy killers 

Beer and Eisenstat (2000) identified six silent killers of SE which are grouped in three categories 
of analysis and/or action as presented in Table 4.8. 

Table 4.8: Beer and Eisenstat (2000) six silent killers of Strategy Execution 

Category of analysis 
and/or action 

Six Strategy Silent Killers 

Quality of Direction 
Top-down or ‘laissez-faire’ senior management style 
Unclear strategies and conflicting priorities 
Ineffective top management team 

Quality of Learning Poor vertical communication 
Quality of 

Implementation 
Poor co-ordination across function, business and borders 
Inadequate down-the-line leadership skills and development 

Adapted from Beer and Eisenstat (2000) 
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The interaction among these six silent killers of SE is further presented in Figure 4.3. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 4.3: Beer and Eisenstat (2000) Interaction among the six strategy killers 
Reproduced from Beer and Eisenstat (2000) 

The interaction among the silent killers can lead organizations to get trapped in vicious circles. In 
this study, a metaphorical medical comparison is performed between human and organization 
silent killers, and between the interaction of the cardiovascular system with human organs and the 
interaction of the different stakeholders within an organization. Gradual cholesterol accumulation 
in arteries is a major cause of cardiovascular disease (CVD) which can trigger organs’ 
dysfunctioning and interaction failures, those in turn leading to human casualties and mortalities. 
Similarly, the six silent killers of organizational SE can lead to organizational failures, casualties 
and mortalities if they are not identified and addressed on time. Leaders hence need to engage 
and change these organizational silent killers. Signs60 and symptoms61 which suggest any 
derioration in the organizational health should be detected early and necessary actions taken to 
ensure that the organization achieve economic, social and environmental sustainability. 

                                                
60 A sign is an object, quality, or event whose presence or occurrence indicates the probable presence or occurrence of something 
else. 
In medicine, a sign is an indication of a disease detectable by a medical practitioner even if not apparent to the patient. (Oxford 
languages, 2021). 
61 A symptom is an indication of the existence of something, especially of an undesirable situation. 
In medicine, a symptom is a physical or mental feature which is regarded as indicating a condition of disease, particularly such a 
feature that is apparent to the patient. (Oxford languages, 2021). 

Ineffective           
Senior          

Management         
Team 

Top-Down or         
Laissez-Faire       

Senior          
Management Style 

Unclear          
Strategies and 

Conflicting       
Priorities 

Poor Coordination 
across Functions, 

Businesses                 
or Borders 

Inadequate          
Down-the-Line 

Leadership Skills     
and Development 

Quality of Direction 

Quality of Learning 

Quality of Implementation 

Poor Vertical 
Communication 
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Beer and Eisenstat (2000) suggest that leaders should adopt the principles for engaging and 
addressing these silent killers as presented in Table 4.9. 

Table 4.9: Beer and Eisenstat (2000) Principles for Effective Management 

Category of 
analysis and/or 

action 

Six Strategy Silent Killers Principles for Engaging and Changing the Silent Killers 

Quality of 
Direction 

Top-down or laissez-faire 
senior management style 

With the top team and lower levels, the CEO/general 
manager creates a partnership built around the development 
of a compelling business direction, the creation of an 
enabling organizational context and the delegation of 
authority to clearly accountable individuals and teams. 

Unclear strategies and 
conflicting priorities 

The top team as a group develops a statement of strategy, 
and priorities are developed which members are willing to 
stand behind. 

Ineffective top management 
team 

The top team, as a group, is involved in all steps in the 
change process so that its effectiveness is tested and 
developed. 

Quality of 
Learning 

Poor vertical communication An honest, fact-based dialogue is established with lower 
levels about the new strategy and the barriers to 
implementing it. 

Quality of 
Implementation 

Poor co-ordination across 
function, business and 
borders 

A set of business-wide initiatives and new organizational 
roles and responsibilities are defined that require "the right 
people to work together on the right things in the right way" 
to implement the strategy. 

Inadequate down the line 
management skills and 
development 

Lower-level managers develop skills through newly created 
opportunities to lead change and to drive key business 
initiatives. They are supported with just-in-time coaching, 
training and targeted recruitment. Those who still are not 
able to make the grade must be replaced. 

Adapted from Beer and Eisenstat (2000) 

The work done by Yang et al. (2009) and Beer and Eisenstat (2000) will be used in Section 4.4 to 
define HESSE and in Section 4.5 during the distillation of a hotel specific model. 

In the next section, a review of the contemporary discourse on HESSE is carried out to identify 
HESSE challenges. 

 

4.3 HESSE: Contemporary discourse 

Köseoglu et al. (2019) reviewed 2577 strategic management articles related to hospitality and 
tourism in leading subject matter journals to study the evolution of strategic management research 
lines. This review reveals an increasing number of research as illustrated by Figure 4.4. Most 
research focused on the strategic management process while Strategy Execution research in 
hotels received little attention. In fact, Köseoglu et al. (2019) did not recall specific hotel SE 
publications although there was emergence of a new diligence-based strategy or ‘strategy in 
practice’62 research line (Jarzabkowski, Kaplan, Seidl and Whittington, 2016). 

                                                
62 Diligence-based strategy or ‘strategy in practice’ is the combination of behavioural strategy and strategy management (Powell, 2017). 
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Figure 4.4: Distribution of strategic management articles in Hospitality and Tourism by 
year 

Reproduced from Köseoglu et al. (2019) 

Migale et al. (2019) reviewed the literature on HESSE. General hotel strategy approaches and 
literature related to SE within the hotels’ context will be respectively presented in Sections 4.3.1 
and 4.3.2. 

 

4.3.1 General hotel strategy approaches 

Four studies on the importance to link hotel strategies and performances were identified: 

 Hotel strategy aims to improve competitive advantage. Dash and Mahapatra (2016) of 
India as well as Mutheu (2013) of Kenya, acknowledged human resources (HR) practices 
as a significant driver of hotel competitive advantage. 

 Mutheu (2013) highlighted the importance of information technology (IT) for effective and 
efficient e-commerce marketing strategy and recommended greater focus on relationship 
marketing. 

 Daghfous and Barkhi (2009) explored the wise use of IT as a way to enhance hotel 
performance through service excellence and profitability. 

 Yilmaz (2013) studied the link between hotel business strategies and data envelopment 
analysis (DTA) efficiency levels. 

 

4.3.2 SE in hotels 

Four studies on Hotel Strategy Execution (HSE) approaches were identified: 

 Leslie (2008) developed the South African hotel strategy implementation model illustrated 
in Figure 4.5 to assist the South African hotel industry practitioners in planning and 
implementing their strategy. 
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The model shows strategy planning, strategy implementation and strategy evaluation 
activities. Effective communication is also recommended throughout the process. Leslie 
(2008) recommended the future development of ‘a tool-kit or model that is idiosyncratic to 
the hotel industry’. 

 
 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 4.5: Leslie’s (2008) South African hotel strategy implementation model 
Reproduced from Leslie (2008) 

 Mutindi et al. (2013) studied the influence of conceptualized strategic management drivers 
(customer relationship management strategy, strategic planning, competitive positioning, 
information communication technology, and organizational learning) on the Kenyan coast 
hotel industry’s performance. 

 Wang, Chen and Chen (2012) showed that Total Quality Management (TQM) and market 
orientation positively influence hotel performance, while external environmental factors act 
as a moderator between TQM, market orientation, and hotel performance. Wang et al. also 
highlighted the importance of a holistic approach. 

 Phillips and Louvieris (2008) revealed the following four key concepts influencing hotels’ 
performance measurement and evaluation: 

o Budgetary control with a view to increasing total revenue;  

o Customer relationship management as a means of improving quality of service and 
customer retention;  

o Strategic management of the internal business processes; and  

o Collaboration (both inter and intra) to drive innovation and learning.  
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Phillips and Louvieris (2008) also proposed a balanced scoreboard template for hotels. 
Finally, another study is identified in this document. Mak and Chang (2019) highlighted the driving 
and restraining forces for environmental strategy adoption in the hotel industry. The authors 
explored the environmental strategies adopted by Taiwan hotels before carrying out the force field 
analysis illustrated in Figure 4.6. Driving forces strategies were hence developed. 

 

Figure 4.6: Driving and restraining forces for environmental strategy adoption in the hotel 
industry 

Reproduced from Mak and Chang (2019) 

In the next section, a definition for HESSE is proposed. 

 

4.4 HESSE: Towards a definition 

In deriving at a definition for HESSE, the following literature were considered the: 

 Hotel Environmental Sustainability (HES) definition presented in Section 3.4; 
 SE definition of Stimie (2015) presented in Section 4.2.1; 
 Yang’s strategy implementation model presented in Section 4.2.4; 
 Beer and Eisenstat six strategy killers presented in Section 4.2.5; and 
 Inference from the HESSE contemporary discourse presented in Section 4.3. 

The definition of HESSE is presented in Table 4.10. 
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Table 4.10: Definition of Hotel Environmental Sustainability Strategy Execution 

“Hotel Environmental Sustainability Strategy Execution (HESSE) refers to the continual 

process during which a hotel critically evaluates and adjusts: 

1. The applicability of its Hotel Environmental Sustainability Strategy (HESS); 

2. The readiness and agility of the organizational learning63 systems and 

communication effectiveness (staff64 and guests/customers); and 

3. The effectiveness of action taken by staff as well as guests and customers, 

in order to ensure that the HESS addresses the needs of its internal as well as external 

stakeholders65.” 

 

The HESSE definition will be extensively used in the rest of the document to identify HESSE 
obstacles, challenges and failures along with opportunities for HESSE enhancement. 

In the next section, the reasons for HESSE Failure are analyzed. 

 

4.5 The ten deadly causes of HESSE Failure (HESSEF) 

It is not the intention to introduce yet another framework on the factors impacting negatively on 
SE. For the purpose of this study, contextualization of the work done by Yang et al. (2009) and 
Beer and Eisenstat (2000) within HESSE is performed. Inference from the HESSE contemporary 
discourse presented in Section 4.3 is considered during the contextualization process. 

In the definition of HESSE in Section 4.4, conditions for successful SE were described. In order to 
structure and provide further details, these conditions are associated with the respective HESSE 
categories presented in Table 4.11. 

 

 

 

                                                
63 A learning organization is one which is continually expanding its ability to create its future. It has five core capabilities namely personal 
mastery, mental models, shared vision, team building and systems thinking. These five capabilities are derived from three higher order 
orientations namely creative orientation, generative conversation and systems perspective (Senge, 1990). 
64 The hotel’s staff include the CEO/General Manager, senior management, middle management, lower management and non-
management staff. 
65 Hotel is a subset of tourism. Therefore, the term ‘stakeholders in tourism development’, included in paragraph 32 of the report on 
the UNWTO Survey on the Implementation of the Global Code of Ethics for Tourism (UNWTO, 2005), also applies to hotel provided 
tourism is replaced by hotel and the description adapted to hotel. The hotel stakeholders hence include the following players: 
 National governments; 
 Local governments with specific competence in hotel matters; 
 Tourism establishments and hotel enterprises, including their associations; 
 Institutions engaged in financing hotel projects; 
 Hotel employees, hotel professionals and hotel consultants; 
 Trade unions of hotel employees; 
 Hotel education and training centers; 
 Travellers staying in hotel, including business travellers, and hotel visitors to tourism destinations, sites and attractions; 
 Local populations and host communities nearby hotel of tourism destinations through their representatives; and 
 Other juridical and natural persons having stakes in hotel development including non-governmental organizations specializing in 

hotel and directly involved in hotel projects and the supply of hotel services. 

Ivanova and Ivanov (2015) further classify the hotel stakeholders as: 
 Internal (owners, managers, employees); 
 Chain (central chain management, individual hotel, other chain members); 
 External (customers, suppliers, competitors, local community, intermediaries, hotel management companies, media, financial 

institutions, labour unions, other external stakeholders); and 
 Macroenvironment (political, economic, socio-cultural, environmental, technological, legal). 
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Table 4.11: Conditions for successful HESSE 

HESSE Categories Conditions for successful HESSE 
Quality of Direction Applicability of HESS. 
Quality of Learning Readiness and agility of Organizational Learning Systems and Communication 

Effectiveness (staff66 and guests/customers). 
Quality of Action Effectiveness of Action taken by staff as well as guests and customers. 

 

Each HESSE category is hereby briefly described: 

 Quality of direction requires the contribution of both senior management and lower-level 
staff in the formulation and execution of strategy. The drive of senior management is 
imperative through its engagement and effectiveness but the participation of middle 
management, lower-level management and non-management staff is also needed to 
favour strong commitment and in-depth understanding, hence leading to strong consensus 
(Floyd and Wooldridge, 1997; Yang et al., 2009).  

 Quality of learning enables a learning organization to progress creatively within a 
competitive environment while constantly adapting to changes. A strong but agile 
organization structure is required with up-to-date administrative systems, Management 
Control Systems (MCS) and a variety of artefacts (Yang et al., 2009; Stimie, 2015). 
Communication is also vital. In a hotel, dialogue67 among staff68 is as important as dialogue 
between staff and guests/customers. 

 Quality of action requires effectiveness from middle management, lower-level 
management and non-management staff with appropriate leadership and technical skills. 
Internal and external collaboration and coordination are also important for effective SE. 
Moreover, in a hotel, the green attitude and active participation of guests/customers are 
imperatives to achieve HESSE.  

After thorough analysis of the Body of Knowledge on both SE in general and Hotel SE specifically, 
the following ten HESSE Critical Success Factors (CSFs) were identified. These factors were 
categorized and grouped under the three categories presented in the HESSE definition. These 
factors are presented in Figure 4.7. 

                                                
66 The hotel’s staff include the CEO/General Manager, senior management, middle management, lower management and non-
management staff. 
67 Dialogue refers to the capacity of members of a team to suspend assumptions and engage into genuine collective thinking / ‘thinking 
together’. This can lead to collective intelligence and coordinated actions higher than individual intelligence and actions (Senge, 1990). 
68 The hotel’s staff include the CEO/General Manager, senior management, middle management, lower management and non-
management staff. 

Stellenbosch University https://scholar.sun.ac.za



70 
 

 

Figure 4.7: HESSE Critical Success Factors (CSFs) 

The non-achievement of the HESSE CSFs however leads to HESSE Failure (HESSEF). In order 
to prevent such failure, the early detection of signs and symptoms of the non-achievement of these 
HESSE CSFs is thus critical. Typical causes for the non-achievement of CSFs as well as typical 
Signs and Symptoms of non-achievement of CSFs are presented in Table 4.12. 

Table 4.12: Ten deadly causes of HESSEF 

HESSE 
Categories 

HESSE 
Critical Success 
Factors (CSFs) 

HESSEF Causes  HESSEF Signs and Symptoms  

Quality of 
Direction 

Strategy and 
Priorities 

Unclear HESS 
Formulation and 
Conflicting 
Priorities 

■ Poor HESSE decision-making and conflicting 
HESSE actions. 

■ Unclear 
● HESS statement; 
● HESS priorities; 
● HES quality standards; and 
● realistic HESSE timeframe. 

■ Environmental unawareness or limited 
awareness. 

■ Undefined or unclear environmental quality 
standards. 

Engagement and 
Effectiveness of 
Senior 
Management 

Poor Engagement 
and 
Ineffectiveness of 
Senior 
Management in 
HESS 
Formulation and 
Execution 

■ Poor HESSE engagement of the CEO/General 
Manager and Senior Management with  
● Potential and actual guests/customers; and 
● Management and non-management staff.  

■ Delegation of authority for HESSE not clearly 
defined. 

■ Insufficient involvement of Senior Management 
and HESSE Top Team for the effective 
execution of the HESS. 

■ Guests/customers low green attitude. 
■ Management and non-management staff’s low 

green attitude. 
■ Non-motivated staff  

● Staff not satisfied with remuneration; 
● Staff not satisfied with working conditions; 

■Poor relations between management and staff. 
Participation and 
Commitment of 
staff 

Poor Participation 
and Commitment 
of management 

■ Poor participation and commitment of hotel 
management and non-management staff in 
HESS 

•Strategy and Priorities

•Engagement and Effectiveness of Senior Management  

•Participation and Commitment of management and non-

management staff

Quality of 

Direction

•Learning and Agile organization

•Dialogue among staff

•Dialogue between staff and guests/customers

Quality of 

Learning

•Leadership Skills and Empowerment of staff

•Technical Capacity Building of staff

•Collaboration and Coordination among internal and external 

stakeholders

•Attitude and Participation of guests/customers

Quality of 

Action
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HESSE 
Categories 

HESSE 
Critical Success 
Factors (CSFs) 

HESSEF Causes  HESSEF Signs and Symptoms  

and non-
management staff 
in HESS 
Formulation and 
Execution 

● Formulation; and 
● Execution. 

■ Poor management and non-management staff 
collaboration, coordination and communication 
for HESSE with 
● Senior Management and HESSE Top Team; 

and 
● Guests/customers. 

■ Guests/customers low green attitude. 
■ Management and non-management staff’s low 

green attitude. 
■ Non-motivated staff  

● Staff not satisfied with remuneration; 
● Staff not satisfied with working conditions; 

■Poor relations between management and staff. 

Quality of 
Learning 

Learning and Agile 
organization 

Slow Learning 
and Non-Agile 
HESSE 
organization 

■ Weak and non-agile HESSE organizational 
structure. 

■ Weak HESSE support by CEO/General 
Manager and Senior Management. 

■ No or weak HESSE Top Team and HESSE 
Champions. 

■ Lack of staff with clear HESSE responsibilities, 
tasks and duties. 

■ HESSE Administrative Systems 
● Not available; and/or 
● Not updated regularly. 

■ HESSE Management Control Systems and 
HESSE artefacts 
● Not available; and/or 
● Not updated regularly. 

■ Lack of and/or weak 
● HESSE practices and procedures; and 
● HES Key Kerformance Indicators (KPI’s). 

■ HESSE pratices and procedures not updated 
regularly. 

■ HES KPI’s not recorded and/or reviewed 
regularly. 

■ Weak ability for organization to adapt to HES 
changes. 

■ Weak critical review of the HESSE 
organizational structure, administrative 
systems, MCS and artefacts. 

Dialogue among 
staff 

Poor HESSE 
Dialogue among 
staff 

■ Limited honest, fact-based dialogue among the 
CEO/General Manager, Senior Management, 
HESSE Top Team, management and non-
management staff about the  
● HESS; 
● HESS initiatives, goals and achievements; 

and  
● HESSE barriers. 

Dialogue between 
staff and 
guests/customers 

Poor HESSE 
Dialogue between 
staff and 
guests/customers 

■ Limited honest, fact-based dialogue between 
the hotel’s staff (CEO/General Manager, Senior 
Management, HESSE Top Team, staff 
(management and non-management) and 
guests/customers (potential and actual) about 
the  
● HESS; 
● HESS initiatives, goals and achievements; 

and  
● HESSE barriers. 

Quality of 
Action 

Leadership Skills 
and Empowerment 
of staff 

Inadequate 
HESSE 
Leadership Skills 

■ Inadequate lower-level management and non-
management staff’s HESSE  
● Leadership skills; and 
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HESSE 
Categories 

HESSE 
Critical Success 
Factors (CSFs) 

HESSEF Causes  HESSEF Signs and Symptoms  

and 
Empowerment of 
staff 

● empowerment. 
■ Limited HESSE leadership training and 

development of staff. 

Technical Capacity 
Building of staff 

Poor HESSE 
Technical 
Capacity Building 
of staff 

■ Inadequate HESSE technical skills of staff. 
■ Inadequate or limited technical HESSE training. 
■ Ineffective and/or inefficient equipment. 
■ Improper use of equipment by 

guests/customers. 
■ Wrong operation of equipment by management 

and non-management staff. 
■ Insufficient maintenance of equipment. 
■ Non utilization of eco-equipment. 
■ Non application of eco-design or eco-engineer 

Collaboration and 
Coordination 
among internal and 
external 
stakeholders 

Poor 
Collaboration and 
Coordination 
among internal 
and external 
HESSE 
stakeholders 

■ Poor collaboration and coordination for 
effective execution of the HESS 
● Within the hotel departments and functions; 

and 
● Between internal and external HESSE 

stakeholders. 
■ High level of HESSE internal and external 

conflicts. 
■ Low environment activities for the 

guests/customers. 
■ Low environment activities for the staff. 

Attitude and 
Participation of 
guests/customers 

Poor HESSE 
Attitude and 
Participation of 
guests/customers 

■ Guests/customers’ low green attitude. 
■ Poor participation of the guests/customers in 

● HESSE; and       
● Environmental activities. 

■ Target guests/customers’ financial profile 
compared to set tariffs. 

As indicated in Section 4.2.5, the interaction between these causes of HESSEF can lead the 
organization to get trapped in vicious circles. 

During the evaluation of the symptoms and causes of HESSEF, the characteristics of the 
screening and management of cardiovascular disease (CVD) were investigated. The intuitiveness 
of the CVD management process provides a great platform to understand and explain HESSEF. 
In Figure 4.8, the benefits of improvement and the consequences of status quo or deterioration in 
human lifestyle is compared to those in hotel organizational lifestyle. 

 

Figure 4.8: CVD and HESSEF analogy: Benefits versus consequences 
Adapted from Fogel and Stimie (2016) 
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In the same way the treatment of CVD requires an integrated and systematic medical response, 
the prevention and management of the causes of HESSEF requires an integrated and systematic 
management response. For this reason, the theory of Systems Thinking (ST) and System 
Dynamics (SD) are briefly introduced in Chapter 5, where-after an interactive map illustrating the 
possible interaction between the causes of HESSEF is presented. 

A model for the prevention and management of the causes of HESSEF will then be presented in 
Chapter 6. 

 

4.6 Conclusion of Chapter 4 

The challenges of Hotel Environmental Sustainability Strategy Execution (HESSE) are studied in 
this chapter through the research objectives and questions presented in Figure 4.1 and Table 4.1. 
As a result, this chapter’s major contributions are presented in Table 4.13. 

Table 4.13: Chapter Four Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Understand the 
challenges in Hotel 
Environmental 
Sustainability 
Strategy Execution 
(HESSE). 

Analyze the origins 
and emerging themes 
of strategy 
management. 

The study of the origins and emerging themes of 
strategy management shows an evolution from the 
Darwinian natural selection process to acute, 
complex and unpredictable strategy approaches 
where there has been a shift from survival and 
success of the fittest to that of the cleverest. 
Contemporary strategy is looks into broad 
organization direction instead of detailed action 
plan. In fact, strategy approach shifted from long-
term, well-defined to short-term on-the-edge 
adaptation. The aim is still to delight customers but 
by confusing and surprising competitors. 

4.1 

Analyze Strategy 
Execution (SE) 
obstacles, challenges 
and frameworks. 

SE is defined and the importance of SE is 
highlighted. A good strategy formulation does not 
guarantee that it will be fully and properly executed. 
The execution will in fact be facilitated by enablers 
but will be impeded by obstacles or inhibitors. Two 
studies that are particularly important for HESSE 
were presented in detail: 
 Yang et al.’s (2009) relationship among the nine 

recurring factors influencing strategy 
implementation; and 

 Beer and Eisenstat (2000) interaction among the 
six strategy killers. 

Yang et al. (2009) suggest that successful SE or 
strategy implementation depends on the ability to 
address the soft, hard and mixed factors. In Beer 
and Eisenstat (2000) study, a medical analogy is 
performed between human and organization silent 
killers as well as between the interaction of the 
cardiovascular system with human organs and the 
interaction of the different stakeholders within an 
organization. Gradual cholesterol accumulation in 
arteries is a major cause of cardiovascular disease 
(CVD) which can result in organs’ dysfunctioning 
and interaction failures, in turn leading to human 
casualties and mortalities. Similarly, the six silent 
killers of organizational SE can lead to 
organizational failures, casualties and mortalities if 
they are not identified and addressed on time. 

4.2 
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Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Review the HESSE 
contemporary 
discourse. 

Growing concerns on strategic management 
related to hospitality and tourism is revealed 
although the number of publications on HESSE 
remains low. 

4.3 

Define HESSE. HESSE definition. 4.4 

Identify the ten deadly 
causes of HESSE 
Failure (HESSEF). 

The ten deadly causes of HESSEF with associated 
signs and symptoms. 
CVD and HESSEF analogy: Benefits versus 
consequences analysis. 

4.5 

 

In Chapter 5, the negative impact of the interaction among the ten deadly causes of HESSEF will 
be presented. 
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Chapter 5  

5. Mapping the causes of HESSE Failure (HESSEF): 
A Systems Approach 
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Primary 
Objective 

 
 
 
 
 
 
 
 
 
 
 

Analyze the 
escalation of 

HESSE Failure 
(HESSEF) and 
study possible 

HESSE 
paradigm shift 
and behaviour 

change for 
systemic HESSE 

enhancement. 

Secondary 
Objectives 

 
 

Review basic 
Systems 

Thinking (ST) 
and System 

Dynamics (SD) 
modelling 
principles. 

 
Review the 

contemporary 
discourse on the 

systems 
approach in 
hotels and 
tourism. 

 
Conceptualize a 
ST Interaction 
map of the ten 

deadly causes of 
HESSEF. 

 

 
Study possible 

HESSE 
paradigm shift 
and behaviour 

change for 
systemic HESSE 

enhancement. 

Research 
Questions 

 
 
 

What are the 
basic ST and SD 

modelling 
principles? 
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interact? 
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Figure 5.1: Chapter Five Research Outline 

As indicated in Section 4.2.5, the interaction between the causes of HESSEF can lead the 
organization to get trapped in vicious circles69. In order to analyze the possible escalation of 
HESSEF, it is important to address the research objectives and questions presented in Figure 5.1 
and Table 5.1. 

Table 5.1: Chapter Five Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Analyze the escalation of 
HESSE Failure (HESSEF) 
and study possible HESSE 
paradigm shift and 
behaviour change for 
systemic HESSE 
enhancement. 

Review basic Systems Thinking 
(ST) and System Dynamics (SD) 
modelling principles. 

What are the basic ST and SD 
modelling principles? 5.1 

Review the contemporary 
discourse on the systems 
approach in hotels and tourism. 

What is the contemporary 
discourse on the systems 
approach in hotels and tourism? 

5.2 

Conceptualize a ST Interaction 
map of the ten deadly causes of 
HESSEF. 

How do the ten deadly causes of 
HESSEF interact? 

5.3 

Study possible HESSE 
paradigm shift and behaviour 
change for systemic HESSE 
enhancement. 

How can a possible HESSE 
paradigm shift and behaviour 
change systemically enhance 
HESSE? 

5.4 

 

                                                
69 A vicious cycle is a negative series of events that build on and reinforce each other. 

Chapter 5 Mapping the causes of HESSE Failure (HESSEF): A 

Systems Approach
Ch 1 Ch 2 Ch 3 Ch 4 Ch 6 Ch 7 Ch 8 Ch 9
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5.1 Systems Thinking (ST) and System Dynamics (SD) basic 
modelling principles 

SD was developed in 1957 by Jay Forrester at Massachusetts Institute of Technology (MIT) Sloan 
School of Management by applying control engineering to organizational management. Forrester 
used SD to study industrial dynamics, urban dynamics, world dynamics and national economic 
models. He rightly argued that SD modelling and simulation are needed to reveal inconsistencies 
in the human limited thinking process (Forrester, 2007).  

ST, as defined by Maani and Cavana (2007) and presented in Table 5.2, lays emphasis on the 
whole and the interconnectedness and interdependence of components of a system. A holistic70 
view is favoured whereby the interactions can generate reinforcing71 or balancing72 patterns. 

Table 5.2: Maani and Cavana’s Definition of Systems Thinking 

"Systems Thinking offers a new way of thinking based on the primacy of the "whole" and of 

relationships. It deals with hidden complexity, ambiguity and mental models. It provides 

tools and techniques to unravel complexity and to create lasting interventions for chronic 

problems." 
Reproduced from Maani and Cavana (2007) 

Senge (1990) also argues that business and human interactions are systems and ST enables the 
underlying patterns to surface, thus, allowing possible engagement for effective change. ST in fact 
favours dialogue among stakeholders, hence leading to possible synergetic collaboration and 
commitment among the system’s actors. Sterman (2000) further argues, as presented in Table 
5.3, that the application of ST and SD can effectively and significantly improve the performance of 
organizations. 

Table 5.3: ST and SD modelling relation to the understanding of an organization’s 
performance 

“The goal of Systems Thinking and System Dynamics modelling is to improve our 

understanding of the ways in which an organization’s performance is related to its internal 

structure and operating policies, including customers, competitors, and suppliers and then 

to use that understanding to design high leverage policies for success.” 
Reproduced from Sterman (2000) 

In an attempt to better understand the interaction between the deadly causes of HESSEF (Section 
5.3) and in an attempt to develop a model to aid in the prevention and management of HESSEF, 
the principles of ST will be applied73. 

Since the initial inception of the ideas regarding ST and SD, numerous scholars and practitioners 
contributed to the Body of Knowledge. The most prominent amongst these include: 

1. Richardson and Pugh (1980) SD modelling approach; 
2. Forrester (1994) SD methodology or process; 
3. Sterman (2000) Modelling embedded in the dynamics of the system; 

                                                
70 Holism (from Greek ὅλος holos ‘all, whole, entire’) is the idea that various systems (e.g. physical, biological, social) should be viewed 
as wholes, not merely as a collection of parts (Oshry, 2008; Auyang, 1999). The term ‘holism’ was coined by Jan Smuts in his 1926 
book ‘Holism and Evolution’ (Oxford University Press, 2019). 
71 Reinforcing patterns: An amplifying or enhancing pattern or feedback loop, also known as a ‘positive feedback loop’ because it 
reinforces the direction of change. These are vicious cycles and virtuous circles. 
A vicious cycle is a negative series of events that build on and reinforce each other; a virtuous circle is a recurring cycle of events, the 
result of each one being to increase the beneficial effect of the next. 
72 Balancing patterns: A stabilizing, goal-seeking, regulating pattern or feedback loop, also know as a ‘negative feedback loop’ because 
it opposes, or reverses, whatever direction of change is imposed on the system. 
73 Further justification for the use of ST in this study is presented in Appendix E on review and selection of sustainable development 
modelling tools for HESSE enhancement. 
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4. Maani and Cavana (2007) SD methodology; 
5. Meadows (2008) Thinking in systems; 
6. Pruyt (2013) Small System Dynamics Models for Big Issues: Triple Jump towards Real-

World Complexity; 
7. Probst and Bassi (2014) Tackling complexity: A systemic approach for decision-makers; 

and 
8. The Omidyar Group (2017) Systems practice. 

A detailed analysis of all these contributions falls outside the scope of this study. The general or 
basic principles as summarized by Sterman (2000) and presented in Table 5.4 should however 
be noted. 

Table 5.4: Basic principles of systems modelling 

 A model aims to represent the real world but the level of complexity of the real world 

makes it difficult to fully represent the latter. Hence, the model should be kept as simple 

as possible while representing the major components and their interrelationships; 

 Modelling is an iterative process to reduce the gaps between the model and reality; 

 Modelling is interactive. Dialogue between different stakeholders is essential to validate 

any model and at the same time create favourable conditions for collaboration and 

commitment; and 

 ST modelling precedes SD modelling. 

Reproduced from Sterman (2000) 

Sterman is a leading contributor in systems modelling and the basic principles are still pertinent 
and applicable for present studies. These basic systems modelling principles will be applied in 
Section 5.3 to systemically map the interaction among the ten deadly causes of HESSEF. These 
modelling principles will also be used in Chapters 6 and 7 during the development and validation 
of a HESSEF Prevention and Management Model (PMM). 

In the next section, an exposé will be provided on the way in which these principles have, over the 
last number of years, been applied within the hotel and tourism industries. 

 

5.2 Systems approach in hotels and tourism: Contemporary 
discourse 

Migale et al. (2019) systematically reviewed the literature on the application of the systems 
approach within the hotel and tourism industries. During the review, they identified two streams of 
contemporary studies:  

 Hotel SD models presented in Section 5.2.1; and 
 Tourism SD decision-support systems with scenario analyses presented in Sections 5.2.2. 

 

5.2.1 Hotel SD models 

Three studies on the use of the systems approach in hotels were identified: 

 Georgantzas (2003) model of the Cyprus’ hotel value chain and profitability; 
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 Lacagnina and Provenzano (2009) integrated SD-Data Envelopment Analysis (DEA)74 
model for outcome analysis of implemented policies; and 

 Scholz and Voracek (2016) interactive hotel SD causal loop and stock flow models with 
scenario analysis. 

In their recent ST and SD study, Scholz and Voracek (2016) used the Mitroff and Kilmann 
(1978) methodology illustrated in Figure 5.2 to develop the basic causal loop and simplified 
stock flow models shown in Figure 5.3 and Figure 5.4 respectively. These models were 
used to perform simulations and recommend organizational culture and green 
management policies as the way forward for hotel sustainability. 

 

Figure 5.2: Block diagram and applied methodology 
Reproduced from Mitroff and Kilmann (1978) 

In the causal loop model illustrated in Figure 5.3, the economic, environmental and social 
dimensions of sustainable development were respectively considered as: 

o finances, managerial decisions and marketing; 
o environmental responsibility, infrastructure and capacity; and 
o learning and growth, staff satisfaction, productivity and quality of services (Scholz 

and Voracek, 2016). 

                                                
74 Data Envelopment Analysis (DEA) is a linear programming based technique for measuring the relative performance of organizational 
units where the presence of multiple inputs and outputs makes comparisons difficult (Lacagnina and Provenzano, 2009). 
Charnes, Cooper and Rhodes (1978) built up on the ideas of Farrell (1957) to develop DEA. They define DEA as a non-parametric 
method in operations research and economics for the estimation of production-possibility frontiers (PPF). PPF refer to the various 
combinations of outputs which can be produced from given input resources which are fully and efficiently utilized (Sickles and Zelenyuk, 
2019). DEA is used to empirically measure productive efficiency of decision-making units (DMUs). Although it has a strong link to 
production theory in economics, the DEA tool is also used for benchmarking in operations management, where a set of measures is 
selected to benchmark the performance of manufacturing and service operations. In benchmarking, the efficient DMUs, as defined by 
DEA, may not necessarily form a ‘production frontier’, but rather lead to a ‘best-practice frontier’ (Charnes et al., 1978). 
In contrast to parametric methods that require the ex-ante specification of a production or cost function, non-parametric approaches 
compare feasible input and output combinations based on the available data only (Cooper, Seiford and Tone, 2007). DEA, as one of 
the most commonly-used non-parametric methods owes its name to its enveloping property of the dataset's efficient DMUs, where the 
empirically-observed, most efficient DMUs constitute the production frontier against which all DMUs are compared. DEA's popularity 
stems from its relative lack of assumptions, ability to benchmark multi-dimensional inputs and outputs, as well as computational ease, 
owing to it being expressable as a linear program, despite aiming to calculate efficiency ratios (Cooper, Seiford and Zhu, 2011). 
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Figure 5.3: Basic causal loop diagram of hotel strategy dynamics diagram 
Reproduced from Scholz and Voracek (2016) 

In the stock flow model illustrated in Figure 5.4, the three pillars of sustainable development 
were respectively assessed by: 

o revenue management (revenue, customers); 
o green management; and 
o organizational learning, staff development, hiring and firing (Scholz and Voracek, 

2016). 

 

Figure 5.4: Simplified stock and flow diagram of hotel strategy dynamics 
Reproduced from Scholz and Voracek (2016) 

Scholz and Voracek (2016) concluded that the systems approach will be part of the future 
leadership and management style for the hotel sector. 

 

Stellenbosch University https://scholar.sun.ac.za



80 
 

5.2.2 Tourism SD decision-support systems with scenario analyses 

Four studies on the application of SD in the tourism industry were identified: 

 Pizzitutti et al. (2016) SD decision-support systems with scenario analyses for policy 
formulation and execution within the tourism industry of the Galapagos Islands in Ecuador. 

 Law et al. (2012) SD decision-support systems with scenario analyses for policy 
formulation and execution within the tourism industry of Sharm El Sheikh in Egypt. 

 Cat Ba Biosphere Reserve systems approach studies. 

Cat Ba Biosphere Reserve is an archipelago composed of 366 islands located in northern 
Vietnam adjacent to the Ha Long Bay World Heritage site. In 2004, this archipelago was 
classified as a nature reserve by the United Nations Educational, Scientific and Cultural 
Organization (UNESCO). Many species in the reserve are endemic and rare, the most 
significant being the globally important Golden-headed langur (Trachypithecus 

poliocephalus), restricted in range to Cat Ba Island, the largest of the 366 islands. The 
Golden-headed langur is one of the world’s 25 most endangered species (Mittermeier et 

al., 2013) and cannot be found elsewhere in the world (UNESCO, 2021). 

The growing number of tourists visiting the Cat Ba Biosphere Reserve eventually became 
a threat to its ecosystem. In order to preserve this rich but fragile natural ecosystem, ST 
and SD scenario analyses were performed by Thanh and Bosch (2010), Thanh and Maani 
(2010), Nguyen et al. (2011), Thanh, Bosch and Maani (2011), Nguyen and Bosch (2012), 
and Thanh and Smith (2015), to formulate and execute a Sustainable Tourism policy. 

 Anctil and Le Blanc (2012) educational simulation tool for integrated coastal tourism 
development in developing countries.  

The use of the developed model for simulating different scenarios over a 20-year time 
span unveiled appropriate approaches in solid waste and wastewater treatment for hotels, 
accommodation in neighbouring communities, and other tourism infrastructure. The aim 
was to maintain an acceptable fish stock level in the seas surrounding coastal tourism 
destinations, while at the same time considering an optimum number of tourists. Enabling 
scenario analysis through this education model-tool favours long-term sustainable 
development policy decisions in developing countries. 

The usefulness of ST in capturing the complexities and dynamics of interactions was also recently 
illustrated in Dhirasasna, Becken and Sahin’s (2020) study. The latter developed a closed loop 
diagram (CLD) to analyze the system dynamics and the role of drivers and barriers of renewable 
energy technology (RET) adoption in the hotel sector in Queensland, Australia. This study aims 
to assist hoteliers and policy-makers to better understand the effects of their decisions and hence 
identify ways for improving the system behaviour. 

In the next section, ST will be used to map the interconnectedness between the ten deadly causes 
of HESSEF. 

 

5.3 ST Interaction among the ten deadly causes of HESSEF 

The contemporary discourse on the application of the systems approach within the hotel and 
tourism industries presented in Section 5.2 reveals that a systems approach was mostly used in 
hotels and tourism for better understanding and improvement at an operational level. In this study, 
the focus is on a Strategy Execution (SE) level. 
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Sterman (2000) suggests that ST can improve the understanding between an organization’s 
performance and its internal structure and operating policies. This understanding is useful to 
design high leverage policies for success. ST is hereby used to understand the interrelationship 
among the causes of HESSEF prior to presenting a model to assist both academics and 
practitioners to improve HESSE in Chapter 6. 

The ST Interaction map of the ten deadly causes of HESSEF, presented in Figure 5.5, is 
conceptualized using the:  

 Basic systems modelling principles presented in Section 5.1; 
 Inference from the systems approach in hotels and tourism contemporary discourse 

presented in Section 5.2; 
 Beer and Eisenstat (2000) interaction among the six strategy killers presented in Section 

4.2.5; and  
 Ten deadly causes of HESSEF presented in Table 4.12 of Section 4.5.  
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Figure 5.5: Systems Thinking Interaction map of the ten deadly causes of HESSEF 

The interactions among the ten deadly causes of HESSEF can result in renforcing loops, leading 
to vicious cycles of poor HESSE. The possible permutation of vicious cycles is infinite and going 

Slow Learning and 
Non-Agile HESSE 

organization 
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management and non-
management staff in HESS 
Formulation and Execution 
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Management in HESS 

Formulation and Execution 
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through each of these interactions in detail is unattainable, but three scenarios will be explored for 
the purpose of this study: 

 Lack of engagement and effectiveness of Senior Management in HESS formulation and 
execution, presented in Figure 5.6; 

 Low readiness and low agility of HESSE organizational learning systems, presented in 
Figure 5.7; and 

 Non-participation of guests/customers in HESSE, presented in Figure 5.8. 

The three scenarios are described in Table 5.5 and illustrated in respective figures. Colour coding 
is used to analyze the mutual influence of the causes of HESSEF and the thickness of the arrows 
in Figures 5.6, 5.7 and 5.8 suggests the relative strength of the relationship among these deadly 
causes of HESSEF. 

Table 5.5: Three typical scenario analyses leading to vicious cycles of poor HESSE 

Scenario Titles Scenario Analyses Figures 

Lack of engagement 
and effectiveness of 
Senior Management 
in HESS formulation 
and execution 

The lack of engagement and effectiveness of Senior Management in HESS 
formulation and execution (red) will lead to a poor drive in the execution of the 
environmental sustainability strategies. Poor HESSE results will in turn not 
encourage the Senior Management to focus on HESSE, therefore leading to 
vicious reinforcement cycles. 
Such lack of engagement and effectiveness of Senior Management in HESS 
formulation and execution (red) will in fact have the following ripple effects: 
 Poor Quality of Direction with poor participation and commitment of 

management and non-management staff (orange) leading to unclear 
HESS formulation and conflicting priorities (pink); 

 Poor Quality of Action as  
o Lack of engagement and effectiveness of Senior Management in 

HESS formulation and execution (red) will directly negatively impact 
on HESSE leadership and empowerment of staff (brown); and  

o Poor participation and commitment of management and non-
management staff (orange) will negatively affect the collaboration 
and coordination among internal and external HESSE stakeholders 
(brown); 

 Poor Quality of Learning as the unclear HESS formulation and conflicting 
priorities will not create favourable conditions for a good learning and 
agile HESSE organization (blue), and will limit HESSE dialogue among 
staff (blue) as well as HESSE dialogue between staff and 
guests/customers (blue); and 

 Futher Poor Quality of Action as such chaotic situation will negatively 
affect HESSE technical capacity-building of staff (brown) and HESSE 
attitude and participation of guests/customers (brown). 

The deadly causes of HESSEF leading to poor Quality of Direction, poor 
Quality of Learning and poor Quality of Action will in turn negatively influence 
the interest, focus, engagement and effectiveness of Senior Management in 
HESS formulation and execution (green), and hence lead to vicious cycles of 
poor HESSE. 

5.6 

Low readiness and 
low agility of HESSE 
organizational 
learning systems 

Hotels not only contribute to but are also affected by the impacts of global 
warming and climate change, as presented in Chapter 3. Unfortunately, hotels 
with low readiness and low agility of their HESSE organizational learning 
systems (red) have difficulties to timely develop, adopt and execute HES 
adaptation and mitigation measures. Such hotels have limited HESSE 
administrative systems, limited HESSE Management Control Systems and 
limited HESSE artefacts. This situation therefore results in: 
 Poor Quality of Learning with unclear HESSE dialogue among staff 

(orange) as well as unclear HESSE dialogue between staff and 
guests/customers (orange); 

 Poor Quality of Action due to the lack of appropriate HESSE 
organizational structure, hence leading to inadequate HESSE leadership 
and empowerment of staff (brown), poor collaboration among internal and 
external HESSE stakeholders (brown), poor HESSE technical capacity-
building of staff (brown) and poor HESSE attitude and participation of 
guests/customers (brown); and  

 Poor Quality of Direction with poor participation of management and non-
management staff in HESS formulation and execution (blue) due to lack 

5.7 
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Scenario Titles Scenario Analyses Figures 
of tangible and clear HESSE results. Senior management may also 
review their approach and engagement towards HESS formulation and 
execution (blue). The low engagement of senior management (blue) 
coupled with the low commitment by the management and non-
management staff (blue) will affect the HESS formulation (pink). Unclear 
HESS targets and conflicting priorities (pink) would be set, which in turn 
would badly influence the qualities of learning (green) and action (brown). 

The deadly causes of HESSEF leading to poor Quality of Direction, poor 
Quality of Learning and poor Quality of Action will lower the readiness and 
agility of HESSE organizational learning systems (green), and hence lead to 
vicious cycles of poor HESSE. 

Non-participation of 
guests/customers in 
HESSE 

The non-participation of guests/customers (red) can jeopardize the HESSE. 
If guests/customers do not have a green mindset, are not convinced that a 
hotel needs to adopt an environmental approach and/or cannot afford the 
tariffs set by environmentally sustainable hotels (red), they might first be 
unwilling to stay in hotels which are promoting green attidudes and 
approaches. Also, if ever they book and stay in such hotels, they might not 
participate in HESSE. They may consume excessive resources and/or 
generate excessive wastes. Such a situation will lead to lack of revenues for 
the hotel due to low number of guests and/or high expenses to cater for the 
excessive resource consumption and excessive waste generation, resulting 
in lower profitability of the hotel. The following cascading effects will also be 
observed: 
 Poor Quality of Action since less funds will be available for the  

o Development of HESSE leadership skills and empowerment of staff 
(orange); and  

o Development of the technical capacity-building of staff (orange). 
Also, there will be poor collaboration between guest/customers and 
internal as well as external HESSE stakeholders (orange); 

 Poor Quality of Learning since there will be little HESSE dialogue 
between staff and guests/customers (blue). This will also limit dialogue 
between staff (blue) and lead to a slow learning and non-agile HESSE 
organization (blue); 

 Poor Quality of Direction with poor participation and reduced commitment 
of management and non-management staff in HESS formulation and 
execution (brown). Senior management may also review their approach 
and engagement towards HESS formulation and execution (brown). The 
reduced engagement of senior management (brown) coupled with the 
reduced commitment by the management and non-management staff 
(brown) will affect the HESS formulation (pink). Lower and unclear HESS 
targets and priorities (pink) would be set and adopted, which in turn would 
badly influence the qualities of learning (blue) and action (orange). 

The deadly causes of HESSEF leading to poor Quality of Direction, poor 
Quality of Learning and poor Quality of Action will reinforce the non green 
attitude of the guests/customers (green), and hence lead to vicious cycles of 
poor HESSE. 

5.8 
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Figure 5.6: Lack of engagement and effectiveness of Senior Management in HESS 
formulation and execution vicious reinforcement cycles of poor HESSE 
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Figure 5.7: Low readiness and low agility of HESSE organizational learning systems 
vicious reinforcement cycles of poor HESSE 
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Figure 5.8: Non-participation of guests/customers in HESSE vicious reinforcement cycles 
of poor HESSE 
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In the next section, behaviour change and habits of effectiveness are studied to propose a systems 
approach towards the prevention and management of the causes of HESSEF in Chapter 6. 

 

5.4 HESSE paradigm shift and behaviour change 

A HESSE paradigm75 shift76 and behaviour change with subsequent habits of effectiveness are 
required to address the systemic HESSEF problem presented in Section 5.3. 

Theories and models of behaviour and behaviour change were systematically reviewed by Morris 
et al. (2012). Habit formation77 was recently reviewed by Gardner and Lally (2018), Mazar and 
Wood (2018), Carden and Wood (2018) and Knowlton and Diedrichsen (2018). The concept of 
habit formation was applied by leading contributors such as Covey (1989, 2004), Duhigg (2012a) 
and Dean (2013). Presenting all the theories and models of behaviour and behaviour change and 
all the processes and applications of habit formation is beyond the scope of this study. The concept 
of Habits of Effectiveness (Covey, 1989) and the Stages of Change (SoC) model (Prochaska, 
1979; Prochaska and DiClemente, 1983; Prochaska et al., 1992) are however of particular 
importance for the purpose of this study and will be briefly presented as they are used in the 
conceptualization and operationalization of the 7HoE HESSE: 

 Habits of Effectiveness (Covey, 1989) presented in Section 5.4.1. 
 SoC model (Prochaska, 1979; Prochaska and DiClemente, 1983; Prochaska et al., 1992) 

presented in Section 5.4.2; 

 

5.4.1 Habits of Effectiveness 

Habits78 of effectiveness79 can be learned and habits of ineffectiveness unlearned. Learning of 
new habits requires initial high willingness, commitment and perseverance to break old 
behavioural patterns. Covey (1989) refered to the gravity pull of habit which must first be overcome 
and then used to acquire and master new habits80.  

Habit formation requires a paradigm shift and the habits will be effective when the three 
dimensions (knowledge, skills and desire), presented in Figure 5.9, are in harmony. 

                                                
75 The word paradigm comes from the Greek. It was originally a scientific term, and is more commonly used today to mean a model, 
theory, perception, assumption, or frame of reference. In the more general sense, it is the way we “see” the world – not in terms of our 
visual sense of sight, but in terms of perceiving, understanding and interpreting. Our paradigm influences the way we think and the 
way we act (Covey, 1989). 
76 The term paradigm shift was introduced by Thomas Kuhn in his highly influencial landmark book, The Structure of Scientific 
Revolutions. Kuhn shows how almost every significant endeavour is first a break with tradition, with old ways of thinking, with old 
paradigms. 
77 Habit formation is the process by which a behaviour, through regular repetition, becomes automatic or habitual. This is modeled as 
an increase in automaticity with the number of repetitions up to an asymptote (Hull, 1943; Hull, 1951; Lally et al., 2010)This process of 
habit formation can be slow. Lally et al. (2010) found the average time for participants to reach the asymptote of automaticity was 66 
days with a range of 18–254 days (Lally et al., 2010). 
There are three main components to habit formation: the context cue, behavioural repetition, and the reward (Wood and Neal, 2016). 
The context cue can be a prior action, time of day, location, or anything that triggers the habitual behaviour. This could be anything 
that one's mind associates with that habit, and one will automatically let a habit come to the surface. The behaviour is the actual habit 
that one exhibits, and the reward, such as a positive feeling, therefore continues the "habit loop" (Duhigg, 2012b). A habit may initially 
be triggered by a goal, but over time that goal becomes less necessary and the habit becomes more automatic. Intermittent or uncertain 
rewards have been found to be particularly effective in promoting habit learning (Wood and Rünger, 2016). 
78 A habit is a routine of behaviour that is repeated regularly and tends to occur subconsciously (Butler and Hope, 1995; Merriam 
Webster Dictionary, 2021). Habits are actions that we repeatedly do. 
79 Habits of effectiveness are defined by Covey (1989) as those habits, based on holistic principles, that bring ‘maximum long-term 
beneficial results possible’. Principles being correct values and guidelines for human conduct that are proven to have enduring, 
permanent value. 
80 Covey (1989) makes an analogy between the process of habit unlearning and learning and the influence of gravity in the universe. 
Just like a satellite is attracted by the gravity pull of the earth during its launching, an individual or organization is attracted by the 
gravity pull of old behavioural patterns during the initial change process. Once this initial gravity pull of habit is overcome, new habits 
can be learned more easily. These habits will have ‘maximum long-term beneficial results possible’ when they concur with the holistic 
human and organizational principles just like gravity ensures harmony in the universe. 
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Knowledge or the theoretical paradigm is the ability to know what needs to happen and why it 
needs to happen, skill is the ability to do what needs to happen, and desire is the motivation to do 
what needs to be done. A habit is knowing what to do and why (knowledge), knowing how to do it 
(skill), and wanting to do it (desire) (Covey, 1989). 

 

Figure 5.9: Habits of Effectiveness: Internalized principles and patterns of behaviour 
Reproduced from Covey (1989) 

Covey (1989) suggested that habits of effectiveness enable movement along the upward spiral of 
growth and change as presented in Figure 5.10. Continual improvement along the upward spiral 
involves to continually learn, commit and do on increasing higher planes. 

 

Figure 5.10: The Upward Spiral 
Reproduced from Covey (1989) 
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Balancing performance patterns81 should be favoured along successive higher levels of the 
upward HESSE spiral enhancement to ensure HES. 

 

5.4.2 Stages of Change (SoC) Model 

The SoC model, also known as the Transtheoretical Model, (Prochaska, 1979; Prochaska and 
DiClemente, 1983; Prochaska et al., 1992) advocates the following five stages, milestones or ‘level 
of readiness’ (Heimlich and Ardoin, 2008): 

1. Pre-contemplation; 
2. Contemplation; 
3. Preparation; 
4. Action; and 
5. Maintenance. 

A relapse in behaviour restarts the cycle of five SoC, as presented in Figure 5.11. 

 

Figure 5.11: Stages of Change (SoC) Model (Transtheoretical Model) 
Adapted from Prochaska and DiClemente (1983) by Truyens (2020) 

Heimlich and Ardoin (2008) and Armitage et al. (2004) further advocated that movement or 
transition between stages is driven by the following two key factors: 

1. Self-efficacy; and 
2. Decisional balance, referring to the outcome of individual assessment of the pros and cons 

of a behaviour. 

The concept of Habits of Effectiveness (Covey, 1989) together with the SoC model (Prochaska, 
1979; Prochaska and DiClemente, 1983; Prochaska et al., 1992) is applied to HESSE in Chapter 
6 to conceptualize and operationalize a model for the prevention and management of the causes 
of HESSEF. 

                                                
81 Balancing patterns: A stabilizing, goal-seeking, regulating pattern or feedback loop, also know as a ‘negative feedback loop’ because 
it opposes, or reverses, whatever direction of change is imposed on the system. 
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5.5 Conclusion of Chapter 5 

Possible escalation of HESSEF was studied in this chapter through the research objectives and 
questions presented in Figure 5.1 and Table 5.1. As a result, this chapter’s major contributions 
are presented in Table 5.6. 

Table 5.6: Chapter Five Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Analyze the 
escalation of 
HESSE Failure 
(HESSEF) and 
study possible 
HESSE paradigm 
shift and behaviour 
change for systemic 
HESSE 
enhancement. 

Review basic 
Systems Thinking 
(ST) and System 
Dynamics (SD) 
modelling principles. 

ST and SD basic modelling principles are 
explained. ST lays emphasis on the ‘whole’ and, 
the interconnectedness and interdependence of 
components within a system, and SD is the 
application of control engineering to organizational 
management. The systems approach favours a 
holistic view whereby the interactions can generate 
reinforcing or balancing patterns. Senge (1990) 
argues that business and human interactions are 
systems and ST enables the underlying patterns to 
surface, thus, allowing possible engagement for 
effective change. Sterman (2000) further links ST 
and SD modelling with a better understanding of an 
organization’s performance, thereby enabling the 
design of effective high leverage policies. 

5.1 

Review the 
contemporary 
discourse on the 
systems approach in 
hotels and tourism. 

An analysis of the contemporary discourse on the 
use of the systems approach in hotels and tourism 
reveals that a systems approach was mostly used 
in hotels and tourism for better understanding and 
improvement at an operational level. In this study, 
the focus is on a SE level where ST is applied to 
HESSE. 

5.2 

Conceptualize a ST 
Interaction map of the 
ten deadly causes of 
HESSEF. 

ST Interaction map of the ten deadly causes of 
HESSEF with three typical scenario analyses. 

5.3 

Study possible 
HESSE paradigm 
shift and behaviour 
change for systemic 
HESSE 
enhancement. 

Presentation of  
 Habits of Effectiveness (Covey, 1989); and 
 SoC model (Prochaska, 1979; Prochaska and 

DiClemente, 1983; Prochaska et al., 1992). 

5.4 

 

In the next chapter, a Prevention and Management Model (PMM) will be conceptualized and 
operationalized for possible systemic enhancement of HESSE.  
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Chapter 6 

6. Prevention and management of the causes of 
HESSEF: A Systems Approach 
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Figure 6.1: Chapter Six Research Outline 

The objective of this chapter is to present a model to assist academia and practitioners to address 
the ten deadly causes of HESSEF. In the same way the treatment of CVD requires an integrated 
and systematic medical response, the prevention and management of the causes of HESSEF 
requires an integrated and systematic management response. For ease of reference, Figure 4.8 
is represented here.  

 

Figure 4.8: CVD and HESSEF analogy: Benefits versus consequences 
Adapted from Fogel and Stimie (2016) 

Chapter 6 Prevention and management of the causes of 

HESSEF: A Systems Approach 
Ch 1 Ch 2 Ch 3 Ch 4 Ch 5 Ch 7 Ch 8 Ch 9
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In line with the principles regarding ST presented in Chapter 5, the Seven Habits of Effective 
HESSE (7HoE HESSE), conceptualized and presented in Section 6.1, is essentially an integrated 
and systematic change management model. In the same way the treatment of CVD requires the 
patient to change existing behaviours and to break certain bad lifestyle habits, the 7HoE HESSE 
model suggests the formation of seven healthy holistic HESSE organizational habits. 

In this chapter, the model and its components will be conceptualized and presented in Section 6.1 
and the operationalization of the model will be presented in Section 6.2. The conceptualization 
and operationalization of the integrated and systematic change management model for preventing 
and managing the causes of HESSEF will be achieved by addressing the research objectives and 
questions presented in Figure 6.1 and Table 6.1. 

Table 6.1: Chapter Six Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Conceptualize and 
Operationalize the Seven 
Habits of Effective HESSE 
(7HoE HESSE) for HESSE 
systemic enhancement. 

 
Conceptualize the 7HoE HESSE. 
 

How is the 7HoE HESSE 
conceptualized? 

6.1 

Operationalize the 7HoE 
HESSE. 

How is the 7HoE HESSE 
operationalized? 

6.2 

 

6.1 Conceptualization of the Seven Habits of Effective HESSE 
(7HoE HESSE) 

HESSE can be enhanced systemically by the formation of the 7HoE HESSE of hotels 
stakeholders. In line with Section 5.4, the proposed model can enable the latter to experience a 
HESSE paradigm shift and enhance their HESSE behaviour by learning HoE HESSE.  

Habits are effective when knowledge, skills and desire are in harmony, as presented in Section 
5.4.1. In the proposed model, Habits 1, 2 and 3 test and improve HESSE desire, Habits 4 and 5 
improve HESSE knowledge, Habit 6 improves HESSE skills and Habits 7 reviews HESSE desire, 
knowledge and skills by improving the constructs of Habits 1 to 6. 

The 7HoE HESSE model, presented in Figure 6.2, is conceptualized using the:  

 HES definition presented in Section 3.4; 
 HESSE definition presented in Section 4.4; 
 Ten deadly causes of HESSEF, presented in Table 4.12 of Section 4.5; 
 CVD and HESSEF analogy: Benefits versus consequences, presented in Table 4.8 of 

Section 4.5; 
 ST Interaction map of the ten deadly causes of HESSEF, presented in Figure 5.5 of Section 

5.3; 
 HESSE paradigm shift and behaviour change presented in Section 5.4; 
 Habits of Effectiveness presented in Section 5.4.1; and 
 Stages of Change (SoC) model presented in Section 5.4.2. 

The systemic HESSE enhancement and continual improvement 7HoE HESSE model is designed 
by merging the internalized principles and patterns of behaviour (Figure 5.9) and the upward spiral 
(Figure 5.10) of Covey (1989) Habits of Effectiveness with the Prochaska (1979), Prochaska and 
DiClemente (1983) and Prochaska et al. (1992) SoC model (Figure 5.11) while adapting it to the 
HESSE challenges. The analogy for the benefits of improvement and the consequences of status 
quo or deterioration in human lifestyle for CVD and in hotel organizational lifestyle for HESSEF 
(Table 4.8) is used to provide an integrated and systematic response to enhancing HESSE. In 
addition, the integration in each habit of the ST interaction among the ten HESSE Critical Success 
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Factors (CSFs) and associated deadly causes of HESSEF (Figure 5.5) provides the holistic 
systemic approach to the prevention and management of the causes of HESSEF. The 7HoE 
HESSE conceptual model is presented in Figure 6.2. 

 
Figure 6.2: The Seven Habits of Effective HESSE (7HoE HESSE) 

These habits are defined in Table 6.2. 

Table 6.2: Definitions of the 7HoE HESSE 

HoE HESSE Definition of the habit 
Habit 

1 
Discover the benefits of HESSE 
and the consequences of 
HESSEF 

The hotel stakeholders should: 
 Assess current HESSE Performance; 
 Enquire about: 
o Positive ripple effect of HESSE; and  
o Negative outcomes of HESSEF; and 

 Decide whether to embrace the HESSE enhancement 
paradigm. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

The hotel stakeholders should collectively formulate and agree 
on: 
 HESSE Statement of Direction (SoD); and 
 HESSE enhancement Calendar and Communication. 
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HoE HESSE Definition of the habit 
Habit 

3 
Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

The hotel stakeholders should improve: 
 Quality of their relationship for genuine dialogue on HESSE 

CSFs and HESSEF; and 
 Organizational trust for effective collaboration for HESSE 

enhancement. 
Habit 

4 
Introspection by assessing the 
HESSE CSFs to diagnose 
possible HESSEF 

The hotel stakeholders should: 
 Assess the Impacts and Interactions of HESSE CSFs; and 
 Diagnose possible HESSEF. 

Habit 
5 

Internal and external 
benchmarking of the actual 
HESSE performance with the 
best performances, to identify 
poor HESSE performance for 
enhancement 

The hotel stakeholders should carry out:  
 Internal benchmarking with the best internal HESSE 

performance;  
 External benchmarking with highly effective HESSE hotels; and 
 Confirm possible HESSEF. 

Habit 
6 

Enhance HESSE effectiveness 
through implementation of 
collectively formulated principles, 
developed action plans and 
institutionalization of HESSE 
enhancement 

The hotel stakeholders should find consensus, commitment and 
empowerment within and across departments to collectively: 
 Formulate Principles for Effective HESSE (PfE HESSE); 
 Develop, prioritize and implement HESSE Enhancement Action 

Plans; and 
 Institutionalize HESSE enhancement. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to 
continually improve HES and 
HESSE 

The hotel stakeholders should  
 Review: 
o Nature and extent of HESSEF; 
o HESSE techniques, methods and technologies; and  
o Habits of Highly Effective HESSE; and  

 Decide whether to reinitiate the cycle of the 7HoE HESSE to 
further enhance and continually improve the quality of HESSE. 

 

The operationalization of the 7HoE HESSE is presented in detail in the next section. 

 

6.2 Operationalization of the 7HoE HESSE: Habit Formation 
Process 

The formation of the 7HoE HESSE is a process which requires knowledge, skills and a deep desire 
for change. In this section, an operationalization plan to assist practitioners during the formation 
of the 7HoE HESSE is presented. The inculcation of each Habit requires the completion of a 
number of action steps. These action steps are summarized in Table 6.3. 

Table 6.3: Operationalization Plan of the 7HoE HESSE 

HoE HESSE Habit Formation Action Steps (HFAS) Section 
Habit 

1 
Discover the benefits of HESSE and the 
consequences of HESSEF 

H1AS1: Constitute HESSE Champions 
Committee (HESSE CC). 

6.2.1 

H1AS2: Assess current HESSE Performance. 
H1AS3: Understand the 7HoE HESSE. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

H2AS1: Formulate HESSE SoD. 6.2.2 
H2AS2: Agree on HESSE enhancement 
Calendar and Communication. 

Habit 
3 

Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

H3AS1: Contextualize HESSE Trust Factors 
(HESSE TF). 

6.2.3 

H3AS2: Assess and improve HESSE TF. 
Habit 

4 
Introspection by assessing the HESSE 
CSFs to diagnose possible HESSEF 

H4AS1: Assess the Impact of HESSE CSFs. 
H4AS2: Assess the Systemic Interactions 
among the HESSE CSFs. 

6.2.4 

H4AS3: Diagnose possible HESSEF. 
Habit 

5 
Internal and external benchmarking of 
the actual HESSE performance with the 
best performances, to identify poor 
HESSE performance for enhancement 

H5AS1: Internal benchmarking with the best 
internal HESSE performance and External 
benchmarking with highly effective HESSE 
hotels. 

6.2.5 

H5AS2: Confirm possible HESSEF. 
H6AS1: Formulate PfE HESSE 6.2.6 
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HoE HESSE Habit Formation Action Steps (HFAS) Section 
Habit 

6 
Enhance HESSE effectiveness through 
implementation of collectively 
formulated principles, developed action 
plans and institutionalization of HESSE 
enhancement 

H6AS2: Develop and implement HESSE 
Enhancement Action Plans. 
H6AS3: Develop and implement HESSE Policy 
and Procedures. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to continually 
improve HES and HESSE 

H7AS1: Review the nature and extent of 
HESSEF and associated HESSE techniques, 
methods and technologies. 

6.2.7 

H7AS2: Review Habits of Highly Effective 
HESSE. 

 

The operationalization of the 7HoE HESSE is explained in detail in the respective sections stated 
in Table 6.3. 

 

6.2.1 Habit 1: Discover the benefits of HESSE and the consequences of 
HESSEF 

HESSE enhancement starts with discovering the benefits of HESSE and the consequences of 
HESSEF. The hotel stakeholders can hence experience a paradigm shift towards effective HESSE 
and embrace the HESSE enhancement paradigm. 

The definition, medical analogy and HFAS of Habit 1 are presented in Table 6.4. 

Table 6.4: Definition, Medical Analogy and HFAS of Habit 1 

HoE HESSE Definition of the habit 
Habit 

1 
Discover the benefits of HESSE and 
the consequences of HESSEF 

The hotel stakeholders should: 
 Assess current HESSE Performance; 
 Enquire about: 
o Positive ripple effect of HESSE; and  
o Negative outcomes of HESSEF; and 

 Decide whether to embrace the HESSE enhancement 
paradigm. 

Habit 1 Medical analogy 
CVD 

 Learn about the cardiovascular system and 
cardiovascular diseases CVDs. 

 Learn about cardiovascular benefits by 
adopting healthy behaviours and lifestyle. 

 Learn about the consequences of CVDs: 
o Cardiovascular diseases (CVDs) are the 

leading cause of death globally; and 
o An estimated 17.9 million people died from 

CVDs in 2019, representing 32% of all 
global deaths. Of these deaths, 85% were 
due to heart attack and stroke. 

 
 
 Most cardiovascular diseases can be 

prevented by addressing behavioural risk 
factors such as tobacco use, unhealthy diet 
and obesity, physical inactivity and harmful use 
of alcohol. 

 It is important to detect cardiovascular disease 
as early as possible so that management with 
counselling and medicines can begin.  

(WHO, 2021) 
 Surveys confirm that perceptions and 

awareness of the effect of CVDs are not in 
agreement with the severity and known 
consequences. 

HESSEF 
 Learn about HES, HESSE and HESSEF. 

 
 Learn about the benefits of HESSE by adopting 

healthy HESSE behaviours and lifestyle. 
 Learn about the consequences of HESSEFs: 
o Poor HES; 
o Poor hotel environmental responsibility and 

contribution; 
o Transgression of environmental legislations; 
o Ineffective HES adaptation and mitigation 

measures; 
o Ineffective climate change response; and 
o Closure of hotel. 

 HESSEF can be prevented by addressing 
organizational behavioural risk factors. 

 
 
 
 Early detection of HESSEF enables better 

management response. 
 
 
 Executives in organizations often deny the possibility 

of HESSEF. 
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 Lack of awareness impede effort to prevent 
and adopt positive lifestyles. 

 Patients often need a ‘Catalyst for Change’ - 
such as the death of a relative, angina or stroke 
before human behavioural and lifestyle change 
is initiated.                                      (Stimie, 2015) 

 Lack of awareness impedes effort to prevent HESSEF 
and adopt positive HESSE lifestyles. 

 Organizations often need a ‘Catalyst for Change’ - 
such as a natural environmental calamity before 
HESSE behavioural and lifestyle change is initiated. 

Habit 1 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H1AS1: 
Constitute 
HESSE CC. 

In an attempt to ensure stakeholder acceptance 
of the process, all possible stakeholders should 
be identified, consulted and represented in the 
HESSE CC. 

Figure 6.3: Typical HESSE CC 
Organization Structure 
Table F1.1: Typical HESSE CC 
Composition 

H1AS2: Assess 
current HESSE 
Performance. 

The hotel shareholders are encouraged to 
share their HESSE knowledge, observations 
and experience.  

The following basic HESSE terminologies are 
presented to the HESSE CC: 
 Definition of HES presented in Section 3.4; 
 Development of HESS, including the HES 

Scorecard, presented in Section 3.5; 
 Definition of HESSE presented in Section 

4.4; 
 Conditions for successful HESSE presented 

in Table 4.11 of Section 4.5; and 
 Possible HESSEF. 

HESSE Performance is assessed using:  
 The HESSE definition presented in Section 

4.4; and 
 The conditions for successful HESSE criteria 

defined in Table 4.11 of Section 4.5. 
The current HESSE performance is assessed 

and possible future HESSE performances are 
analyzed. 

The HESSE CC decides whether to embrace 
the HESSE enhancement paradigm. 

 
 
 
 
 
Section 3.4: Definition of HES 
Section 3.5: Development of 
HESS and associated HES 
Scorecard 
Section 4.4: Definition of HESSE 
Table 4.11: Conditions for 
successful HESSE  
 
 
 
Table 6.5: Typical Scorecard for 
high-level evaluation of current 
HESSE success 
 

H1AS3: 
Understand the 
7HoE HESSE. 

The 7HoE HESSE model is presented to the 
HESSE CC and its purpose is explained. 

Figure 6.2: The 7HoE HESSE 
Table 6.2: Definitions of the 7HoE 
HESSE 

 

A typical HESSE CC Organizational Structure is presented in Figure 6.3. 
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Figure 6.3: Typical HESSE CC Organizational Structure 

 

The artefacts for Habit 1 are presented in: 

 Table F1.1 in Appendix F1: Typical HESSE CC Composition; and 
 Table 6.5: Typical Scorecard for high-level evaluation of current HESSE performance. 

 

Table 6.5: Scorecard for high-level evaluation of current HESSE performance 

HESSE 
Categories 

Conditions for 
successful HESSE 

Assessment of current HESSE performance 
Pass 
/ Fail 

Quality of 
Direction 

Applicability of HESS. 

HESS was formulated five years ago and not yet updated. 
Senior management are taken up with projects and 
operational issues and not able to fully engage in HESSE. 
Management and non-management staff do not participate 
much in HESSE. 

Fail 

Quality of 
Learning 

Readiness and agility 
of Organizational 
Learning Systems 

HES KPI’s are defined but there is a poor HESSE 
organizational structure. 

Pass 

Communication 
Effectiveness (staff82 
and 
guests/customers). 

Poor HESSE communication between staff and 
guests/customers. 

Fail 

                                                
82 The hotel’s staff include the CEO/General Manager, senior management, middle management, lower management and non-
management staff. 

General 
Manager 

Hotel 
Manager

Sustainability 
Manager

Heads of 
Department

Team 
Leaders

Customers /

Guests

External 
Stakeholders

Dedicated 
Members

Ad hoc 
Members
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HESSE 
Categories 

Conditions for 
successful HESSE 

Assessment of current HESSE performance 
Pass 
/ Fail 

Quality of 
Action 

Effectiveness of 
Action taken by staff. 

New HES equipment recently installed but not yet fully 
optimized. Slight collaboration among internal and external 
HESSE stakeholders. 

Pass 

Effectiveness of 
Action taken by 
guests and 
customers. 

Poor participation of guests/customers in HESSE 
endeavours. 

Fail 

Overall  

Poor HESSE mainly due to the lack of commitment of Senior 
Management, staff and guests/customers. There are however 
some positive signs as the defined HES KPI’s and the recently 
installed new HES equipment. 

Fail 

 

6.2.2 Habit 2: Embrace HESSE enhancement paradigm 

Embracing a HESSE enhancement paradigm by the hotel stakeholders will pave the way for their 
engagement. The latter needs to agree on a HESSE SoD to define the HESSE vision of the hotel. 

The definition, medical analogy and HFAS of Habit 2 are presented in Table 6.6. 

Table 6.6: Definition, Medical Analogy and HFAS of Habit 2 

HoE HESSE Definition of the habit 
Habit 2 Embrace HESSE enhancement 

paradigm 
The hotel stakeholders should collectively formulate 
and agree on: 
 HESSE SoD; and 
 HESSE enhancement Calendar and Communication. 

Habit 2 Medical analogy 
CVD 

 Individual paradigm influences human actions. 
 Decision to adopt an improved lifestyle 

preceeds enhancement. 
 

 Human lifestyle enhancement can reduce 
vulnerability and improve health conditions. 

HESSEF 
 Organizational paradigm influences organizational 

actions; 
 Organizational decision to collectively adopt an 

improved way of collaborating preceeds 
enhancement. 

 Organizational lifestyle enhancement can prevent 
HESSEF and improve HESSE. 

Habit 2 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H2AS1: Formulate 
HESSE SoD. 

The HESSE SoD provides the HESSE 
vision. Its formulation is a highly iterative 
process and involves the facilitation of a 
number of workshops. 

Table 6.7: Typical HESSE SoD 

H2AS2: Agree on HESSE 
enhancement Calendar 
and Communication. 

Planned dates for each HFAS should 
initially be included in the HESSE 
enhancement Calender. Realized dates 
are added after the action steps. 

The HESSE CC should develop a 
communication and feedback strategy 
to ensure continual stakeholder 
awareness and involvement. 

Table F2.1: Typical HESSE 
enhancement Calendar 
 
 
 
Table F2.2: Typical HESSE 
CSFs Communications Sheet 

 

The artefacts for Habit 2 are presented in: 

 Table 6.7: Typical HESSE SoD; 
 Table F2.1 in Appendix F2: Typical HESSE enhancement Calendar; and 
 Table F2.2 in Appendix F2: Typical HESSE CSFs Communications Sheet. 
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Table 6.7: Typical HESSE SoD 

“Hotel XYZ would like to execute HESSE more effectively and in order to enhance HESSE, 
the hotel stakeholders are embarking on the 7HoE HESSE formation process. The HESSE 
CC will ensure that the habit formation process is carried out with the participation of all 
stakeholders.” 

 

6.2.3 Habit 3: Improve trust among the hotel stakeholders for genuine HESSE 
dialogue and collaboration 

Trust undergirds83 and affects the quality of relationship and influences the quality of the present 
moment as well as the trajectory and outcome of future moments (Covey, 2006). HESSE 
organizational trust undergirds and affects the relationships among the internal and external hotel 
stakeholders and influences the present and future HESSE quality of direction, quality of learning 
and quality of action. The following typical HESSE Trust Factors (HESSE TF) are hereby identified: 

 HESSE attitude of management and non-management staff; 
 HESSE attitude of guests/customers; 
 Motivation of staff; 
 Relations between management and staff; and 
 Relations between internal and external hotel stakeholders. 

The HESSE TF must be contextualized to the hotel by the HESSE CC. Prior to Habit 4, the HESSE 
TF must be assessed and improved to favour genuine discussion and analysis of the HESSE 
CSFs. This will pave the way for genuine effective HESSE enhancement. 

The definition, medical analogy and HFAS of Habit 3 are presented in Table 6.8. 

Table 6.8: Definition, Medical Analogy and HFAS of Habit 3 

HoE HESSE Definition of the habit 
Habit 

3 
Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

The hotel stakeholders should improve: 
 Quality of their relationship for genuine dialogue on 

HESSE CSFs and HESSEF; and 
 Organizational trust for effective collaboration for 

HESSE enhancement. 
Habit 3 Medical analogy 

CVD 
Does the patient have trust in: 
 Himself; 
 His cardiologist and medical team; 

 
 

 The Screening methodology to identify the 
causes of CVD and their interactions; 

 
 CVD preventive and curative techniques, 

methods and technologies; 
 The medical treatment prescribed to him; 
 His ability to recover from CVD; and 
 His ability to adopt a healthy cardio-vascular 

lifestyle. 

HESSEF 
Do the hotel stakeholders have trust in: 
 Themselves; 
 Their HESSE facilitators and organizational 

enhancement team; 
 The Introspection methodology to identify the deadly 

causes of HESSEF and their interactions; 
 HESSEF preventive and curative techniques, methods 

and technologies; 
 The Enhancement Action Plans; 
 Their ability to overcome HESSEF; and 
 Their ability to adopt the HoE HESSE. 

Habit 3 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H3AS1: Contextualize 
HESSE TF. 

The HESSE TF is contextualized to the 
hotel by the HESSE CC. 

Table 6.9: Typical HESSE TF 

                                                
83 Undergird means to provide support or a firm basis for. 
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H3AS2: Assess and 
improve HESSE TF. 

Trust concerns for each HESSE TF are 
identified, addressed and improved 
through interviews and/or focus groups. 

Table 6.9: Improvement of typical 
HESSE TF 

 

The artefact for Habit 3 is presented in: 

 Table 6.9: Improvement of typical HESSE TF; 

Table 6.9: Improvement of typical HESSE TF 

Typical HESSE TF Trust concerns Action Plan Improvement 
HESSE attitude of 
management and 
non-management 
staff 

Management and non-
management staff not 
environmental and 
HESSE conscious 

HESSE awareness 
campaign for management 
and non-management staff 

Management and non-
management staff more 
environmental and HESSE 
conscious 

HESSE attitude of 
guests/customers 

Guests/customers not 
environmental and 
HESSE conscious 

HESSE awareness 
campaign for 
guests/customers 

Guests/customers more 
environmental and HESSE 
conscious 

Motivation of staff Staff not satisfied with 
remunerations and 
conditions of work. 

Dialogue between 
management and staff on 
remunerations and 
conditions of work followed 
by possible review. 

Staff aware of the hotel 
economic context. 
Staff relatively satisfied 
with remunerations and 
conditions of work.  

Relations between 
management and 
staff 

Major conflicts between 
management and staff 

Meeting between 
management and staff to 
solve conflicts 

No major conflicts between 
management and staff. 

Relations between 
internal and external 
hotel stakeholders 

Lack of dialogue between 
internal and external 
hotel stakeholders 

Collaborative workshop 
between internal and 
external hotel stakeholders 

Improved dialogue 
between internal and 
external hotel stakeholders 

 

6.2.4 Habit 4: Introspection by assessing the HESSE CSFs to diagnose 
possible HESSEF 

Introspection aims to assess HESSE CSFs and diagnose HESSEF. Root cause analysis of the 
HESSEF must be performed by the assessment of the relative impact of the deadly causes of 
HESSEF as well as the relative influence of the interactions among these causes of HESSEF. As 
in the case with the preparation of a patient treatment plan, the preparation, analysis and 
acceptance of the Introspection and Diagnosis Report File will empower decision makers to make 
informed decisions during Habit 6 when they prepare the HESSE Enhancement Action Plans to 
address risk areas pro-actively. 

The definition, medical analogy and HFAS of Habit 4 are presented in Table 6.10. 

Table 6.10: Definition, Medical Analogy and HFAS of Habit 4 

HoE HESSE Definition of the habit 
Habit 

4 
Introspection by assessing the 
HESSE CSFs to diagnose possible 
HESSEF 

The hotel stakeholders should: 
 Assess the Impacts and Interactions of HESSE CSFs; 

and 
 Diagnose possible HESSEF. 

Habit 4 Medical analogy 
CVD 

Screening for CVD has three pre-requisites: 
 Thorough understanding of the factors and 

interactions that cause illness. In the case of 
CVD, medical practitioners refer to the “deadly 
sextet" when discussing the causal factors. 

 A methodology that can be used to screen 
these factors and any interrelationships; and 

 A generally accepted way of reporting on the 
prevalence of these factors and their 
interrelationships to ensure that all 

HESSEF 
Introspection for HESSEF has three pre-requisites: 
 Thorough understanding of the factors and interactions 

that cause HESSEF. In this study, ten HESSE CSFs 
and associated deadly causes of HESSEF were 
identified; 
 

 Instruments that can be used to introspect the HESSE 
CSFs Impacts and Interactions as well as the HESSEF 
systemic consequences; and 
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stakeholders understand and interpret the 
report in the same way. 

The Screening and Diagnosis Report File will 
empower doctors to make informed decisions 
during the preparation of a patient treatment 
plan. 

(Stimie, 2015) 

 A reporting mechanism that HES practitioners could 
use to interpret the introspection results and diagnosis 
of HESSEF. 
 
 

The Introspection and Diagnosis Report File will 
empower hotel decision-makers to make informed 
decisions when executing Habit 6 and preparing the 
HESSE Enhancement Action Plans to address risk 
areas pro-actively. 

Habit 4 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H4AS1: Assess the Impact 
of HESSE CSFs. 

The HESSE CC:  
Contextualizes the HESSE CSFs 

Impact screening scorecard by 
choosing HESSE CSFs, adjusting 
factor weights (FW) and deciding on 
the HESSE CSFs Impact evaluation 
methodology. The deadly causes of 
HESSEF are also conceptualized; 

Calculates the HESSE CSFs Impact 
scores following quantitative and 
qualitative performance analysis of the 
impact of the HESSE CSFs; 

Inserts these scores in the HESSE 
CSFs Impact Report; and  

Interprets the HESSE CSFs Impact 
scores. 

Table F3.1: HESSE CSFs Impact 
generic scorecard 
Section 4.5: HESSE CSFs 
Section 4.5: The ten deadly 
causes of HESSEF 
Table F3.2: Examples of HESSE 
CSFs Impact screening questions 
Table F3.3: Completed HESSE 
CSFs Impact Results sample 
Report 
Table 6.13: HESSE CSFs Impact 
Report: Generic Interpretation 
Guideline  
Table 6.12: Completed HESSE 
CSFs Impact sample Report 

H4AS2: Assess the 
Systemic Interactions 
among the HESSE CSFs. 

The HESSE CC: 
Conceptualizes the Interaction among 

the deadly causes of HESSEF; 
Decides on the HESSE CSFs 

Interactions evaluation methodology; 
Evaluates the HESSE CSFs 

Interactions Scores (IS) following 
quantitative and qualitative analysis of 
the interactions among the HESSE 
CSFs; 

Inserts these scores in the HESSE 
CSFs Interactions Report; 

Interpretes the HESSE CSFs IS; 
Prepares the ST Interaction map of the 

HESSE CSFs, as presented in Section 
5.3, with: 
 Colour coding to analyze the mutual 

influence of HESSE CSFs and the 
causes of HESSEF; and  

 Different sizes of the arrows to 
represent the relative strength of 
the relationship among the HESSE 
CSFs and the deadly causes of 
HESSEF.  

Performs senario analysis;  
Observes and interpretes the scenario 

systemically; and 
Inserts the scenario analysis as well as 

scenario observation and 
interpretation in the HESSE ST 
Analysis Report. 

Table 6.14: Typical Completed 
HESSE CSFs Interactions 
sample Report  
Section 5.3: Interaction among 
the ten deadly causes of 
HESSEF 
Figure 6.4: ST Interaction map of 
the HESSE CSFs; 
Table 6.11: Typical Completed 
HESSE ST analysis sample 
Report 

H4AS3: Diagnose 
possible HESSEF. 

The HESSE CC compiles the 
Introspection and Diagnosis Report File. 
This file together with the HESSE 
Benchmark Report File of Habit 5 is 
needed to develop the HESSE 
Enhancement Action Plans during Habit 
6. 

The HESSE Introspection and 
Diagnosis Report File is 
composed of: 
 Table 6.11: Completed HESSE 

ST Analysis Report; 
 Figure 6.4: ST Interaction map 

of the HESSE CSFs; 
 Table 6.12: Completed HESSE 

CSFs Impact Report; 
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 Table 6.13: HESSE CSFs 
Impact Report: Generic 
Interpretation Guideline; and 

 Table 6.14: Completed HESSE 
CSFs Interactions Report. 

 

The artefacts for Habit 4 are presented in detail in Apendix F3 and the documents of the HESSE 
Introspection and Diagnosis Report File is hereby presented in: 

 Table 6.11: Completed HESSE ST Analysis Report; 
 Figure 6.4: ST Interaction map of the HESSE CSFs; 
 Table 6.12: Completed HESSE CSFs Impact Report; 
 Table 6.13: HESSE CSFs Impact Report: Generic Interpretation Guideline; and 
 Table 6.14: Completed HESSE CSFs Interactions Report. 

Table 6.11: Completed HESSE Systems Thinking Analysis sample Report 

Scenario Analysis Systemic Observation and Interpretation 
The lack of engagement and effectiveness of Senior 
Management in HESS formulation and execution (red) 
will have the following effects: 

 Poor quality of direction with poor participation 
and commitment of management and non-
management staff (orange) leading to unclear 
HESS formulation and conflicting priorities (pink); 

 Poor quality of learning with slow learning and 
non-agile HESSE organization (blue), poor 
HESSE dialogue among staff (blue) as well as 
poor HESSE dialogue between staff and 
guests/customers (blue); and 

 Poor quality of action with inadequate HESSE 
leadership and empowerment of staff (brown), 
poor collaboration among internal and external 
HESSE stakeholders (brown), poor HESSE 
technical capacity-building of staff (brown) and 
poor HESSE attitude and participation of 
guests/customers (brown). 

The deadly causes of HESSEF leading to poor quality 
of direction, poor quality of learning and poor quality of 
action will in turn influence (green) the engagement 
and effectiveness of Senior Management in HESS 
formulation and execution and hence lead to vicious 
cycles of poor HESSE. 

The lack of engagement and effectiveness of Senior 
Management in HESS formulation and execution 
leads to vicious reinforcement cycles of poor HESSE. 

Reproduced from Table F3.7 in Appendix F3 
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Figure 6.4: ST Interaction map of the HESSE CSFs - Lack of engagement and 
effectiveness of Senior Management in HESS formulation and execution vicious 

reinforcement cycles of poor HESSE 
Reproduced from Figure F3.1 in Appendix F3 

 

Learning and Agile 
HESSE organization 

(33%) 

Participation and 
Commitment of management 
and non-management staff 
in HESS Formulation and 

Execution (40%) 

Engagement and 
Effectiveness of Senior 
Management in HESS 

Formulation and Execution 
(27%) 

HESS Formulation and 
Non-Conflicting 
Priorities (33%) 

HESSE Dialogue          
among staff  

(40%) 

Collaboration and 
Coordination among internal 

and external HESSE 
stakeholders (40%) 

HESSE Leadership Skills 
and Empowerment of staff  

(33%) 

Quality of Direction 

Quality of Learning 

Quality of Action 

HESSE Technical 
Capacity Building of 

staff (33%) 

HESSE Dialogue 
between staff and 
guests/customers 

(40%) 

HESSE Attitude and 
Participation of 

guests/customers (35%) 
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Table 6.12: Completed HESSE CSFs Impact sample Report 

HESSE CSFs 

Factor 
Weight 

%  
 

(FW%) 

Total 
Factor 
Score 

% 
(TFS%) 

Interpretation 

Quality of Direction 
Clear HESS Formulation and 
Non-Conflicting Priorities 

 
15% 

 
33% 

HESS was formulated five years ago and not yet updated. 
The HESS statement is outdated and unclear. Priorities 
have also not been updated.  

Engagement and Effectiveness 
of Senior Management in HESS 
Formulation and Execution 

10% 27% The CEO and Senior Management are taken up by hotel 
expansion projects and urgent operational issues. They 
unfortunately do not dedicate much time to HESSE. There 
is also no clearly accountable HESSE Champions. 

Participation and Commitment of 
management and non-
management staff in HESS 
Formulation and Execution 

10% 40% Management and non-management staff feel concern with 
HESSE. However, they are mostly involved in solving 
operational crisis and thus cannot participate much in 
HESSE. 

Quality of Learning 
Learning and Agile organization 

 
15% 

 
33% 

HES KPI’s are defined but not regularly updated. There are 
however no HESSE Champions and the staff are also not 
given clear HESSE responsibilities, tasks and duties. 

Dialogue among staff 10% 40% There is poor HESSE dialogue among CEO, Senior 
Management and the other staff. HESSE meetings are held 
between management and non-management staff every 6 
months but there is little follow-up and hence very little 
HESSE achievements. 

Dialogue between staff and 
guests/customers 

7.5% 40% There is poor HESSE dialogue between the hotel staff and 
guests/customers (potential and actual). The limited HES 
and HESSE goals are published on hotel notice boards, 
room pamphlets and website but the staff rarely engage in 
genuine dialogue with the guests/customers to encourage 
the latter to participate in HESSE endeavours. 

Quality of Action 
Adequate HESSE Leadership 
Skills and Empowerment of staff 

 
10% 

 
33% 

The staff have not benefitted from any HESSE leadership 
training since the last two years. There are however some 
individuals who have taken some HESSE intitatives on their 
own and have encouraged their teammates to participate. 

HESSE Technical Capacity 
Building of staff 

7.5% 33% New HES equipments have been installed over the last two 
years. However, the staff have not benefited from full 
training for properly operating and maintaining these 
equipments. The guests/customers are also not sufficiently 
aware how they can contribute to the HESSE endeavours. 

Collaboration and Coordination 
among internal and external 
HESSE stakeholders 

7.5% 40% Little HESSE collaboration and coordination prevails 
among the departments. Conflictual relationships prevent 
such collaboration and coordination except in cases where 
individuals are respected by their pairs. 

HESSE Attitude and Participation 
of guests/customers 

7.5% 33% Some guests/customers are environmental friendly and 
participate in the related activities. However, most of them 
just want to make the most of their stay and do not bother 
about the environmental issues. 

Total 100% 35% Poor HESSE with low engagement and effectiveness of 
Senior Management. There are individual HESSE 
initiatives but no collective and synergetic HESSE actions 
and outcomes. 

Reproduced from Table F3.5 in Appendix F3 

Table 6.13: HESSE CSFs Impact Report: Generic Interpretation Guideline 

TFS % range Interpretation guideline 
0% - 50% Immediate action is required irrespective of the relative importance of the CSFs. 
51% - 60% Immediate action is required if the CSF weights more than 15%. If the CSF weights less 

than 15%, the CSF should however still be closely monitored and evaluated at least every 
three months. 

60% - 75% No immediate action is required except if this is the lowest scoring CSF, and the 
organization has available resources. The CSF should however be closely monitored and 
evaluated at least every six to twelve months. 

75% - 85% No immediate action is required. Should be evaluated on an annual basis. 
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TFS % range Interpretation guideline 
85% plus No immediate action is required, and an indication of a very healthy state of affairs. Should 

be used as a benchmark and the conditions contributing to the score should be evaluated, 
to ensure repeatability. 

Reproduced from Table F3.4 in Appendix F3 

Table 6.14: Completed HESSE CSFs Interactions sample Report 

Interactions among the HESSE 
categories 

IS IS % Interpretation 

A B A→B B→A A→B B→A  
Quality of 
Direction 
Engagement and 
Effectiveness of 
Senior 
Management in 
HESS Formulation 
and Execution 

 
 
Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

5 1 90% 20% 

 
 
The lack of engagement and 
ineffectiveness of Senior 
Management highly influence 
the non-participation and non-
commitment of management 
and non-management staff. 

Engagement and 
Effectiveness of 
Senior 
Management in 
HESS Formulation 
and Execution 

HESS Formulation 
and Non-
Conflicting 
Priorities 

5 1 90% 20% 

Unclear HESS formulation and 
conflicting priorities are highly 
due to the lack of engagement 
and ineflfectiveness of Senior 
Management. 

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

HESS Formulation 
and Non-
Conflicting 
Priorities 

3 1 60% 20% 

Management and non-
management staff are not 
committed and not encouraged 
to fully participate in HESS 
formulation and setting non-
conflicting priorities. 

Quality of 
Learning 
Learning and Agile 
HESSE 
organization 

 
 
HESSE Dialogue 
among staff 

2 2 40% 40% 

The absence of HESSE 
Champions and the fact that 
staff do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue among 
staff. 

Learning and Agile 
HESSE 
organization 

HESSE Dialogue 
between staff and 
guests/customers 

2 2 40% 40% 

The absence of HESSE 
Champions and the fact that 
staff do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue between 
staff and guests/customers. 

HESSE Dialogue 
among staff 

HESSE Dialogue 
between staff and 
guests/customers 

1 1 20% 20% 

Lack of HESSE leadership skills 
and empowerment of staff 
paired to the fact that the latter 
do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue between 
staff and guests/customers. 

Quality of Action 
HESSE Leadership 
Skills and 
Empowerment of 
staff 

 
 
Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

3 3 60% 60% 

Lack of HESSE leadership skills 
and empowerment of staff limit 
the collaboration and 
coordination among internal and 
external HESSE stakeholders. 

HESSE Leadership 
Skills and 
Empowerment of 
staff 

HESSE Technical 
Capacity-Building 
of staff 

2 2 40% 40% 

Lack of HESSE leadership skills 
and empowerment of staff 
influence the fact that the staff 
have not benefited from full 
training for properly operating 
and maintaining recently 
acquired HES equipments. 
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Interactions among the HESSE 
categories 

IS IS % Interpretation 

A B A→B B→A A→B B→A  
HESSE Leadership 
Skills and 
Empowerment of 
staff 

HESSE Attitude 
and Participation of 
guests/customers 

2 2 40% 40% 

Lack of HESSE leadership skills 
and empowerment of staff 
influence the fact that 
guests/customers are not 
sufficiently aware how they can 
contribute to the HESSE 
endeavours. 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

HESSE Technical 
Capacity-Building 
of staff 

2 2 40% 40% 

Lack of collaboration and 
coordination among internal and 
external HESSE stakeholders 
influence the fact that the staff 
have not benefited from full 
training for properly operating 
and maintaining recently 
acquired HES equipments. 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

HESSE Attitude 
and Participation of 
guests/customers 

2 2 40% 40% 

Lack of collaboration and 
coordination among internal and 
external HESSE stakeholders 
influence the fact that 
guests/customers are also not 
sufficiently aware how they can 
contribute to the HESSE 
endeavours. 

HESSE Attitude 
and Participation of 
guests/customers 

HESSE Technical 
Capacity Building 
of staff 

1 1 20% 20% 

Staff who are not fully trained 
for properly operating and 
maintaining recently acquired 
HES equipments, and are not 
able to inform the 
guests/customers how to 
properly use these equipments. 

Interactions between the HESSE 
categories 

 
   

 

Quality of Direction  
Engagement and 
Effectiveness of 
Senior 
Management in 
HESS Formulation 
and Execution 

Quality of Action 
 
HESSE Leadership 
Skills and 
Empowerment of 
staff 

5 1 90% 20% 

The lack of engagement and 
ineffectiveness of Senior 
Management highly influence 
the fact that the staff have not 
benefitted from any HESSE 
leadership training since the last 
two years. This also influences 
the fact that the staff are not 
sufficiently HESSE empowered. 

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

3 1 60% 20% 

HESSE non-participation and 
non-commitment of 
management and non-
management staff limit the 
collaboration and coordination 
among internal and external 
HESSE stakeholders. 

Quality of Direction Quality of Learning 
4 4 80% 80% 

Quality of Direction highly 
influence Quality of Learning 
and vice versa. 

Quality of Learning Quality of Action 
4 4 80% 80% 

Quality of Learning highly 
influence Quality of Action and 
vice versa. 

Reproduced from Table F3.6 in Appendix F3 

 

6.2.5 Habit 5: Internal and external benchmark of the actual and best HESSE 
performances to identify poor HESSE performance for enhancement 

Benchmarking, the comparison between actual and best performances, enables the identification 
of poor performance areas which could be enhanced. During a CVD medical investigation, the 
results of the CVD Screening and Diagnosis report is compared to the patients’ previous good 
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cardiovascular performance and the performance of other healthy persons to identify any poor 
functioning of the cardiovascular organs and/or system. Likewise, the results of HESSE 
Introspection and Diagnosis Report File should be compared to the previous best HESSE 
performance of the hotel being studied as well as the performance of other highly effective HESSE 
hotels. Any poor HESSE performance can be identified for enhancement. 

The definition, medical analogy and HFAS of Habit 5 are presented in Table 6.15. 

Table 6.15: Definition, Medical Analogy and HFAS of Habit 5 

HoE HESSE Definition of the habit 
Habit 

5 
Internal and external benchmark of 
the actual HESSE performance with 
the best performances to confirm 
possible HESSEF 

The hotel stakeholders should carry out:  
 Internal benchmarking with the best internal HESSE 

performance;  
 External benchmarking with highly effective HESSE 

hotels; and 
 Confirm possible HESSEF. 

Habit 5 Medical analogy 
CVD 

 Prior to the prescription of a medical treatment, 
the results of the CVD Screening and 
Diagnosis report is compared to required good 
cardiovascular performance to identify poor 
functioning of the patient’s organs and/or 
system to confirm the prevalence of possible 
causes of illness. 

HESSEF 
 Prior to the preparation of a HESSE Enhancement 

Action Plans, the results of HESSE Introspection and 
Diagnosis Report File is compared to the previous best 
HESSE performance of the hotel being analyzed as 
well as the performance of other highly effective 
HESSE hotels to confirm possible HESSEF. 

Habit 5 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H5AS1: Internal 
benchmarking with the 
best internal HESSE 
performance and External 
benchmarking with highly 
effective HESSE hotels. 

The results of HESSE Introspection and 
Diagnosis Report File is prepared and 
compared to the best internal HESSE 
performance and with HESSE 
performance of highly effective HESSE 
hotels. 

The HESSE Introspection and 
Diagnosis Report File is mainly 
composed of: 
Table 6.16: Typical HESSE CSFs 
Impact Benchmark sample 
Report 
Table 6.17: Typical HESSE CSFs 
Benchmark Report; and 
Table 6.18: Typical HES 
Benchmark Report 

H5AS2: Confirm possible 
HESSEF. 

The HESSE CC identifies any poor 
HESSE performance and confirms 
possible HESSEF. 

 

 

The artefacts for Habit 5 are presented in: 

 Table 6.16: Typical HESSE CSFs Impact Benchmark sample Report 
 Table 6.17: Typical HESSE Stakeholders Level of Engagement Benchmark Report; and 
 Table 6.18: Typical HES Benchmark Report. 
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Table 6.16: Typical HESSE CSFs Impact Benchmark sample Report 

HESSE CSFs FW% 

TFS% 

Observations 
Recommended 
Improvement 

A
c

tu
a

l 

B
e

n
c

h
m

a
rk

 

In
te

rn
a

l 

E
x

te
rn

a
l 

Quality of Direction 
Clear HESS Formulation and 
Non-Conflicting Priorities 

 
15% 

 
33% 

    

Engagement and 
Effectiveness of Senior 
Management in HESS 
Formulation and Execution 

10% 27%     

Participation and 
Commitment of management 
and non-management staff 
in HESS Formulation and 
Execution 

10% 40%     

Quality of Learning 
Learning and Agile 
organization 

 
15% 

 
33% 

    

Dialogue among staff 10% 40%     
Dialogue between staff and 
guests/customers 

7.5% 40%     

Quality of Action 
Adequate HESSE 
Leadership Skills and 
Empowerment of staff 

 
 

10% 

 
 

33% 

    

HESSE Technical Capacity 
Building of staff 

7.5% 33%     

Collaboration and 
Coordination among internal 
and external HESSE 
stakeholders 

7.5% 40%     

HESSE Attitude and 
Participation of 
guests/customers 

7.5% 33%     

Total 100% 35%     

For the HESSE Stakeholders Level of Engagement Benchmark Report, the measurement for the 
level of engagement for each HESSE CSFs is done using a five-level Likert scale84 with the 
following format: 

1. Weakest level (0%-20%); 
2. Weak level (20%-40%); 
3. Moderate level (40% - 60%); 
4. Strong level (60% - 80%); and 
5. Strongest level (80% - 100%). 

                                                
84 A Likert scale is the sum of responses on several Likert Item (LI). A LI is simply a statement that the respondent is asked to evaluate 
by giving it a quantitative value on any kind of subjective or objective dimension, with level of agreement/disagreement being the 
dimension which is most commonly used (Burns and Bush, 2008). The format of a typical five-level LI, for example, could be: 

1. Strongly disagree; 
2. Disagree; 
3. Neither agree nor disagree; 
4. Agree; and 
5. Strongly agree. 
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Table 6.17: Typical HESSE Stakeholders Level of Engagement Benchmark Report 

HESSE CSFs 

Stakeholders  

HESSE  
Stakeholders 

Level of 
Engagement 

Observations 
Recommended 
Improvement 

S
e

n
io

r 
M

a
n

a
g

em
e

n
t 

M
a

n
a

g
e

m
en

t 
s

ta
ff

 

N
o

n
-m

a
n

a
g

e
m

en
t 

s
ta

ff
 

C
u

s
to

m
e

rs
/C

lie
n

ts
 

A
c

tu
a

l 

B
e

n
c

h
m

a
rk

 

In
te

rn
a

l 

E
x

te
rn

a
l 

Quality of 
Direction 
Clear HESS 
Formulation and 
Non-Conflicting 
Priorities 

         

Engagement and 
Effectiveness of 
Senior Management 
in HESS 
Formulation and 
Execution 

         

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

         

Quality of 
Learning 
Learning and Agile 
organization 

         

Dialogue among 
staff 

         

Dialogue between 
staff and 
guests/customers 

         

Quality of Action 
Adequate HESSE 
Leadership Skills 
and Empowerment 
of staff 

         

HESSE Technical 
Capacity Building of 
staff 

         

Collaboration and 
Coordination among 
internal and 
external HESSE 
stakeholders 

         

HESSE Attitude and 
Participation of 
guests/customers 
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Table 6.18: Typical HES Benchmark Report 

HES KPA’s Description HES KPI’s 

A
c

tu
a

l 

B
e

n
c

h
m

a
rk

 

Units 

In
te

rn
a

l 

E
x

te
rn

a
l 

CO2 
emissions 

This refers to the 
mass of CO2 
emitted per guest 
staying overnight 
in the hotel. 

Electricity consumption    

kg 
per 
guest 
night 

Boiler fuel combustion    
Kitchen fuel combustion    
Air conditioning and refrigeration 
greenhouse gas (GHG) emission 

   

Sewage greenhouse gas (GHG) 
emission 

   

Transport emission    
Paper consumption    

Cold water 
consumption 

This refers to the 
volume of cold 
water used per 
guest staying 
overnight in the 
hotel. 

Room cold water consumption    
m3 
per 
guest 
night 

Kitchen cold water consumption    
Swimming pool cold water 
consumption 

   

Cleaning cold water consumption    
Fire fighting cold water consumption    

Hot water 
consumption 

This refers to the 
volume of hot 
water used per 
guest staying 
overnight in the 
hotel. 

Room hot water consumption    
m3 
per 
guest 
night 

Kitchen hot water consumption    
Swimming pool hot water 
consumption 

   

Cleaning hot water consumption    

Waste 
generation 

This refers to the 
mass or volume 
of waste 
generated per 
guest staying 
overnight in the 
hotel. 

Food waste    kg 
per 
guest 
night 

Plastic waste    
Paper waste    
Electronic waste    
Room wastewater    m3 

per 
guest 
night 

Kitchen wastewater    
Laundry wastewater    

 

6.2.6 Habit 6: Enhance HESSE effectiveness through implementation of 
collectively formulated principles, developed action plans and 
institutionalization of HESSE enhancement 

Principles for Effective HESSE (PfE HESSE) should be collectively formulated to define the 
HESSE mission of the hotel. Action planning should then be developed to favour consensus and 
commitment to address priority areas identified in Habit 4 and Habit 5. 

Commitment depends on the readiness and willingness to change as presented in Figure 6.5. An 
assessment of the organizational readiness and willingness to change is hence needed and any 
potential conflicts should be discussed to find agreement on the way forward. 

Enhancement in HESSE should be institutionalized within the hotel through the adoption of 
HESSE policies and procedures. Any relapse85 in HESSE should be detected early through 
regular monitoring and control, and remedial actions taken promptly to maintain the long-term 
enhanced HESSE effectiveness. 

                                                
85 A relapse in HESSE occurs when the hotel stakeholders fall back into old pattern of poor HESSE behaviour. 
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Figure 6.5: Change readiness curve 

Reproduced from Stanford (2007) 

The definition, medical analogy and HFAS of Habit 6 are presented in Table 6.19. 

Table 6.19: Definition, Medical Analogy and HFAS of Habit 6 

HoE HESSE Definition of the habit 
Habit 

6 
Enhance HESSE effectiveness 
through implementation of collectively 
formulated principles, developed 
action plans and institutionalization of 
HESSE enhancement 

The hotel stakeholders should find consensus, 
commitment and empowerment within and across 
departments to collectively:  
 Formulate PfE HESSE; 
 Develop, prioritize and implement HESSE 

Enhancement Action Plans; and 
 Institutionalize HESSE enhancement. 

Habit 6 Medical analogy 
CVD 

 If CVD has been diagnosed, the patient needs 
to be prepared for change and a patient 
treatment plan must be developed. The 
following factors should be considered during 
the development of the plan: 

 
o The patient’s readiness to change; 
o The patient’s demographic characteristics; 

 
o The complexity of the treatment protocol; 
o The quality of the doctor/patient 

relationship;  
o The willingness of the patient to participate 

in the treatment plan; and 
o The communication of the plan. 

(Stimie, 2015) 
 

 In order to ensure that the patient benefits from 
good health conditions during his lifetime, the 
following long-term measures are needed: 

 
o Health discipline including regular physical 

and mental activities; 

HESSEF 
 If HESSEF has been diagnosed, the hotel 

stakeholders need to be prepared for change through 
the formulation of a PfE HESSE and an organizational 
action plan must be developed. The following factors 
should be considered during the development of the 
HESSE CSFs Enhancement Action Plans: 
o The organization’s readiness to change; 
o Stakeholders’ characteristics and demographic 

profile; 
o The complexity of the proposed Action Plans; 
o The quality of management staff, non-management 

staff, and guest/customer relationships;  
o The willingness of guest/customer to participate in 

the HESSE enhancement; and 
o The effectiveness of existing communication 

methodologies. 
 
 In order to ensure that the hotel benefits from good 

HESSE practice and standards during its lifetime, the 
following long-term measures are needed: 

 
o HESSE organizational discipline; 
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o Regular medical test, monitoring and 
control; and 

o Regular medical treatment and follow up. 

 
o Regular HESSE and HES monitoring and control; 

and 
o Regular HESSE interventions and follow-up. 

Habit 6 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H6AS1: Formulate PfE 
HESSE. 

The HESSE CC formulates the PfE 
HESSE which is a highly iterative 
process and involves the facilitation of a 
number of workshops during which the 
principles for engaging and changing the 
causes of HESSEF are analyzed. 

Table 6.20: Typical PfE HESSE 
Section 4.5: HESSE CSFs 
Section 4.5: The ten deadly causes 
of HESSEF 
Section 5.3: ST Interaction map of 
the ten deadly causes of HESSEF 

H6AS2: Develop and 
implement HESSE 
Enhancement Action 
Plans. 

The development of action plans and 
preparation of interventions to address 
priority areas identified during Habit 4 
and Habit 5 is a highly iterative process 
and should involve a wide range of 
stakeholders. Implementation requires 
strategy consensus, understanding and 
commitment from all stakeholders. 

Table 6.21: HESSE CSFs Action 
Plan and Follow-up Sample Report 

H6AS3: Develop and 
implement HESSE 
Policy and Procedures. 

Long-term HESSE policy and 
procedures are developed based on 
analysis and inferrence from the 
implementation of the HESSE Action 
Plans. The procedures include regular 
monitoring and control. 

Table F4.1: HESSE CSFs 
Monitoring and Control Report; and 
Table F4.2: HES Monitoring and 
Control Report 

 

The artefacts for Habit 6 (Enhance HESSE) are presented in: 

 Table 6.20: Typical PfE HESSE; 
 Table 6.21: HESSE CSFs Action Plan and Follow-up Sample Report; 
 Table F4.1 in Appendix F4: Typical HESSE CSFs Monitoring and Control Report; and 
 Table F4.2 in Appendix F4: Typical HES Monitoring and Control Report prepared using the 

generic HES Scorecard presented in Section 3.5. 
 
In the preparation of the typical PfE HESSE presented in Table 6.20, the following were 
considered: 

 Beer and Eisenstat (2000) Principles for Effective Management presented in Table 4.7 of 
Section 4.2.5; 

 HESSE definition presented in Section 4.4; 
 The ten deadly causes of HESSEF presented in Table 4.12 of Section 4.5; 
 HESSE Introspection and Diagnosis Report File presented in Section 6.2.4; and 
 Internal and external HESSE benchmarking presented in Section 6.2.5. 

Table 6.20: Typical PfE HESSE 

HESSE 
Categories 

HESSEF Causes Principles for Engaging and Changing the HESSEF 
Causes 

Quality of 
Direction 

Unclear HESS Formulation 
and Conflicting Priorities 

The CEO/General Manager, Senior Management, 
management and non-management staff, together with 
representatives of guests/customers develop a HESS as 
presented in Section 3.5. A HESS statement agreed by all 
hotel stakeholders is prepared. The HES scorecard, 
presented in Table 3.16 of Section 3.5, can be used to set 
HESSE targets. Clear HESSE priorities agreed by the hotel 
stakeholders are also decided collectively. 

Poor Engagement and 
Ineffectiveness of Senior 
Management in HESS 
Formulation and Execution 

With the top team and lower levels, the CEO/General 
Manager creates a partnership built around the development 
of a compelling HESSE direction, the creation of an enabling 
HESSE organizational context and the HESSE delegation of 
authority to clearly accountable HESSE Champions 
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HESSE 
Categories 

HESSEF Causes Principles for Engaging and Changing the HESSEF 
Causes 

(individuals and teams). The top team, as a group, is also 
involved in all steps in the HESSE change process so that 
its effectiveness is tested and developed. 

Poor Participation and 
Commitment of 
management and non-
management staff in HESS 
Formulation and Execution 

Management and non-management staff are encouraged 
and motivated to participate in HESS Formulation and 
Execution. Green awareness campaigns are carried out to 
arouse staff’s interest in HESSE. The staff also benefits from 
good remunerations and conditions of work. 

Quality of 
Learning 

Slow Learning and Non-
Agile HESSE organization 

A strong and agile HESSE organizational structure is set up 
with strong support of the CEO/General Manager and Senior 
Management. HESSE Champions are appointed and clear 
HESSE responsibilities and duties are set for the hotel staff. 
HESSE Management Control Systems (MCS) and HESSE 
artefacts are either internally designed or purchased and 
adapted to the hotel context. HESSE practices and 
procedures are set up and HES KPI’s are recorded and 
analyzed. The HESSE organizational structure, 
administrative systems, MCS and artefacts are regularly 
critically reviewed. 

Poor HESSE Dialogue 
among staff 

An honest, fact-based HESSE dialogue is established 
among staff at all levels about the HESS and the barriers to 
implement it. 

Poor HESSE Dialogue 
between staff and 
guests/customers 

An honest, fact-based HESSE dialogue is established 
between the hotel staff and guests/customers about the 
HESS and the barriers to implementing it. 

Quality of 
Implementation 

Inadequate HESSE 
Leadership Skills and 
Empowerment of staff 

Lower-level managers develop skills and are empowered 
through newly-created HESSE opportunities to lead HESSE 
orgnizational change and to drive key HESSE organizational 
initiatives. They are supported with just-in-time HESSE 
leadership coaching, training and targeted recruitment. 
Those who are still not able to meet the newly-set required 
organizational standards must be replaced. 

Poor HESSE Technical 
Capacity Building of staff 

Lower-level management and non-management staff 
develop technical skills through newly created HESSE 
opportunities to lead HESSE technical change and to drive 
key HESSE technical initiatives. They are supported with 
just-in-time HESSE technical coaching, training and 
targeted recruitment. Those who are still not able to meet 
the newly-set required organizational standards must be 
replaced. 

Poor Collaboration and 
Coordination among internal 
and external HESSE 
stakeholders 

A set of HESSE initiatives and new HESSE organizational 
roles and responsibilities that require ‘the right people to 
jointly address the right issues in the right way’ to implement 
the HESS are defined. 

Poor HESSE Attitude and 
Participation of 
guests/customers 

Guests/customers are encouraged and motivated to 
participate in HESS Formulation and Execution. Green 
awareness campaigns are carried out to arouse the interest 
of the guests/customers in HESSE. The hotel tariffs are set 
according to the financial profile of the target 
guests/customers. 

 
 

Table 6.21: HESSE CSFs Action Plan and Follow-up Sample Report 

Objective: To address the lack of engagement and effectiveness of Senior Management in HESS formulation 
and execution 
Step 
no. 

Description Responsible Deadline KPI Observation 

Step 
1 

Presentation 
Scorecard for the high-
level evaluation of 
HESSE success to the 
Senior Management. 

HESSE CC Aug 2021 Awareness of the 
level of HESSEF. 
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Objective: To address the lack of engagement and effectiveness of Senior Management in HESS formulation 
and execution 
Step 
no. 

Description Responsible Deadline KPI Observation 

Step 
2 

Presentation of 
HESSE SoD and PfE 
HESSE to the Senior 
Management 

HESSE CC Aug 2021 Embrace the 
HESSE SoD and 
PfE HESSE 

 

Step 
3 

Presentation of the 
Introspection and 
Diagnosis Report File 
to Senior the 
Management. 

HESSE CC Sept 2021 In-depth awareness 
of the level of 
HESSEF and 
understanding of 
poor HESSE areas 

 

Step 
4 

Engagement of the 
Senior Management in 
HESS Formulation and 
defining clear non-
conflicting priorities 

Senior 
Management  

Oct 2021 HESS and clear on-
conflicting priorities 

 

Step 
5 

Engagement of the 
Senior Management in 
the review of the 
HESSE organizational 
structure 

Senior 
Management 

Nov 2021 Fast learning and 
agile organizational 
structure with 
HESSE Champions, 
HESSE MCS and 
HESSE artefacts 

 

Step 
6 

Engagement of the 
Senior Management in 
HESSE dialogue with 
the staff 

Senior 
Management 

Dec 2021 Motivated staff  

Step 
7 

Engagement of the 
Senior Management in 
the development of 
HESSE leadership 
skills and 
empowerment of the 
staff 

Senior 
Management 

Feb 2022 Empowered staff 
with up-to-date 
HESSE leadership 
skills 

 

Step 
8 

Engagement of the 
Senior Management in 
the HESSE technical 
development of the 
staff 

Senior 
Management 

Mar 2022 Staff with up-to-date 
HESSE technical 
skills 

 

Step 
9 

Engagement of the 
Senior Management 
with the marketing 
department to target 
the right profile of 
guests/customers 

Senior 
Management 

Apr 2022 Target 
guests/customers 
with: 
 Attitudinal profile 

matching the 
HESSE objectives; 
and 

 Financial profile 
matching the set 
tariffs. 

 

Step 
10 

Engagement of the 
Senior Management in 
HESSE dialogue with 
potential and actual 
guests/customers 

Senior 
Management 

May 2022 Improved guest 
green attitude and 
willingness to 
participate in 
HESSE 

 

Step 
11 

Engagement of the 
Senior Management in 
favouring collaboration 
and coordination 
among internal and 
external HESSE 
stakeholders  

Senior 
Management 

May 2022 Improved 
Collaboration and 
Coordination among 
internal and 
external HESSE 
stakeholders 

 

Financial Impact 
Step no.  
Step 1  
Step 2  
Step 3  
Step 4  
Step 5 

Budgeted Cost 
No Cost 
No Cost 
No Cost 
No Cost 
R150 000 

Real Cost 
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Objective: To address the lack of engagement and effectiveness of Senior Management in HESS formulation 
and execution 
Step 
no. 

Description Responsible Deadline KPI Observation 

Step 6 
Step 7 
Step 8 
Step 9 
Step 10 
Step 11 
Total  

No Cost 
R150 000 
R150 000 
R50 000 
R25 000 
R50 000 
R500 000 

 

6.2.7 Habit 7: Review the evolution in HESSE literature and practices to 
continually improve HES and HESSE 

Review of the nature and extent of HESSEF and associated HESSE literature and practices can 
further enhance HESSE behaviour and enable the hotel stakeholders to continually improve HES 
and HESSE. A review of the nature and extent of a disease with associated preventive and 
curative measures is vital to enhance the quality of life of patients while increasing their lifetime. 
The improved knowledge and experiences on the disease also lead to better quality of life and 
increased life expectancy of the whole population. Similarly, a review of the nature and extent of 
HESSEF as well as the associated HESSE techniques, methods and technologies and Habits of 
Highly Effective HESSE is vital to enhance the quality of HESSE of the hotel under study while 
increasing its lifetime. Both internal and external stakeholders will benefit from better HESSE 
knowledge and experience. 

When the hotel stakeholders pursue continual HESSE improvement, the cycle of HoE HESSE is 
reinitiated. 

The definition, medical analogy and HFAS of Habit 7 are presented in Table 6.22. 

Table 6.22: Definition, Medical Analogy and HFAS of Habit 7 

HoE HESSE Definition of the habit 
Habit 

7 
Review the evolution in HESSE 
literature and practices to continually 
improve HES and HESSE 

The hotel stakeholders should  
 Review: 
o Nature and extent of HESSEF; 
o HESSE techniques, methods and technologies; 

and  
o Habits of Highly Effective HESSE; and  

 Decide whether to reinitiate the cycle of the 7HoE 
HESSE to further enhance and continually improve the 
quality of HESSE. 

Habit 7 Medical analogy 
CVD 

 Review of the evolution in the  
o Nature and extent of CVD; 
o Signs and symtoms of CVD; 
o Causes of CVD; 
o Detection of signs and symptoms of CVD; 
o Screening and diagnosis of CVD; 
o CVD preventive and curative techniques, 

methods and technologies; 
o Preventive measures to reduce the risk of 

CVD; and 
o Curative treatment of CVD; 
o Cardiovascular highly effective habits. 

HESSEF 
 Review of the evolution in the 
o Nature and extent of HESSEF; 
o Signs and symptoms of HESSEF; 
o Deadly causes of HESSEF; 
o Detection of signs and symptoms of HESSEF; 
o Introspection and diagnosis of HESSEF; 
o HESSEF preventive and curative techniques, 

methods and technologies; 
o Preventive measures to reduce the risk of 

HESSEF; and 
o Curative treatment of HESSEF; 
o HESSE highly effective habits. 

Habit 7 Formation Action Steps 

HFAS Description 
Habit Formation 

Aids and Artefacts 
H7AS1: Review the nature 
and extent of HESSEF and 
associated HESSE 

A systematic literature review as well as 
scientific observation and investigation 
of HESSE practices is performed to 

 

Stellenbosch University https://scholar.sun.ac.za



117 
 

techniques, methods and 
technologies. 

identify the nature and extent of 
HESSEF, new deadly causes of 
HESSEF, new signs and symptoms of 
HESSEF, new ways to detect these 
signs and symtoms as well as new 
HESSEF preventive and curative 
techniques, methods and technologies. 

H7AS2: Review Habits of 
Highly Effective HESSE. 

A systematic literature review as well as 
scientific observation and investigation 
of HESSE practices is performed to 
identify Habits of Highly Effective 
HESSE. 

 

 

6.2.8 Summary of the Operationalization of the 7HoE HEESE 

The operationalization of the 7HoE HESSE is summarized in Table 6.23. 

Table 6.23: Summary of the Operationalization of the 7HoE HESSE 

HoE HESSE Definition of the habit HAFS Habit Formation 
Aids and Artefacts 

Section 

Habit 
1 

Discover the 
benefits of HESSE 
and the 
consequences of 
HESSEF 

The hotel stakeholders should: 
 Assess current HESSE 

Performance; 
 Enquire about: 

o Positive ripple effect of 
HESSE; and  

o Negative outcomes of 
HESSEF; and 

 Decide whether to embrace 
the HESSE enhancement 
paradigm. 

H1AS1: Constitute 
HESSE CC. 

Figure 6.3: Typical HESSE CC 
Organizational Structure 
Table F1.1: Typical HESSE CC 
Composition 

6.2.1 

H1AS2: Assess current 
HESSE Performance. 

Section 3.4: Definition of HES 
Section 3.5: Development of 
HESS and associated HES 
Scorecard 
Section 4.4: Definition of HESSE 
Table 4.11: Conditions for 
successful HESSE  
Table 6.5: Typical Scorecard for 
high-level evaluation of current 
HESSE success 

H1AS3: Understand the 
7HoE HESSE. 

Figure 6.2: The 7HoE HESSE 
Table 6.2: Definitions of the 
7HoE HESSE 

Habit 
2 

Embrace HESSE 
enhancement 
paradigm 

The hotel stakeholders should 
collectively formulate and agree 
on: 
 HESSE SoD; and 
 HESSE enhancement 

Calendar and Communication. 

H2AS1: Formulate 
HESSE SoD. 

Table 6.7: Typical HESSE SoD 6.2.2 

H2AS2: Agree on 
HESSE enhancement 
Calendar and 
Communication. 

Table F2.1: Typical HESSE 
enhancement Calendar 
Table F2.2: Typical HESSE 
CSFs Communications Sheet 

 

Habit 
3 

Improve trust 
among the hotel 
stakeholders for 
genuine HESSE 
dialogue and 
collaboration 

The hotel stakeholders should 
improve: 
 Quality of their relationship for 

genuine dialogue on HESSE 
CSFs and HESSEF; and 

 Organizational trust for 
effective collaboration for 
HESSE enhancement. 

H3AS1: Contextualize 
HESSE Trust Factors 
(HESSE TF). 

Table 6.9: Typical HESSE TF 6.2.3 

H3AS2: Assess and 
improve HESSE TF. 

Table 6.9: Improvement of 
typical HESSE TF 

Habit 
4 

Introspection by 
assessing the 
HESSE CSFs to 
diagnose possible 
HESSEF 

The hotel stakeholders should: 
 Assess the Impacts and 

Interactions of HESSE CSFs; 
and 

 Diagnose possible HESSEF. 

H4AS1: Assess the 
Impact of HESSE 
CSFs. 

Table F3.1: HESSE CSFs 
Impact generic scorecard 
Section 4.5: HESSE CSFs 
Section 4.5: The ten deadly 
causes of HESSEF 
Table F3.2: Examples of HESSE 
CSFs Impact screening 
questions 
Table F3.3: Completed HESSE 
CSFs Impact Results sample 
Report 
Table 6.13: HESSE CSFs 
Impact Report: Generic 
Interpretation Guideline  
Table 6.12: Completed HESSE 
CSFs Impact sample Report 

6.2.4 

H4AS2: Assess the 
Systemic Interactions 
among the HESSE 
CSFs. 

Table 6.14: Typical Completed 
HESSE CSFs Interactions 
sample Report  
Section 5.3: Interaction among 
the ten deadly causes of 
HESSEF 
Figure 6.4: ST Interaction map of 
the HESSE CSFs; 
Table 6.11: Typical Completed 
HESSE ST analysis sample 
Report 
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HoE HESSE Definition of the habit HAFS Habit Formation 
Aids and Artefacts 

Section 

H4AS3: Diagnose 
possible HESSEF. 

The HESSE Introspection and 
Diagnosis Report File is 
composed of: 
 Table 6.11: Completed HESSE 

ST Analysis Report; 
 Figure 6.4: ST Interaction map 

of the HESSE CSFs; 
 Table 6.12: Completed HESSE 

CSFs Impact Report; 
 Table 6.13: HESSE CSFs 

Impact Report: Generic 
Interpretation Guideline; and 

 Table 6.14: Completed HESSE 
CSFs Interactions Report. 

Habit 
5 

Internal and 
external 
benchmark of the 
actual HESSE 
performance with 
the best 
performances to 
confirm possible 
HESSEF 

The hotel stakeholders should 
carry out:  
 Internal benchmarking with the 

best internal HESSE 
performance;  

 External benchmarking with 
highly effective HESSE hotels; 
and 

 Confirm possible HESSEF. 

H5AS1: Internal 
benchmarking with the 
best internal HESSE 
performance and 
External benchmarking 
with highly effective 
HESSE hotels. 

The HESSE Introspection and 
Diagnosis Report File is 
composed of: 
Table 6.16: Typical HESSE 
CSFs Impact Benchmark sample 
Report 
Table 6.17: Typical HESSE 
CSFs Benchmark Report; and 
Table 6.18: Typical HES 
Benchmark Report 

6.2.5 

H5AS2: Confirm 
possible HESSEF. 

 

Habit 
6 

Enhance HESSE 
effectiveness 
through 
implementation of 
collectively 
formulated 
principles, 
developed action 
plans and 
institutionalization 
of HESSE 
enhancement 

The hotel stakeholders should 
find consensus, commitment and 
empowerment within and across 
departments to collectively:  
 Formulate PfE HESSE; 
 Develop, prioritize and 

implement HESSE 
Enhancement Action Plans; 
and 

 Institutionalize HESSE 
enhancement. 

H6AS1: Formulate PfE 
HESSE. 

Table 6.20: Typical PfE HESSE 
Section 4.5: HESSE CSFs 
Section 4.5: The ten deadly 
causes of HESSEF 
Section 5.3: ST Interaction map 
of the ten deadly causes of 
HESSEF 

6.2.6 

H6AS2: Develop and 
implement HESSE 
Enhancement Action 
Plans. 

Table 6.21: HESSE CSFs Action 
Plan and Follow-up Sample 
Report 

H6AS3: Develop and 
implement HESSE 
Policy and Procedures. 

Table F4.1: HESSE CSFs 
Monitoring and Control Report; 
and 
Table F4.2: HES Monitoring and 
Control Report 

Habit 
7 

Review the 
evolution in 
HESSE literature 
and practices to 
continually improve 
HES and HESSE 

The hotel stakeholders should  
 Review: 

o Nature and extent of 
HESSEF; 

o HESSE techniques, 
methods and technologies; 
and  

o Habits of Highly Effective 
HESSE; and  

 Decide whether to reinitiate the 
cycle of the 7HoE HESSE to 
further enhance and 
continually improve the quality 
of HESSE. 

H7AS1: Review the 
nature and extent of 
HESSEF and 
associated HESSE 
techniques, methods 
and technologies. 

 6.2.7 

H7AS2: Review Habits 
of Highly Effective 
HESSE. 

 

 

6.3 Conclusion of Chapter 6 

The conceptualization and operationalization of the 7HoE HESSE for HESSE systemic 
enhancement were studied through the research objectives and questions presented in Figure 6.1 
and Table 6.1. As a result, this chapter’s major contributions are presented in Table 6.24. 
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Table 6.24: Chapter Six Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Conceptualize and 
Operationalize the 
Seven Habits of 
Effective HESSE 
(7HoE HESSE) for 
HESSE systemic 
enhancement. 

Conceptualize the 
7HoE HESSE. 

Conceptualization of the 7HoE HESSE which is an 
integrated and systematic change management 
model aiming to enhance HESSE. The 7HoE 
HESSE was presented and each habit defined. 

6.1 

Operationalize the 
7HoE HESSE. 

The operationalization of the 7HoE HESSE model 
presents the formation of seven holistic healthy 
HESSE organizational habits for hotel 
stakeholders. The definition, medical analogy and 
action sequences as well as the habit formation 
aids and artefacts of each habit were presented in 
detail. 

6.2 

 

In Chapter 7, the 7HoE HESSE will be verified to assess whether it offers a possible solution to 
the problem statement. 
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Chapter 7 

7. Verification of the 7HoE HESSE model 
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Primary 
Objective 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Verify the 
completeness of 
the 7HoE HESSE 

model 
development 

process. 

Secondary 
Objectives 

 
 
 
 
 
 
 
 
 
 
 
 
 

Verify whether 
each habit is 

properly mapped 
within the 7HoE 
HESSE model 
development 

process. 

Research 
Questions 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

How is each habit 
mapped within the 

7HoE HESSE 
model 

development 
process? 
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Figure 7.1: Chapter Seven Research Outline 

The need to develop a model to enhance the execution of environmental sustainability strategies 
in hotels was presented in the problem statement in Section 1.1. The 7HoE HESSE is 
conceptualized and operationalized in Chapter 6 and in order to ensure the completeness of the 
model development process, it is important to study the research objectives and questions 
presented in Figure 7.1 and Table 7.1. 

Table 7.1: Chapter Seven Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Verify the completeness of 
the 7HoE HESSE model 
development process. 

Verify whether each habit is 
properly mapped within the 
7HoE HESSE model 
development process. 

How is each habit mapped 
within the 7HoE HESSE model 
development process? 

7.1 

 

7.1 Mapping the 7HoE HESSE with thesis sections 

A holistic and systematic approach to enhancing the execution of environmental sustainability 
strategies in hotels is proposed through the 7HoE HESSE model presented in Chapter 6. The 
conceptualization and operationalization of this model was performed using the sections of the 
thesis as cumulative building blocks. A mapping of this build-up relationship between the 7HoE 
HESSE and their main relevant thesis sections is presented in Table 7.2. The relevant sections 
should be contextualised to the hotel under study. 
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Table 7.2: Mapping the 7HoE HESSE with main relevant thesis sections 
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Habits-Sections build-up 
relationship to 

contextualize to the hotel 
under study 
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Habit 
1 

Discover the 
benefits of HESSE 
and the 
consequences of 
HESSEF 

2.1 2.2 3.1 3.2 
3.3 3.4 

3.5 

4.1 4.2 
4.3 4.4 

4.5 

5.1 5.2 
5.3 5.4 

6.1 
6.2.1 

Discover all sections to 
better understand the 
benefits of HESSE and the 
consequences of HESSEF. 

Habit 
2 

Embrace HESSE 
enhancement 
paradigm 

 3.4 3.5 4.4 4.5 5.3 5.4 6.1 
6.2.2 

Habit 1 along with in-depth 
study of HES, HESS, HESSE 
and ST interaction among the 
ten deadly causes of 
HESSEF should enable the 
hotel stakeholders to 
embrace HESSE 
enhancement paradigm. 

Habit 
3 

Improve trust 
among the hotel 
stakeholders for 
genuine HESSE 
dialogue and 
collaboration 

 3.2 
3.3.1 

4.1 4.2 
4.3 

5.1 5.2 
5.3 5.4 

6.1 
6.2.3 

Relationship analysis of the 
hotel stakeholders should 
facilitate the improvement of 
trust among the latter. 

Habit 
4 

Introspection by 
assessing the 
HESSE CSFs to 
diagnose possible 
HESSEF 

 3.4 3.5 4.4 4.5 5.3 5.4 6.1 
6.2.4 

Habits 1, 2 and 3 and the 
assessing and diagnosing 
steps presented in Section 
6.2.4 should enable 
introspection. 

Habit 
5 

Internal and external 
benchmarking of 
the actual HESSE 
performance with 
the best 
performances, to 
identify poor HESSE 
performance for 
enhancement 

 3.3 3.4 
3.5 

4.3 4.4 
4.5 

5.2 5.3 
5.4 

6.1 
6.2.5 

The literature review on HS 
presented in Section 3.3, 
HESSE presented in Section 
4.3 and systems approach in 
hotels and tourism presented 
in Section 5.2 together with 
an observatory of internal and 
external HESSE 
performance should facilitate 
benchmarking. 

Habit 
6 

Enhance HESSE 
effectiveness 
through 
implementation of 
collectively 
formulated 
principles, 
developed action 
plans and 
institutionalization of 
HESSE 
enhancement 

 3.5 4.1 4.2 
4.3 4.4 

4.5 

5.3 5.4 6.1 
6.2.6 

Enhancement can be 
achieved following Habits 4 
and 5 along with in-depth 
study on: 
 HESSE complexities, 

obstacles and failures 
presented in Chapter 4; 

 HESSE paradigm shift and 
behaviour change 
presented in Section 5.4; 
and 

HoE HESSE 
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 HESSE paradigm shift and 
behaviour change 
presented in Section 5.4. 

Habit 
7 

Review the 
evolution in HESSE 
literature and 
practices to 
continually improve 
HES and HESSE 

2.1 2.2 3.1 3.2 
3.3 3.4 

3.5 

4.1 4.2 
4.3 4.4 

4.5 

5.1 5.2 
5.3 5.4 

6.1 
6.2.7 

Review all sections for 
continual HESSE 
improvement. 

 

7.2 Conclusion of Chapter 7 

Verification of the 7HoE HESSE was studied in this chapter through the research objectives and 
questions presented in Figure 7.1 and Table 7.1. As a result, this chapter’s major contributions 
are presented in Table 7.3. 

Table 7.3: Chapter Seven Major Contributions 

Primary Objective 
Secondary 
Objectives 

Major Contributions Section 

Verify the 
completeness of the 
7HoE HESSE 
model development 
process. 

Verify whether each 
habit is properly 
mapped within the 
7HoE HESSE model 
development process. 

Mapping the build-up relationship between the 
7HoE HESSE with main relevant thesis sections. 

7.1 

In Chapter 8, the 7HoE HESSE will be validated by hotel practitioners (HP).  

HoE HESSE 
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Chapter 8  

8. Validation of the 7HoE HESSE model 

 

In
tr

o
d

u
c

ti
o

n
 a

n
d

 c
o

n
te

x
tu

a
liz

a
ti

o
n

 

W
o

rl
d

 s
u

s
ta

in
ab

il
it

y 
c

h
a

lle
n

g
e

s
 a

n
d

 i
n

it
ia

ti
v

es
 

E
n

v
ir

o
n

m
en

ta
l 

su
s

ta
in

a
b

ili
ty

 w
it

h
in

 t
h

e
 c

o
n

te
x

t 
o

f 
h

o
te

l 
m

a
n

a
g

e
m

e
n

t 
 

H
o

te
l 

E
n

v
ir

o
n

m
e

n
ta

l 
S

u
s

ta
in

a
b

il
it

y
 S

tr
a

te
g

y
 E

x
e

c
u

ti
o

n
 

(H
E

S
S

E
):

 C
o

m
p

le
x

it
ie

s
, 

O
b

st
a

c
le

s
 a

n
d

 F
a

il
u

re
s 

M
a

p
p

in
g

 t
h

e 
c

a
u

s
e

s
 o

f 
H

E
S

S
E

 F
a

il
u

re
 (

H
E

S
S

E
F

):
 A

 
S

y
s

te
m

s 
A

p
p

ro
a

ch
 

P
re

v
e

n
ti

o
n

 a
n

d
 m

a
n

ag
e

m
en

t 
o

f 
th

e
 c

a
u

se
s

 o
f 

H
E

S
S

E
F

: 
A

 S
y

s
te

m
s 

A
p

p
ro

a
ch

 

V
e

ri
fi

c
a

ti
o

n
 o

f 
th

e
 7

H
o

E
 H

E
S

S
E

 m
o

d
e

l 

Primary 
Objective 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Validate the 7HoE 
HESSE model. 

Secondary 
Objectives 

 
 

Present the 
chosen 

validation 
philosophy and 
methodology. 

 
Present the 
validation 

objectives and 
expected 
outcome. 

 
Present the 
validation 

context and 
boundaries. 

 
Present the 
validation 
process. 

 
Present the 
validation 
results. 

 
Present the 

improvement of 
the 7HoE 

HESSE model. 
 

Research 
Questions 

 
 
 

What are the 
chosen validation 
philosophy and 
methodology? 

 
 

What are the 
validation 

objectives and 
expected 
outcome? 

 
 

What are the 
validation 

context and 
boundaries? 

 
What is the 
validation 
process? 

 
What are the 

validation 
results? 

 
What is the 

improvement of 
the 7HoE 

HESSE model? 

C
o

n
c

lu
s

io
n

 

Figure 8.1: Chapter Eight Research Outline 

Validation is essential to ensure that the primary research problem is satisfied. HP are requested 
to assess the model’s effectiveness in systemically preventing and managing the causes of 
HESSEF and enhancing HESSE. The latter are also requested to propose improvement to the 
model, hence paving the way for its implementation. In order to validate the 7HoE HESSE model, 
it is important to address the research objectives and questions presented in Figure 8.1 and Table 
8.1. 

Table 8.1: Chapter Eight Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Validate the 7HoE HESSE 
model. 

Present the chosen validation 
philosophy and methodology. 

What are the chosen validation 
philosophy and methodology? 

8.1 

Present the validation objectives 
and expected outcome. 

What are the validation 
objectives and expected 
outcome? 

8.2 

Present the validation context 
and boundaries. 

What are the validation context 
and boundaries? 

8.3 

Present the validation process. What is the validation process? 8.4 

Present the validation results. What are the validation results? 8.5 

Present the improvement of the 
7HoE HESSE model. 

What is the improvement of the 
7HoE HESSE model? 

8.6 

 

8.1 Validation philosophy and methodology 

The validation of models, frameworks and methods is a specialized topic within the epistemology86 
of research (Frey and Dym, 2006). The latter proposes foundationalism, relativism, natural 
                                                
86 Epistemology is concerned with possibilities, nature, sources and limitations of knowledge in the field of study. 
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epistemology and epistemology of practice as the four different views on the sources and 
justification of knowledge. A detailed discussion on the roots and development of the four views 
falls outside the scope of this study. However, for the purpose of this study, the methodologies of 
the epistemology of practice will be used to validate the conceptual model and operationalization 
of 7HoE HESSE model presented in Chapter 6. The associated validation philosophy, principles, 
methodologies and requirements suggested by Argyris (1977) in his seminal work along with their 
applicability in this study are presented in Table 8.2.  

Table 8.2: Epistemology of practice: Validation philosophy, principles, methodologies and 
requirements with their applicability 

Validation 
concerns 

Description Applicability in this study 

Validation 
philosophy 

 Validation of models, frameworks and methods is 
performed through tacit knowledge of skilled practitioners. 

Adapted from Frey and Dym (2006); Stimie (2015) 

The tacit knowledge of hotel 
practitioners (HP) will be 
used to validate the 
conceptual model and 
operationalization of the 
7HoE HESSE presented in 
Chapter 6. 

Validation 
principles, 
methodologies 
and 
requirements 

 Testability of new theory or model:  
o A specific context in which the theory or model can be 

applied or implemented for validation needs to be 
defined; 

o The desired results of the application of the theory or 
the implementation of the model, can be defined; and 

o The action through which the impact of the theory or the 
application of the model will be evaluated, can be 
defined; 

 Internal consistency of the new theory or model; and 
 Congruence between the new theory or model and 

espoused theory; 
 Effectiveness or successful validation of the new theory or 

model can be defined. 
Adapted from Argyris (1977); Stimie (2015) 

For the purpose of this study, the four main types of validity described by Bryman and Bell et al. 
(2016) will be qualitatively assessed as presented in Table 8.3. Futher studies could focus on 
quantitative assessment. 

Table 8.3: Main types of validity: Description and applicability 

Main types of 
validity 

Description Applicability in this study 

Measurement 
validity 

Addresses the question of whether a 
measure reflects the concept that it is 
supposed to capture. 
Measurement validity can be subdivided as 
follows: 
 Face validity which verifies whether a 

measure appears to reflect the content of 
the said concept. It can be established by 
obtaining the views of experts; 

 Concurrent validity whereby a comparison 
is made with particular criteria which differ 
from same said concept; 

 Predictive validity which uses future 
criteria, instead of contemporary criteria, 
as a measure; 

 Construct validity which refers to the 
degree to which a test or a measure 
assesses the underlying theoretical 
construct it is supposed to measure; 

 Convergent validity whereby a 
comparison is made with particular criteria 
which are of the same said concept; and 

 Discriminant validity which consists of 
testing whether concepts or 
measurements that are supposed to be 

Face validation, the first measure of validity 
before any other types of validity (Churchill, 
1979; Jooste, 2014; Kriege et al., 2016), will be 
performed in this study. The views of HP will be 
sought on the conceptual model and 
operationalization of the 7HoE HESSE 
presented in Chapter 6. 
Further studies could focus on the other types 
of measurement validity. 
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Main types of 
validity 

Description Applicability in this study 

unrelated are effectively unrelated and do 
not correlate strongly. 

Internal validity Refers to the issue of causality and is 
concerned with the question of whether 
there is a causal relationship between two 
or more variables. 

HP will be required to assess 
 Interrelationships between the habits of the 

7HoE HESSE model presented in Chapter 6; 
and 

 Systems Thinking interaction between the ten 
deadly causes of HESSEF presented in 
Section 5.3. 

External 
validity 

Addresses the issue of whether the study 
can be generalized beyond the specific 
research context. 

Practitioners from different departments of 
different hotels in Mauritius will be interviewed. 
Further studies are required to extend any 
findings to hotels in other regions. 

Ecological 
validity 

Addresses the question of whether the 
findings of social research are applicable to 
people's every day natural social settings. 
Ecological validation is whether the findings 
reflect ‘the conditions, opinions, values, 
attitudes and knowledge’ in their natural 
environment (Bryman and Bell et al., 2016; 
Cicourel, 1982). 

Ecological validation will rely on the extensive 
knowledge and know-how of hotel 
practitioners. 

Description of main types of validity adapted from Bryman and Bell et al. (2016) 

Non-probability or non-random sampling is favoured in this study due to time constraints. Further 
studies could focus on probability sampling. The description and applicability of the types of 
sampling for validation is presented in Table 8.4. 

Table 8.4: Types of sampling for validation: Description and applicability 

Types of sampling Description Applicability in this study 

Non-
probability 
or non-
random 
sampling 

Convenience 
Sample available to the researcher by virtue of 
its accessibility. 

Convenience and snowball 
sampling will be favoured to 
chose HP. 
Quota sampling will also be 
applied by seeking HP in 
different departments. 

Snowball 

Researcher initiates contact with a small 
group of people who are relevant to the 
research topic ; these people then help him to 
establish further contacts with others. 

Quota 

Aims at having a sample that reflects a 
population in terms of the relative proportions 
of people in different categories. Unlike 
stratified sampling, the choice of participants 
is done by the researcher and not randomly. 

Probability 
or random 
sampling 

Simple 
ramdom 

Most basic form of probability sample where 
each unit of the population has an equal 
probability of inclusion. 

Probability sampling can be 
considered in further 
studies. 

Systematic 

Variation on simple random sampling where 
the sample starts with a random number and 
then select every nth record thereafter directly 
from the sampling frame. 

Stratified 
random 

Random selection of participants in each 
stratum of the population. 

Multi-stage 
cluster 
sampling 

Clusters or groups of the population are 
selected as samples. 

Types of probability sampling adapted from Bryman and Bell et al. (2016) 

Face-to-face structured interview is chosen for data collection in this study since it has the 
following advantages: 

 Structured interview involves using a standard interview schedule whereby the participants 
are asked identical questions, read out exactly in the same order for each participant. This 
ensures that any variation in the answers would not be due to variation in the order in which 
the questions have been asked. (Bryman and Bell et al., 2016). 
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 Face-to-face interview enables the collection of better quality of data through the 
engagement of participants. Explanation with visual aids is easier. Any signs of confusion 
or unease can also be detected and promptly addressed by the interviewer (Bryman and 
Bell et al., 2016). 

Group presentation followed by face-to-face structured interview will be carried out in some 
situations to address a larger audience of participants. Focus group discussions will be limited 
since group discussions involve risks of some participants not willing to share views that would 
differ from those of the group. Other participants may also experience discomfort because of 
hierarchical relationships or the presence of other influential participants (Bryman and Bell et al., 
2016). 

Face-to-face structured interviews of several hotel experts will allow triangulation87, whereby 
cross-verification will be performed using multiple investigations and sources of data.  

 

8.2 Validation objectives and expected outcome 

The objectives of the validation of the 7HoE HESSE are to: 

i. Comply with all generally-accepted academic standards and requirements; and  
ii. Ensure that the improved model can be used.  

The views of HP should enable to assess the effectiveness in the 7HoE HESSE model. The future 
complete operationalization of this model should ensure: 

i. Prevention and management of the causes of HESSEF; and  
ii. Enhancement of HESSE.  

 

8.3 Validation context and boundaries 

For geographical convenience, selected hotels within Mauritius strong tourism industry were 
chosen as the validation context for this study. The characteristics and challenges of hotels in 
Mauritius are however generally not different from other hotels around the world. HP in Mauritius 
face generic HESSE challenges and opportunities (Migale et al., 2019). 

Tourism industry is the fourth most important contributor of the country’s economy. In 2018, the 
GDP of Mauritius was USD 13.8 billion (MUR 481.3 billion) (Statistics Mauritius, Ministry of 
Finance and Economic Development [MoFED], Mauritius, 2019a) and its tourism industry 
accounted for 8.6% of that GDP. In that year, this industry also accounted for 9.6% of total 
employment and 5.2% of investment (Ministry of Tourism [MoT], Mauritius, 2019). 

Gross earnings from tourism from 2009 to 2018 is presented in Figure 8.2. Tourism earnings 
increased by 6.3% to reach USD 1.8 billion (MUR 64.0 billion) in 2018 compared to USD 1.7 billion 
(MUR 60.3 billion) in 2017 (Statistics Mauritius, MoFED, Mauritius, 2019a). 

                                                
87 The conceptualization of triangulation was first done by Webb et al. (1966) and the latter argues that such approach improves 
confidence in the findings. 
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Figure 8.2: Gross earnings in MUR from tourism from 2009 to 2018 
Adapted from Statistics Mauritius, MoFED, Mauritius, 2019b 

Tourist arrivals from 2007 to 2018 is presented in Figure 8.3. Tourist arrivals in 2018 increased by 
4.3% to reach 1,399,408 compared to 1,341,860 in 2017 and the average length of stay in 2018 
was 10.4 nights (Statistics Mauritius, MoFED, Mauritius, 2019a and 2019b) 

 

Figure 8.3: Tourist arrivals from 2007 to 2018 
Adapted from Statistics Mauritius, MoFED, Mauritius, 2019b 

Some 80% of total tourists stay in hotels (MoFED, Mauritius 2018) and the hotel stock in Mauritius 
reached 113 hotels in 2018 representing 13,574 rooms and 30,427 bed-places88. Hotel room and 

                                                
88 The number of bed-places refers to the number of bed-places on offer to accommodate overnight visitors. The term bed-place applies 
to a single bed; double beds are counted as two bed-places. The indicator doesn’t include any extra beds that may be set up at the 
request of a customer (UNWTO, 2021). 
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bed occupancy rate in 2018 was respectively 75% and 67% (Statistics Mauritius, MoFED, 
Mauritius, 2019a and 2019b). 

Hotel classification in 2018 is presented in Figure 8.4. 

 

Figure 8.4: Hotel classification in 2018 
Adapted from MoT, Mauritius (2019) 

Recent environmental sustainability initiatives of the MoT, Mauritius include: 

 2018: Environmental sustainability initiatives in the Mauritius Tourism Strategic Plan 
(MTSP) 2018-2021; and 

 2018: Sustainable Island project. 

These environmental sustainability initiatives are hereby briefly presented. 

 

2018: Environmental sustainability initiatives within the MTSP 2018-2021 

The MTSP 2018-2021 sets the vision to transform Mauritius into ‘a leading and sustainable island 
destination’  

(MoT, Mauritius, 2019; MTA and cscp, 2018) 

 

2018: Sustainable Island project 

This project was launched in 2018 by the Mauritius Tourism Authority (MTA), Mauritius and the 
Collaborating Centre on Sustainable Consumption and Production (cscp), Germany, and aims to 
contribute to the vision set in the MTSP 2018-2021 by: 

 Exceeding customer expectations and demand; and 
 Improving positive sustainability impacts (handprint) and/or lowering negative 

sustainability impacts (footprint). 

(MTA and cscp, 2018) 

The hotel industry participates actively in the environmental sustainability initiatives of the MoT, 
Mauritius. 
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8.4 Validation process 

The validation process consisted of: 

 Selecting HP, mainly at senior management and head of department levels, by 
convenience and snowball method while ensuring a representative quota per department; 

 Contacting the HP for an interview session; 
 Carrying out the face-to-face structured interview using the questionnaire presented in 

Appendix G. In some situations, group presentation followed by face-to-face structured 
interview were carried out to address a larger audience of participants; and 

 Voice recording the interview for analysis. 

The presentation and questions for the interview were structured as follows: 

 A covering letter (Appendix G), stating the purpose of the research, is submitted to the 
participant. The content of the letter is explained to the participant and their consent is 
sought; 

 An interactive presentation on the 7HoE HESSE (Appendix H) is carried out. 
 The views of the participant are sought on the model, the definitions and operationalization 

plan of the 7HoE HESSE; 
 The views of the participants are sought on the strong and weak points and architectural 

aspects of the proposed model; and 
For the architectural aspects, the participants are asked to rate on a Likert Scale, where 
7 is very good and 1 very bad, the following five elements: 

o Quality of structural logic of the model; 
o Ease of understanding the model; 
o Agility of the model with respect to continual improvement; and 
o Integration of the model to the current practice. 

 The views of the participants were sought on possible model improvement, followed by 
request of concluding remarks of the participants on the proposed 7HoE HESSE model. 

The results of the validation process are presented in Section 8.5. 

  

8.5 Validation results 

The validation results consist of: 

 Profile of HP participating in interview presented in Section 8.5.1; 
 Profile of participating hotels presented in Section 8.5.2; and 
 Interview response of HP presented in Section 8.5.3. 

 

8.5.1 Profile of HP participating in interview 

The profile of HP who participated in the validation of the 7HoE HESSE model is presented in 
Table 8.5. Fifteen HP from senior to medium management levels of responsibility from different 
fields of four hotels participated in the validation process. The interviewed HP form part of the 
green team of their respective hotel and activey participate in HESSE. Their respective HESSE 
responsibilities are stated in Table 8.5. 
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Table 8.5: Participation in validation: Profile of HP 

HP 

Responsibilities 

Hotel 

Experience 
in hotel 
industry 
(years) 

Level Field 
General hotel 

responsibilities 
HESSE 

responsibilities 

HP1 Senior 
Manager 

Hotel 
management 

In charge of hotel 
strategy formulation and 
execution as well as 
operations. 

Leading HESSE 
responsibilities within 
the hotel 

H1 20-24 

HP2 Senior 
Manager 

Room division 
management 

In charge of hotel front 
office, reservations, 
concierge and 
housekeeping 
operations. 

Leading HESSE 
responsibilities within 
the hotel and the room 
division department 

H3 20-24 

HP3 Senior 
Manager 

Quality 
Assurance (QA) 
and Sustainability 
management 

In charge of hotel quality 
and sustainability. 

In charge of HESSE H3 Above 25 

HP4 Senior 
Manager 

Engineering 
management 

In charge of the hotel and 
villa engineering 
department.  

Leading HESSE 
responsibilities within 
the hotel and the 
engineering 
department 

H4 10-14 

HP5 Middle 
Manager 

Engineering 
management 

Assistant Chief Engineer 
with high responsibilities 
in the hotel and villa 
engineering department. 

HESSE mainly within 
the engineering 
department  

H4 15-19 

HP6 Manager Training 
management 

In charge of hotel staff 
training. 

HESSE training of 
hotel staff 

H1 15-19 

HP7 Middle 
Manager 

QA coordination - 
Sustainability 

Responsible for hotel 
sustainability. 

In charge of HESSE 
with the support of 
Senior Management 

H2 15-19 

HP8 Manager Food and 
Beverages (F&B) 
- Restaurant 
management 

In charge of hotel 
restaurant. 

HESSE mainly within 
the restaurant F&B 
department 

H1 10-14 

HP9 Manager Stewarding and 
banqueting 
management 

In charge of hotel 
stewarding and 
banqueting. 

HESSE mainly within 
the stewarding and 
banqueting 
department 

H1 15-19 

HP10 Middle 
Manager 

Golf Assistant Golf Supervisor 
responsible for hotel golf 
activities. 

HESSE mainly within 
the golf department 

H1 Above 25 

HP11 Senior 
Manager 

Hotel 
management 

In charge of hotel 
strategy formulation and 
execution as well as 
operations. 

Leading HESSE 
responsibilities within 
the hotel 

H2 Above 25 

HP12 Middle 
Manager 

QA coordination - 
Sustainability 

Responsible for hotel 
sustainability. 

In charge of HESSE 
with the support of 
Senior Management 

H1 5-9 

HP13 Middle 
Manager 

Garden Acting Superintendent 
responsible for hotel 
garden. 

HESSE mainly within 
the garden 
department 

H1 15-19 

HP14 Middle 
Manager 

F&B 
management 

Assistant F&B Manager 
responsible for hotel 
F&B. 

HESSE mainly within 
the hotel F&B 
department 

H2 20-24 

HP15 Middle 
Manager 

Housekeeping Chief Clerk responsible 
for the hotel mini-bar. 

HESSE mainly within 
the housekeeping 
department 

H2 Above 25 

 

8.5.2 Profile of participating hotels  

The profile of hotels who participated in the validation of the 7HoE HESSE model is presented in 
Table 8.6. Five Star hotels were chosen as they are already involved in HESSE, hence contributing 

Stellenbosch University https://scholar.sun.ac.za



131 
 

to the quality of data acquisition and data analysis through the face to face structured interview of 
the HP. The improved model can however be implemented in hotels with lower star grading. 

Table 8.6: Participation in validation: Profile of Hotels 

Hotel Star rating89 
Years of 

operation 
No of villas90 

No of rooms  
(including villas) 

No of bed-places 
(including villas) 

H1 5 Star 30 13 293 640 
H2 5 Star 20 3 175 368 
H3 5 Star Luxury91 36 1 69 152 
H4  5 Star Luxury 13 45 235 450 

 

8.5.3 Interview response of HP 

The interview response of HP is summarized per question in Table 8.7. The complete interview 
response can be found in Appendix I. 

Table 8.7: Interview response summary with selected vertabim of HP - Validation of 7HoE 
HESSE model 

Validation question Interview response summary 

Views on  
7HoE HESSE  

model 

Great appreciation by HP for use of the 7HoE HESSE model not only to enhance 
HESSE but also to ensure successful execution of other projects in hotels as well as 
in other organizations. HP highlighted that the model depicts the right sequence of 
habits along the upward spiral continual improvement design. They also expressed 
the views that the model provides the right focus for HESSE compared to other 
models. The value of the model relies on the association of the 7HoE HESSE upward 
spiral continual improvement model together with the ST interaction map among the 
HESSE CSFs. 

Verbatim 
‘The model properly ilustrates the different habits and steps for the setting-up and execution of a sustainability 
project. It provides the right sequence of actions that we need to follow. The different steps are essential for 
successful execution of HESSE.  
 
The continual improvement process is also very realistic. We can start small, then grow, move backward if 
needed and then move forward again’ (HP2, 2021). 
 
‘I have been working with many continual improvement model, including the ‘Plan Do Check Act’ model, but this 
one is more detailed and more adapted to HESSE. I strongly believe that this model should be implemented in 
the hotel industry. Our guests and all stakeholders are highly environmental conscious. The model explains well 
how engineering managers and engineers work. Engineers have to adopt greener technologies while phasing 
out technologies that are not environment friendly. For instance, engineers had to phase out the use of R22 
refrigerant which affects the ozone layer and moved towards environment friendly refrigerants. 
The 7HoE HESSE model will enble us to focus on HESSE. ISO 14000 is too general, too broad and not specific 
enough to HESSE. I believe that the proposed model is more userfriendly and focusses well on HESSE. The 
objective of a hotel is not only to be ISO certified but more importantly to ensure that HESS is executed. I believe 
the model will be effective to ensure HESSE’ (HP4, 2021). 
 
‘The model provides a great dashboard for the implementation of a sustainability project in a hotel or any other 
company’ (HP1, 2021). 

Validation question Interview response summary 
Views on definitions 

of  
7HoE HESSE 

HP expressed good understanding and agrement with the definitions. 

Verbatim 
‘The 7HoE HESSE are well-defined for a good understanding. These definitions can also be understood by 
different staff of different level of the hierarchy’ (HP1, 2021). 
 

                                                
89 The hotels’ star rating and other presented details are respectively obtained from the Mauritius Tourism Authority (2021) website 
and HP. 
90 Hotels provide all services to respective villas. 
91 5 Star Luxury or Deluxe is assigned to hotels that possess qualities and facilities that exceed the already spectacular five-star 
properties. Such hotels also offer personalized caring attention and services beyond those of 5 star hotels (UNWTO, 2015; Egypt 
Travel Experts, 2022). 
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‘The habits and their definitions are appropriate and make sense. We need to adopt and execute them’ (HP3, 
2021). 
 
‘I think that the definitions are very good and much on point. Wording is appropriate: Discover is what we are 
doing; Trust is what we are looking for; Enhance is what we are aiming for… The words are on point, well-
chosen and properly express what is needed for effective HESSE’ (HP4, 2021). 
 
‘The definitions of the 7HoE HESSE are clear. They can assist in assessing the current situation and provide a 
clear guide to improving our position’ (HP7, 2021). 

Validation question Interview response summary 

Views on 
operationalization 

plan of  
7HoE HESSE 

HP described the operationalization plan as highly realizable, logical and fully valid 
and expressed the views that the operationalization of the model could not only be 
effective for enhancing HESSE but also for addressing any projects even those not 
concerning sustainability. HP appreciated the 7HoE HESSE model with the ST 
interaction map among the HESSE CSFs. The systemic interaction approach is 
considered as highly relevant and the importance of the Quality of Direction, Quality 
of Learning and Quality of Action was highlighted. One HP considered the 
operationalization plan as simple and applicable in hotel operations for long-term 
benefits. Another HP highlighted the complexity of the model whereby the impact and 
interrelation of the HESSE CSFs need to be analyzed for proper targeted high impact 
actions. The latter however did consider the model to be interesting like other HP. 

Verbatim 
‘Highly realizable’ (HP1, 2021). 
 
‘Excellent. You have used proper words and phrases to describe what we do. 
The steps are logical and fully valid. From a managerial point of view, these steps can also be used for any 
projects even those not concerning sustainability. The acquisition of these habits can enable any project to be 
successfully executed. The 7HoE HESSE model, together with the ST interaction map among the HESSE CSFs, 
summarizes very well what is needed to ensure successful execution of HESSE. The systemic approach is 
highly relevant and such systemic analysis gives the order of priority for enhancement actions’ (HP2, 2021). 
 
‘The operationalization plan is excellent and decribes exactly what we live. We can find ourselves within the 
operationalization plan and it is familiar to us. 
We need to believe in what we are doing in terms of sustainability and your operationalization plan with the 
Quality of Direction, Quality of Learning and Quality of Action decribes exactly what we need to do. The 7HoE 
HESSE model together with the ST interaction map among the HESSE CSFs is well explained’ (HP3, 2021). 
 
‘Simple and can be applied in our operations. Can makes things / commitments easier to apply in the long run’ 
(HP6, 2021). 
 
‘Quite complex even if interesting. Should be able to identify the interrelation between each HoE HESSE and 
then global impact on our sustainability strategy’ (HP7, 2021). 
 
‘This is a good action plan. The fact that duration and timeframe can be set for each habit formation is very 
important. We are very time conscious. The fact that the model includes duration and timeframe concerns 
comforts me in possible decision of calling you and solliciting your services as an expert to implement your 
model’ (HP4, 2021). 

Validation question Interview response summary 

Strong points of 7HoE 
HESSE  
model 

The model was described as user friendly, straight-forward, highly understandable. 
HP expressed the views that the model can be used by staff at different levels of the 
hierarchy. HP appreciated the upward spiral design which properly illustrates the 
continual improvement process whereby both step-down and step-up actions are 
possible. Restarting is also part of the process and not a failure. Habits as discover, 
trust, benchmarking and review as well as HESSE categories as Quality of Direction, 
Quality of Learning and Quality of Action were highlighted. Emphasis was also laid 
on the value-added and competitive advantages which would be conferred to the 
hotel via an implementation of the model. 

Verbatim 
‘User friendly; Straight-forward; Highly understandable; Can be used by the different levels of the hierarchy’ 
(HP1, 2021). 
 
‘I like how the 7HoE HESSE model is presented, specially the upward spiral which clearly illustrates the continual 
improvement process. In that process, we can step down and step up the ladder’ (HP3, 2021). 
 
‘The fact that each step is well-defined and for each step, you have to develop habits which facilitate the learning 
and the execution. 
 
Restarting is part of the process. It is not a failure when we restart’ (HP2, 2021). 
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‘From my point of view, there are two strong points:  
(i) This model brings added-value to the hotel practices; and  
(ii) The model confers to the hotel a competitive advantage.  

If my hotel is implementing this model, I will have a competitive advantage based on sustainability’ (HP5,2021). 
 
‘Talks to anyone, who wants to identify loopholds that can prevent a project from being successful’ (HP12, 2021). 
 
‘Discover; Trust; Benchmarking; Review’ (HP9, 2021). 
 
‘Quality of Direction; Quality of Learning; Quality of Action’ (HP15, 2021). 

Validation question Interview response summary 

Weak points of 7HoE 
HESSE  
model 

Some weak points were identified by HP. The latter suggested sharing feedback of 
benchmarking figures to the whole hotel staff to stimulate interest and pride 
throughout the team. The mode of communication on the model as well as feedback 
following the model’s application should be adapted to different hierarchy levels to 
ensure understanding, paradigm shift, commitment and engagement of top 
management, departmental heads, management and non-management staff and all 
other hotel stakeholders. HP suggested the inclusion of additional hotel KPI. Last but 
not least, HP suggested the evaluation of required financial and non-financial 
resources to implement the 7HoE HESSE model on short, medium and long-term 
together with the associated return on investment (ROI). The latter suggested that 
ROI will be the determining factor for higher management to decide on the application 
of the proposed model. 

Verbatim 
‘Sharing feedback of benchmarking figures to the whole hotel staff not mentined. Such feedback will stimulate 
interest and pride throughout the team’ (HP1, 2021). 
 
‘I have not found weak points except that we need to integrate a mode of communication to higher management’ 
(HP2, 2021). 
 
‘Might require a major implication from top management to drive the model due to lack of understanding for all 
levels / positions’ (HP7, 2021). 
 
‘Without the engagement of management, head of departments, employees and all stakeholders, this model 
might not be applied. 
 
To cater for the comprehension of lower level of employees. 
 
To add indicators that can be applied to our industry’ (HP6, 2021). 
 
‘First, the model seems a bit bulky and will require a new mindset from the stakeholders. Lot of manpower and 
administration work will be required for its implementation. 
 
Second is the cost factor. What is the cost factor for implementing the model? For any project, we need the cost 
factor, the investement and the return on investment (ROI). This is the most important determining factor. For 
me to be able to present the project to higher management, we need to justify the investment and what will be 
the ROI’ (HP4, 2021). 

Validation question Interview response summary 

Architectural aspects 
of  

7HoE HESSE  
model 

The architectural aspects were evaluated using a Likert Scale where 7 is very good 
and 1 very bad. The results are presented in descending order of the average score 
awarded by HP: 
 Agility of the model with respect to continual improvement = (5.93±0.88); 
 Quality of structural logic of the model= (5.80±0.68); 
 Ease of understanding the model = (5.73±1.03); and 
 Integration of the model to the current practice = (5.33±0.98). 
The four architectural aspects were awarded an average value above five with some 
HP even awarding highest score of 7. The awarded scores suggest an acceptance 
of the 7HoE HESSE model by HP with strongest appreciation of the agility of the 
model with respect to continual improvement and lowest appreciation of the 
integration of the model to the current practice. Such integration in current practice 
highly depends on favourable decision-taking by hotel group management, board of 
governors and owners for adopting the model followed by engagement and 
effectiveness of senior management with participation and commitment of 
management and non-management staff. 

Scores 
The scores awarded by HP as well as the calculated average and sample standard deviation per architectural 
aspect are presented in Table 8.8. 

Table 8.8: Architectural aspects of 7HoE HESSE model - Scores awarded by HP 
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HP 
Quality of 

structural logic of 
the model 

Ease of 
understanding the 

model 

Agility of the model 
with respect to 

continual 
improvement 

Integration of the 
model to the 

current practice 

HP1 6 6 6 7 
HP2 7 7 7 6 
HP3 7 7 7 5 
HP4 6 6 7 5 
HP5 5 6 7 4 
HP6 6 6 6 6 
HP7 5 4 5 5 
HP8 5 7 6 7 
HP9 5 5 6 4 

HP10 6 7 6 6 
HP11 6 5 5 5 
HP12 6 6 6 6 
HP13 5 5 4 4 
HP14 6 4 5 5 
HP15 6 5 6 5 

Average 5.80 5.73 5.93 5.33 
Standard 
Deviation 

0.68 1.03 0.88 0.98 

 
 

Validation question Interview response summary 

Improvement 
suggestions for 7HoE 

HESSE  
model 

Improvement suggestions include better top-down, bottom-up, interdepartmental and 
departmental communication among all hotel stakeholders. Adapted communication 
and motivation strategies should be designed for staff who are resistant to change 
and unable to adopt the idea of sustainability. HP suggested the inclusion of KPI for 
each HoE to monitor progress and guidelines for enhancement after HESSE 
introspection and benchmarking assessment. Some HP suggested the 
implementation of the 7HoE HESSE model for full understanding prior to identification 
of possible improvement. 

Verbatim 
‘By including a participation of front-line staff in the communication process’ (HP1, 2021). 
 
‘We need to have departmental sub-committees to ensure good vertical and horizontal communication’ (HP5, 
2021). 
 
‘Consider the hierarchy of the staff who will be acquiring habits presented in the model’ (HP2, 2021). 
‘Elaborate further on how to deal with staff members who are resistant to change [new mindset, objective] and 
unable to adopt the idea of sustainability’ (HP10, 2021). 
 
‘By including more Key Performance Indicators (KPI) in the model.  
 
Also, the model should be fully tested in a small hotel or restaurant.  
 
Include the cost factor for the implementation of the model’ (HP4, 2021). 
 
‘By providing guidelines for improvement based on our assessment of real-life situations. Indicators should be 
inserted for each HoE HESSE to be able to measure progression at each step’ (HP7, 2021).  
 
‘The model needs to be put into practice for full understanding. I will then be able to identify possible 
improvement’ (HP11, 2021). 

Validation question Interview response summary 

Concluding remarks 
on  

7HoE HESSE  
model 

The 7HoE HESSE model is described by HP as the way forward for sustainability as 
it provides a good approach towards sustainability. HP highly appreciated the model 
describing it as a great tool, highly suitable to the hospitality industry, interesting 
model, straightforward, easy to understand and well structured with appropriate 
monitoring HESSE processes. HP are of the opinion that the model is a very good 
starting point which brings back the basics for a good foundation to any business. 
The systemic approach is also found to be very realistic with one HP highly 
appreciating the quality of learning with two-way communication between 
stakeholders. The latter suggested to bring the whole steps to three points (Quality 
of Direction, Quality of Learning and Quality of Action) which summarizes the driving 
forces of the model. 
HP expressed high willingness to experience the 7HoE HESSE model which is a 
proper summary and contextualization of their reality. They are willing to experience 
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the model as it will be very useful for favouring collaboration and commitment of all 
hotel stakeholders. They expressed the views that the model could ensure successful 
execution of sustainability projects in the hotel industry. 

Verbatim 
‘Great tool = Highly suitable and very adaptable to the hospitality industry’ (HP1, 2021). 
 
‘It is a very interesting model which summarizes very well what we are living and as said previously puts words 
on what we live. The systemic approach is very realistic. It would be great to experience the model which would 
be very helpful us in our sustainability project’ (HP2, 2021). 
 
‘I am willing to experience the model as it will be very useful for favouring collaboration and commitment of all 
hotel stakeholders’ (HP3, 2021). 
 
‘This is the way forward for sustainability. The model provides a good approach towards sustainability. I think 
that we need to implement the 7HoE HESSE model as it is a very good model. The model is well-structured and 
provides monitoring which is essential for successful execution of sustainability projects in the hotel industry’ 
(HP4, 2021). 
 
‘A model that can easily be implemented in our industry. It is straight-forward and easy to understand’ (HP8, 
2021). 
 
‘A very good starting point. Back to the basics for a good foundation to any business’ (HP12, 2021) 
 
‘The model looks very effective in the sense where we can measure and analyze any wrong action we can 
make. However, a case study among the group within a workshop would be much appreciated’ (HP14, 2021). 
 
‘Quality of Learning, bringing emphasis on two-way communication between stakeholders, is a very good point.  
 
Bringing the whole steps into three points (Quality of Direction, Quality of Learning and Quality of Action) which 
summarizes the driving forces of the model’ (HP10, 2021). 

 

8.6 Improvement of the 7HoE HESSE model 

The 7HoE HESSE model must be associated with the ST Interaction map of ten HESSE CSFs as 
they are complementary. The model and interaction map are hereby reproduced in Figures 6.2 
and 8.5. The ST Interaction map with the Quality of Direction, Quality of Learning and Quality of 
Action adds value to the model. 
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Figure 6.2: The Seven Habits of Effective HESSE (7HoE HESSE) 

The 7HoE HESSE, defined in Table 6.2, are improved by including:  

 HESSE enhancement resource needs and ROI as well as choice of KPI’s in Habit 2 
(Embrace HESSE enhancement paradigm) following prior assessment of same in Habit 1 
(Discover the benefits of HESSE and the consequences of HESSEF); and 

During the implementation of the 7HoE HESSE, the HESSE CC should respectively 
assess in Habit 1 and contextualize in Habit 2 the: 

o HESSE communication to hotel group management, board of governors and owners 
to ensure understanding, paradigm shift, commitment and engagement; 

o HESSE communication and strategies for staff who are resistant to change and unable 
to adopt the idea of sustainability; and 

o HESSE enhancement resource needs and ROI as well as KPI’s for each HoE HESSE. 
 Presentation of the introspection and benchmarking reports to the hotel stakeholders in 

Habit 6 (Enhance HESSE effectiveness through implementation of collectively formulated 
principles, developed action plans and institutionalization of HESSE enhancement) to 
foster team willingness and motivation for HESSE enhancement.  
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The improved definitions of the 7HoE HESSE are presented in Table 8.9. 

Table 8.9: Definitions of the 7HoE HESSE (Improved) 

HoE HESSE Definition of the habit 
Habit 

1 
Discover the benefits of HESSE 
and the consequences of 
HESSEF 

The hotel stakeholders should: 
 Assess current HESSE Performance; 
 Enquire about: 
o Positive ripple effect of HESSE; and  
o Negative outcomes of HESSEF; and 

 Decide whether to embrace the HESSE enhancement 
paradigm. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

The hotel stakeholders should collectively formulate and agree 
on: 
 HESSE Statement of Direction (SoD); and 
 HESSE enhancement Calendar, Resource Needs and ROI, 

Communication and Choice of KPI’s. 
Habit 

3 
Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

The hotel stakeholders should improve: 
 Quality of their relationship for genuine dialogue on HESSE 

CSFs and HESSEF; and 
 Organizational trust for effective collaboration for HESSE 

enhancement. 
Habit 

4 
Introspection by assessing the 
HESSE CSFs to diagnose 
possible HESSEF 

The hotel stakeholders should: 
 Assess the Impacts and Interactions of HESSE CSFs; and 
 Diagnose possible HESSEF. 

Habit 
5 

Internal and external 
benchmarking of the actual 
HESSE performance with the 
best performances, to identify 
poor HESSE performance for 
enhancement 

The hotel stakeholders should carry out:  
 Internal benchmarking with the best internal HESSE 

performance;  
 External benchmarking with highly effective HESSE hotels; and 
 Confirm possible HESSEF. 

Habit 
6 

Enhance HESSE effectiveness 
through implementation of 
collectively formulated principles, 
developed action plans and 
institutionalization of HESSE 
enhancement 

The hotel stakeholders should be presented with the introspection 
and benchmarking reports to foster team willingness and 
motivation for HESSE enhancement. The latter should then find 
consensus, commitment and empowerment within and across 
departments to collectively: 
 Formulate Principles for Effective HESSE (PfE HESSE); 
 Develop, prioritize and implement HESSE Enhancement Action 

Plans; and 
 Institutionalize HESSE enhancement. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to 
continually improve HES and 
HESSE 

The hotel stakeholders should  
 Review: 
o Nature and extent of HESSEF; 
o HESSE techniques, methods and technologies; and  
o Habits of Highly Effective HESSE; and  
 Decide whether to reinitiate the cycle of the 7HoE 

HESSE to further enhance and continually improve the 
quality of HESSE. 

 

The operationalization plan is consequently also improved and presented in Table 8.10. 

Table 8.10: Operationalization Plan of the 7HoE HESSE (Improved) 

HoE HESSE Habit Formation Action Steps (HFAS) Section 
Habit 

1 
Discover the benefits of HESSE and the 
consequences of HESSEF 

H1AS1: Constitute HESSE Champions 
Committee (HESSE CC). 

6.2.1 

H1AS2: Assess current HESSE Performance. 
H1AS3: Understand the 7HoE HESSE. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

H2AS1: Formulate HESSE SoD. 6.2.2 
H2AS2: Agree on HESSE enhancement 
Calendar, Resource Needs and ROI, 
Communication and Choice of KPI’s. 

Habit 
3 

Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

H3AS1: Contextualize HESSE Trust Factors 
(HESSE TF). 

6.2.3 

H3AS2: Assess and improve HESSE TF. 
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HoE HESSE Habit Formation Action Steps (HFAS) Section 
Habit 

4 
Introspection by assessing the HESSE 
CSFs to diagnose possible HESSEF 

H4AS1: Assess the Impact of HESSE CSFs. 
H4AS2: Assess the Systemic Interactions 
among the HESSE CSFs. 

6.2.4 

H4AS3: Diagnose possible HESSEF. 
Habit 

5 
Internal and external benchmarking of 
the actual HESSE performance with the 
best performances, to identify poor 
HESSE performance for enhancement 

H5AS1: Internal benchmarking with the best 
internal HESSE performance and External 
benchmarking with highly effective HESSE 
hotels. 

6.2.5 

H5AS2: Confirm possible HESSEF. 
Habit 

6 
Enhance HESSE effectiveness through 
implementation of collectively 
formulated principles, developed action 
plans and institutionalization of HESSE 
enhancement 

H6AS1: Present introspection and 
benchmarking reports to all hotel stakeholders 
to foster team willingness and motivation for 
HESSE enhancement. 

6.2.6 

H6AS2: Formulate PfE HESSE. 
H6AS3: Develop and implement HESSE 
Enhancement Action Plans. 
H6AS4: Develop and implement HESSE Policy 
and Procedures. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to continually 
improve HES and HESSE 

H7AS1: Review the nature and extent of 
HESSEF and associated HESSE techniques, 
methods and technologies. 

6.2.7 

H7AS2: Review Habits of Highly Effective 
HESSE. 

A typical 7HoE HESSE Implementation Resource Needs and ROI Sheet is presented in Table 
8.11. 

Table 8.11: Typical 7HoE HESSE Implementation Resource Needs and ROI Sheet 

HoE HESSE HFAS 
HR 

required 

Planned financial 
needs analysis 

Investment ROI 
Habit 

1 
Discover the benefits 
of HESSE and the 
consequences of 
HESSEF 

H1AS1: Constitute HESSE CC.    
H1AS2: Assess current HESSE 
Performance. 

   

H1AS3: Understand the 7HoE HESSE.    
Habit 

2 
Embrace HESSE 
enhancement 
paradigm 

H2AS1: Formulate HESSE SoD.    
H2AS2: Agree on HESSE enhancement 
Calendar and Communication. 

   

Habit 
3 

Improve trust among 
the hotel stakeholders 
for genuine HESSE 
dialogue and 
collaboration 

H3AS1: Contextualize HESSE TF.    
H3AS2: Assess and improve HESSE 
TF. 

   

Habit 
4 

Introspection by 
assessing the HESSE 
CSFs to diagnose 
possible HESSEF 

H4AS1: Assess the Interactions of 
HESSE CSFs. 

   

H4AS2: Assess the Systemic 
Interactions of HESSE CSFs. 

   

H4AS3: Diagnose possible HESSEF.    
Habit 

5 
Internal and external 
benchmarking of the 
actual HESSE 
performance with the 
best performances, to 
identify poor HESSE 
performance for 
enhancement 

H5AS1: Internal benchmarking with the 
best internal HESSE performance and 
External benchmarking with highly 
effective HESSE hotels. 

   

H5AS2: Confirm possible HESSEF.    

Habit 
6 

Enhance HESSE 
effectiveness through 
implementation of 
collectively developed 
action plans and 
institutionalization of 
HESSE enhancement 

H6AS1: Present introspection and 
benchmarking reports to all hotel 
stakeholders to foster team motivation 
and determination for HESSE 
enhancement. 

   

H6AS2: Formulate PfE HESSE.    
H6AS3: Develop and implement HESSE 
Enhancement Action Plans. 

   

H6AS4: Develop and implement HESSE 
Policy and Procedures. 
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HoE HESSE HFAS 
HR 

required 

Planned financial 
needs analysis 

Investment ROI 
Habit 

7 
Review the evolution 
in HESSE literature 
and practices to 
continuously improve 
HES and HESSE 

H7AS1: Review the nature and extent of 
HESSEF and associated HESSE 
techniques, methods and technologies. 

   

H7AS2: Review Habits of Highly 
Effective HESSE. 

   

Other required resources    
TOTAL required resources    

 

Future studies could focus on the development of: 

 HESSE enhancement guidelines for each question presented in Table F3.2 on examples 
of HESSE CSFs introspection questions; and 

 HESSE failure mode effects and criticality analysis (FMECA) [HESSE FMECA]. 

The ST Interaction map among the ten HESSE CSFs is presented in Figure 8.5. 
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Figure 8.5: Systems Thinking Interaction map among the ten HESSE CSFs 

 

 

Learning and Agile 
HESSE organization 

Participation and 
Commitment of 

management and non-
management staff in HESS 
Formulation and Execution 

Engagement and 
Effectiveness of Senior 
Management in HESS 

Formulation and Execution 

Clear HESS 
Formulation and Non-
Conflicting Priorities 

HESSE Dialogue          
among staff 

Collaboration and 
Coordination among internal 

and external HESSE 
stakeholders 

Adequate HESSE 
Leadership Skills and 
Empowerment of staff 

Quality of Direction 

Quality of Learning 

Quality of Action 

HESSE Technical 
Capacity Building of 

staff 

HESSE Dialogue 
between staff and 
guests/customers 

HESSE Attitude and 
Participation of 

guests/customers 

Stellenbosch University https://scholar.sun.ac.za



141 
 

The HESSE categories, presented in Table 8.12, are defined using: 

 HESSE definition presented in Section 4.4; 
 Conditions for successful HESSE and brief description of the HESSE categories presented 

in Section 4.5; 
 HESSE CSFs presented in Section 4.5; and 
 ST Interaction map of the ten deadly causes of HESSEF presented in Section 5.3. 

Table 8.12: Definition of HESSE categories 

HESSE Categories Definition of HESSE Categories 
HESSE 

Quality of Direction 
HESSE Quality of Direction is the engagement and effectiveness of hotel senior 
management along with the participation and commitment of hotel management and 
non-management staff in clear HESS formulation with non-conflicting priorities 
followed by effective and efficient HESSE. 

HESSE 
Quality of Learning 

HESSE Quality of Learning is the readiness and agility of the hotel organizational 
learning systems and communication effectiveness (staff and guests/customers). 

HESSE 
Quality of Action 

HESSE Quality of Action is the effectiveness of HESSE action taken by hotel staff as 
well as hotel guests and customers. 

 

8.7 Conclusion of Chapter 8 

The validation of the 7HoE HESSE model were studied through the research objectives and 
questions presented in Figure 8.1 and Table 8.1. As a result, this chapter’s major contributions 
are presented in Table 8.13. 

Table 8.13: Chapter Eight Major Contributions 

Primary Objective Secondary Objectives Major Contributions Section 

Validate the 7HoE 
HESSE model. 

Present the chosen 
validation philosophy 
and methodology. 

The validation philosophy and methodologies of 
the epistemology of practice is chosen and 
presented. Consequently, the following 
associated validation techniques are chosen and 
presented: 
 Qualitative validation; 
 Main types of validation including face 

measurement, internal, external and ecological 
validities; 

 Types of sampling for validation; and 
 Face-to-face structured interview for data 

collection. 

8.1 

Present the validation 
objectives and 
expected outcome. 

The validation objectives are to: 
 Comply with all generally accepted academic 

standards and requirements; and  
 Ensure that the improved model can be used. 
The future complete operationalization of this 
model should ensure: 
 Prevention and management of the causes of 

HESSEF; and  
 Enhancement of HESSE. 

8.2 

Present the validation 
context and 
boundaries. 

For geographical convenience, selected hotels 
within the Mauritius strong tourism industry were 
chosen as the validation context for this study. 

8.3 

Present the validation 
process. 

Face-to-face structured interview of HP was 
carried out for the validation of the 7HoE HESSE 
model. 

8.4 
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Primary Objective Secondary Objectives Major Contributions Section 

Present the validation 
results. 

The validation results are presented as: 
 Profile of HP who participated in interview for 

the validation process;  
 Profile of participating hotels; and 
 Interview response of HP. 
The 7HoE HESSE model is described by HP as 
the way forward for sustainability as it provides a 
good approach towards sustainability. HP highly 
appreciated the model describing it as a great 
tool, highly suitable to the hospitality industry, 
interesting model, straightforward, easy to 
understand and well-structured with appropriate 
monitoring HESSE processes. 
HP expressed high willingness to experience the 
7HoE HESSE model which properly summarizes 
and contextualizes their reality. They are willing 
to experience the model as it will be very useful 
for favouring collaboration and commitment of all 
hotel stakeholders. They expressed the views 
that the model could ensure successful execution 
of sustainability projects in the hotel industry. 
Some improvements were however suggested. 

8.5 

Present the 
improvement of the 
7HoE HESSE model. 

The improvement of the 7HoE HESSE model is 
presented and includes 
 Presention of the introspection and 

benchmarking reports to hotel stakeholders to 
foster team willingness and motivation for 
HESSE enhancement; 

 Resource needs and ROI analysis; and 
 Choice of KPI’s. 
The development for HESSE enhancement 
guidelines and HESSE failure mode effects and 
criticality analysis (FMECA) [HESSE FMECA] is 
recommended for future studies. 

8.6 

 

In Chapter 9, the conclusion of the thesis is presented. 
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Chapter 9  

9. Conclusion and recommendations for future 
research 
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Conclude this 
research on a 

systemic 
approach to the 
prevention and 
management of 
the causes of 

HESSEF. 

Secondary 
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Confirm achieved 
results. 

 
 
 
 
 
 
 
 
 
 

Present 
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for future 
research. 

Research 
Questions 

 
 
 
 
 
 
 
 
 

What are the 
achieved results? 

 
 
 
 
 
 
 
 
 
 

What are the 
recommendations 

for future 
research? 

Figure 9.1: Chapter Nine Research Outline 

The purpose of this chapter is to finally conclude this research on a systemic approach to the 
prevention and management of the causes of HESSEF. In order to conclude the study, it is 
important to address the research objectives and questions presented in Figure 9.1 and Table 9.1. 

Table 9.1: Chapter Nine Research Objectives and Questions 

Primary Objective Secondary Objectives Research Questions Section 

Conclude this research on 
a systemic approach to the 
prevention and 
management of the causes 
of HESSEF. 

Confirm achieved results. What are the achieved results? 9.1 

Present recommendations for 
future research. 

What are the recommendations 
for future research? 

9.2 

 

9.1 Confirmation of achieved results 

The primary and secondary research problems, presented in Section 1.1, addressed in respective 
chapters of this thesis, are presented in Table 9.2. 

Table 9.2: Addressed Research Problems in thesis 

Research Problems Thesis Chapter 
Primary Secondary Name No 

There is no model that 
can assist hotel 
practitioners and 
academics with a 
systemic approach to the 
prevention and 

There is no model that can assist hotel 
practitioners and academics with a 
systemic approach to the prevention and 
management of the causes of HESSEF. 

Introduction and 
contextualization 

1 

World sustainability challenges 
and initiatives 

2 

Chapter 9 Conclusion and 

recommendations for future research
Ch 1 Ch 2 Ch 3 Ch 4 Ch 5 Ch 6 Ch 7 Ch 8
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Research Problems Thesis Chapter 
Primary Secondary Name No 

management of the 
causes of HESSEF. There is currently no universally-

accepted definition for HESSE, and by 
definition, HESSEF. 

Environmental sustainability 
within the context of hotel 
management 

3 

HESSE: Complexities, 
Obstacles and Failures 

4 

There is no universal agreement on the 
systemic causes that lead to HESSEF. 

Mapping the causes of 
HESSEF: A Systems Approach 

5 

There is no model that can assist hotel 
practitioners and academics with a 
systemic approach to the prevention and 
management of the causes of HESSEF. 

Prevention and management of 
the causes of HESSEF: A 
Systems Approach 

6 

Verification of the 7HoE HESSE 
model 

7 

Validation of the 7HoE HESSE 
model 

8 

Conclusion 9 

 

These primary and secondary research problems were addressed by primary and secondary 
research objectives presented in the research summary Table 1.6 of Section 1.2. As a result, this 
thesis major contributions are presented in Table 9.3. 

Table 9.3: Thesis Major Contributions 

Research Objectives 
Major Contributions Section 

Primary Secondary 

Introduce this 
research on a 
systemic approach 
to the prevention 
and management of 
the causes of 
HESSEF. 

Present research 
problem and 
rationale. 

Primary and secondary research problems along 
with the aim to reject the null hypothesis H0 are 
presented. 

1.1 

Present research 
objectives and 
questions. 

Research summary, composed of the research 
problem, primary and secondary research objectives 
with corresponding research questions, is presented 
in Table 1.6. 

1.2 

Present research 
design. 

Research design for this study is presented using 
arrows in Figure 1.2 and the applicability of chosen 
components is explained in Table 1.7. 

1.3 

Present research 
methodology. 

Research methodology for this study is presented in 
Table 1.8. 

1.4 

Present 
delimitations and 
limitations. 

Delimitations and limitations of this study are 
presented in Table 1.9. 

1.5 

Present thesis 
outline. 

Thesis outline with the chapters’ primary and 
secondary objectives of Section 1.2 is presented in 
Table 1.10. 

1.6 

Describe the world 
sustainability 
challenges and 
initiatives. 

Describe the 
impacts of global 
warming and 
climate change. 

Global warming and climate change have severe 
consequences for humanity as well as for earth’s 
biodiversity and ecosystem, hence the crucial need 
for adaptation and mitigation innovative measures to 
decrease the GMST. 

2.1 

Describe the 
origins, evolution 
and governance of 
sustainability. 

Sustainability is described through its: 
 Etymology presented in Section 2.2.1; 
 Origins and evolution presented in Section 2.2.2; 
 Concepts, conceptual frameworks and definitions 

presented in Section 2.2.3; and 
 WGF presented in Section 2.2.4. 

2.2 
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Research Objectives 
Major Contributions Section 

Primary Secondary 

Environmental 
sustainability within 
the context of hotel 
management: 
Understanding 
challenges and 
finding possible 
opportunities for 
improvement. 

Describe the nature 
and extent of 
international tourism 
and hotel industries. 

In 2018, Travel and Tourism’s contribution to world’s 
GDP was evaluated to 10.4%. International tourism 
ranked the world’s third largest export category and 
generated a total international export earnings of 
USD 1.7 trillion, representing 7% of the global 
exports and 29% of world’s service exports. In that 
year, 319 million persons worked directly or indirectly 
in Travel and Tourism across the globe, representing 
one in 10 jobs. In 2018, the number of hotels and 
hotel rooms was estimated to 184 thousand and 17 
million respectively. The global hotel average 
occupancy rate and average daily rate (ADR) was 
67.5% and USD 122.96 respectively for the 12 
months ending with February 2018. Also, in 2011, 
hotels and other accommodation accounted for 1 to 
2% of the 5% global CO2 emitted by the tourism 
industry. These CO2 emissions call for coordinated 
actions for the reduction and minimization of the 
hotel carbon footprint. 

3.1 

Analyze the 
international tourism 
and Hotel 
Environmental 
Sustainability (HES) 
initiatives. 

The leadership of the World Tourism Organization 
(UNWTO), the World Travel and Tourism Council 
(WTTC) and the International Hotel and Restaurant 
Association (IHRA) for international tourism and 
HES initiatives. 

3.2 

Analyze the Hotel 
Sustainability (HS) 
contemporary 
discourse. 

Hotels, whose undeniable targets are profitability, 
are also concerned about environmental 
sustainability. Some HES strategies have been 
designed and hotel stakeholders are showing 
increasing interest in adopting such strategies. 
However, there is still room for progress in the study 
of sustainability within the hotel industry and 
possibilities to achieve full Hotel Sustainability 
potential. 

3.3 

Define HES. HES definition. 3.4 

Develop a generic 
HES Strategy 
(HESS). 

Development of a generic HES Scorecard with HES 
KPI’s to define HESS. 

3.5 

Understand the 
challenges in Hotel 
Environmental 
Sustainability 
Strategy Execution 
(HESSE). 

Analyze the origins 
and emerging 
themes of strategy 
management. 

The study of the origins and emerging themes of 
strategy management shows an evolution from the 
Darwinian natural selection process to acute, 
complex and unpredictable strategy approaches 
where there has been a shift from survival and 
success of the fittest to that of the cleverest. 
Contemporary strategy is looks into broad 
organization direction instead of detailed action plan. 
In fact, strategy approach shifted from long-term, 
well-defined to short-term on-the-edge adaptation. 
The aim is still to delight customers but by confusing 
and surprising competitors. 

4.1 

Analyze Strategy 
Execution (SE) 
obstacles, 
challenges and 
frameworks. 

SE is defined and the importance of SE is 
highlighted. A good strategy formulation does not 
guarantee that it will be fully and properly executed. 
The execution will in fact be facilitated by enablers 
but will be impeded by obstacles or inhibitors. Two 
studies that are particularly important for HESSE 
were presented in detail: 
 Yang et al.’s (2009) relationship among the nine 

recurring factors influencing strategy 
implementation; and 

 Beer and Eisenstat (2000) interaction among the 
six strategy killers. 

Yang et al. (2009) suggest that successful SE or 
strategy implementation depends on the ability to 

4.2 
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Research Objectives 
Major Contributions Section 

Primary Secondary 
address the soft, hard and mixed factors. In Beer and 
Eisenstat (2000) study, a medical analogy is 
performed between human and organization silent 
killers as well as between the interaction of the 
cardiovascular system with human organs and the 
interaction of the different stakeholders within an 
organization. Gradual cholesterol accumulation in 
arteries is a major cause of cardiovascular disease 
(CVD) which can result in organs’ dysfunctioning and 
interaction failures, in turn leading to human 
casualties and mortalities. Similarly, the six silent 
killers of organizational SE can lead to organizational 
failures, casualties and mortalities if they are not 
identified and addressed on time. 

Review the HESSE 
contemporary 
discourse. 

Growing concerns on strategic management related 
to hospitality and tourism is revealed although the 
number of publications on HESSE remains low. 

4.3 

Define HESSE. HESSE definition. 
4.4 

Identify the ten 
deadly causes of 
HESSE Failure 
(HESSEF). 

The ten deadly causes of HESSEF with associated 
signs and symptoms. 
CVD and HESSEF analogy: Benefits versus 
consequences analysis. 

4.5 

Analyze the 
escalation of 
HESSE Failure 
(HESSEF) and 
study possible 
HESSE paradigm 
shift and behaviour 
change for systemic 
HESSE 
enhancement. 

Review basic 
Systems Thinking 
(ST) and System 
Dynamics (SD) 
modelling 
principles. 

ST and SD basic modelling principles are explained. 
ST lays emphasis on the ‘whole’ and, the 
interconnectedness and interdependence of 
components within a system, and SD is the 
application of control engineering to organizational 
management. The systems approach favours a 
holistic view whereby the interactions can generate 
reinforcing or balancing patterns. Senge (1990) 
argues that business and human interactions are 
systems and ST enables the underlying patterns to 
surface, thus, allowing possible engagement for 
effective change. Sterman (2000) further links ST 
and SD modelling with a better understanding of an 
organization’s performance, thereby enabling the 
design of effective high leverage policies. 

5.1 

Review the 
contemporary 
discourse on the 
systems approach 
in hotels and 
tourism. 

An analysis of the contemporary discourse on the 
use of the systems approach in hotels and tourism 
reveals that a systems approach was mostly used in 
hotels and tourism for better understanding and 
improvement at an operational level. In this study, 
the focus is on a SE level where ST is applied to 
HESSE. 

5.2 

Conceptualize a ST 
Interaction map of 
the ten deadly 
causes of HESSEF. 

ST Interaction map of the ten deadly causes of 
HESSEF with three typical scenario analyses. 

5.3 

Study possible 
HESSE paradigm 
shift and behaviour 
change for systemic 
HESSE 
enhancement. 

Presentation of  
 Habits of Effectiveness (Covey, 1989); and 
 SoC model (Prochaska, 1979; Prochaska and 

DiClemente, 1983; Prochaska et al., 1992). 

5.4 

Conceptualize and 
Operationalize the 
Seven Habits of 
Effective HESSE 
(7HoE HESSE) for 
HESSE systemic 
enhancement. 

Conceptualize the 
7HoE HESSE. 

Conceptualization of the 7HoE HESSE which is an 
integrated and systematic change management 
model aiming to enhance HESSE. The 7HoE 
HESSE was presented and each habit defined. 

6.1 

Operationalize the 
7HoE HESSE. 

The operationalization of the 7HoE HESSE model 
presents the formation of seven holistic healthy 
HESSE organizational habits for hotel stakeholders. 
The definition, medical analogy and action 
sequences as well as the habit formation aids and 
artefacts of each habit were presented in detail. 

6.2 

Stellenbosch University https://scholar.sun.ac.za



147 
 

Research Objectives 
Major Contributions Section 

Primary Secondary 

Verify the 
completeness of the 
7HoE HESSE 
model development 
process. 

Verify whether each 
habit is properly 
mapped within the 
7HoE HESSE 
model development 
process. 

Mapping the build-up relationship between the 7HoE 
HESSE with main relevant thesis sections. 

7.1 

Validate the 7HoE 
HESSE model. 

Present the chosen 
validation 
philosophy and 
methodology. 

The validation philosophy and methodologies of the 
epistemology of practice is chosen and presented. 
Consequently, the following associated validation 
techniques are chosen and presented: 
 Qualitative validation; 
 Main types of validation including face 

measurement, internal, external and ecological 
validities; 

 Types of sampling for validation; and 
 Face-to-face structured interview for data 

collection. 

8.1 

Present the 
validation objectives 
and expected 
outcome. 

The validation objectives are to: 
 Comply with all generally accepted academic 

standards and requirements; and  
 Ensure that the improved model can be used. 
The future complete operationalization of this model 
should ensure: 
 Prevention and management of the causes of 

HESSEF; and 
 Enhancement of HESSE. 

8.2 

Present the 
validation context 
and boundaries. 

For geographical convenience, selected hotels 
within the Mauritius strong tourism industry were 
chosen as the validation context for this study. 

8.3 

Present the 
validation process. 

Face-to-face structured interview of HP was carried 
out for the validation of the 7HoE HESSE model. 

8.4 

Present the 
validation results. 

The validation results are presented as: 
 Profile of HP who participated in interview for the 

validation process;  
 Profile of participating hotels; and 
 Interview response of HP. 
The 7HoE HESSE model is described by HP as the 
way forward for sustainability as it provides a good 
approach towards sustainability. HP highly 
appreciated the model describing it as a great tool, 
highly suitable to the hospitality industry, interesting 
model, straightforward, easy to understand and well-
structured with appropriate monitoring HESSE 
processes. 
HP expressed high willingness to experience the 
7HoE HESSE model which properly summarizes 
and contextualizes their reality. They are willing to 
experience the model as it will be very useful for 
favouring collaboration and commitment of all hotel 
stakeholders. They expressed the views that the 
model could ensure successful execution of 
sustainability projects in the hotel industry. 
Some improvements were however suggested. 

8.5 

Present the 
improvement of the 
7HoE HESSE 
model. 

The improvement of the 7HoE HESSE model is 
presented and includes 
 Presention of the introspection and benchmarking 

reports to hotel stakeholders to foster team 
willingness and motivation for HESSE 
enhancement; 

 Resource needs and ROI analysis; and 
 Choice of KPI’s. 
The development for HESSE enhancement 
guidelines and HESSE failure mode effects and 
criticality analysis (FMECA) [HESSE FMECA] is 
recommended for future studies. 

8.6 
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From the primary research problem, the thesis had the aim to reject the following null hypothesis 
presented in Section 1.1 and hereby reproduced for ease of reference: 

H0 It would not be possible to develop the Seven Habits of Effective Hotel Environmental 
Sustainability Strategy Execution (7HoE HESSE) model that would assist academics 
and practitioners with the systemic approach to the prevention and management of the 
causes of Hotel Environmental Sustainability Strategy Execution Failure (HESSEF). 

 

Based on achieved thesis results presented in Tables 9.2 and 9.3, it is concluded that it was indeed 
possible to develop a 7HoE HESSE model that would assist academics and practitioners with the 
systemic approach to the prevention and management of the causes of HESSEF, and that H0 was 
rejected. 

 

9.2 Recommendations for future research 

In order to propose recommendations for future work, the following were considered: 

 Delimitations and limitations of this study presented in Section 1.5; 
 HS: Contemporary discourse presented in Section 3.3; 
 HESSE: Contemporary discourse presented in Section 4.3; 
 Systems approach in hotels and tourism: Contemporary discourse presented in Section 

5.2; 
 HESSE paradigm shift and behaviour change presented in Section 5.4; 
 Validation results of the 7HoE HESSE model presented in Section 8.5; and 
 Improvement of the the 7HoE HESSE model presented in Section 8.6. 

The justifications for each proposed recommendation are presented in Table 9.4. 

Table 9.4: Proposed recommendations for future research 

Recommendations Justification for the proposed recommendations for future research 

Implementation of 
7HoE HESSE 

The 7HoE HESSE model is described by HP in the model validation results, 
presented in Section 8.5, as the way forward for sustainability as it provides a good 
approach towards sustainability. HP highly appreciated the model describing it as a 
great tool, highly suitable to the hospitality industry, interesting model, 
straightforward, easy to understand and well structured with appropriate monitoring 
HESSE processes. 
HP expressed high willingness to experience the 7HoE HESSE model which properly 
summarizes and contextualizes their reality. They are willing to experience the model 
as it will be very useful for favouring collaboration and commitment of all hotel 
stakeholders. They expressed the views that the model could ensure successful 
execution of sustainability projects in the hotel industry. 
Such implementation of the 7HoE HESSE model in hotels with different star grading 
will provide in-depth insight on the effectiveness of the model. The feedback obtained 
will enable further improvement of the model. 

HESSE failure mode 
effects and criticality 
analysis (FMECA) 

As presented in the 7HoE HESSE model validation results of Section 8.5, HP 
suggested the development of guidelines for enhancement after HESSE 
introspection and benchmarking assessment. HESSE FMECA will enable in-depth 
analysis of HESSEF in view of proposing enhancement action plans after HESSE 
introspection and benchmarking assessment. 

Hotel Sustainability 
Strategy Execution 

(HSSE) 

Operationalization of the 7HoE HESSE model aims to enhance HESSE. No claim is 
made that the 7HoE HESSE model will be effective outside HES, as presented in the 
delimitations of this study in Section 1.5. 
Sustainability is however composed of three pillars (economic, environmental and 
social) as presented in Section 2.2.3. This study was tapered to the environmental 
pillar only. Further studies could first focus on Hotel Economic or Social Sustainability 
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Recommendations Justification for the proposed recommendations for future research 
Strategy Execution independently and then on HSSE with the three interdependent 
pillars of sustainability. 

Hotel Strategy 
Execution (HSE) 

The focus of this study is on HESSE. However, in complex and dynamic hotel 
environments, interventions in other fields could impact and influence HESSE and 
vice versa. No attempts were made to evaluate impact and influence among multiple 
interacting fields in hotel, as presented in the limitations of this sudy in Section 1.5. 
Also, as presented in the 7HoE HESSE model validation results of Section 8.5, HP 
described the operationalization plan as highly realizable, logical and fully valid and 
suggested that the operationalization of the model can be effective not only for 
enhancing HESSE but also for addressing any projects even those not concerning 
sustainability. 
The methodology and model developed in this study could be extended to HSE. 

System Dynamics (SD) 

The systemic approach of this study is limited to Systems Thinking (ST) and no 
attempts was made to perform any SD analysis, as presented in the delimitations of 
this study in Section 1.5.  
Further studies could focus on the effectiveness of SD for HESSE, HSSE and HSE 
enhancement. 

Application in other 
fields and types of 

organizations 

As presented in the 7HoE HESSE model validation results of Section 8.5, great 
appreciation was expressed by HP for use of the 7HoE HESSE model not only to 
enhance HESSE but also to ensure successful execution of other projects in hotels 
as well as in other organizations. HP highlighted that the model depicts the right 
sequence of habits along the upward spiral continual improvement design. They also 
suggested that the model provides the right focus for HESSE compared to other 
models. The value of the model relies on the association of the 7HoE HESSE upward 
spiral continual improvement model together with the ST interaction map among the 
HESSE CSFs. 
The methodology and model developed in this study could be extended to personal 
and organizational SE enhancement. 

 

9.3 Conclusion of Chapter 9 

The conclusion of this research on a systemic approach to the prevention and management of the 
causes of HESSEF were studied through the research objectives and questions presented in 
Figure 9.1 and Table 9.1. As a result, this chapter’s major contributions are presented in Table 
9.5. 

Table 9.5: Chapter Nine Major Contributions 

Primary Objective Secondary Objectives Major Contributions Section 

Conclude this 
research on a 
systemic approach 
to the prevention 
and management of 
the causes of 
HESSEF. 

Confirm achieved 
results. 

Based on achieved thesis results presented in 
Tables 9.2 and 9.3, it is concluded that it was 
indeed possible to develop a 7HoE HESSE 
model that would assist academics and 
practitioners with the systemic approach to the 
prevention and management of the causes of 
HESSEF, and that the null hypothesis H0, 
presented in Section 1.1, was rejected. 

9.1 

Present 
recommendations for 
future research. 

The justifications for each proposed 
recommendation are presented in Table 9.4. 

9.2 
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Appendix A 

Sustainability, sustainable development and 
sustaining development: Definitions and meanings 
(Sutton, 2004) 
The in-depth study of Sutton (2004) is useful to understand the definitions and meanings of the 
word sustain and its derivatives. The latter suggests the typology of Table A1 to better understand 
the meanings of sustainability, sustainable development and sustaining development: 

Table A1: Typology of definitions to better understand the meanings of sustainability, 
sustainable development and sustaining development (Sutton, 2004) 

Type of definitions Illustration Example 
1. Definitions based on 

the essence 
 

‘x’ is/means ‘y’  ‘sustainability’ is/means the ‘ability to sustain 
something’, 

 ‘sustainable development’ is ‘development that can 
be maintained’,  

 ‘sustaining92 development’ is ‘development that 
sustains something’ 

2. Definitions based on 
strategies for achieving 
the thing being defined 

Achievement of ‘x’ 
requires eg. ‘y’ 

 Achievement of sustainability requires, for 
example, the integration of environmental, social 
and economic issues. 

3. Definitions based on 
the outcomes of the 
thing being defined 

‘x’ results in ‘y’  Sustainable development results in the meeting of 
needs of the present generation without 
compromising the needs of future generations. 

4. Definitions based on 
what a movement with 
that label tries to 
achieve 

‘X’ is what the ‘X’ 
movement strives for, 
ie. ‘X’ encompasses ‘y’ 

 Sustainability is what the Sustainability movement 
strives for, i.e. Sustainability encompasses the 
protection of the environment and people, peace, 
and end to poverty, the meeting of human needs, 
enhancement of human well-being, promotion of 
happiness, etc. 

 

The meaning in fact depends on the type of definition. Table A2 further illustrates basic type 1 
definitions of the term sustain and its derivatives. 

Table A2: Basic type 1 definitions of the term sustain and its derivatives (Sutton, 2004) 

Terms Basic definitions 
Sustain Maintain through time 
Sustainability (noun) Ability or capability to maintain or sustain something 
Sustainability (adjective) Having to do with maintenance or sustainability 
Sustainable Durable or able to be maintained or sustained 
Sustaining (adjective) Having the propensity to maintain or sustain 
Sustainment Act of maintaining or sustaining something 

 

Bruntland (UN, 1987) definition of sustainable development is of type 3. 

Sutton (2004) analyzed the paraphrasing of Bruntland (UN, 1987) definition as shown in Table A3. 

Table A3: Difference in the paraphrasing of Bruntland (UN, 1987) definition (Sutton, 2004) 

How’s Paraphrasing of Bruntland (UN, 1987) definition 
How the Brundtland definition is 
most often paraphrased 

Sustainable development is development that meets the needs of the 
present without compromising the ability of future generations to meet their 
own needs 

                                                
92 Sustaining is hereby used as an adjective (not as a verb). 
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How’s Paraphrasing of Bruntland (UN, 1987) definition 
How it was actually written in the 
1987 Brundtland report 

Humanity has the ability to make development sustainable - to ensure that it 
meets the needs of the present without compromising the ability of future 
generations to meet their own needs. (definition quoted from pg. 8 of the 
Brundtland report) 

 

The latter then proposed an improved paraphrasing as per Table A4. 

Table A4: Sutton (2004) improved paraphrasing of Bruntland (UN, 1987) definition 

How’s Paraphrasing of Bruntland (UN, 1987) definition 
How the Brundtland definition could 
be more accurately paraphrased 

Sustainable development is development that results in the needs of the 
present being met without compromising the ability of future generations to 
meet their own needs 

 

Sutton (2004) suggests that the chosen definition of sustainability, sustainable development and 
sustaining development for a particular context should build on the core meanings of the term 
sustain and its derivatives, and that definitions should be stated clearly to favour effective and 
focused actions. Such actions depend on: 

 what is trying to be sustained? 
 who will benefit from the sustainability? 
 what is the scale of sustainability and the state of urgency of action? 
 

The choice between sustainability, sustainable development and sustaining development is also 
a concern; the former being often favoured. The fact that sustainability refers to continuity while 
development concerns change can give the impression that sustainable development is an 
oxymoron. However, the coining of the term sustainable development can also refer to a 
transformation process whereby there is an overall improvement. Sutton (2004) proposes the 
notion of genuine progress whereby sustainable development refers to genuine sustained 
progress while maintaining the economic, social and environmental structures. Sutton (2004) 
further suggests that sustaining development would be a most appropriate proactive concept. The 
latter defined sustaining development as presented in Table A5. 

Table A5: Sustaining Development 

Sustaining development is defined as “a change process that delivers both genuine 
progress and the maintenance or sustainment of (whatever the society wants to sustain)”. 

Reproduced from Sutton (2004) 

Another concern is whether to consider sustainability as an incremental change process or as the 
final desired state. The process of achieving sustainability (journey) is, in fact, as important as the 
desired state of sustainability (destination). The destination cannot be reached without the journey. 
The journey should however be considered as the means to attain the destination, the latter can 
be either incremental or radical. 
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Appendix B 

Setting up and history of the International Hotel and 
Restaurant Association (IHRA) 
The setting up and history of IHRA is summarized in Table B1: 

Table B1: History of IHRA (IHRA, 2019b) 

Date Event 
January 1869 45 Hotelmen met in Germany to create the All Hotelmen Alliance (AHA). 
April 1921 The International Hotels Alliance (IHA) was set up following the merging of various 

European, African, Latin and American hotels association 
November 1947 Hoteliers from International Hotels Alliance met in London together with The European 

Aubergistes association and the Asian Innkeepers Association, and decided to merge into 
the International Hotels Association (IHA) to defend the interest of the private sector 
worldwide. 

September 1949 The French Government registered IHA and granted it status of Public Utility Association 
and Non-profit status (law 109) 

December 1949 The Argentinean Government recognized IHA and gave it a status of a non-profit 
organization under the name of Associasion Internacional de hosteleria. 

May 1950 West German Government recognized IHA and gave it a status of non-resident 
Association under the name of Internationaler Hotelverband. 

November 1953 The United Nations Economic and Social council gave IHA the status of consultative 
representing the Hoteliers Worldwide and the United Nations Conference on Trade and 
Development granted IHA as a Permanent Observer status. 

October 1960 The New York Hotels Association asked to join IHA and become the first U.S. association 
to join IHA and become a full member. 

January 1978 New By-laws and Articles of incorporation came into effect Worldwide and for the first time 
All Worldwide members met and voted to adopt them and were into effect up to 2008 (30 
year). 

March 1995 United Nations admited IHRA. 
November 1997 IHA merged with International organization of Hotels and restaurants and became the 

International Hotel and Restaurant Association (IHRA). 
January 2008 Head Office moved to Switzerland. New Articles of Corporations and By Laws were 

adopted and remain in force till today. IHRA also registered by the Swiss Government in 
February 2008. 

May 2016 Head office moved to Geneva where IHRA was registered and registered an office in Paris 
and Barcelona; working to register a Branch in Washington D.C. 
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Appendix C 

Energy and carbon analyses of selected hotels 
in Mauritius  
As Lecturer at the Université des Mascareignes in Mauritius, the author supervised the 
following BSc (Hons.) Electro-Mechanical Engineering undergraduate final year project: 

 Badulla, M.D. 2019. Energy and carbon audit at Canonnier Beachcomber Golf Resort 
and Spa, Grand Baie, Mauritius (4 star). Rose-Hill: Université des Mascareignes. 

 Boodhun, O.K. 2019. Solar water heating system for steam boiler at Four Seasons 
Resort, Anahita, Beau Champ, Mauritius (5 star luxury). Rose-Hill: Université des 
Mascareignes. 

 Veeramah, V. 2018. Feasibility study for possible Implementation of a photovoltaic 
system for the laundry at Four Seasons Resort, Anahita, Beau Champ, Mauritius (5 
star luxury). Rose-Hill: Université des Mascareignes. 

 Nahullah, A.K. 2018. Boiler energy audit at Veranda Pointe aux Biches Hotel, Mauritius 
(4 star). Rose-Hill: Université des Mascareignes. 

 Mooneegadoo, K. 2018. Implementation of an efficient cold and hot water production 
system at Anantata Le Chaland Hotel, Mauritius (5 star). Rose-Hill: Université des 
Mascareignes. 

The author also supervised the following students during their university industrial training 
placement: 

 Boodhun, O.K. 2019. BSc (Hons.) Electro-Mechanical Engineering 3rd year industrial 
training at Four Seasons Resort, Anahita, Beau Champ, Mauritius (5 star luxury) from 
07 January to 15 February 2019. Rose-Hill: Université des Mascareignes. 

 Khoosye, F. 2019. BSc (Hons.) Electro-Mechanical Engineering 2nd year industrial 
training at Hilton Mauritius Resort and Spa, Flic en Flac, Mauritius (5 star) from 07 
January to 15 February 2019. Rose-Hill: Université des Mascareignes. 

 Veeramah, V. 2018. BSc (Hons.) Electro-Mechanical Engineering 3rd year industrial 
training at Four Seasons Resort, Anahita, Beau Champ, Mauritius (5 star luxury) from 
07 May to 15 June 2018. Rose-Hill: Université des Mascareignes. 

 Nahullah, A.K. 2018. BSc (Hons.) Electro-Mechanical Engineering 3rd year industrial 
training at Veranda Pointe aux Biches Hotel, Mauritius (4 star) from 07 May to 15 June 
2018. Rose-Hill: Université des Mascareignes. 

 Mustun, A.Z. 2017. Electro-Mechanical Engineering 2nd year industrial training at New 
Mauritius Hotels, Beachcomber Resorts and Hotels, Mauritius (4 and 5 star) from 08 
May to 18 June 2017. Rose-Hill: Université des Mascareignes. 

The hotels’ star rating was obtained from the Mauritius Tourism Authority (2021) website. 

The above final year project and industrial training supervision enabled the author to better 
understand the environmental concerns and challenges of hotels.  
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Appendix D1 

Definitions of Strategic Management 
Some definitions of strategic management, available in the literature, are presented in Table 
D1.1. The exploration of all definitions however falls outside the scope of this study. 

Table D1.1: Definitions of strategic management 

Definitions of strategic management Author(s) 
Strategic management is the process by which the managers of the firm analyze the 
internal and external environments for the purpose of formulating strategies and 
allocating resources to develop a competitive advantage in an industry that allows 
for the successful achievement of organizational goals.  

Cox, Daspit, McLaughlin 
and Jones (2012) 

Strategic management is a means by which organizations achieve their desired 
levels of performance and appears to be the preferred strategy within health care. 

Jasper and Crossan 
(2012) 

Strategic management includes works concerned with the reactive adaptations to 
environment demands, observed in firms that aim to remain competitive, as well as 
the proactive and entrepreneurial approach many firms adopt (such as developing 
new products or markets) to create competitive advantage. 

Vogel and Güttel (2013) 

Strategic management is concerned with the means and ends of service delivery 
and with organizational behaviour, action, and performance. 

Walker (2013) 

Strategic management can be defined as a set of managerial decisions and actions 
of an organization that can be used to facilitate competitive advantage and long-run 
superior performance over other organizations. 

Kruja and Reshketa 
(2014) 

The scientific discipline of strategic management addresses the establishment and 
pursuit of a firm’s long-term goals, as well as the ways in which business leaders or 
managers respond to – and shape – environmental forces and orchestrate internal 
resources. 

Kenworthy and Verbeke 
(2015) 

The knowledge-based perspective of strategic management refers to the manner of 
resource combination, an essential function of a company. Moreover, these 
resources are linked to culture and identity, policies, systems, documents and 
employees and are considered socially complex, and the associated assets have 
the ability to produce long-term advantages. 

Ertek, Tokdemir, Sevinç 
and Trunç (2017) 

Reproduced from Köseoglu, Law, Okumus, Barca and Dogan (2018) 
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Appendix D2 

Definitions of Strategy Execution 
Some definitions of Strategy Execution, available in the literature, are presented in Table D2.1. 
The exploration of all definitions however falls outside the scope of this study. 

Table D2.1: Definitions of Strategy Execution 

Definitions Author(s) 
[Strategy implementation is] ‘turn[ing] drawing-board strategy into marketplace reality’. Bonoma (1984:69) 
[Strategy Execution comprises] ‘a process by which large, complex, and potentially 
unmanageable strategic problems are factored into progressively smaller, less 
complex, and hence more manageable proportions’. 

Herbiniak and Joyce 
(1984:90) 

[Strategy] ‘Implementation is a series of interventions concerning organizational 
structures, key personnel actions and control systems designed to control performance 
with respect to desired ends’. 

Herbiniak and Joyce 
(1984:90) 

[Strategy] ‘Implementation is a series of steps taken by responsible organizational 
agents in planned change to elicit compliance needed to install changes’. 

Nutt (1986:230) 

[Strategy] ‘Implementation is a procedure directed by a manager to install planned 
change in an organization’. 

Nutt (1986:233) 

‘Implementation of strategy comprises a series of subactivities that are primarily 
administrative’.  

Andrews (1980:40) 

[Strategy Execution means] ‘acting on what has to be done internally to put the chosen 
strategy into place and to actually achieve the targeted results’. 

Thompson and 
Strickland III (1989) 

[Strategy Execution entails] ‘translating strategic thought into organizational action’. Pearce II and 
Robinson (1991:297) 

[Deliberate strategy implementation is defined as] ‘the managerial interventions that 
align organizational action with strategic intention’. 

Floyd and 
Wooldridge (1992b) 

[Strategy Execution comprises] ‘a series of interventions concerning organizational 
structures, key personnel actions, and control systems designed to control 
performance with respect to desired ends’. 

Floyd and 
Wooldridge 
(1992b:155) 

[Strategy implementation is] ‘the process by which strategies and policies are put into 
action through the development of programs, budgets, and procedures’. 

Wheelen and Hunger 
(1972) 

[Strategy Execution is the] ‘operationalization of a clearly articulated strategic plan’. Noble (1999b:119) 
[Strategy Execution is] ‘the communication, interpretation, adoption, and enactment of 
strategic plans’. 

Noble(1999b:120) 

[Strategy Execution is] ‘the successful implementation of strategic decisions’. Flood, Dromgoole 
and Carroll (2000:2) 

‘by [strategy] implantation we mean here putting the formulated strategy to work’. Heide, Grønhaug and 
Johannessen 
(2002:217) 

‘The execution phase forces you to translate your broad-brush conceptual 
understanding of your company’s strategy into an intimate familiarity with how it will all 
happen: who will take on which tasks in what sequence, how long those tasks will take, 
how much they will cost, and how they will affect subsequent activities’. 

Raffoni (2003:1) 

[Strategy Execution entails] ‘all the processes and outcomes which accrue to a strategic 
decision once authorization has been given to go ahead and put the decision into 
practice’. 

Miller, Wilson and 
Hickson (2004:203) 

[Strategy Execution is] ‘the total sum of the activities and choices required for the 
execution of a strategic plan’. 

Wheelen and Hunger 
(2004: 192) 

‘The third step [towards effective strategy] is the design of a configuration of actions 
and resource allocations that implement the chosen guiding policy’. 

Rumelt (2011:61) 

[Strategy Execution is] ‘a disciplined process or a logical set of connected activities that 
enables an organization to take a strategy and make it work’. 

Hrebiniak (2013:6) 

Presented in chronological order of author 
Reproduced from De Oliveira et al. (2018) 

Adapted and expanded from Noble (1999b) and van der Maas (2008) 
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Appendix D3 

Strategy Execution applied models and 
frameworks 
The generic SE models and frameworks presented in Section 4.2.3 were applied to specific 
topics, industries and sectors as presented in the following studies: 

1. Srivastava and Sushil (2017) total interpretive structural modelling (TISM) model of 
alignment; 

2. Prieto and de Carvalho (2018) internal alignment vs business performance model; 
3. Katz (2017) innovative Strategic Alignment Model (iSAM); 
4. Islam (2018) strategy map framework 
5. Wahyono (2018) ‘conceptual framework of strategy, action and performance 

dimensions of organizational agility development’; and 
6. Olivier (2015) Measure, Evaluate, Report, Improve and Learn - all through Drive and 

Engagement (MERIL-DE) model. 
 

1. Srivastava and Sushil (2017) total interpretive structural modelling (TISM) model of 
alignment  

Srivastava and Sushil (2017) suggest that alignment is the foundation for effective Strategy 
Execution and developed the framework in Figure D3.1 below to illustrate and study the 
linkages between different factors of alignment. 

The developed TISM model of alignment of Figure D3.1 suggests a hierarchy among the 
different alignment factors. This study concludes that the structure-strategy linkage is 
fundamental for Strategy Execution but other factors are also important. 
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Figure D3.1: Total interpretive structural modelling (TISM) model of alignment 
Reproduced from Srivastava and Sushil (2017) 

2. Prieto and de Carvalho (2018) internal alignment vs business performance model  

Alignment is also studied by Prieto and de Carvalho (2018) using the developed model in 
Figure D3.2. 

This study confirms the positive relationship between alignment and business performance, 
whereby strategy implementation is included within the vertical alignment processes. 
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Figure D3.2: Internal alignment vs business performance model 
Reproduced from Prieto and de Carvalho (2018) 

 

3. Katz (2017) innovative Strategic Alignment Model (iSAM) 

Katz (2017) studied innovation, strategy and alignment, and combined them to develop the 
innovative Strategic Alignment Model (iSAM) as illustrated in Figure D3.3. iSAM involves 
alignment of internal and external business and innovation domains, and hence encompasses 
innovation and strategic alignment. 

 

Figure D3.3: iSAM with all components and relationships 
Reproduced from Katz (2017) 
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4. Islam (2018) strategy map framework  

Figure D3.4 illustrates the strategy map framework developed by Islam (2018). The generic 
framework containing 14 principles across 7 features and includes causal loops together with 
an expected timeline for implementation. The author suggests that customized strategy maps 
can hence be developed using the generic one. 

 

Figure D3.4: Hypothetical strategy map framework containing 14 principles across 7 
features 

Reproduced from Islam (2018) 

5. Wahyono (2018) ‘conceptual framework of strategy, action and performance 
dimensions of organizational agility development’ 

Wahyono (2018) used the key activities plan, do, check and act of Deming wheel (Deming, 
1986) as foundation to develop a conceptual framework encompassing strategy formulation, 
implementation and performance evaluation. It is suggested by the author that such framework 
provides a holistic view of agility development which is a key dimension of organizational 
excellence. 

6. Olivier (2015) MERIL-DE model  

In his PhD study on ‘closing the Strategy Execution gap in the public sector’, Olivier (2015) 
developed the MERIL-DE model, illustrated in Figure D3.5. The MERIL-DE acronym refers to 
the components of the management cycle namely Measure, Evaluate, Report, Improve and 
Learn - all through Drive and Engagement. 
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Figure D3.5: The MERIL-DE Model 
Reproduced from Olivier (2015) 

The above model is composed of the nine vital Strategy Execution components namely: 

1. Leadership 

2. Strategic Planning 

3. Project Management 

4. Alignment 

5. MERIL (a cycle of performance management, including measurement, evaluation, 
reporting, improving and learning) 

6. Drive 

7. Engagement 

8. Risk Management 

9. Stakeholder Management 

Although the MERIL-DE model was developed for the public sector, it can be adapted to other 
contexts. 
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Appendix E 

HESSE enhancement: review and selection of 
sustainable development modelling tools  
A review is performed in the tool compendium for strengthening the environmental dimensions 
of sustainable development goals in Asia and the Pacific. (Asian Development Bank [ADB] 
and United Nations Environment Programme [UNEP], 2019). This tool compendium compiles 
the most important sustainable development modelling tools, methods and approaches and 
aims to provide practical guidance for integrated and coordinated decision-making and 
implementation. The tools can be applied worldwide and beyond Asia and the Pacific region. 

Sustainable Development Goals (SDGs) were presented in Figure 2.6 of Section 2.2.2 and 
tools available in the ADB and UNEP 2019 tool compendium facilitate effective integration of  
environmental SDG12 (responsible consumption and production), SDG14 (sustainable 
marine) and SDG16 (terrestrial ecosystems management) into national, sector and 
organization policies, plans, and programs.  

The effectiveness of the tools’ application relies on the reinforcing loop between the SDGs 
and means of implementation as illustrated in Figure E1. 

 

Figure E1: Technical assistance project targets and their interlinkages  
Reproduced from ADB and UNEP (2019) 

An analysis of the tools in this compendium shows that some tools are applicable for an 
integrated approach of above-mentioned environmental SDGs while others are applicable for 
a specific environmental SDG. Tools are classified under different: 

 Types (framework [approach], guidance, methodology [process] and stand-alone);  
 Policy cycle applications (issue identification and framing, formulation and drafting 

[approval], implementation and monitoring, evaluation and reporting); and  
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 Integration applications (strategic, procedural and organizational). 

Tools address specific function or range of functions at national, sectorial or organizational 
levels (ADB and UNEP, 2019).  

For this study, tools applicable for general integrated approach of environmental SDGs are 
chosen to favour holistic understanding of the interactions among HESSEF. SE requires the 
selected tool to address strategic, procedural and organizational concerns, hence leading to 
an initial selection of the following general tools (G): 

G3: Integrated Policy for Sustainable Development 

G4: Mainstreaming, Acceleration, and Policy Support (MAPS) Framework 

G12: Integrated Assessment 

G15: Strategies for National Sustainable Development 

G16: Design Thinking 

G24: Systems Thinking (ST) 

G32: Institutional and Context Analysis (ICA) Tool for SDGs 

G42: SDG Monitoring and Reporting Toolkit for United Nations Country Teams 

(ADB and UNEP, 2019) 

Tools G3, G4, G15, G32 and G34 mainly applicable for national and sectorial applications and 
less applicable for organizational ones are disregarded.  

In-depth analysis of the last three selected tools is presented in Table E1. 

Table E1: HESSE enhancement: In-depth analysis of selected sustainable 
development modelling tools 

Selected tools In-depth analysis 

G12: Integrated 
Assessment 

Integrated assessment is mostly applied at country level and is based on 12 
prescribed building blocks grouped under the process, policy institutional context and 
analytical contents headers (ADB and UNEP, 2019). 

G16: Design Thinking  

Design thinking comes from product design body of knowledge and was then adapted 
to the management context. Design thinking and integrated assessment both adopt 
linear thinking process. Design thinking and ST are complementary (Mugadza, 2015) 
with design thinking focussing on analysis, decision-making and design phases of 
specific problem solving (ADB and UNEP, 2019).  

G24: ST 

ST includes feedback and not only does it lays emphasis on the variables but also 
on the interrelationships between these variables. ST and design thinking are 
complementary (Mugadza, 2015) with ST allowing a bird’s view of an organization 
with all its interactions. ST was used for SE by the United Nations Economic and 
Social Commission for Asia and the Pacific (UN ESCAP) for first understanding how 
SDG 6 on water and sanitation targets are interlinked with each other and with other 
SDG targets and then addressing systemic priorities (UN ESCAP, 2017). 

 

In an attempt to have a clearer understanding of the interaction between the deadly causes of 
HESSEF (Section 5.3) and in an attempt to develop a model to aid in the prevention and 
management of HESSEF, the principles of ST will be applied. Further studies could focus on 
HESSE System Dynamics (SD) modelling.  
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Appendix F1 

Artefacts for Habit 1 (Discover the benefits of 
HESSE and the consequences of HESSEF) 
The following artefact for Habit 1 is presented in: 

 Table F1.1: Typical HESSE CC Composition. 
 

Table F1.1: Typical HESSE CC Composition 

Stakeholder Roles and responsibilities Requirements Involvement 
General Manager / 
CEO 
 
And 
 
Hotel Manager 

 Project Sponsor; 
 Reponsible to sign off HESSE 

CC’s mandate and SoD;  
 Need to secure and channel 

relevant resources to HESSE CC; 
and 

 Need to represent HESSE CC 
during interaction with 
stakeholders higher up in the 
organizational hierarchy (when 
applicable), or with external 
organizational stakeholders. 

 Leadership; 
 HESSE Strategic planning 

and HESSE priority setting; 
and 

 Networking. 

Ad hoc 

Sustainability 
Manager 
 
Or 
 
Quality Manager 

 Project Owner; 
 Responsible for the constitution of 

HESSE CC and facilitate its 
operational functioning; 

 Contextualize hotel’s HESSE 
challenges and opportunities; 

 Coordinate and negotiate 
requirements between the sponsor 
and the organization; 

 Ensure compliance with company 
policies and procedures; and 

 Provide overall leadership. 

 Business leadership; 
 Organizational skills; 
 People development skills; 
 In-depth understanding of 

HESSE principles and 
practices;  

 HESSE Strategic planning 
and HESSE priority setting; 

 Detailed understanding of the 
business operations, policies 
and procedures; and 

 Project management skills. 

Dedicated 

Human Capital 
(HC) Manager93  
 
and/or 
 
HR Manager 

 Facilitate HESSE CC team 
building and cohesion; 

 Ensure compliance with company 
policies and procedures; and 

 Facilitate data gathering process. 
(see discussion in Section 6.2.4). 

 Team Building skills; 
 Coordinating; 
 Data gathering skills; 
 Detailed understanding of the 

business operations, policies 
and procedures; and 

 Good understanding of 
HESSE principles and 
practices. 

Dedicated 

Engineering 
Manager  
 
and  
 
Asset Management 
Engineer (AME) 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 In-depth understanding of 

HESSE principles and 
practices. 

Dedicated 

                                                
93 Human Capital (HC) management is the process to attract talent as well as support and encourage employees to reach their 
full potential. HC management aims to improve employee performance and increase retention (Indeed career guide, 2021). 
HC is defined as employees’ explicit and implicit knowledge and abilities, which lead to organizational competitiveness (Schultz, 
1960). It is formed through employees’ skills, knowledge, and experience (Lynn, 2000). Employees’ contribution, thus, requires 
unique and valuable knowledge, abilities, and skills (Lepak and Snell, 1999). HC management comprises two constructs: 
 Investment, which is composed of attraction and development; and  
 Enhancement, which is composed of deployment and retention. 

(Chuan Lin, 2017) 

Stellenbosch University https://scholar.sun.ac.za



184 

Stakeholder Roles and responsibilities Requirements Involvement 
Finance Manager  Subject matter expert; 

 Contextualize HESSE financial 
challenges and opportunities; and 

 Ensure availability of funds for 
HESSE achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Training Manager  Subject matter expert; 
 Contextualize HESSE training 

challenges and opportunities; and 
 Ensure effective HESSE training 

of hotel stakeholders. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 In-depth understanding of 

HESSE principles and 
practices. 

Dedicated 

Procurement 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Sales, Marketing 
and Reservation 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Front Office 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Housekeeping 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Food & Beverage 
(F&B) 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Entertainement 
Manager 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Ecological Manager 
or Team Leader 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 
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Stakeholder Roles and responsibilities Requirements Involvement 
Corporate Social 
Responsibility 
(CSR) Manager or 
Team Leader 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Health and Safety 
(H&S) Manager or 
Team Leader 

 Subject matter expert; 
 Contextualize departmental 

HESSE challenges and 
opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Business leadership; 
 Technical expertize; 
 In-depth understanding of the 

business operations; and 
 Good understanding of 

HESSE principles and 
practices. 

Dedicated 

Team Leaders  Represent specific operational 
areas; 

 Contextualize specific HESSE 
challenges and opportunities; and 

 Ensure departmental HESSE 
achievement. 

 Technical expertize; 
 Basic understanding of the 

business operations; and 
 Basic understanding of 

HESSE principles and 
practices. 

Ad hoc 

External 
Stakeholders 

 Participate in specific HESSE 
projects. 

 Basic understanding of 
HESSE principles and 
practices. 

Ad hoc 

Customer / Guest 
representatives 

 Give feedback on customer / guest 
expectation, appreciation and 
critics; and 

 Participate in specific HESSE 
actions. 

 Stayed, staying or willing to 
stay in the hotel; and 

 Basic understanding of 
HESSE principles and 
practices. 

Ad hoc 

Adapted from Stimie (2015) 
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Appendix F2 

Artefacts for Habit 2 (Embrace HESSE 
enhancement paradigm) 
The following artefacts for Habit 2 are presented in: 

 Table F2.1: Typical HESSE enhancement Calendar; and 
 Table F2.2: Typical HESSE CSFs Communications Sheet. 

Table F2.1: Typical HESSE enhancement Calendar 

HoE HESSE HFAS Duration 
Date 

Planned Achieved 
Habit 

1 
Discover the benefits 
of HESSE and the 
consequences of 
HESSEF 

H1AS1: Constitute HESSE CC.    
H1AS2: Assess current HESSE 
Performance. 

   

H1AS3: Understand the 7HoE HESSE.    
Habit 

2 
Embrace HESSE 
enhancement 
paradigm 

H2AS1: Formulate HESSE SoD    
H2AS2: Agree on HESSE enhancement 
Calendar and Communication. 

   

Habit 
3 

Improve trust among 
the hotel stakeholders 
for genuine HESSE 
dialogue and 
collaboration 

H3AS1: Contextualize HESSE TF.    
H3AS2: Assess and improve HESSE 
TF. 

   

Habit 
4 

Introspection by 
assessing the HESSE 
CSFs to diagnose 
possible HESSEF 

H4AS1: Assess the Interactions of 
HESSE CSFs. 

   

H4AS2: Assess the Systemic 
Interactions of HESSE CSFs. 

   

H4AS3: Diagnose possible HESSEF.    
Habit 

5 
Internal and external 
benchmarking of the 
actual HESSE 
performance with the 
best performances, to 
identify poor HESSE 
performance for 
enhancement 

H5AS1: Internal benchmarking with the 
best internal HESSE performance and 
External benchmarking with highly 
effective HESSE hotels. 

   

H5AS2: Confirm possible HESSEF.    

Habit 
6 

Enhance HESSE 
effectiveness through 
implementation of 
collectively developed 
action plans and 
institutionalization of 
HESSE enhancement 

H6AS1: Formulate PfE HESSE.    
H6AS2: Develop and implement HESSE 
Enhancement Action Plans. 

   

H6AS3: Develop and implement HESSE 
Policy and Procedures. 

   

Habit 
7 

Review the evolution 
in HESSE literature 
and practices to 
continuously improve 
HES and HESSE 

H7AS1: Review the nature and extent of 
HESSEF and associated HESSE 
techniques, methods and technologies. 

   

H7AS2: Review Habits of Highly 
Effective HESSE. 
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Table F2.2: Typical HESSE CSFs Communications Sheet 

HESSE CSFs 

Stakeholders 
involved 

Dialogue  
and/or 

Intervention 
Outcome 

S
e

n
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r 
M

a
n

a
g

em
e

n
t 

M
a

n
a

g
e

m
en

t 
s

ta
ff

 

N
o

n
-m

a
n

a
g

e
m

en
t 

s
ta

ff
 

C
u

s
to

m
e

rs
/C

lie
n

ts
 

Quality of 
Direction 
Clear HESS 
Formulation and 
Non-Conflicting 
Priorities 

      

Engagement and 
Effectiveness of 
Senior Management 
in HESS 
Formulation and 
Execution 

      

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

      

Quality of 
Learning 
Learning and Agile 
organization 

      

Dialogue among 
staff 

      

Dialogue between 
staff and 
guests/customers 

      

Quality of Action 
Adequate HESSE 
Leadership Skills 
and Empowerment 
of staff 

      

HESSE Technical 
Capacity Building of 
staff 

      

Collaboration and 
Coordination among 
internal and 
external HESSE 
stakeholders 

      

HESSE Attitude and 
Participation of 
guests/customers 
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Appendix F3 

Artefacts for Habit 4 (Introspection by assessing 
the HESSE CSFs to diagnose possible HESSEF) 
The artefacts for Habit 4 are presented in: 

 Table F3.1: HESSE CSFs Impact generic scorecard; 
 Table F3.2: Examples of HESSE CSFs Impact screening questions; 
 Table F3.3: Completed HESSE CSFs Impact Results sample Report; 
 Table F3.4: HESSE CSFs Impact Report: Generic Interpretation Guideline; 
 Table F3.5: Completed HESSE CSFs Impact sample Report; 
 Table F3.6: Completed HESSE CSFs Interactions sample Report;  
 Figure F3.1: ST Interaction map of the HESSE CSFs; and 
 Table F3.7: Completed HESSE ST analysis sample Report. 

The HESSE CSFs Impact scorecard, presented in Table F3.1, consists of the following 
components: 

 The HESSE CSFs presented in Figure 4.7 of Section 4.5. 
 The Factor Weight (FW) of each HESSE CSFs which indicates the relative importance 

of the latter compared to the other HESSE CSFs. Contextual conditions and realities 
influence such relative importance; and 

 A Multivariate Assessment Topography (MAT)94 with three dimensions: 
1. In place - mainly referring to the availability and quality of the HESSE CSFs; 
2. Maturity - mainly referring to organizational awareness and understanding of 

available HESSE CSFs; and 
3. Performance - mainly referring to the perceptions of key stakeholders regarding 

the extent to which HESSE CSFs goals and objectives are achieved. 
 
 
 
 
 
 
 
 
 
 
 
 
 

                                                
94 The Multivariate Asset Management Assessment Topography (MAMAT) was developed in 2014 by the Asset Care Research 
Group (ACRG) at Stellenbosch University as a mechanism that can be utilized to assist organization with the identification and 
management risk inherent to Physical Assets (PAs). The MAMAT is based on the Institute for Asset Management’s (IAM's) British 
Standards Institution’s Publicly Available Specification (PAS) 55 assessment methodology but extends its one-dimensional 
structure to a more thorough multidimensional assessment tool that serves as a guide for effective improvement action (Bam and 
Vlok, 2014; Stimie, 2015). 
A detailed evaluation of the MAMAT falls outside the scope of this study, but like the development of the screening instrument 
for Physical Asset Management Strategy Execution Failure (PAMSEF) (Stimie, 2015), this methodology was found to be 
extremely useful and applicable for the development of the screening instrument for HESSEF. 
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Table F3.1: HESSE CSFs Impact generic scorecard 

HESSE CSFs 

F
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Multivariate 
analysis 
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P
e
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o
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a

n
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Quality of Direction       
Clear HESS Formulation and Non-Conflicting Priorities       
Engagement and Effectiveness of Senior Management in 
HESS Formulation and Execution 

      

Participation and Commitment of management and non-
management staff in HESS Formulation and Execution 

      

Quality of Learning       
Learning and Non-Agile HESSE organization       
HESSE Dialogue among staff       
HESSE Dialogue between staff and guests/customers       
Quality of Implementation       
Adequate HESSE Leadership Skills and Empowerment 
of staff 

      

HESSE Technical Capacity Building of staff       
Collaboration and Coordination among internal and 
external HESSE stakeholders 

      

HESSE Attitude and Participation of guests/customers       

 

Typical introspection questions presented in Table F3.2 enable the impact evaluation of each 
CSFs to assess and measure the risk of HESSEF. The list of introspection questions is not 
exhaustive and can be extended. 

The measurement of impact for each CSFs is done using a five-level Likert scale95 with the 
following format: 

1. Strongly disagree; 
2. Disagree; 
3. Neither agree nor disagree; 
4. Agree; and 
5. Strongly agree. 

The measured values for the CSFs can then be inserted in the respective cells of the HESSE 
CSFs scorecard. 

 

 

                                                
95 A Likert scale is the sum of responses on several Likert Item (LI). A. LI is simply a statement that the respondent is asked to 
evaluate by giving it a quantitative value on any kind of subjective or objective dimension, with level of agreement/disagreement 
being the dimension which is most commonly used (Burns and Bush, 2008). The format of a typical five-level LI, for example, 
could be: 

1. Strongly disagree; 
2. Disagree; 
3. Neither agree nor disagree; 
4. Agree; and 
5. Strongly agree. 
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Table F3.2: Examples of HESSE CSFs introspection questions 

CSFs Typical introspection questions to consider 
Quality of Direction 

Clear HESS Formulation and 
Non-Conflicting Priorities 
 

■ Is the Hotel Environmental Sustainability Strategy (HESS) well 
documented? 

■ Has the organization formulated or revised HESS in the past 12 months? 
■ Is the HESS aligned to the hotel strategy? 
■ Is the HESS statement clear? 
■ Is there sufficient HESSE awareness? 
■ Is there sufficient environmental awareness? 
■ Are there clear and realistic HESS priorities? 
■ Are there clear HESS standards? 
■ Are HESS Key Performance Indicators (KPI’s) clearly defined? 
■ Are there defined and clear environmental quality standards? 
■ Is the HESSE timeframe realistic? 

Engagement and 
Effectiveness of Senior 
Management in HESS 
Formulation and Execution 
 

■ How is the CEO/General Manager and Senior Management engaged in the 
HESS Formulation? 

■ What is the level of HESSE engagement of the CEO/General Manager and 
Senior Management with  
● Potential and actual guests/customers? 
● Management and non-management staff? 

■ Is there effective and clear HESSE delegation of authority? How is such 
delegation done? 

■ Are there clearly accountable HESSE Champions96? 
■ Do these HESSE Champions have the support of the CEO/General 

Manager and Senior Management? 
■ Are there regular meetings/interactions among the CEO/General Manager, 

the Senior Management, the HESSE Champions, the staff and the 
guests/customers? 

■ What is the guests/customers’ attitude to environment? 
■ What is the management and non-management staff’s attitude to 

environment? 
■ Is the staff motivated? 

● Is the staff satisfied with remuneration? 
● Is the staff satisfied with working conditions? 

■ How is the relationship between management and staff? 
Participation and Commitment 
of management and non-
management staff in HESS 
Formulation and Execution 
 

■ How is the participation and commitment of hotel management and non-
management staff in HESS 
● Formulation; and 
● Execution? 

■ How is management and non-management staff collaboration, coordination 
and communication for HESSE with 
● Senior Management and HESSE Top Team; and 
● Guests/customers? 

■ What is the guests/customers’ attitude to environment? 
■ What is the management and non-management staff’s attitude to 

environment? 
■ Is the staff motivated? 

● Senior Management and HESSE Top Team; and 
● Guests/customers? 

■ How is the relationship between management and staff? 
Quality of Learning 

Learning and Agile 
organization 

■ Is the HESSE organizational structure strong and agile? 
■ Is there HESSE support by CEO/General Manager and Senior 

Management? 
■ Are there strong HESSE Top Team and HESSE Champions? 
■ Does the staff have clear HESSE responsibilities, tasks and duties? 
■ Is the HESSE Administrative Systems 

● available; and/or 
● regularly updated? 

■ Are the HESSE Management Control Systems and HESSE artefacts 
● available; and/or 
● regularly updated? 

                                                
96 The HESSE Champions can be individuals or teams. 
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CSFs Typical introspection questions to consider 
■ Are there strong 

● HESSE practices and procedures; and 
● HES Key Kerformance Indicators (KPI’s)? 

■ Are the HESSE pratices and procedures regularly updated? 
■ Are the HES KPI’s recorded and/or reviewed regularly? 
■ Is there strong ability for organization to adapt to HES changes? 
■ Is there strong critical review of the HESSE organizational structure, 

administrative systems, MCS and artefacts? 
Dialogue among staff ■ Is there honest, fact-based dialogue among the CEO/General Manager, 

Senior Management, HESSE Top Team, HESSE Champions and, 
management and non-management staff about the  
● HESS? 
● HESS initiatives, goals and achievements? and  
● HESSE barriers and actions to overcome such barriers? 

Dialogue between staff and 
guests/customers 

■ Is there honest, fact-based dialogue between the hotel’s staff (CEO/General 
Manager, Senior Management, HESSE Top Team, HESSE Champions, 
staff (management and non-management) and guests / customers 
(potential and actual) about the  
● HESS; 
● HESS initiatives, goals and achievements; and  
● HESSE barriers and actions to overcome such barriers? 

Quality of Implementation 
Adequate HESSE Leadership 
Skills and Empowerment of 
staff 

■ Is there adequate lower-level management and non-management staff’s 
HESSE  
● Leadership skills? and 
● Empowerment? 

■ Is there sufficient HESSE leadership training and development of staff? 
HESSE Technical Capacity 
Building of staff 

■ Is there adequate HESSE technical skills of staff? 
■ Is there adequate or sufficient technical HESSE training? 
■ Is there effective and efficient equipment? 
■ Is there proper use of equipment by guests/customers? 
■ Is there proper operation of equipment by management and non-

management staff? 
■ Is there sufficient maintenance of equipment? 
■ Is there utilization of eco-equipment? 
■ Is there application of eco-design or eco-engineer? 

Collaboration and 
Coordination among internal 
and external HESSE 
stakeholders 

■ Is there good collaboration and coordination for effective execution of the 
HESS 
● Within the hotel departments and functions? and 
● Between internal and external HESSE stakeholders? 

■ Is there high level of internal and external conflicts? 
■ Are there environment activities for the guests/customers? 
■ Are there environment activities for the staff? 

HESSE Attitude and 
Participation of 
guests/customers 

■ What is the guests/customers’ attitude to environment? 
■ Is there effective participation of the guests/customers in 

● HESSE? and       
● Environmental activities? 

■ Can the guests/customers afford the set tariffs? 

 

The scores are thereafter calculated using the following formulae and inserted in the 
respective cells of the scorecard. 

1. In Place Score (IPS) for every HESSE CSF: 
 

(F3.1) 
 

2. Maturity Score (MAS) for every HESSE CSF: 
 

(F3.2) 

IPS =  ∑ LI���� +  LI���� + ⋯ + LI����

n  

MAS =  ∑ LI���� +  LI���� + ⋯ + LI����

n  
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3. Performance Score (PS) for every HESSE CSF: 

 
(F3.3) 

 
4. Total Factor Score (TFS) for every HESSE CSF: 

 
(F3.4) 

 
5. Total Possible Contribution (TPC), the total possible unweighted score for any HESSE 

CSF: 
 

(F3.5) 
 

6. Total Relative Contribution (TRC) for each HESSE CSF: 
 

(F3.6) 
 

7. TFS as a percentage of TRC for each HESSE CSF: 
 

(F3.7) 
 

8. HESSE CSFs Score (HESSECSFsS): 
 

(F3.8) 
 

A HESSE CSFs Impact Results sample Report is presented in Table F3.3. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

PS =  ∑ LI��� +  LI��� + ⋯ + LI���

n  

TFS =  ∑ Factor Weight ,FW- × ,IPS + MAS + PS-
3  

TPC =  ∑ MAT dimension� +  MAT dimension� + ⋯ +  MAT dimension�
n  

TRC of a DDF = TPC × Factor Weight ,FW- 

TFS % =  67�
TRC × 100 % 

HESSECSFsS =  : TFS CSF� +  TFS CSF� + ⋯ + TFS CSF� 
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Table F3.3: Completed HESSE CSFs Impact Results sample Report 

HESSE CSFs 
FW% TPC IPS MAS PS TFS TFS% 

Quality of Direction 
Clear HESS Formulation and Non-Conflicting 
Priorities 

15.0% 2.25 2 2 1 0.75 33% 

Engagement and Effectiveness of Senior 
Management in HESS Formulation and 
Execution 

10.0% 1.5 2 1 1 0.4 27% 

Participation and Commitment of management 
and non-management staff in HESS 
Formulation and Execution 

10.0% 1.5 2 2 2 0.6 40% 

Quality of Learning        
Learning and Non-Agile HESSE organization 15.0% 2.25 2 2 1 0.75 33% 
HESSE Dialogue among staff 10.0% 1.5 2 2 2 0.6 40% 
HESSE Dialogue between staff and 
guests/customers 

7.5% 1.125 2 2 2 0.45 40% 

Quality of Implementation        
Adequate HESSE Leadership Skills and 
Empowerment of staff 

10.0% 1.5 2 2 1 0.5 33% 

HESSE Technical Capacity Building of staff 7.5% 1.125 2 2 1 0.375 33% 
Collaboration and Coordination among internal 
and external HESSE stakeholders 

7.5% 1.125 2 2 2 0.45 40% 

HESSE Attitude and Participation of 
guests/customers 

7.5% 1.125 2 2 1 0.375 33% 

Totals 100.0% 15    5.25 35% 

 

The Total Factor Score (TFS) as a percentage of Total Possible Contribution (TPC) (TFS %) 
can then be interpreted using the general guideline presented in Table F3.4. The range of 
scores in this guideline can be adjusted during the contextualization of the HESSE CSFs 
Impact screening scorecard. 

Table F3.4: HESSE CSFs Impact Report: Generic Interpretation Guideline 

TFS % range Interpretation guideline 
0% - 50% Immediate action is required irrespective of the relative importance of the CSFs. 
51% - 60% Immediate action is required if the CSF weights more than 15%. If the CSF weights less 

than 15%, the CSF should however still be closely monitored and evaluated at least every 
three months. 

60% - 75% No immediate action is required except if this is the lowest scoring CSF, and the 
organization has available resources. The CSF should however be closely monitored and 
evaluated at least every six to twelve months. 

75% - 85% No immediate action is required. Should be evaluated on an annual basis. 
85% plus No immediate action is required, and an indication of a very healthy state of affairs. Should 

be used as a benchmark and the conditions contributing to the score should be evaluated, 
to ensure repeatability. 

 

A HESSE CSFs Impact sample Report is presented in Table F3.5 where the Total Factor 
Score % for each CSF as well as for the cumulative value for all CSFs is interpreted. 

Table F3.5: Completed HESSE CSFs Impact sample Report 

HESSE CSFs 

Factor 
Weight 

%  
 

(FW%) 

Total 
Factor 
Score 

% 
(TFS%) 

Interpretation 

Quality of Direction 
Clear HESS Formulation and 
Non-Conflicting Priorities 

 
15% 

 
33% 

HESS was formulated five years ago and not yet 
updated. The HESS statement is outdated and unclear. 
Priorities have also not been updated.  

Engagement and Effectiveness 
of Senior Management in 

10% 27% The CEO and Senior Management are taken up by hotel 
expansion projects and urgent operational issues. They 
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HESSE CSFs 

Factor 
Weight 

%  
 

(FW%) 

Total 
Factor 
Score 

% 
(TFS%) 

Interpretation 

HESS Formulation and 
Execution 

unfortunately do not dedicate much time to HESSE. 
There is also no clearly accountable HESSE 
Champions. 

Participation and Commitment 
of management and non-
management staff in HESS 
Formulation and Execution 

10% 40% Management and non-management staff feel concern 
with HESSE. However, they are mostly involved in 
solving operational crisis and thus cannot participate 
much in HESSE. 

Quality of Learning 
Learning and Agile 
organization 

 
15% 

 
33% 

HES KPI’s are defined but not regularly updated. There 
are however no HESSE Champions and the staff are 
also not given clear HESSE responsibilities, tasks and 
duties. 

Dialogue among staff 10% 40% There is poor HESSE dialogue among CEO, Senior 
Management and the other staff. HESSE meetings are 
held between management and non-management staff 
every 6 months but there is little follow-up and hence 
very little HESSE achievements. 

Dialogue between staff and 
guests/customers 

7.5% 40% There is poor HESSE dialogue between the hotel staff 
and guests/customers (potential and actual). The limited 
HES and HESSE goals are published on hotel notice 
boards, room pamphlets and website but the staff rarely 
engage in genuine dialogue with the guests/customers 
to encourage the latter to participate in HESSE 
endeavours. 

Quality of Action 
Adequate HESSE Leadership 
Skills and Empowerment of 
staff 

 
10% 

 
33% 

The staff have not benefitted from any HESSE 
leadership training since the last two years. There are 
however some individuals who have taken some 
HESSE intitatives on their own and have encouraged 
their teammates to participate. 

HESSE Technical Capacity 
Building of staff 

7.5% 33% New HES equipments have been installed over the last 
two years. However, the staff have not benefited from 
full training for properly operating and maintaining these 
equipments. The guests/customers are also not 
sufficiently aware how they can contribute to the HESSE 
endeavours. 

Collaboration and Coordination 
among internal and external 
HESSE stakeholders 

7.5% 40% Little HESSE collaboration and coordination prevails 
among the departments. Conflictual relationships 
prevent such collaboration and coordination except in 
cases where individuals are respected by their pairs. 

HESSE Attitude and 
Participation of 
guests/customers 

7.5% 33% Some guests/customers are environmental friendly and 
participate in the related activities. However, most of 
them just want to make the most of their stay and do not 
bother about the environmental issues. 

Total 100% 35% Poor HESSE with low engagement and effectiveness of 
Senior Management. There are individual HESSE 
initiatives but no collective and synergetic HESSE 
actions and outcomes. 

 

The outcome of the HESSE CSFs Impact screening process is a report that is comparable to 
a pathology or radiology report. As in the case with the planning of a patient treatment plan, 
the HESSE CSFs Impact screening report will empower decision-makers to make informed 
decisions when developing action plans to address risk areas pro-actively. 
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Furthermore, the interactions between the HESSE CSFs can lead to a high or low level 
balancing pattern97 or can generate renforcing98 loops leading to vicious cycles99 of poor 
HESSE as presented in Section 5.3. The HESSE CSFs Interactions Report, presented in 
Table F3.6, will be used to evaluate the strength of the interactions within and between the 
HESSE categories. In the development of the HESSE CSFs Interactions Report, the following 
are considered: 

 The ST Interaction map of the ten deadly causes of HESSEF presented in Figure 5.5 
of Section 5.3; and 

 The Interactions Score (IS) within and between the HESSE categories. 
The measurement for the IS is done using a five-level Likert scale with the following format: 

1. Weakest relationship (0%-20%); 
2. Weak relationship (20%-40%); 
3. Moderate relationship (40% - 60%); 
4. Strong relationship (60% - 80%); and 
5. Strongest relationship (80% - 100%). 

The measured values for each interaction can then be inserted in the respective HESSE CSFs 
Interaction cells of the interactions report. The percentage associated with each interaction 
can then be evaluated and interpreted. 

Table F3.6: Completed HESSE CSFs Interactions sample Report 

Interactions among the HESSE 
categories 

IS IS % Interpretation 

A B A→B B→A A→B B→A  
Quality of 
Direction 
Engagement and 
Effectiveness of 
Senior 
Management in 
HESS Formulation 
and Execution 

 
 
Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

5 1 90% 20% 

 
 
The lack of engagement and 
ineffectiveness of Senior 
Management highly influence 
the non-participation and non-
commitment of management 
and non-management staff. 

Engagement and 
Effectiveness of 
Senior 
Management in 
HESS Formulation 
and Execution 

HESS Formulation 
and Non-
Conflicting 
Priorities 

5 1 90% 20% 

Unclear HESS formulation and 
conflicting priorities are highly 
due to the lack of engagement 
and ineflfectiveness of Senior 
Management. 

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

HESS Formulation 
and Non-
Conflicting 
Priorities 3 1 60% 20% 

Management and non-
management staff are not 
committed and not encouraged 
to fully participate in HESS 
formulation and setting non-
conflicting priorities. 

Quality of 
Learning 
Learning and Agile 
HESSE 
organization 

 
 
HESSE Dialogue 
among staff 

2 2 40% 40% 

The absence of HESSE 
Champions and the fact that 
staff do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue among 
staff. 

                                                
97 Balancing patterns or feedback loop: A stabilizing, goal-seeking, regulating pattern or feedback loop, also know as a ‘negative 
feedback loop’ because it opposes, or reverses, whatever direction of change is imposed on the system. 
98 Reinforcing patterns or feedback loop: An amplifying or enhancing pattern or feedback loop, also known as a ‘positive feedback 
loop’ because it reinforces the direction of change. These are vicious cycles and virtuous circles. 
99 A vicious cycle is a negative series of events that build on and reinforce each other; a virtuous circle is a recurring cycle of 
events, the result of each one being to increase the beneficial effect of the next. 

Stellenbosch University https://scholar.sun.ac.za



196 

Interactions among the HESSE 
categories 

IS IS % Interpretation 

A B A→B B→A A→B B→A  
Learning and Agile 
HESSE 
organization 

HESSE Dialogue 
between staff and 
guests/customers 

2 2 40% 40% 

The absence of HESSE 
Champions and the fact that 
staff do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue between 
staff and guests/customers. 

HESSE Dialogue 
among staff 

HESSE Dialogue 
between staff and 
guests/customers 

1 1 20% 20% 

Lack of HESSE leadership skills 
and empowerment of staff 
paired to the fact that the latter 
do not have clear HESSE 
responsibilities, tasks and duties 
limit HESSE dialogue between 
staff and guests/customers. 

Quality of Action 
HESSE Leadership 
Skills and 
Empowerment of 
staff 

 
Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

3 3 60% 60% 

Lack of HESSE leadership skills 
and empowerment of staff limit 
the collaboration and 
coordination among internal and 
external HESSE stakeholders. 

HESSE Leadership 
Skills and 
Empowerment of 
staff 

HESSE Technical 
Capacity-Building 
of staff 

2 2 40% 40% 

Lack of HESSE leadership skills 
and empowerment of staff 
influence the fact that the staff 
have not benefited from full 
training for properly operating 
and maintaining recently 
acquired HES equipments. 

HESSE Leadership 
Skills and 
Empowerment of 
staff 

HESSE Attitude 
and Participation of 
guests/customers 

2 2 40% 40% 

Lack of HESSE leadership skills 
and empowerment of staff 
influence the fact that 
guests/customers are not 
sufficiently aware how they can 
contribute to the HESSE 
endeavours. 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

HESSE Technical 
Capacity-Building 
of staff 

2 2 40% 40% 

Lack of collaboration and 
coordination among internal and 
external HESSE stakeholders 
influence the fact that the staff 
have not benefited from full 
training for properly operating 
and maintaining recently 
acquired HES equipments. 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

HESSE Attitude 
and Participation of 
guests/customers 

2 2 40% 40% 

Lack of collaboration and 
coordination among internal and 
external HESSE stakeholders 
influence the fact that 
guests/customers are also not 
sufficiently aware how they can 
contribute to the HESSE 
endeavours. 

HESSE Attitude 
and Participation of 
guests/customers 

HESSE Technical 
Capacity Building 
of staff 

1 1 20% 20% 

Staff who are not fully trained 
for properly operating and 
maintaining recently acquired 
HES equipments, and are not 
able to inform the 
guests/customers how to 
properly use these equipments. 

Interactions between the HESSE 
categories 

 
   

 

Quality of Direction  
Engagement and 
Effectiveness of 
Senior 
Management in 

Quality of Action 
 
HESSE Leadership 
Skills and 

5 1 90% 20% 

The lack of engagement and 
ineffectiveness of Senior 
Management highly influence 
the fact that the staff have not 
benefitted from any HESSE 
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Interactions among the HESSE 
categories 

IS IS % Interpretation 

A B A→B B→A A→B B→A  
HESS Formulation 
and Execution 

Empowerment of 
staff 

leadership training since the last 
two years. This also influences 
the fact that the staff are not 
sufficiently HESSE empowered. 

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

Collaboration and 
Coordination 
among internal and 
external HESSE 
stakeholders 

3 1 60% 20% 

HESSE non-participation and 
non-commitment of 
management and non-
management staff limit the 
collaboration and coordination 
among internal and external 
HESSE stakeholders. 

Quality of Direction Quality of Learning 
4 4 80% 80% 

Quality of Direction highly 
influence Quality of Learning 
and vice versa. 

Quality of Learning Quality of Action 
4 4 80% 80% 

Quality of Learning highly 
influence Quality of Action and 
vice versa. 

 

The HESSE CSFs Impact screening report (Table F3.5) and the HESSEF CSFs Interactions 
report (Table F3.6) is used to construct the actual ST Interaction map of the HESSE CSFs like 
the three typical scenario presented in Table 5.5 and Figures 5.2, 5.3 and 5.4. The ST 
Interaction map of the HESSE CSFs representing the scenario with lack of engagement and 
effectiveness of Senior Management in HESS formulation and execution is hereby reproduced 
in Figure F3.1 for analysis. The HESSE CSFs Impact Total Factor Score % is included for 
each CSF on the interaction map. 
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Figure F3.1: ST Interaction map of the HESSE CSFs - Lack of engagement and 
effectiveness of Senior Management in HESS formulation and execution vicious 

reinforcement cycles of poor HESSE 

Learning and Agile 
HESSE organization 

(33%) 

Participation and 
Commitment of management 
and non-management staff 
in HESS Formulation and 

Execution (40%) 

Engagement and 
Effectiveness of Senior 
Management in HESS 

Formulation and Execution 
(27%) 

HESS Formulation and 
Non-Conflicting 
Priorities (33%) 

HESSE Dialogue          
among staff  

(40%) 

Collaboration and 
Coordination among internal 

and external HESSE 
stakeholders (40%) 

HESSE Leadership Skills 
and Empowerment of staff  

(33%) 

Quality of Direction 

Quality of Learning 

Quality of Action 

HESSE Technical 
Capacity Building of 

staff (33%) 

HESSE Dialogue 
between staff and 
guests/customers 

(40%) 

HESSE Attitude and 
Participation of 

guests/customers (35%) 
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The HESSE Systems Thinking Analysis Report, presented in Table F3.7, is then prepared 
from the 

 Scenario analysis; and  
 Scenario observation and interpretation. 

Table F3.7: Completed HESSE Systems Thinking Analysis sample Report 

Scenario Analysis Scenario Observation and Interpretation 
The lack of engagement and effectiveness of Senior 
Management in HESS formulation and execution (red) 
will have the following effects: 

 Poor quality of direction with poor participation 
and commitment of management and non-
management staff (orange) leading to unclear 
HESS formulation and conflicting priorities (pink); 

 Poor quality of learning with slow learning and 
non-agile HESSE organization (blue), poor 
HESSE dialogue among staff (blue) as well as 
poor HESSE dialogue between staff and 
guests/customers (blue); and 

 Poor quality of action with inadequate HESSE 
leadership and empowerment of staff (brown), 
poor collaboration among internal and external 
HESSE stakeholders (brown), poor HESSE 
technical capacity-building of staff (brown) and 
poor HESSE attitude and participation of 
guests/customers (brown). 

The deadly causes of HESSEF leading to poor quality 
of direction, poor quality of learning and poor quality of 
action will in turn influence (green) the engagement 
and effectiveness of Senior Management in HESS 
formulation and execution and hence lead to vicious 
cycles of poor HESSE. 

The lack of engagement and effectiveness of Senior 
Management in HESS formulation and execution 
leads to vicious reinforcement cycles of poor HESSE. 
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Appendix F4 

Artefacts for Habit 6 (Enhance HESSE 
effectiveness through implementation of 
collectively developed action plans and 
institutionalization of HESSE enhancement) 
The following artefacts for Habit 6 are presented in: 

 Table F4.1: Typical HESSE CSFs Monitoring and Control Report; and 
 Table F4.2: Typical HES Monitoring and Control Report. 

Table F4.1: Typical HESSE CSFs Monitoring and Control Report 

HESSE CSFs 

Stakeholders  

HESSE  
Level of 

Engagement 

HESSE  
Type of 

Involvement 

Recommended 
Improvement 

S
e

n
io

r 
M

a
n

a
g

em
e

n
t 

M
a

n
a

g
e

m
en

t 
s

ta
ff

 

N
o

n
-m

a
n

a
g

e
m

en
t 

s
ta

ff
 

C
u

s
to

m
e

rs
/C

lie
n

ts
 

Quality of 
Direction 
Clear HESS 
Formulation and 
Non-Conflicting 
Priorities 

       

Engagement and 
Effectiveness of 
Senior Management 
in HESS 
Formulation and 
Execution 

       

Participation and 
Commitment of 
management and 
non-management 
staff in HESS 
Formulation and 
Execution 

       

Quality of 
Learning 
Learning and Agile 
organization 

       

Dialogue among 
staff 

       

Dialogue between 
staff and 
guests/customers 

       

Quality of Action 
Adequate HESSE 
Leadership Skills 
and Empowerment 
of staff 
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HESSE Technical 
Capacity Building of 
staff 

       

Collaboration and 
Coordination among 
internal and 
external HESSE 
stakeholders 

       

HESSE Attitude and 
Participation of 
guests/customers 

       

 

Table F4.2: Typical HES Monitoring and Control Report 

HES KPA’s Description HES KPI’s 
Actual 
Value 

Target 
Value 

Units 

CO2 
emissions 

This refers to 
the mass of CO2 
emitted per 
guest staying 
overnight in the 
hotel. 

Electricity consumption   

kg per 
guest 
night 

Boiler fuel combustion   
Kitchen fuel combustion   
Air conditioning and refrigeration 
greenhouse gas (GHG) emission 

  

Sewage greenhouse gas (GHG) 
emission 

  

Transport emission   
Paper consumption   

Cold water 
consumption 

This refers to 
the volume of 
cold water used 
per guest 
staying 
overnight in the 
hotel. 

Room cold water consumption   

m3 per 
guest 
night 

Kitchen cold water consumption   
Swimming pool cold water 
consumption 

  

Cleaning cold water consumption   
Fire fighting cold water consumption   

Hot water 
consumption 

This refers to 
the volume of 
hot water used 
per guest 
staying 
overnight in the 
hotel. 

Room hot water consumption   

m3 per 
guest 
night 

Kitchen hot water consumption   
Swimming pool hot water 
consumption 

  

Cleaning hot water consumption   

Waste 
generation 

This refers to 
the mass or 
volume of waste 
generated per 
guest staying 
overnight in the 
hotel. 

Food waste   
kg per 
guest 
night 

Plastic waste   
Paper waste   
Electronic waste   
Room wastewater   m3 per 

guest 
night 

Kitchen wastewater   
Laundry wastewater   
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Appendix G 

Validation process document 

Explanation covering letter 

 

STELLENBOSCH UNIVERSITY 

WRITTEN CONSENT TO PARTICIPATE IN RESEARCH 
 

TITLE OF RESEARCH 
PROJECT: 

A systemic approach to the prevention and 

management of the causes of Hotel Environmental 
Sustainability Strategy Execution Failure (HESSEF) 

PRINCIPAL INVESTIGATOR: Harvey Migale 

DEPARTMENT and FACULTY: 

Department of Industrial Engineering,  

Faculty of Engineering, 
Banghoek Rd, Stellenbosch Central, Stellenbosch, 7600, South 

Africa 

CORRESPONDENCE 
ADDRESS: 

16B, Mallefille Avenue, Rose-Hill, Mauritius 

CONTACT NUMBER: +230 57585212 

E-MAIL: harvey.migale@gmail.com 

_____________________________________________________________________  _ 
Date  
 

Dear Hotel stakeholder, 
 

I am Harvey MIGALE, a post-graduate MEng (Research) Engineering Management Part-Time student from 
the Industrial Engineering Department of the Faculty of Engineering of the Stellenbosch University. I would 

like to invite you to participate in the above-named research project. 
 

Please take some time to read the information presented here, which will explain the details of this project 
and contact me if you require further explanation or clarification of any aspect of the study. 
 

1. INTRODUCTION 

The world is facing unprecedented global warming since the end of pre-industrial period (1850-
1900) and our planet with its inhabitants is at risk because of the impacts of this increase in the 

earth temperature. Hotels have significant positive economic and social contribution. Unfortunately, 
hotels also have negative environmental impacts contributing to global warming and climate change. 

There is hence a need to curb hotels’ CO2 emissions by minimizing their resource utilization and 

waste generation to mitigate the global warming and climate change effects.  

Strategy Execution (SE) is difficult to achieve and execution failure is possible. The execution of 

Hotel Environmental Sustainability Strategies (HESS) is not an exception, hence the focus of this 
study. 

2. PURPOSE:  
Hotel Environmental Sustainability Strategy Execution (HESSE) was defined as “the 
continual improvement100 process during which a hotel critically evaluates and adjusts: 

4. The applicability of its Hotel Environmental Sustainability Strategy (HESS); 

                                                
100 Continual improvement is the recurring activity to enhance performance. 
The process of establishing objectives and finding opportunities for improvement is a continual process through the use of audit 
findings and audit conclusions, analysis of data, management reviews or other means and generally leads to corrective action or 
preventive action (International Organization for Standardization (ISO) 9000:2015). 
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5. The readiness and agility of the organizational learning101 systems and communication 
effectiveness (staff102 and guests/customers); and 

6. The effectiveness of action taken by staff as well as guests and customers, 
in order to ensure that the HESS addresses the needs of its internal as well as external 
stakeholders103.” 

HESSE Critical Success Factors (CSFs) as well as ten deadly causes of HESSE Failure (HESSEF) were 
identified. The interaction between the causes of HESSEF can lead the organization to get trapped 

in vicious circles104. A HESSE paradigm shift and behaviour change with subsequent habits of 
effectiveness are required to address the systemic HESSEF problem. 

The objective of this study is to present a model to assist academia and practitioners to address the 

ten deadly causes of HESSEF. In the same way the treatment of cardiovascular disease (CVD) 
requires an integrated and systematic medical response, the prevention and management of the 

causes of HESSEF requires an integrated and systematic management response. In line with 
Systems Thinking (ST)105 principles, the Seven Habits of Effective HESSE (7HoE HESSE), 

conceptualized in this study, is essentially an integrated and systematic change management model. 
The operationalization of this model through the habit formation process is also presented in detail 

in this study. In the same way the treatment of CVD requires the patient to change existing 
behaviours and to break certain bad lifestyle habits, the 7HoE HESSE model suggests the formation 

of seven healthy holistic HESSE organizational habits. 

The 7HoE HESSE conceptual model with its operationalization plan is presented in the Appendix of 
this validation process document. 

3. PROCEDURES: 

During our interview, your views will be sought for the validation of the above-mentioned model. 

You will be requested to answer questions from an interview guide.  

Validation is considered essential to ensure the integrity of research and to enable effective future 

use of the improved research outcome. 

 

 

                                                
101 A learning organization is one which is continually expanding its ability to create its future. It has five core capabilities namely 
personal mastery, mental models, shared vision, team building and systems thinking. These five capabilities are derived from 
three higher order orientations namely creative orientation, generative conversation and systems perspective (Senge, 1990). 
102 The hotel’s staff include the CEO/General Manager, senior management, middle management, lower management and non-
management staff. 
103 Hotel is a subset of tourism. Therefore, the term ‘stakeholders in tourism development’, included in paragraph 32 of the report 
on the UNWTO Survey on the Implementation of the Global Code of Ethics for Tourism (UNWTO, 2005), also applies to hotel 
provided tourism is replaced by hotel and the description adapted to hotel. 
Hotel stakeholders hence include the following players: 

 National governments; 
 Local governments with specific competence in hotel matters; 
 Tourism establishments and hotel enterprises, including their associations; 
 Institutions engaged in financing hotel projects; 
 Hotel employees, hotel professionals and hotel consultants; 
 Trade unions of hotel employees; 
 Hotel education and training centers; 
 Travellers staying in hotel, including business travellers, and hotel visitors to tourism destinations, sites and attractions; 
 Local populations and host communities nearby hotel of tourism destinations through their representatives; and 
 Other juridical and natural persons having stakes in hotel development including non-governmental organizations specializing 

in hotel and directly involved in hotel projects and the supply of hotel services. 
Hotel stakeholders is further classified by Ivanova and Ivanov (2015) as: 

 Internal (owners, managers, employees); 
 Chain (central chain management, individual hotel, other chain members); 
 External (customers, suppliers, competitors, local community, intermediaries, hotel management companies, media, financial 

institutions, labour unions, other external stakeholders); and 
 Macroenvironment (political, economic, socio-cultural, environmental, technological, legal). 

104 A vicious cycle is a negative series of events that build on and reinforce each other. 
105 Systems Thinking offers a new way of thinking based on the primacy of the "whole" and of relationships. It deals with hidden 
complexity, ambiguity and mental models. It provides tools and techniques to unravel complexity and to create lasting 
interventions for chronic problems (Maani and Cavana, 2007). 
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4. BENEFITS:   

HESSE can be enhanced by the prevention and management of the causes of HESSEF. A hotel can 
hence reduce its negative environmental impacts. Adaptation and mitigation innovative HESSE 

measures can be successfully implemented to help curb global warming and climate change effects 
thereby contributing to the environmental sustainability of our planet. 

5. TIME:  

An initial interview of around one hour will be required. Any further time requirement will be assessed 

during that interview. 

6. RISKS:  

There will be no harm during the study and the investigator will ensure that the interview is a 

pleasant and beneficial experience for the participant. 

7. PARTICIPATION and WITHDRAWAL:   

Your participation is voluntary, free of charge and withdrawal at any time during the research 
study can occur without any negative consequences; participants can also choose not to answer 

certain questions and still remain in the study. If the participant decides to withdraw, any information 
collected from that person will not be used in the research. 

8. CONFIDENTIALITY:  

Access to any data will be limited to myself and my supervisor. Any of your views and any 

information/data obtained from your organization will be dealt and analyzed in all confidentiality by 

only myself and my project supervisor. Codes for organizational stakeholder participants and 
pseudonyms for individual participants will be used to ensure such anonymity and confidentiality. 

Under the guidance of my supervisor, the analysis and results from the collected information/data 
may be used for publication/presentation of thesis as well as journal and conference papers. 

9. RECORDINGS:   

Whenever required, voice and video recordings for interviews and data collection might be used. 

The participant will be informed prior to such recording.   

10. DATA STORAGE:   

Any recorded data will be stored on my personal laptop which is password protected and never left 

unattended without being locked or switched off. The laptop always remains under my possession. 
A back up will be stored on my personal external hard disk which is only in my possession. The data 

folder will be password protected. Another back up will be kept on a cloud storage account which is 
also password protected.  

 

This research aims to provide new possibilities for HESSE enhancement through a systemic approach 

to the prevention and management of the causes of HESSEF. The operationalization of the 7HoE 
HESSE can enable a hotel to reduce its negative environmental impacts. Adaptation and mitigation innovative 

HESSE measures can be successfully implemented to help curb global warming and climate change effects 
thereby contributing to the environmental sustainability of our planet. 
 

Your participation will be much appreciated. If you have any questions or concerns about the research, 

please feel free to contact me (harvey.migale@gmail.com; +23057585212) or my project supervisor Dr 
Johann Stimie (johanns@sun.ac.za). 
 

RIGHTS OF RESEARCH PARTICIPANTS: You may withdraw your consent at any time and discontinue 
participation without penalty.  You are not waiving any legal claims, rights or remedies because of your 

participation in this research study. You have the right to receive a copy of the Declaration of Consent Form. 

If you are willing to participate in this study please sign the attached Declaration of Consent 

Form and hand or mail it to Harvey Migale (harvey.migale@gmail.com). 
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Declaration of Consent Form 

1 DECLARATION BY PARTICIPANT 
 

TITLE OF RESEARCH 

PROJECT: 

A systemic approach to the prevention and 

management of the causes of Hotel Environmental 
Sustainability Strategy Execution Failure (HESSEF) 

As the participant, I declare that: 
 

 I have read the attached information leaflet and it is written in a language with which I am 

fluent and comfortable. 

 I have had a chance to ask questions and all my questions have been adequately answered. 

 I understand that taking part in this study is voluntary and I have not been pressurised to 

take part. 

 I may choose to leave the study at any time and will not be penalised or prejudiced in any way. 

 If the principal investigator feels that it is in my best interest, or if I do not follow the study plan as 

agreed to, then I may be asked to leave the study before it has finished. 

 All issues related to privacy and the confidentiality and use of the information I provide have 

been explained to my satisfaction. 
 

By signing below, I …………………………………..………………………………………………………………………………………. 

 
holding the post of ……………………………………………………………………………………………………………………………. 

 

of (organization)………………………………………………………………………………………………………………………………… 
 

agree to take part in the above research study conducted by Harvey MIGALE, the principal investigator. 
 

_______________________________________   ___________________________ 
Signed at (place)        Date 

 
 

 

_______________________________________ 
Signature of Participant  

       

DECLARATION BY THE PRINCIPAL INVESTIGATOR  
 

As the principal investigator I hereby declare that the information contained in this document has been 
thoroughly explained to the participant.  I also declare that the participant has been encouraged (and has 

been given ample time) to ask any questions. In addition, I would like to select the following option:  

 

 

The conversation with the participant was conducted in a language in which the participant is 

fluent. 
 

 

 
The conversation with the participant was conducted with the assistance of a translator, and this 

“Consent Form” is available to the participant in a language in which the participant is fluent. 

 

 

_______________________________________   ___________________________ 
Signed at (place)         Date 

 
 

________________________________________     

Signature of Principal Investigator   
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A systemic approach to the prevention and management of the 
causes of Hotel Environmental Sustainability Strategy 
Execution Failure (HESSEF) 

Validation Questions 

1. What are your views on the model presented in Figure 1? 

 

 

 

 

 

 

 

 

 

2. What are your views on the definitions of the 7HoE HESSE presented in Table 1? 

 

 

 

 

 

 

 

 

 

3. What are your views on the operationalization plan of the 7HoE HESSE presented in Table 2? 
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4. In your opinion, what are strong points of the 7HoE HESSE model? 

 

 

 

 

 

 

 

 

 

 

 

5. In your opinion, what are weak points of the 7HoE HESSE model? 

 

 

 

 

 

 

 

 

 

 

 

6. Please use the given answer sheet to rate the following structural aspects of the 7HoE HESSE 
model on a Likert Scale, where 7 is very good and 1 very bad: 

 The quality of its structural logic 

Very good 7 6 5 4 3 2 1 Very bad 

 The ease of understanding the model 

Very good 7 6 5 4 3 2 1 Very bad 

 The agility of the model with respect to continual improvement 

Very good 7 6 5 4 3 2 1 Very bad 

 The integration of the model to the current practice 

Very good 7 6 5 4 3 2 1 Very bad 
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7. In your opinion, how can the 7HoE HESSE model be improved? 

 

 

 

 

 

 

 

 

 

 

 

 

8. What are your concluding remarks on the 7HoE HESSE model? 

 

  

Stellenbosch University https://scholar.sun.ac.za



209 

Participant Profile Questions 

1. Name of participant 

 

 

2. Organization 

 

 

3. Actual Post 

 

 

4. Email address: 

    Mobile Number: 

 

5. Level of responsibility 

General Manager / Hotel Manager  

Senior manager  

Manager  

Middle manager  

Team leader  

Non-management staff  

Other (Please state)  

6. No of years working in the hotel industry 

Under 5  

5-9  

10-14  

15-19  

20-24  

25+  

7. Highest post occupied in the hotel industry 
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8. Level of responsibility associated with highest post occupied in the hotel industry 

General Manager / Hotel Manager  

Senior Manager  

Middle manager  

Team Leader  

Non-management staff  

Other (Please state)  

9. Highest level of education you have completed 

Up to 6th grade (primary education)  

Up to 11th grade (O-level)  

Up to 13th grade (A-level)  

A-level+2 (Diploma)  

A-level+3 (BSc)  

A-level+4 (MSc/BEng)  

A-level+5 (Master)  

Above A-level+5 (MPhil/PhD) 

10. Age group 

18-24  

25-34  

35-44  

45-54  

55-64  

65+  
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Appendix 

The Seven Habits of Effective HESSE (7HoE HESSE) 

HESSE can be enhanced systemically by the formation of the 7HoE HESSE of hotels 
stakeholders. The proposed model can enable the latter to experience a HESSE paradigm 
shift and enhance their HESSE behaviour by learning HoE HESSE.  

Habits are effective when knowledge, skills and desire are in harmony. In the proposed model, 
Habits 1, 2 and 3 test and improve HESSE desire, Habits 4 and 5 improve HESSE knowledge, 
Habits 6 improves HESSE skills and Habits 7 reviews HESSE desire, knowledge and skills by 
improving the constructs of Habits 1 to 6. 

The 7HoE HESSE model is presented in Figure 1. 

 

Figure 1: The Seven Habits of Effective HESSE (7HoE HESSE) 
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These habits are defined in Table 1. 

Table 1: Definitions of the 7HoE HESSE 

HoE HESSE Definition of the habit 
Habit 

1 
Discover the benefits of HESSE 
and the consequences of 
HESSEF 

The hotel stakeholders should: 
 Assess current HESSE Performance; 
 Enquire about: 
o Positive ripple effect of HESSE; and  
o Negative outcomes of HESSEF; and 

 Decide whether to embrace the HESSE enhancement 
paradigm. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

The hotel stakeholders should collectively formulate and agree 
on: 
 HESSE Statement of Direction (SoD); and 
 HESSE enhancement Calendar and Communication. 

Habit 
3 

Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

The hotel stakeholders should improve: 
 Quality of their relationship for genuine dialogue on HESSE 

CSFs and HESSEF; and 
 Organizational trust for effective collaboration for HESSE 

enhancement. 
Habit 

4 
Introspection by assessing the 
HESSE CSFs to diagnose 
possible HESSEF 

The hotel stakeholders should: 
 Assess the Impacts and Interactions of HESSE CSFs; and 
 Diagnose possible HESSEF. 

Habit 
5 

Internal and external 
benchmarking of the actual 
HESSE performance with the 
best performances, to identify 
poor HESSE performance for 
enhancement 

The hotel stakeholders should carry out:  
 Internal benchmarking with the best internal HESSE 

performance;  
 External benchmarking with highly effective HESSE hotels; and 
 Confirm possible HESSEF. 

Habit 
6 

Enhance HESSE effectiveness 
through implementation of 
collectively formulated principles, 
developed action plans and 
institutionalization of HESSE 
enhancement 

The hotel stakeholders should find consensus, commitment and 
empowerment within and across departments to collectively: 
 Formulate Principles for Effective HESSE (PfE HESSE); 
 Develop, prioritize and implement HESSE Enhancement Action 

Plans; and 
 Institutionalize HESSE enhancement. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to 
continually improve HES and 
HESSE 

The hotel stakeholders should  
 Review: 
o Nature and extent of HESSEF; 
o HESSE techniques, methods and technologies; and  
o Habits of Highly Effective HESSE; and 

 Decide whether to reinitiate the cycle of the 7HoE HESSE to 
further enhance and continually improve the quality of HESSE. 

 

The formation of the 7HoE HESSE is a process which requires knowledge, skills and a deep 
desire for change. An operationalization plan was developed to assist practitioners during the 
formation of these seven Habits and the inculcation of each Habit requires the completion of 
a number of action steps. These action steps are summarized in Table 2. 
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Table 2: Operationalization Plan of the 7HoE HESSE 

HoE HESSE Habit Formation Action Steps (HFAS) Section 
Habit 

1 
Discover the benefits of HESSE and the 
consequences of HESSEF 

H1AS1: Constitute HESSE Champions 
Committee (HESSE CC). 

6.2.1 

H1AS2: Assess current HESSE Performance. 
H1AS3: Understand the 7HoE HESSE. 

Habit 
2 

Embrace HESSE enhancement 
paradigm 

H2AS1: Formulate HESSE SoD. 6.2.2 
H2AS2: Agree on HESSE enhancement 
Calendar and Communication. 

Habit 
3 

Improve trust among the hotel 
stakeholders for genuine HESSE 
dialogue and collaboration 

H3AS1: Contextualize HESSE Trust Factors 
(HESSE TF). 

6.2.3 

H3AS2: Assess and improve HESSE TF. 
Habit 

4 
Introspection by assessing the HESSE 
CSFs to diagnose possible HESSEF 

H4AS1: Assess the Impact of HESSE CSFs. 
H4AS2: Assess the Systemic Interactions 
among the HESSE CSFs. 

6.2.4 

H4AS3: Diagnose possible HESSEF. 
Habit 

5 
Internal and external benchmarking of 
the actual HESSE performance with the 
best performances, to identify poor 
HESSE performance for enhancement 

H5AS1: Internal benchmarking with the best 
internal HESSE performance and External 
benchmarking with highly effective HESSE 
hotels. 

6.2.5 

H5AS2: Confirm possible HESSEF. 
Habit 

6 
Enhance HESSE effectiveness through 
implementation of collectively 
formulated principles, developed action 
plans and institutionalization of HESSE 
enhancement 

H6AS1: Formulate PfE HESSE 6.2.6 
H6AS2: Develop and implement HESSE 
Enhancement Action Plans. 
H6AS3: Develop and implement HESSE Policy 
and Procedures. 

Habit 
7 

Review the evolution in HESSE 
literature and practices to continually 
improve HES and HESSE 

H7AS1: Review the nature and extent of 
HESSEF and associated HESSE techniques, 
methods and technologies. 

6.2.7 

H7AS2: Review Habits of Highly Effective 
HESSE. 

 

The operationalization of the 7HoE HESSE is explained in detail in my thesis in the respective 
sections stated in Table 2. 
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Appendix H 

Validation presentation 
The slides presented to the HP for the validation of the 7HoE HESSE model are shown in 
Figure H1. 

 

Figure H1 (1) Validation presentation documents – Part 1 
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Figure H1 (2) Validation presentation documents – Part 2 
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Figure H1 (3) Validation presentation documents – Part 3 
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Figure H1 (4) Validation presentation documents – Part 4 
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Figure H1 (5) Validation presentation documents – Part 5 
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Figure H1 (6) Validation presentation documents – Part 6 
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Appendix I 

Validation interview response 
The profile of I1 who participated in the validation of the 7HoE HESSE model is presented in 
Table 8.5. Fifteen HP from senior to medium management levels of responsibility from 
different fields of four hotels participated in the validation process. The interviewed HP form 
part of the green team of their respective hotel and activey participate in HESSE. Their 
respective HESSE responsibilities are stated in Table I1. 

Table I1: Participation in validation: Profile of HP 

HP 

Responsibilities 

Hotel 

Experience 
in hotel 
industry 
(years) 

Level Field 
General hotel 

responsibilities 
HESSE 

responsibilities 

HP1 Senior 
Manager 

Hotel 
management 

In charge of hotel 
strategy formulation 
and execution as well 
as operations. 

Leading HESSE 
responsibilities within 
the hotel 

H1 20-24 

HP2 Senior 
Manager 

Room division 
management 

In charge of hotel front 
office, reservations, 
concierge and 
housekeeping 
operations. 

Leading HESSE 
responsibilities within 
the hotel and the 
room division 
department 

H3 20-24 

HP3 Senior 
Manager 

Quality 
Assurance (QA) 
and 
Sustainability 
management 

In charge of hotel 
quality and 
sustainability. 

In charge of HESSE H3 Above 25 

HP4 Senior 
Manager 

Engineering 
management 

In charge of the hotel 
and villa engineering 
department.  

Leading HESSE 
responsibilities within 
the hotel and the 
engineering 
department 

H4 10-14 

HP5 Middle 
Manager 

Engineering 
management 

Assistant Chief 
Engineer with high 
responsibilities in the 
hotel and villa 
engineering 
department. 

HESSE mainly within 
the engineering 
department  

H4 15-19 

HP6 Manager Training 
management 

In charge of hotel staff 
training. 

HESSE training of 
hotel staff 

H1 15-19 

HP7 Middle 
Manager 

QA coordination 
- Sustainability 

Responsible for hotel 
sustainability. 

In charge of HESSE 
with the support of 
Senior Management 

H2 15-19 

HP8 Manager Food and 
Beverages 
(F&B) - 
Restaurant 
management 

In charge of hotel 
restaurant. 

HESSE mainly within 
the restaurant F&B 
department 

H1 10-14 

HP9 Manager Stewarding and 
banqueting 
management 

In charge of hotel 
stewarding and 
banqueting. 

HESSE mainly within 
the stewarding and 
banqueting 
department 

H1 15-19 

HP10 Middle 
Manager 

Golf Assistant Golf 
Supervisor responsible 
for hotel golf activities. 

HESSE mainly within 
the golf department 

H1 Above 25 

HP11 Senior 
Manager 

Hotel 
management 

In charge of hotel 
strategy formulation 
and execution as well 
as operations. 

Leading HESSE 
responsibilities within 
the hotel 

H2 Above 25 
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HP 

Responsibilities 

Hotel 

Experience 
in hotel 
industry 
(years) 

Level Field 
General hotel 

responsibilities 
HESSE 

responsibilities 

HP12 Middle 
Manager 

QA coordination 
- Sustainability 

Responsible for hotel 
sustainability. 

In charge of HESSE 
with the support of 
Senior Management 

H1 5-9 

HP13 Middle 
Manager 

Garden Acting Superintendent 
responsible for hotel 
garden. 

HESSE mainly within 
the garden 
department 

H1 15-19 

HP14 Middle 
Manager 

F&B 
management 

Assistant F&B 
Manager responsible 
for hotel F&B. 

HESSE mainly within 
the hotel F&B 
department 

H2 20-24 

HP15 Middle 
Manager 

Housekeeping Chief Clerk responsible 
for the hotel mini-bar. 

HESSE mainly within 
the housekeeping 
department 

H2 Above 25 

 

The profile of hotels who participated in the validation of the 7HoE HESSE model is presented 
in Table I2. Five Star hotels were chosen as they are already involved in HESSE, hence 
contributing to the quality of data acquisition and data analysis through the face to face 
structured interview of the HP. The improved model can however be implemented in hotels 
with lower star grading. 

Table I2: Participation in validation: Profile of Hotels 

Hotel Star rating106 
Years of 

operation 
No of 

villas107 
No of rooms  

(including villas) 
No of bed-places 
(including villas) 

H1 5 Star 30 13 293 640 
H2 5 Star 20 3 175 368 
H3 5 Star Luxury108 36 1 69 152 
H4  5 Star Luxury 13 45 235 450 

 

The complete HP interview response for each question is hereby presented. 

1. What are your views on the model presented in Figure 1? 

HP1: The model provides a great dashboard for the implementation of a sustainability project 
in a hotel or any other company. 

HP2: The model properly ilustrates the different habits and steps for the setting-up and 
execution of a sustainability project. It provides the right sequence of actions that we need to 
follow. The different steps are essential for successful execution of HESSE.  

The continual improvement process is also very realistic. We can start small, then grow, move 
backward if needed and then move forward again. 

HP3: The model exactly describes what I have experienced. I first discovered the hotel 
sustainability endeavours when I joined again the hotel a few years back. When I was later 
appointed in charge of the hotel sustainability project and took the hotel sustainability 
responsibility, I decided to embrace sustainability and the associated responsibility, and 
moved forward. The model describes my life within the hotel industry, especially my own 
continual improvement process. When I look at the model, I can see the progress in my hotel 

                                                
106 The hotels’ star rating and other presented details are respectively obtained from the Mauritius Tourism Authority (2021) 
website and HP. 
107 Hotels provide all services to respective villas. 
108 5 Star Luxury or Deluxe is assigned to hotels that possess qualities and facilities that exceed the already spectacular five-star 
properties. Such hotels also offer personalized caring attention and services beyond those of 5 star hotels (UNWTO, 2015; Egypt 
Travel Experts, 2022). 
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career. I can also see progress done in the application of hotel sustainability strategies. The 
model relates very well to the execution of sustainability strategies in hotels. The model is well 
represented. 

HP4: I have been working with many continual improvement model, including the ‘Plan Do 
Check Act’ model, but this one is more detailed and more adapted to HESSE. I strongly believe 
that this model should be implemented in the hotel industry. Our guests and all stakeholders 
are highly environmental conscious. The model explains well how engineering managers and 
engineers work. Engineers have to adopt greener technologies while phasing out technologies 
that are not environment friendly. For instance, engineers had to phase out the use of R22 
refrigerant109 which affects the ozone layer and moved towards environment friendly 
refrigerants. 

The 7HoE HESSE model will enble us to focus on HESSE. ISO 14000 is too general, too 
broad and not specific enough to HESSE. I believe that the proposed model is more 
userfriendly and focusses well on HESSE. The objective of a hotel is not only to be ISO 
certified but more importantly to ensure that HESS is executed. I believe the model will be 
effective to ensure HESSE. 

HP5: It is a very interresting model with a useful new concept. Nowadays, tourists are more 
ecological and lay much emphasis on sustainability. Hence sustainability, including 
environmental sustainability, is very important for the hotel industry. We are implementing 
energy-saving strategies and measures and this model will surely ensure execution of HESS. 
We need to get everyone on board for the implementation of the 7HoE HESSE to be 
successful. 

The approach in that model is new for us and since it is based on Stephen Covey Seven 
Habits of Highly Effective People and follows the same philosophy, I believe the 7HoE HESSE 
model will be effective in reaching its target of enhancing HESSE. 

HP6: Realistic model that can be applied. 

HP7: Interesting beakdown of steps toward an effective strategy implementation. 

HP8: Nice model with clear steps to follow for the success of a sustainability project. 

HP9: The upward spiral illustrates well the continual improvement process. 

HP10: The model covers the essential aspects that are required to tackle situations when 
implementing sustaibability strategies. 

HP11: Effective model which is smart and can be used as a check list. Good tool which could 
be used in other projects as well. 

HP12: The model presented in Figure 1 is easily understood and can be applied to various 
contexts. People from different levels can apply this model in their defined way forward 
objectives. 

HP13: I have discovered and realized how to do to achieve HESSE 

HP14: The model is measurable and user friendly. 

HP15: The model is interesting and smart 

                                                
109 Chlorodifluoromethane or difluoromonochloromethane is a hydrochlorofluorocarbon. This colorless gas is better known as 
HCFC-22, or R22, or CHClF2. It is commonly used as a propellant and refrigerant. These applications are being phased out due 
to the compound's ozone depletion potential (ODP) and high global warming potential (GWP) (Rosenthal and Lehren, 2012). 
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2. What are your views on the definitions of the 7HoE HESSE presented in Table 1? 

HP1: The 7HoE HESSE are well-defined for a good understanding. These definitions can also 
be understood by different staff of different level of the hierarchy. 

HP2: The definitions are very appropriate. They describe very well the habits to acquire. 

HP3: The habits and their definitions are appropriate and make sense. We need to adopt and 
execute them. 

HP4: This has been partly answered in question 1. I think that the definitions are very good 
and much on point. Wording is appropriate: Discover is what we are doing; Trust is what we 
are looking for; Enhance is what we are aiming for… The words are on point, well-chosen and 
properly express what is needed for effective HESSE. 

HP5: In all these definitions, I find two which are closer to my field of work and which is carried 
out regularly in the hotel industry. They are introspection and benchmarking. In the hotel 
industry, we do a lot of benchmarking. I believe that introspection and benchmarking gives 
value to the 7HoE HESSE. This model will enable us to move in the right environmental 
sustainability direction. 

HP6: The definitions are realistic and can be applied. 

HP7: The definitions of the 7HoE HESSE are clear. They can assist in assessing the current 
situation and provide a clear guide to improving our position. 

HP8: Well-defined. 

HP9: Very structural and explicits to start new concepts and projects on sustainability. 

HP10: Straight-forward and clear; Gives a good perspective of each point. 

HP11: The definitions are clearly defined and presented. More examples are needed for full 
understanding. 

HP12: Fine. 

HP13: The definitions are useful for how to start a project, how to manage the project and how 
to achieve the project. 

HP14: The definitions are well elaborated with a very good insight. 

HP15: The definitions need to be implemented. 

 

3. What are your views on the operationalization plan of the 7HoE HESSE presented in 
Table 2? 

HP1: Highly realizable. 

HP2: Excellent. You have used proper words and phrases to describe what we do. 

The steps are logical and fully valid. From a managerial point of view, these steps can also be 
used for any projects even those not concerning sustainability. The acquisition of these habits 
can enable any project to be successfully executed. The 7HoE HESSE model, together with 
the ST interaction map among the HESSE CSFs, summarizes very well what is needed to 
ensure successful execution of HESSE. The systemic approach is highly relevant and such 
systemic analysis gives the order of priority for enhancement actions. 
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HP3: The operationalization plan is excellent and decribes exactly what we live. We can find 
ourselves within the operationalization plan and it is familiar to us. 

We need to believe in what we are doing in terms of sustainability and your operationalization 
plan with the Quality of Direction, Quality of Learning and Quality of Action decribes exactly 
what we need to do. The 7HoE HESSE model together with the ST interaction map among 
the HESSE CSFs is well explained. 

HP4: This is a good action plan. The fact that duration and timeframe can be set for each habit 
formation is very important. We are very time conscious. The fact that the model includes 
duration and timeframe concerns comforts me in possible decision of calling you and solliciting 
your services as an expert to implement your model. 

HP5: The proposed sequence of habits formation is fine. 

HP6: Simple and can be applied in our operations. Can makes things / commitments easier 
to apply in the long run. 

HP7: Quite complex even if interesting. Should be able to identify the interrelation between 
each HoE HESSE and then global impact on our sustainability strategy. 

HP8: Easy to implement; Easy to understand. 

HP9: Well-defined though the action plan to be taken within some time frame. 

HP10: Sequential; Can be applied to different operation type; Helps in the elimination of 
execution gaps 

HP11: Good tool. 

HP12: Fine. 

HP13: Trust is needed to achieved the sustainability goal. 

HP14: Very well structured to identify and review some factors. 

HP15: We need to practice the habits. 

 

4. In your opinion, what are strong points of the 7HoE HESSE model? 

HP1: User friendly; Straight-forward; Highly understandable; Can be used by the different 
levels of the hierarchy. 

HP2: The fact that each step is well-defined and for each step, you have to develop habits 
which facilitate the learning and the execution. 

Restarting is part of the process. It is not a failure when we restart. 

When we restart, we need to go back to the essentials such as to introspect, to review,… Staff 
who take new responsibilities, need to rediscover. Also when legislation changes or there is a 
change in opportunities, there is again a need to rediscover. 

Everything is interconnected, specially the HESSE CSFs. 

HP3: I like how the 7HoE HESSE model is presented, specially the upward spiral which clearly 
illustrates the continual improvement process. In that process, we can step down and step up 
the ladder. 
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Discover is in itself very important. We discover something that we don’t know. Whenever 
there are changes, we need to rediscover. Recently, our environmental certification body 
reviewed its methodology. There were changes in the sustainability responsibility allocation 
and how to calculate carbon footprint. Even if we knew the previous methodology, we need to 
rediscover and relearn. In fact, we are always in the discover mode, whether it is with new 
calculation methods, new initiatives by colleagues, or new ways of interdepartmental 
collaboration. 

HP4: The model provides a strategic and planned approach for the execution of sustainability 
strategies. The 7HoE HESSE is also a good marketing tool which can help us to attract more 
guests. The fact that indicators as CO2 emissions can be quantified is interesting. This is a 
tangible indicator that can be used for internal and external benchmarking. Such indicators 
can also enable me and the department to enhance HESSE. The presence of tangible 
indicators that can be quantified is a very strong point of the model. 

HP5: From my point of view, there are two strong points:  
(i) This model brings added-value to the hotel practices; and  
(ii) The model confers to the hotel a competitive advantage.  

If my hotel is implementing this model, I will have a competitive advantage based on 
sustainability 

HP6: The fact that the model can be used to build a sustainability strategy. 

HP7: The model enables identification of factors which can cause failure and facilitates work 
towards eliminating these factors. 

HP8: A good guideline for operators to follow; Easy to understand. 

HP9: Discover; Trust; Benchmarking; Review. 

HP10: Flexible; Realistic; Easy to implement. 

HP11/P11: I have retained that the most important factor for the success of HESSE is the 
engagement and commitment of the top senior management above all. 

HP12: Talks to anyone, who wants to identify loopholds that can prevent a project from being 
successful. 

HP13:  

HP14: To identify the weakest point of any project and establish our action plan with a time 
frame. The habits are well-defined. 

HP15: Quality of Direction; Quality of Learning; Quality of Action. 

 

5. In your opinion, what are weak points of the 7HoE HESSE model? 

HP1: Sharing feedback of benchmarking figures to the whole hotel staff not mentined. Such 
feedback will stimulate interest and pride throughout the team. 

HP2: I have not found weak points except that we need to integrate a mode of communication 
to higher management. 

HP3: No weakness. 
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Feedback from guests and staff can be used to motivate top management engagement and 
involvement. 

HP4: First, the model seems a bit bulky and will require a new mindset from the stakeholders. 
Lot of manpower and administration work will be required for its implementation. 

Second is the cost factor. What is the cost factor for implementing the model? For any project, 
we need the cost factor, the investement and the return on investment (ROI). This is the most 
important determining factor. For me to be able to present the project to higher management, 
we need to justify the investment and what will be the ROI. 

HP5: The process is fine but seems bulky mainly for the busy operations. Second thing is the 
cost. Many hotels have set up sustainability committees and afterwards stopped the 
sustainability process because of cost and ROI issues. 

HP6: Without the engagement of management, head of departments, employees and all 
stakeholders, this model might not be applied. 

To cater for the comprehension of lower level of employees. 

To add indicators that can be applied to our industry. 

HP7: Might require a major implication from top management to drive the model due to lack 
of understanding for all levels / positions. 

HP8: 

HP9: 

HP10: Applicability to a situation of project involving a large number of stakeholders. 

Model do not place emphasis on skill set of the staffs. How to deal with staffs that do not 
possess the level of comprehension? Training needs implication. 

HP11: We have the impression that without the engagement of the senior management the 
probability of success is very low. 

HP12: The model must be discussed with all stakeholders so that everyone is on the same 
wavelength and each one knows what is expected from him/her.  

The model acts as a guideline, which can be challenged by external factors [variables] eg 
ressources available [manpower] and government decision. So it has to be constantly 
reviewed.  

More examples are needed so that the participants can relate with. 

HP13: Team spirit and budget are needed to do such project. 

HP14: 

HP15: 

 

6. Please use the given answer sheet to rate the following structural aspects of the 7HoE 
HESSE model on a Likert Scale, where 7 is very good and 1 very bad: 

 The quality of its structural logic 

Very good 7 6 5 4 3 2 1 Very bad 
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 The ease of understanding the model 

Very good 7 6 5 4 3 2 1 Very bad 

 The agility of the model with respect to continual improvement 

Very good 7 6 5 4 3 2 1 Very bad 

 The integration of the model to the current practice 

Very good 7 6 5 4 3 2 1 Very bad 

The scores awarded by HP as well as the calculated average and sample standard deviation 
per architectural aspect are presented in Table I3. 

Table I3: Architectural aspects of 7HoE HESSE model - Scores awarded by HP 

Hotel 
Practitioner 

The quality of its 
structural logic 

The ease of 
understanding the 

model 

The agility of the 
model with 
respect to 
continual 

improvement 

The integration of 
the model to the 
current practice 

HP1 6 6 6 7 
HP2 7 7 7 6 
HP3 7 7 7 5 
HP4 6 6 7 5 
HP5 5 6 7 4 
HP6 6 6 6 6 
HP7 5 4 5 5 
HP8 5 7 6 7 
HP9 5 5 6 4 

HP10 6 7 6 6 
HP11 6 5 5 5 
HP12 6 6 6 6 
HP13 5 5 4 4 
HP14 6 4 5 5 
HP15 6 5 6 5 

 

7. In your opinion, how can the 7HoE HESSE model be improved? 

HP1: By including a participation of front-line staff in the communication process. 

HP2: Consider the hierarchy of the staff who will be acquiring habits presented in the model. 

HP3: The level of the staff acquiring habits needs to be considered. 

HP4: By including more Key Performance Indicators (KPI’s) in the model.  

Also, the model should be fully tested in a small hotel or restaurant.  

Include the cost factor for the implementation of the model. 

HP5: We need to have departmental sub-committees to ensure good vertical and horizontal 
communication. 

HP6: 

HP7: By providing guidelines for improvement based on our assessment of real-life situations. 
Indicators should be inserted for each HoE HESSE to be able to measure progression at each 
step. 

HP8: 
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HP9: 

HP10: Elaborate further on how to deal with staff members who are resistant to change [new 
mindset, objective] and unable to adopt the idea of sustainability. 

HP11: The model needs to be put into practice for full understanding. I will then be able to 
identify possible improvement. 

HP12: The model acts as a guideline, which can be challenged by external factors [variables] 
eg ressources available [manpower] and government decision. So it has to be constantly 
reviewed. 

HP13: 

HP14:  

HP15: The model needs first to be completed and put in practice for identification of possible 
improvement. 

 

8. What are your concluding remarks on the 7HoE HESSE model? 

HP1: Great tool = Very suitable and very adaptable to the hospitality industry. 

HP2: It is a very interesting model which summarizes very well what we are living and as said 
previously puts words on what we live. The systemic approach is very realistic. It would be 
great to experience the model which would be very helpful us in our sustainability project. 

HP3: I am willing to experience the model as it will be very useful for favouring collaboration 
and commitment of all hotel stakeholders. 

HP4: This is the way forward for sustainability. The model provides a good approach towards 
sustainability. I think that we need to implement the 7HoE HESSE model as it is a very good 
model. The model is well-structured and provides monitoring which is essential for successful 
execution of sustainability projects in the hotel industry. 

HP5: I believe the implemention of this model will be effective for the hotel. 

HP6: We can surely use this model as a benchmark regarding our company approach. 

HP7: It is quite an interesting model which can assist in monitoring our sustainable progress. 
The model provides clear indications to achieve strategies efficiently. 

HP8: A model that can easily be implemented in our industry. It is straight-forward and easy 
to understand. 

HP9: The model is very constructive and explicits to the sustainability actions. 

HP10: Quality of Learning, bringing emphasis on two-way communication between 
stakeholders, is a very good point. 

Bringing the whole steps into three points (Quality of Direction, Quality of Learning and Quality 
of Action) which summarizes the driving forces of the model. 

HP11: Effective model to experience 

HP12: A very good starting point. Back to the basics for a good foundation to any business. 
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HP13: Implementing the model will be for our benefit. We need courage for such 
implementation. 

HP14: The model looks very effective in the sense where we can measure and analyze any 
wrong action we can make. However, a case study among the group within a workshop would 
be much appreciated. 

HP15: The model is smart. 
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