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Abstract

Tourism is known as one of the fastest growing industries worldwide with a major impact
on destinations’ economic growth as well as environmental degradation. In the past few
decades, awareness has risen amid consumers regarding the need of implementing
greener practices in the touristic sector and more intensely in the hotel industry. The emer-
gence of a new niche of guests, the eco-conscious ones, has led many hotels devise
greener strategies that are more appealing and communicable to their customers and im-
plement them in multiple levels of their operations. However, apart from the attraction of
new customers and a consequent increase of revenue, the implementation of eco-friendly

concepts in the hotel industry entails numerous benefits.

The present research aims to concentrate and assess the efficacy of current green business
strategies integrated in the daily modus operandi of hotels while the governing research
question is how are such eco-friendly strategies implemented by hotel lodgings in Vienna
affect their environmental performance. For the consolidation of the required information,
general managers of the hotels under examination are interviewed by the author. The ho-
tels chosen are situated in the city of Vienna, Austria, and belong to different tiers and
styles of hotels (chain, family-ran, luxury, traditional, modern). Following the accumula-
tion of implemented green practices, an evaluation will follow in accordance to the most
important EMAS guidelines and making use of the traffic light assessment tool. Finally,
the effects of these practices are demonstrated in an effort to detect any sort of impact the

hotels’ strategies might have on the destination and its stakeholders.
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DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

1. Introduction

In today’s world of mass production, natural resources’ depletion and environmental deg-
radation, environmentally friendly practices are very popular among consumers as well
as businesses (Sari & Suslu, 2018). In recent years, more and more companies incorporate
green business strategies in their operations while also increased environmental aware-
ness from the side of the consumers has also been noted (Han, Lee, Trang & Kim 2018;
Choi, Kim, Kim & Agmapisarn, 2018). The pressure deriving from the latter is, according
to Park and Kim’s research (2014), one of the main drivers for businesses to shift to
greener strategies in addition to economic benefits and top management’s individual en-

vironmental concern.

Despite the fact that more attention has been paid on the manufacturing sector, businesses
in the service industry are also in need of such strategies (Johnson, 2010 cited by Sari &
Suslu, 2018). According to Choi et al. (2018) the increasing guests’ awareness towards
green practices has made the hotel industry realize that adhering to those requests means
the attraction of a new niche of guests, the eco-conscious ones. To enhance this argument,
one of the most popular accommodation search engines, Booking.com (2017), revealed
in 2017 that 65% of its users worldwide showed preference to environmental-friendly

lodgings.

Having realized the importance that a greener modus operandi and eco-friendly imple-
mented policies have for the consumers, some of the biggest brands in the industry have
embarked on a shift of their established operational practices. Starting with the largest
one, Marriot International launched in 2017 its Serve360 platform with the promise of
“doing good in every direction” (Marriott, 2017) which has set 2025 as the deadline for
the company to achieve various environmental goals, such as reducing water and carbon
intensity and landfill waste. Accordingly, AccorHotels have initiated the “Planet 21" re-
search platform sharing information regarding their environmental footprint and their fu-
ture goals (AccorHotels, 2018) while Hilton has extended its “Travel with Purpose” ini-
tiative until 2030 following United Nation’s 2030 Sustainable Development Agenda (Hil-
ton, 2018).

This paper will investigate and assess current green business strategies adopted by three

different hotels, belonging to different tiers and categories (3-, 4- and 5-star and chain,
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family ran, luxury, traditional, modern hotels) in Vienna, Austria. Furthermore, it will
attempt to examine their efficacy and effect on the examinees’ environmental perfor-

mance while also demonstrate the perceived impact on the destination.

The aim of this paper is to thoroughly research one of the world’s most lucrative busi-
nesses, the hotel industry, not from the scope of total revenue or bed-nights, but in terms
of integrating green business strategies in their strategic planning. The author attempts to
pinpoint the practices implemented by hotels that already are or are transitioning to a
business incorporating green practices on multiple levels of their operations. Han and
Yoon (2015) provide a comprehensive description of what an environmentally responsi-
ble hotel is by defining it as a “lodging accommodation that actively implements green
management/marketing strategies, follows environmentally friendly guidelines, and en-

gages in eco-friendly practices/activities, abating its harmful impact on the environment”.
The research question that governs the paper is constructed as follows:

How are eco-friendly strategies being adopted and implemented by hotels and how are

they affecting their environmental performance?

The paper focuses on two main stakeholders, the businesses and the environment. Despite
the increasing number of hotels that implement environmental practices and pursue vari-
ous green certifications that testify their accomplishments, there is still a lot that can be
done in that direction according to Geerts (2014). This research can provide valuable in-
formation to the management of a hotel regarding the criteria upon which it could base
its assessment for an individual environmental performance. At the same time, readers
can familiarize themselves with ways hotels integrate environmentally friendly practices
in everyday processes and witness some of the benefits on the destination’s stakeholders
such as the hotel employees. In the case of the Boutiquehotel Stadthalle, according both
to their corporate responsibility report (CSR) of 2018 (Boutiquehotel Stadthalle, 2018)
and to Ms. Fedl’s statement during her discussion with the author (personal communica-
tion, 3 May 2019), the company manages to pay its staff members salaries above the

amount provided in accordance to the collective agreement in Vienna.

Furthermore, the lack of concrete results and the limited amount of research papers re-
garding the assessment of hotels’ green business strategies and their impact on destina-
tions (Choi, Kim, Kim & Agmapisarn 2018) means that this study might be able to extend

the existing literature in several ways. To begin with, no similar study has been conducted
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within the Austrian region incorporating hotels of different quality range on the industry’s
spectrum. In addition, the research paper will demonstrate the way green business prac-
tices are integrated in the core of the hotels under examination but also about the merits
of shifting to greener business models in the industry in relation to the hotels’ environ-
mental performance. Apart from the hotel representatives, however, an expert in the field,
the president of the Austrian Hotelier Association (AHA) is interviewed by the author in
order for the latter to find out more about the way hotel businesses view the idea of adopt-

ing greener strategies to their core.

The paper commences with the presentation of the theory regarding green business strat-
egies under the scope of the hotel industry, how they are defined and what they practically
mean. After that, findings, deriving from the research through interviews with the indi-
viduals in charge of the environmental management from the chosen hotels, will be
demonstrated and analyzed. The analysis of the policies of every hotel will take place
utilizing the criteria that the Eco-Management and Audit Scheme (EMAS), the instrument
developed by the European Commission for companies who wish to track their process
in terms of their individual environmental performance, has established. More specifi-
cally, the author examined what the European certification scheme is basing its evaluation
on in order for a business to be awarded their logo. The European Commission has set a
number of criteria which a company needs to meet in order to get certified and which
revolve around 4 main axes. The author came up with a number of questions whose goal
was to assist him in investigating the hotels’ performance according to these 4 axes. After
the analysis of his findings, the author will proceed in evaluating the hotels’ performance
in relation to each of these 4 axes of criteria. The assessment will take place using the
traffic light assessment tool which labels the hotels” performance as Good, Moderate or
Bad. Detailed description of the scheme as well as the reasons the specific method was

chosen from the author, are listed on a forthcoming chapter.

The second part of the thesis focuses on the green business practices the hotels under
examination have embarked on and reports on the hotel managers’ answers to the ques-
tions provided. Lastly, the president of the Austrian Association Hotelier, Mrs. Michael
Reitterer, will add to the research the perspective of the Austrian businesses regarding the
matter of green practices in the industry. In the end, the author explains the lessons learned

from his research and reflects upon its results.
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2. Literature review

The literature necessary for accomplishing the thesis’ aim derives mostly from Sci-
entific journals that deal with tourism management, hospitality and environmental
management topics. Moreover, this part of the thesis will be broken down to three
distinct subcategories all of which contain the most important sources and infor-

mation for the composition of the present thesis.

The first part of the bibliography used includes all of the key-concepts necessary for
the better understanding of the research and its purpose in addition to a brief historical
overview of the origins of hotel sustainability. More specifically and in the begin-
ning, the effects of the tourism industry on the environment as well as the importance
of the latter will be discussed while also the Potter Hypothesis will be briefly ex-
plained. The initial sector will also describe what constitutes a green business strat-
egy and what defines an environmentally friendly accommodation. Lastly, the anal-
ysis of the term Environmental Management System (EMS), a concept that will come
up a few times throughout this paper and play an important role in the assessment of

the hotels’ environmental performance, will follow.

In the second part of the literature review, the presentation of EMAS, upon the crite-
ria of which the assessment of the hotels’ green policies is based, is at place. During
his preliminary research, the author came across three auditing schemes out of which
he chose EMAS as the most appropriate one for the present study. Even though the
Green Hotels Global was primarily taken into consideration, it was considered the
least impactful and recognized and was hence rejected. However, the two remaining
contestants share some common ground, having been used by numerous businesses
and both enjoy international recognition. And despite the fact that EMAS was chosen
over 1ISO 14001, the certification scheme by the International Organization for Stand-
ardization, both processes are discussed and later compared in the second sector. The
4 main groups of criteria that set the grounds for the evaluation of a company’s en-
vironmental performance provide here the basis upon which the assessment, con-
ducted by the author who judged according to the information provided during the
interviews, will take place and is done with the help of the traffic light system. The
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latter will also be briefly presented while in the end of the chapter, the author will
provide a justification for the selection of both the criteria basis and the tool selection.

The third and final part will be examining the results of previous studies regarding
the significance of green business strategies in the hospitality industry. This is also
where contradicting results are traced and demonstrated, with the biggest part of
scholars, however, being in favor of implementing green practices in hotels stating
that the advantages are numerous while a smaller group does not acknowledge some

or most of the benefits.

2.1 Historical overview of hotel sustainability and key concepts

Within the past years, the number of eco-conscious hoteliers and investors who take
into account the environmental and social effects of prospective hotel development
plans and operations has risen (Goldstein & Primlani, 2012). In fact, sustainability in
general and green operations in specific has played an important role in the decision-
making of the relevant stakeholders in the industrparky for various reasons. The re-
duction of costs, the greener mindset of leadership, as well as the many changes in
the regulatory systems around the world that dictate cleaner and more sustainable
operations are some of the reasons that explain the shift towards the implementation

of green business strategies (Goldstein & Primlani, 2012).

The roots of environmentally friendly practices in the hospitality sector date back to
the early 60s according to Goldstein and Primlani (2012). The two, in their first in a
series of articles under the theme “Current trends and opportunities in hotel sustain-
ability”, have noted down the evolution of hotel sustainability and have distinguished
between three distinct periods in its lineage. The first one commences in the early
60s and reaches up to the late 70s. This is when the general realization of the severity
of human activities on the environment among with the oil crisis of 1973-74 created
an environment of uncertainty in regard to utility costs and energy supply in the ranks

of the hoteliers who started implementing energy conservation strategies.

The two decades that followed are characterized by the highlighting of the term sus-
tainability which was in turn highlighted in the infamous Brundtland report of 1987.
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The report that was named after the chairperson of the World Commission on Envi-
ronment and Development, Gro Harlem Brundtland, talked for the first time about
sustainable development which was defined as the “development that meets the
needs of the present without compromising the ability of future generations to meet
their own needs" (World Commission on Environment and Development, 1987). It
was the Earth Summit in Rio in 1992 and the adopted declaration that strongly en-
couraged environmental ingenuity from the perspective of businesses and their oper-
ations (Goldstein & Primlani, 2012). Such initiatives included the erection of green
buildings or modification of the already existing ones and hotel-oriented certification

schemes that would testify for a lodging’s proper environmental management.

The last period is covering the beginning of the new millennium and is extended to
the present day. Within this time, hotels, big and small, have embarked on the pub-
lishing of sustainability reports, have built strong relations with environmental or-
ganizations and have embraced greener methods in their operations in several ways.
Another crisis, the financial crash of 2008, played once more an important role for
the way hotels would control theirs costs and attempt to reduce them. This is where
a shift to more affordable and greener practices was deemed as a viable solution
(Goldstein & Primlani, 2012).

As already mentioned above, regulatory frameworks were developed around the
world where governments would try and foster a supportive environment for busi-
nesses that would wish to convert into greener models. That is, also, what the Harvard
Business School economist and strategy professor Michael Porter suggested in his
work “America’s green strategy” in 1991. More specifically, Porter considered that
“well-designed environmental regulations can stimulate innovation, which may lead
to efficiency gains or even profit increase in regulated firms” (Qiu, Zhou & Wei,
2018). The American professor also argues that this type of regulation can be bene-
ficial for the environmental quality as well as a firm’s international competitiveness
(Porter, 1991).

The present research deals with the tourism and hospitality sector and more specifi-
cally investigates how green business strategies can affect a hotel’s environmental
performance and how can on assess them. It is necessary, however, to provide some

working definitions for some of the terms already mentioned a few times so far.
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2.1.1 Tourism: definition and its effects on the environment

The United Nation’s World Tourism Organization (UNWTO) provides a compre-
hensive definition for the concept of tourism where the latter “comprises the activities
of persons traveling to and staying in places outside their usual environment for not
more than one consecutive year for leisure, business, and other purposes.” (UNWTO,
2015 cited by Goeldner & Richie, 2009 p. 7). By using the term “usual environment”
this definition excludes trips “within the area of usual residence, frequent and regular
trips between the domicile and the workplace, and other community trips of a routine
character” (Goeldner & Richie, 2009 p.7). It wasn’t, however, until the 90’s that the
notion for a different type of tourism, the sustainable one, became a topic despite that
fact that its origins can be traced back to the emergence of the sustainable develop-
ment concept (Swarbrooke, 1999). Sustainable is the kind of tourism "that takes full
account of its current and future economic, social and environmental impacts, ad-
dressing the needs of visitors, the industry, the environment and host communities"
(UNEP & UNWTO, 2005).

Since the late 1970s, and more vividly during the 1980s, it became clear that busi-
nesses are not immune when it comes to taking responsibility for the environmental
degradation and consequent disasters (Hart, 2008), including undeniably the hotel
industry. The moment a guest walks into an accommaodation, energy consumption
already commences (Tsai, Lin, Hwang & Huang, 2014 cited by Hsiao, Chuang &
Huang, 2018). All the endeavors a hotel engages in, to provide its guests the service
they have paid for, result in a significant impact on the environment. This impact is
translated into excessive consumption of natural resources and especially water, en-
ergy and non-biodegradable products that result in amassed waste that consequently

pollutes the environment (Hsiao, Chuang & Huang, 2018).

The latest report from the World Travel and Tourism Council (WTTC) testifies that
travel and tourism is responsible for one out of 10 jobs worldwide and accounts for
10.4% of the world’s GDP (WTTC, 2018). Moreover, according to STR Global, an
analytics company based in the United States, over 190,000 hotels providing over
17.5 million rooms (STR, 2018) worldwide accounted for an estimate of 495.17 bil-
lion U.S. Dollars of revenue in 2016 (Statista, 2016), occupying a significant share

in the global market. It is, therefore, fair to say that the hotel industry is a force to be
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reckoned with in terms of environmental footprint but also as a potential key player
that can generate or at least encourage positive change for a destination. That is the
rationale behind the author’s motive to embark on investigating what hotel busi-
nesses in Vienna are doing to reduce their share in terms of contributing to the envi-

ronmental degradation and how well they are performing.

2.1.2 Importance of green business practices in hotels

What most businesses seek today in order to prevail against rival companies is a
competitive advantage and the hotel industry does not differ in that sense. Hotels are
no exception, and according to the study of Molina-Azorin, Tari, Pereira-Moliner,
Lopez-Gamero and Pertusa-Ortega (2015) environmental management practices may
help reduce the units’ environmental footprint but this is not the only benefit. More
specifically, “improved environmental performance contributes towards a greater de-
velopment of cost and differentiation advantage” (Molina-Azorin et al., 2015 p.49)

and can also turn out to become a differentiation factor.

For the purposes of the current study, the hospitality sector is viewed as a niche in
the service supply chain and as such will be examined. The supply chain includes
“all those activities associated with the transformation and flow of goods and ser-
vices, including money and information flows, from the sources of materials to end
users” (Bowersox, Closs and Cooper 2002, cited by Al-Aomar & Hussain, 2017).

In their research, Park and Kim (2014) state that there are three plus one significant
drivers that make hotel lodgings want to become greener. Economic benefit, man-
agement’s personal interference based on individual environmental concerns and
stakeholder pressure are accompanied by the different forms of ownership and com-
pose a valid triptych of reasons that convince top management to shift to green forms
of administration. Towards the same direction, the paper of Kim, Hlee and Joun
(2016) enumerates this time several benefits from a change like the one mentioned
above. Cost saving policies, lessening of energy consumption and waste reduction
are some of the profits mentioned in the work of the three who, however, mention
the drawback in the whole concept which might be an increased level of discomfort

amongst the guests.
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In addition, Han, Lee, Trang and Kim (2018) highlight another important factor, cus-
tomers’ loyalty, favoring the implementation of green business strategies by hotels.
According to their study, a new and rapidly growing niche of ego-conscious consum-
ers, that acknowledges the significance of green practices in hotel operations, are
exhibiting increased level of loyalty for establishments that seem to be in accordance

with their personal environmental standards.

Yet another potential benefit that the implementation of eco-friendly practices entail,
is practically a victory over the competitor or better known as the competitive ad-
vantage. This statement as been supported by various scholars (Al-Aomar & Hussain,
2017; Hsiao, Chuang & Huang, 2018; Molina-Azorin et al., 2015) and serves as one
of the most convincing reasons for hotel businesses to be in favor of changes in their

operations towards a greener and more sustainable model.

Similar qualitative studies have already taken place, examining various hotels and
destinations. Al-Aomar and Hussain (2017) attempted to evaluate green practices of
hotels located in the United Arab Emirates while Sari and Suslu (2018) used a fuzzy
Technique for Order Preference by Similarity to Ideal Solution (TOPSIS) method in
order to calculate a green performance score and a ranking for hotel supply chains

after the contribution of 20 hotel managers in Turkey.

Despite the majority of the existing literature supporting the advantageous side of
implementing green business strategies in a hotel, there are also oppositional voices
to the specific concept claiming that people tend to underperform in terms of envi-
ronmentally friendly behavior when on vacation (Wearing, Cynn, Ponting, and
McDonald 2002) or Chan’s (2013) theory that disproves the above statement regard-

ing guests’ willingness to pay more for eco-friendly services.

Additionally, Kapferer and Michaut-Denizeay (2014) oppose the pro-green argu-
ments analyzed above and instead claim that consumers of luxury products are indif-
ferent to the social and environmental aspects of their purchases. Additionally,
Bruns-Smith, Choy, Chong and Verma (2015) consider the mainstream indicators,
such as food and room quality, amenities et cetera, to be more important to the eyes

of the consumers rather than environmentally friendly practices.
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2.1.3 Environmentally friendly accommodations — definition and exam-

ples

In order to create a proper image of what constitutes a green hotel, a few definitions
can be quoted here, the combined context of which describes in an articulate way the
essence of eco-friendly lodgings. According to the Sarah Alexander (2002) a green
hotel describes “strives to be more environmentally friendly through the efficient use

of energy, water, and materials while providing quality services”.

Moreover, the Green Hotel Association (2008; cited by Lee, Hsu, Han & Kim, 2010
p. 902) provides a more illustrative yet concise definition, stating that green hotels
are “environmentally friendly properties whose managers are eager to institute pro-
grams that save water, save energy and reduce solid waste — while saving money —
to help protect our one and only earth” introducing the aspect of the monetary ad-
vantage. This particular definition chooses to focus on the roles and the involvement
of the managers in regard to the implementation of green practices, an aspect that is
also of high importance for EMAS and in fact constitutes one of the criteria upon

which the assessment will take place.

Perhaps one of the most famous examples of eco-friendly lodgings in Europe is the
Boutiquehotel Stadthalle which is one of the hotels under investigation in this report.
The 3-star hotel in the 15th district of Vienna is known to be one of the most sustain-
able hotels in the world. In 2009 it achieved a zero-energy balance and is known for
its original and cutting-edge green initiatives (Parpairi, 2017). Further information
regarding this specific hotel and its green practices will follow in the analytical part
of the paper.

2.1.4 Green business strategy and environmental performance

In his work “Better green business” Eric Olson (2006, p.23) defines greens business
strategy as a policy that “fundamentally helps an enterprise make decisions, trans-
form its operations, and sustain improved performance so that it makes a positive
impact on the environment” which also “helps the organization define its role in en-
vironmental stewardship, communicate its role to the world, and determine how ag-

gressively opportunities and investments to go green will be pursued”.

10
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According to Olson (2006), converting to a greener model might mean a direct effect
on total revenue through the offering of environmentally friendly services while at
the same time, the same transition might also result in a significant reduction of bot-
tom-line costs through more efficient management of natural resources and energy
consumption. Side effects can also include establishing a more competitive position
in the market and a different brand image while also gaining ground in the global

community (Olson, 2006).

Having examined most of the terms found in the research question as formulated in
the first chapter, the last and perhaps most important but also difficult to define ele-
ment is missing. Starting from the second word, performance is defined by Milgrom
and Roberts (1992 cited by Schultze & Trommer, 2011) in a managerial context as
the “extent to which companies achieve their principals’ targets, i.e., fulfill their ex-
pectations” (p. 13). This notion, if put in an environmental context, could be per-
ceived as a company’s “fulfillment of environment-related requirements of stake-
holders” (Schultze & Trommer, 2011 p. 13). In that case, the stakeholders represent
all those who are influenced or actively affecting a company’s actions (Freeman,
1984 cited by Schultze & Trommer, 2011). A more comprehensive definition can be
found in Judge and Douglas’ work in 1998 who described environmental perfor-
mance as “a firm's effectiveness in meeting and exceeding society's expectations with
respect to concerns for the natural environment” (p. 245) including the societal aspect
on the concept. The difficulty that also arises apart from defining the concept of en-
vironmental performance is measuring it. As a matter of fact, McWilliams, Siegel
and Wright (2006) claimed that ,,it is impossible to measure what we cannot define
and, as long as we use different definitions, we will get empirical results that cannot
reliably be compared”. Therefore, for the purposes of the research, the author does
not attempt to measure the hotels’ environmental performance but instead evaluate it
according to criteria and making use of a specific assessment tool (the traffic light

model) analyzed later in this chapter.

2.1.5 Environmental Management System

Yet another term that comes up frequently throughout the present research paper is
Environmental Management System which is defined as “the study of all technical
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and organizational activities aimed at reducing the environmental impact caused by
a company’s business operations” (Cramer, 1998 p.162). EMAS (2019) provides a
different and more elucidative definition stating that environmental management sys-
tem is “built upon a set of environmental actions and management tools. Those ac-
tions depend on each other to achieve a clearly defined goal: improving environmen-
tal performance. An EMS establishes a continual cycle of planning, implementing,
reviewing and improving the environmental performance of an organization”. Ac-
cording to the research of Ramanathan, Ramanathan and Zhang (2016) efficient en-
vironmental management can prove to be rather beneficial for hotels in several ways,
such as cost reduction, differentiated services, favorable reputation and can assist

towards the creation of a coveted competitive advantage.

The EMS is a tool in the hands of hotel managers who want to improve their envi-
ronmental performance and keep track of their company’s process in terms of ful-
filling their environmental commitments. It is methodically planned and constitutes
a constant reminder of what can or should be improved in the race for a more efficient
environmental performance. It should be noted that for both certification schemes,
analyzed in the next chapter, an established EMS is a requirement for a company in

order to get certified.

2.2 Criteria for assessment — EMAS versus 1SO 14001

The present thesis not only attempts to identify what kind of green business strategies
have been adopted and implemented by the businesses under examination, but it is
also the wish of the author to evaluate the recorded practices in terms of affecting the
participating hotels’ environmental performance. Therefore, a proper assessment tool

had to be identified and used upon the cases of the three hotels.

The author chose the qualitative approach for his research and more specifically the
method of the interviews, meaning that he would not embark on an analysis of reve-
nue spreadsheets, number of bed-nights or occupancy rates. Therefore, the assess-
ment tool would not look at numbers that hotels have produced the past years. In-
stead, certain criteria had to be chosen upon which the author would have to base his

assessment of the green practices. That gave birth to the initial dilemma between two
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world renown certification schemes, the European Commission’s Eco Management
and Audit Scheme (EMAS) and the International Organization for Standardization
(ISO) 140001 Series of Standards in its latest version; namely 1ISO 14001:2015. Both
of these environmental performance evaluating systems are operating on a number
of criteria which are displayed in this chapter. Despite a certain level of similarity
between the 2 systems regarding the criteria they are using as a basis for evaluating
an organization’s process, the author chose one of the two for reasons that will be

described in the end.

The two certification and auditing schemes present many other similarities and a few
distinct differences. The most important, however, is the main goal behind them
which in none other the certification of standardization for businesses that are able
to meet the corresponding criteria. In this chapter, both systems will be described
with a special focus on what each of those two schemes takes into consideration when

examining if one fulfills the requirements in order to be certified.

2.2.1 EMAS

In 1993 the European Parliament and Council with the regulation No. 1221/ 2009
created EMAS, a voluntary scheme that examines businesses’ environmental man-
agement performance (EMAS, 2014). After the second revision of its Annexes in
November 2009 and the introduction of EMASS IlI, the European certification
scheme was open and could apply to any organization, private or public, anywhere
in the world (EMAS, 2014). EMAS is the EU’s “voluntary scheme designed for com-
panies and other organizations committing themselves to evaluate, manage and im-

prove their environmental performance” (European Commission, 2011).

The European certification scheme is based on a performance-oriented system where
the business that chooses to run for it has to constantly prove its improvement in
terms of its environmental performance. Therefore, the inclusion of employees and
management are deemed important for the achieving of this goal. In order for the
certification to be achieved, a series of lower-scale auditing endeavors (eco-audits)
take place (EMAS, 2019). The journey to the certification is rather long and has many

steps on the way and is illustrated in figure 1.
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Figure 1: EMAS: How does it work (EMAS, 2019)
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Firstly, the interested party (the business) needs to contact a local Competent Body
that will assist the first by providing technical support and even seek for funding
prospects. After that, the firm needs to perform an initial review of their status quo
and detect the environmental problems occurred by their doings until recently. This

review has to focus on five key aspects:

e Determining the organizational context by identifying possible internal and ex-
ternal matters that could have affected the firm’s environmental management.

e Pinpoint the stakeholders that are most interested and affected as well as their
individual aspirations while also it is necessary to identify the legal environmen-
tal requirements.

e ldentify legal environmental conditions and check for corresponding compliance

e Scrutinize firm’s actions that lead to or involve consumption of raw materials
and energy, waste and emissions which consist the direct impact.

e Examine the indirect impact, actions that affect the environment but in a way

that the company is not actively involved.
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The completion of these initial tasks brings the company to the first big step, the
“Planning” phase where it needs to create its own environmental management system
and establish an environmental policy and an environmental program. EMAS (2019)
defines the environmental policy as a public document “which describes your com-
mitments to the environment and specifies your organization's overall intentions and
direction in terms of environmental performance. It also provides a framework for
setting objectives and targets. An environmental policy should be adopted at the
highest managerial level, be revised periodically and specify: compliance with legal
requirements and beyond, commitment to continuous improvement in environmental

performance and engagement in preventing pollution”.

Regarding the environmental program, this refers to “an action plan that translates
your organization’s environmental policy into specific objectives — overall environ-
mental goals directly arising from environmental policy — and targets — performance
requirements that emerge from these objectives...should contain concrete measures
that designate responsibilities and identify the means to achieve the defined environ-
mental objectives and targets, as well as to meet deadlines. The programme integrates
improvements in environmental performance into the day-to-day operations of the
organization — it leads to activities that promote better environmental performance”
(EMAS, 2019). The defined objective should be SMART, meaning that the need to
be Specific, Measurable, Achievable, Realistic and Time-bound. This part calls for

the management to step forward and pledge their commitment to their EMS.

Moving to the next phase, called ‘Do’, the firm, after the completion of step 1, is
introduced to the implementation phase where it is time for action. The company
needs to make sure that the goals described in their environmental policy document
in order to improve their environmental performance are backed by their internal
structure and processes. Top-management is responsible for the proper allocation of
responsibilities amongst the departments who also need to be appropriately educated
in terms of what the company is planning to do and how they plan to do so. Therefore,
is it advised that every department has an authoritative figure that oversees the pro-
cedures in their respective field while all of them answer to one person that has been
given the responsibility to be fully in charge of the whole process.
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However, a big role in this step is played by the employees. EMAS deems important
the participation of the latter and the proper development of a relative work ethic.
This derives from a proper dissemination of knowledge around the reasons why the
company has chosen to embark on this journey and the efforts to raise awareness
amongst them. The entire personnel need to be included through interactive and
transparent communication channels and individuality of the employees should be
taken into consideration both in terms of personalities but also regarding the depart-
ment they are working for. In an example of a hotel, information should be handled
differently to the housekeeping team than, for example, the front office clerks, as Ms.
Fedl (personal communication, 3 May 2019) confirms.

The third big step titled ‘Check’ is rather self-explanatory. The organization after the
implementation of certain changes, that were made in the spirit of shifting to an effi-
cient and operational environmental management system, now needs to establish a
self-check system that examines the effectiveness of the measures taken in the form

of internal environmental auditing.

For the auditing to happen, the firm needs to come up with specific environmental
performance indicators which will help them manage, control and direct their envi-
ronmental performance. For that, unobstructed sharing of information as well as an
amassment of big volumes of it is deemed necessary. The same level of attention
requires a monitoring initiative which should be constant in order to avoid any po-
tential mishaps. EMAS ardently urges companies to act proactively and not to wait
until something comes up. Therefore, continuous internal environmental audits
should be taking place at frequent intervals consisting of “periodic assessment of how
well the EMS is functioning and how environmental performance is being improved”
(EMAS, 2019).

The last major step bears the title ‘Act’. By now organizations should have already
established an EMS that fits their type of business, implemented it in their various
operational levels, launched a progress-check program and perhaps already seen an
improvement. During the last important phase, EMS should already be a part of the
daily life of the organization and its employees. Top management should be running
periodic checks regarding the process of the endeavor and judge upon the possibility
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of achieving all goals set on the early stages. Any mistakes should be identified, doc-
umented and analyzed.

Lastly, the company has to draft an environmental report where it will be providing
insights to what they did and what they achieved. This report will be providing the
stakeholders a view of how the organization did towards their environmental objec-
tives and a description of all the necessary steps and actions that had to be taken. This
is the last part of the process that remains on an internal basis. The EMS of the com-
pany will be scrutinized and assessed by an independent environmental verifier who
will decide if the latter is in conformity to the EMAS provisions and terms. Compli-

ance might eventually mean verification and accreditation of the EMAS certification.

2.2.2 1S0O 14001

The International Standardization Organization (ISO) was established in 1946 when
delegates from 25 countries came together at the Institute of Civil Engineers in Lon-
don and discussed about creating an international organization whose purpose would
be “to facilitate the international coordination and unification of industrial standards”
(ISO, 2019a). A few months later, the official organization was given birth and has
since published 22,657 international standards affecting various industries such as
the manufacturing, the technological as well as the hospitality one (ISO, 2019a). Its
members today are originating from a plethora of countries (164 thus far) while the

organization consists of 783 technical committees and subcommittees.

Throughout its 73 years of existence, I1SO has published numerous international
standards for a variety of industries including the hospitality one. Some of the most
important schemes related to environmental management standards are the 1SO
9001:2008 that set the standards for quality management, ISO 50001 that assists busi-
ness who wish to have a more efficient energy management system and 1SO 14001
which sets the grounds for the establishment of a well-performing environmental
management system (Hotel News Resource, 2014). The latter was firstly introduced

in 1996 and has since been revised a total of three times, revisions that happened at
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five year intervals which comply with the organization’s rules regarding standardi-
zation reviews and ensure that standards remain up to date and do not fall behind in

the modern marketplace (British Assessment Bureaux, 2013).

The latest version of the standardization system under examination was revised in
2015, thus the whole title of it is ISO 14001:2015. It can be used by both large and
small-scale organizations worldwide and the rationale behind choosing to run for it
is the decrease of one’s environmental footprint while striving for the establishment
of a sustainable operational practices (BSI, 2016). More specifically, ISO 14001 “sets
out the criteria for an environmental management system ... it maps out a framework
that a company or organization can follow to set up an effective environmental man-
agement system” (ISO, 2019b).

As already mentioned during the analysis of the EMAS certification and standardi-
zation scheme, the two have a lot in common in terms of how the whole process is
set and the flow it follows which can be ascertained by the following illustration
(figure 2) of the 1SO 14001 course to certification. It should be noted here that both
systems are based on the same foundations of the “Plan, Do, Check, Act” model but

demonstrate a few variations in their respective processes.
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Figure 2: 1SO 14001: How does it work (BSI, 2016)
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The beginning of the ISO 14001 procedure requires that the business that has not
formerly established an EMS identifies its environmental stance. However, there are
no other prerequisites that are of interest or need to be considered. At this stage the
company needs to reflect upon possible factors of its operations that might have an
impact on several management system aspects. These include the environmental con-
ditions (climate, air and water quality, natural resource availability, etc.) that can af-
fect and can be affected by the company’s actions, external conditions (society, pol-
itics, regulatory frameworks, economic status quo, etc.) and lastly internal aspects
(systems, employees, knowledge, etc.). The organization then needs to identify the
interested stakeholders, both external and internal that are related to their EMS and

could apply to customers, suppliers, NGOs, employees, shareholders et cetera.

ISO 14001 also deems the involvement of top management crucial and calls for its
active participation and full commitment to the EMS. Top management is also re-
sponsible for the drafting of the environmental policy document that will direct and
officially set the targets and commitments the company sets and vows to fulfil. The

environmental policy document ought to include meaningful goals and be overall
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straightforward. It is also top management’s duty to properly communicate the goals
set and ensure that responsibilities are allocated throughout the company and amid
the employees. At the same time, department heads need to have an authoritative role

and overlook the processes in order for the firm’s goals to be achieved.

The “Planning” phase for the ISO 14001 is perceived somewhat different than in
EMAS. During this stage, the organization needs to identify and address risk and
opportunities relating to environmental aspects. A well-designed strategy can limit
the risks for the company and assess opportunities for the future in many areas.
Lastly, the company must also anticipate and be prepared for any potential changes
in any level of its operations internally or any in external factors. 1SO additionally
refers to something that EMAS does not include in their step-by-step model and this
is the element of support. This can be translated to having adequate resources, com-
petent and aware teams, good communication channels and documented information
characterized by a seamless flow. All these set the grounds for an effective EMS that

can be maintained and continually improved.

When all strategies and actions are set in motion, the organization must make sure
that in the end all environmental objectives set are able to be achieved. That, in turn,
requires, a control system over the entirety of the endeavours taking place within the
company and, at the same time, a reality check upon the impacts of these actions.
Internal audits are also important for ISO 14001 while top management once again
plays a major role and is responsible for the launching of a management review that

ensures the effectiveness of the newly implemented EMS.

The certification scheme is a continuous process and requires constant development
to be considered successful. The concept of constantly improving is important for

ISO 14001 which urges the companies to predict and react to misfortunes.

20



DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

2.2.3 Comparison

The two environmental performance evaluation systems are, on a certain level, work-
ing according to the same principles and share a common main objective; the im-
provement of the businesses’ environmental performance through the establishment
of effective and efficient environmental management systems. It should, however, be
noted here that it is quite easier for a company to run for the European counterpart of
ISO since the requirements of the latter are in fact included as an integral part in one
of the first’s Annexes (EMAS, 2014).

Both certifications schemes are on a voluntary level. This also means that the data
every company chooses to share every time by publishing or sending it over to the
certifying organization is chosen by the company and not the organization and so is
the volume of it. As already mentioned above, since its revision, EMAS is also uni-
versally applicable just like ISO. However, the first is monitored and executed by an
official body of the European Union while the second falls within the authority of an

international organization.

Schematically illustrated, some of their main differences can be found in table 1.
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Table 1: Main differences between EMAS and 1SO 14001 (EMAS, 2011)

Elements EMAS IS0 14001
Legal status -European Regulation (FC) No 12212009 'E}ﬁg?gﬁ‘g;""- commercial standard under
Partu:lpatmn -‘u‘oluntar'f 'VU'UI'I'EBW

Geographical Outreach

- Globally applicable

-Globally applicable

Focus and objective

Environmental aspects

«Focus on continual improvemnent of environmental

performance of the organisation

« Comprehensive initial environmenlal review

ol the current status ol aclivities, products and
services

Focus on continual improvement of the
Environmental Management System

* Requires only a procedure to identify envi-
ronmental aspects

« Initial review is recommended, but nol
required

Legal compliance

« Prool of Tull legal compliance is required

+ Only commitment to comply with applicable
legal requirements
- No compliance audit

Employees involvement

+ Aclive involvement of employees and Lheir

representatives

- Nol required (150 14001 and EMAS bolh
foresee training for employees)

suppliers and contractors

+ Influence over suppliers and contractors is

required

- Relevant procedures are communicated to
suppliers and contraclors

External Communication

Internal environmental
auditing

+ Open dialogue with external stakehalders is required
+ External reporting is required on the basis of a

regularly published environmental statement

- Environmental Management System audit
- Performance audil Lo evaluale environmenlal

performance

+ Environmental compliance audit

- Dialogue with external stakeholders not
required
- External reporting is not required

- Includes only the Environmental Manage-
ment System audit of the requirements of
the standard

- Environmenlal veriliers are accrediled /licensed

and supervised by governmental bodies

- Cerlilication bodies are accrediled lhrough a
national Accreditation body

dated only every two years (instead of every year

+ Environmental verifier takes into account specia

characteristics of SMFs

Verifier/uditor + Independence of the environmental verifieris |+ Independence of the auditor is recom-
required mended
« Inspection of documents and site visits (o be - No cerlification rules in standard (other
carried oul according 1o Requlation slandards for audiling and cerlification)
Audits + Check for improvement of environmental performance | + Check of Environmental Management
+ Data from environmental statement needs to be System performance, but no frequency
validated specified or required
- Extension of verification intervals from three lo
four years ,
Derogations for SMES + Updated environmental slatement needs to be vali- | - No derogalions loreseen

Official registration by
authorities

. EPula:]bclv accessible regisler records each organisaion
+ Eachr

h registered organisation receives a
registration number

- No ollicial register

Logo

+ Yes

+ No
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2.2.4 Criteria assessment and tool selection

The author, after carefully examining both certification schemes, and weighting their
merits, decided to use the criteria which EMAS has defined and utilizes for evaluat-
ing hotels’ progress in their way towards achieving better environmental perfor-
mance. Despite the fact that both schemes are on a voluntary basis and (after the
expansion of the EMAS in 2009 where firms from all over the world and not specif-
ically from the European region could participate) worldwide applicable, EMAS was

chosen by the author for reasons of applicability to the present research.

Firstly, as already mentioned, EMAS is a scheme under the auspices of European
bodies and more specifically the European Council but more intensely the European
Commission. Its criteria are, therefore, considered more applicable to the present
study since all hotels under examination are situated in Vienna, a European metrop-
olis, and the capital of Austria that is part of the European Union. Secondly, the steps
to the achievement of the certification in the case of the European instrument are, in
the view of the author, more clearly defined and structured than in the case of ISO.
Also, having examined both systems the author strongly believes that the aspects
upon which EMAS focuses the most, such as top management and employee partic-
ipation as well as the drafting of an official environmental policy and implementation

of an environmental program, are valuable but also easy to objectively assess criteria.

The author chose to interview the hotels’ general managers and consequently pro-
vided in advance a document with questions that revolved around all four main axes
(Plan, Do, Check, Act) of the European initiative. Their goal was to provide valuable
information for the purposes of this thesis on how the hotels under examination
would perform in relation to these four pillars. For the sake of brevity, the author will
be referring to the four axes as PDCA.

Regarding the evaluation of the hotels’ environmental performance, the author ex-
amined the most important aspects of each of the axes and created a set of corre-
sponding criteria upon which the respective actions are assessed. The ranking is done
with the use of the traffic light assessment tool which is described in the next chapter.
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3. Methodology

The particular thesis attempts to record all the green practices that hotels incorporate in
their operations and provide an assessment of the latter in order to investigate how they
affect the hotel’s environmental performance. In addition, during his research the author
also tried to extract information on what kind of effects and on whom these implemented
policies might have. For the purposes of this research and in order to acquire more in-
depth and profound intel, the author has selected the qualitative approach. More specifi-
cally, interviews with the individuals in charge of the selected hotels’ environmental man-
agement took place where the interviewer chose to provide an indicative list of questions

which served as guidelines for the duration of the conversations.

Furthermore, the author also provides information about the hotels under examination
having made use of secondary data. More specifically, an informational note precedes the
outcomes of the interviews for every case the content of which mostly derives from online
sources such as the hotels’ own official websites or CSR reports. Therefore, apart from
the use of the interviews as a technique to extract information, the author also made use
of the case study method. Creswell (2013) defines this process as an “in-depth analysis
of a case, often a program, event, activity, process, or one or more individuals. Cases are
bounded by time and activity, and researchers collect detailed information using a variety

of data collection procedures over a sustained period of time” (p.44).

The analysis starts with a demonstration of what each of the lodgings is currently doing
in terms of green practices in their operations. This part is also deriving from both infor-
mation provided during the discussions with each one of the hotel managers as well as
information the latter have already made accessible to the public online. It should be noted
here that there is a difference between the first two and the third case investigated. In fact,
the Boutiquehotel Stadthalle and the Der Wilhelmshof are both hotels known for their
originality and extensive investment in reference to green business strategies. A testimo-
nial of that is the inclusion of both hotels on the Sleep Green Hotels website, a platform
especially designed for tourists who want to browse through green options vis a vis their
accommodation when travelling (Sleep Green Hotels, 2019). The InterContinental hotel,
part of the IHG group, was chosen specifically by the author with the rationale being that
the hotel has only recently started shifting to greener practices. Therefore, the author was

interested in investigating the initial steps a hotel might take in their effort to improve
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their environmental performance but also the possibility of seeing early effects on the
latter.

The analysis then goes deeper and the interviews with the hotel managers (the full content
of which can be found in Appendices 3 to 5), are examined under the scope of the PDCA
criteria, described in the previous chapter. The questions sent to the interviewees have
been formed in a way that all aspects (Plan, Do, Check, Act) are being investigated. In
addition, a table created by the author, where the most important criteria according to
EMAS are listed, is used in order to assess every hotel’s performance. For every criterion
a hotel’s activities might be ranked as good, moderate or bad. The last part of the analysis
for the hotels is where the author sums up the effects that each of the hotels has attested

their green practices have led to.

Apart from three hotel general managers it was also the belief of the author that another
figure, that plays an important role in the drafting of Vienna’s strategic map in tourism
and hospitality, should be interviewed to shed more light on the investigation. That person
is the president of the AHA, Mrs. Michaela Reitterer, who also happens to be the owner
and acting CEO of the Boutiquehotel Stadthalle. Mrs. Reitterer was provided a different
set of questions, that can be found in Appendix 6, which, however, aimed to extract in-
formation regarding the point of view of the businesses vis a vis green practices and her
own opinion on what kind of impact such policies might have. In the second chapter of
the analytical part, the role of the AHA is explained and the author proceeds in the anal-

ysis of the outcome deriving from the interview with the association’s president.

This part of the thesis describes comprehensively the research design and the methodo-
logical tool selected for conducting the research. Firstly, the author provides a description
and the reasoning behind his choice of a qualitative approach for the purposes of this
paper. In addition, the research components of the thesis are demonstrated among with a
brief description of the set of questions formed to guide the interviews. Lastly, the re-
search question is discussed among with the validity threats and limitations stemming

from the chosen approach.

The present paper can end up being a helpful guide for the locals of Vienna, who get an
insight of their city’s hotels and how they act in order to fulfil their requirement towards

the environment. In addition, such document poses as a potential tool for other businesses
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in the hotel industry who think or wish to adopt green business practices for their own but

maybe doubt the merits of doing so.

3.1 Qualitative approach and the research components

In their work, Jackson, Camara and Drummond (2007) are talking about the origins, prac-
ticability and value of qualitative research and state that “the function of all science is to
investigate answers to questions about the evolution of an experience or phenomenon”
(p. 21). The origins of the specific approach, according to Creswell (2013), can be traced
in social studies such as anthropology, sociology and evaluation. Qualitative research is
the approach that allows for the collection of raw data in cases where researchers aim at
either detecting a problem or opportunity or collecting intel in order to gain primary in-
sights (Hair, Bush & Ortinau, 2000).

For the purposes of the present research, the author is mainly using primary data that were
collected by himself via interviews. In 1954 Maccoby and Maccoby (p. 449) defined in-
terviews as a “face-to-face exchange, in which one person, the interviewer, attempts to
elicit information or expression of opinion or belief from another person or persons”.
Nowadays, the forms an interview might take, however, are different and not necessarily
describe a face-to-face interaction. A person can also be interviewed via the telephone or
the internet making it possible to overcome geographic boundaries. In the specific case,
the interviewer visited four different sites and collected data not solely of numerical value
which would by analyzed accordingly, but mainly text information resulting in recording
and reporting of interviewees’ voices. The information obtained was a result of an open-
ended set of questions, that was sent to the interviewees prior to the respective meetings,
whose main role was to give the interviewer the chance to guide the interview and gain

specific intel valuable for his research.

To avoid any ethical misfortunes, it should also be noted here that the interviewer was
officially granted access to the permits of the sites where the interviews took place having
previously requested permission. Furthermore, all participants at the end of each inter-
view were asked for permission to be quoted by the author for the purposes of the current

research.
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3.1.1 Justification of the approach and method chosen

The qualitative approach is chosen here for several reasons. Firstly, similar research pa-
pers in Asia and the Middle East (Choi, Kim, Kim & Agmapisarn 2018; Al-Aomar &
Hussain, 2017) used the same approach and chose interviews with top managers as their
method for the corresponding case studies. It should be noted, however, that in his effort
to assess the 3 hotels, the author made use not only of the intel that was extracted during
the interviews, but also of information that derive from official documents the interview-
ees have composed and the existing literature that revolves around the topic of hotel sus-
tainability.

Throughout the interviews the individuals were given the opportunity to go into detail
regarding their businesses and how they are operating and were able to reflect upon some
of the effects of the environmental-friendly practices followed. Interviews are mainly dis-
tinguished as either structured, unstructured or semi-structured (Denzin & Lincoln, 2005).
The first one is describing a rather extreme case where questions are fixed in a specific
order and with the use of standardized wording while the answers to those questions are
to be selected between a small number of alternatives (Robson, 2011). However, Parker
(2005 in Denzin & Lincoln, 2005) doubts the existence of such thing as a structured in-
terview since people “always say things that spill beyond the structure, before the inter-
view starts and when the recorder has been turned off” (p. 53). At the same time, consid-
ering the other extreme form, a totally unstructured interview is also unrealistic since the

interviewer must have an image of what will be discussed (Denzin & Lincoln, 2005).

Interviews during which the interviewees are allowed to be more flexible in their re-
sponses are the semi-structured ones (Robson, 2011). This model is also the one applying
to the present research and the form all interviews took and is further explained in sub
chapter 3.1.3. For the outcome of the discussion to be of value, the appropriate interview-
ees had to be identified. A potential expert must have a deep understanding of the under-
discussion topic which stems from either personal research on it or experience in the cor-
responding field (Rubin & Rubin, 1995). The expert must also be keen on sharing their
knowledge regarding the matter and providing their personal views on it while the number

of interviewees, in order for the sample to be considered reliable, depends on the quality

27



DEFINING AND ASSESSING ENVIRONMENTALLY FRIEDNLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

of the information provided during the discussions claim Rubin and Rubin (1995). There-
fore, it was the author’s choice to ask the general managers of all 3 hotels for an interview

in the hope of gaining insight from the companies’ leaders in terms of top management.

In order for the gained intel to be accurate, it is recommended that the interviewer, except
for writing down notes, should also record the dialogs (Babbie, 1998). The author rec-
orded and transcribed all 4 interviews, which can be found in the appendix section. For
the transcription of the discussion the author followed specific rules that correspond to
the Intelligent Transcription model (New Media Services, 2019). The author omitted all
unnecessary elements that naturally come up during conversations including mumbled or
garbled speech (“ums”, “oms”, “errs”, laughter) along with pauses, repetitions, non-
standard language (““gonna”, “cause”) or interruptions in speech (coughing, throat clear-
ing). The author decided to lightly edit the conversations in order to produce more
straightforward and concise texts that would be free from excessive or incorrect sentences

and would read intelligently.

In the empirical part, the author will use the four stages to explain and provide information
on what the hotels have been doing thus far in relation to each one of them. The reasoning
behind this was that the author would play the role of an unofficial auditor by recording
and evaluating the companies’ processes. After reporting on the hotels’ doings in relation
to the PDCA criteria, the assessment face conducted by the author will commence. The
latter has created a list of indicators for each one of the 4 criteria illustrated in table 2.
These indicators derive from the aspects that are considered crucial for EMAS according
to their own guidelines. The author included the initials of the corresponding axis in a
parenthesis next to the indicator for a better understanding of which category every crite-

rion stems from.
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Table 2: Criteria of environmental performance

Criteria on hotel’s performance (@) O

Established EMS (P)

Established environmental policy and program (P)

Clear allocation of responsibilities by top management (D)

Authoritative figures and staff education (D)

Employees’ participation and inclusion in the process (D)

Self-check system to assess effectiveness of measures taken (C)

Establishment of environmental performance indicators (C)

Proactive stance in face of potential mishaps (C)

Pursue constant improvement and record any mistakes (A)

Drafting of an environmental report (A)

Briefly analyzing the criteria demonstrated above, the first two belong to the “Planning”
step of the EMAS process and refer to whether the hotel has established an EMS and
drafted an environmental policy and program. The next three are part of the “Doing”
phase and examine if top management has picked certain members of the staff to be
charged with the responsibility of overseeing the progress of the implementation of green

policies and making sure that it is advancing. The third criterion refers to the level of
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inclusion of the rest of the employees and their involvement in the process of working in
a greener manner including the provision of trainings and distribution of information re-
garding the hotel’s green strategies. The next set of 3 criteria which cover the “Checking”
stage refer to the measures taken by the hotels in terms of assessing the effectiveness of
their processes, an assessment which should be done according to specifically set indica-
tors while they also examine the companies’ readiness level in the face of a possible mis-
fortune. Lastly, the 2 final criteria that belong to the “Act” axis examine the hotels’ com-
mitment to continuous improvement and the issuing or not of an environmental report,

accessible to the public which provides insight on their environmental performance.

Every hotel will be evaluated upon these criteria according to the traffic light assessment
tool. The latter constitutes a rating system that allows for evaluating the performance of
a process in relation to an objective. This system uses the 3 colors green, yellow and red
to designate the performance in regard to the corresponding goal. In the particular case,
green stands for performing good, red for performing poorly and yellow indicates an as-
pect where the company is performing moderately and requires attention. This model was
chosen because of its simplicity which allows the author to evaluate upon the information
he extracted from the interviews with the hotel managers and the material he managed to

retrieve from secondary sources like CSR reports or data on the hotels’ websites.

3.1.2 The selection of hotels and study site

More specifically, a total of three hotels was selected, each of which represented different
tiers and styles of hotels. Subsequently, interviews were conducted with the general man-
agers in charge of the hotels’ strategic management planning who provided answers to a
series of questions aiming to pinpoint when the company decided to start implementing
eco-friendly practices and the reasons that led to this decision, what kind of strategies are
currently being followed and what have been the effects of the implementation of such
initiatives.

The location chosen for this study is the city of Vienna. Vienna has for a long time dom-
inated the Mercer’s list as the city with the best quality of life (Mercer’s, 2019) where
sustainability is a sought-after goal. In the choice of the destination proximity played an
important role as the author was based in the Austrian capital at the time of conducting

the research and writing this paper.
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Vienna is the home to one of the most sustainable hotels in the world that runs on zero
energy balance and is known for its unique upcycled interior design (Parpairi, 2017), the
Boutique Stadthalle, which is one of the hotels under investigation in this report. Vienna’s
greenest hotel has been under the management of Mrs. Michaela Reitterer for a little less

than three decades and has been making a name for itself in the green hotels’ market.

The second hotel is the Der Wilhelmshof, a family-ran business that belongs to the
Mayrhofer family for more than 50 years. (Burritscher, personal communication, 4 April
2019). Der Wilhelmshof is also the second hotel, along with the Boutiquehotel Stadthalle,
in the Austrian region on the Sleep Green Hotels’ list (Sleep Green Hotels, 2019). Sleep
Green Hotels is an association of independent hotels who all share the vision to “set the
sensitive and careful handling with valuable and natural resources, on a holistic level, as

a standard in tourism and revolutionize the whole industry” (Sleep Green Hotels, 2019).

The last hotel is the InterContinental, a hotel that belongs to the British giant in the hos-
pitality sector, the InterContinental Hotels Group (IHG, 2019a). The hotel was chosen by
the author not because of its green image but, on the contrary, because it has only recently
decided to engage into implementing green business strategies to its operational levels.
In that way, the author attempts to examine any early effects the aforementioned shift

might have had, as well as to identify the rationale behind the decision.

The fourth interviewee might be a hotelier herself but was invited for a discussion because
of her current position as the president of the Austrian Hoteliers’ Association. Mrs. Reit-
terer not only owns and acts as the Boutiquehotel Stadthalle’s CEO but was also reelected
in January 2019 as the association’s leading voice (AHGZ, 2019). The questions posed
to Mrs. Reitterer were, to a certain degree, different than the ones posed to the hotel man-

agers.

3.1.3 The governing guidelines to the interview

For the purposes of this research the author chose not to compile a questionnaire with
multiple enquiries. Instead, a list of just a few more than 10 questions was drafted to
constitute the guiding principle for a constructive and fruitful conversation. The questions
can be found in Appendix 3 to 5, for the hotel general managers, and 6 for the president
of the AHA, Mrs. Michaela Reitterer.
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Having chosen the semi-structured as the type of interview he would conduct, the au-
thor/interviewer provided an interview guide, outlining a checklist of topics that he
deemed worth to be discussed and which would allow for a comparison of the answers.
In spite of a certain order given to the questions in the document, the interviewees re-
ceived in advance, both the wording and the order were modified during the interviews
since the author did not feel bound to it and instead tried to add up to the natural flow of
the discussion. Additionally, plenty of unplanned questions came up during each of the
interviews adding to the characterization of semi-structured. The open-ended type of
questions was chosen because of the advantages they entail. According to Robson (2011),
such questions are flexible, meaning that they do not limit the content or manner of the
answers, enable the interviewer to go into more depth and test the limits of the inter-
viewee’s knowledge on the matter while they also allow for truer evaluation of what the
respondents really think. Of course, on the other hand, open-ended questions entail the
danger of losing control of the discussion’s flow which might lead in disregarding main
points. It must also be noted that use of scale type of questions was posed to Mrs. Reitterer
where the president of the AHA was given a number of statements from different scholars

and researchers and was asked to respond in a form of level of agreement or disagreement.

3.1.4 Limitations and validity threats

The present research was time limited and therefore a larger number of hotels is not pos-
sible to be investigated. The sample of three hotels chosen to be examined through the
paper is a tiny percentage of the total number of hotel lodgings in the city. The small
sample could also be considered a reason to expect biased results, since the hotels are

hand-picked by the author.

Furthermore, a qualitative approach, which is usually found in social studies, means that
no hard facts, including revenue spreadsheets, payroll reports or even satisfaction surveys
(if conducted by the hotel) showcasing the associates’ view on the hotel they work for,
were examined. This makes the current research paper vulnerable to subjectivity of the
individuals taking part in the interviews or even possible whitewashing of problems and

concealment of relevant facts.
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In addition, the interviewees received questions and were asked to have a discussion with
the author in English. That leaves space for questioning the level to which all questions

were understood by the participants.

3.2 Research question and supporting questions

As mentioned above, the research question has been formed in the following manner:

“How are eco-friendly strategies being adopted and implemented by hotels and how are

they affecting their environmental performance?”

The present research has two goals. Firstly, the author attempts to record how green busi-
ness strategies are being implemented in the hotels under examination, meaning what
kind of green practices are integrated in different operational levels of the businesses. The
second objective is, using specific criteria and an assessment tool of the author’s choice,

to evaluate how the hotels’ actions have affected their environmental performance.

However, the author wished to provide answers to a number of other questions that can
be viewed as the sub-questions governing that direct the paper. These important but sec-
ondary questions are the following:

- What eco-friendly strategies are followed in the hotels under examination?

- What kind of effects do these green business strategies have and on whom?

- How does competition in the hospitality industry look like in Vienna?

- Is Viennaregarded as a green destination from the experts?

- Does a hotel’s green image affect the guests’ booking behavior?

- Isalodging’s green image a competitive advantage?

- How do the leadership and ownership affect businesses’ choice of shifting to a
greener modus operandi?

- How costly is the transition to a green operational model?

33



DEFINING AND ASSESSING ENVIRONMENTALLY FRIEDNLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

4. Case studies

This chapter comprises the empirical part of the present research. As already described in
a previous chapter, the author hand-picked three hotels situated in Vienna and discussed
with the respective general managers about the kind of green business strategies that are
followed in the companies. The author also attempted to detect any sort of impact these
policies might have had already which the interviewees could describe.

A brief description of each of the hotels precedes the analysis during which, the way green
practices are followed in the examined hotels will be demonstrated. Afterwards, the au-
thor, using the PDCA criteria and the traffic light assessment tool described comprehen-
sively in previous chapters, attempts to evaluate the hotels’ approaches and strategies
individually.

In the end of every case study, the author reflects upon already observed, expected or
potential effects, that the examinees consider their hotels’ green practices are accountable

for.

4.1 Boutiquehotel Stadthalle

The first hotel under examination is the Boutiquehotel Stadthalle, the hotel that claims to
be the greenest lodging in the city. The meeting took place on the 3rd of May 2019, in the
office of Ms. Anna Fedl, director of the hotel, located in the 15th district of Vienna at
Hackengasse 20. Ms. Fedl has been working in the hotel for more than seven years and
has been leading it from the position of the hotel director for the past two (Anna Fedl,
personal communication, 3 May, 2019). Prior to that, she worked for the service and
housekeeping departments, gaining hands-on experience on the hotel’s operations. The
discussion lasted 42 minutes while the interviewee was sent the questions, which the au-
thor compiled as guidelines that would govern the conversation, one week in advance.
More information regarding the hotel’s environmental performance and actions was re-
trieved from the lodging’s official website but mainly from its 2018 CSR report and the
2019 Sustainability report which is not yet published. Regarding the latter, the author had

the chance to work as an intern at the hotel during the time of composing the present
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paper and assisted in the drafting of the aforementioned report which is set to replace the

previous report on the hotel’s website.

4.1.1 Informational note

The “Zur Stadthalle™ was purchased in 2000 by Michaela Reitterer from her parents and
was two years later renamed it to what is known today as Boutiquehotel Stadthalle (Bou-
tiquehotel, 2018). Initially the lodging numbered 39 rooms and 33 employees, while to-
day, after a big expansion in 2007, the hotel offers its guests the possibility to choose
between 79 rooms. Also, the hotel’s team consists of 31 staff members, working across
five different departments; namely housekeeping, front desk, engineering, service and
management (Anna Fedl, personal communication, 3 May, 2019). A spacious garden is
situated in the middle of the property, connecting all the surrounding buildings. In 2009
its Passive House turned 100% energy efficient (Boutiquehotel, 2018). This zero-energy
balance, meaning producing as much energy as need in order to operate, is one of the
most characteristic attributes of the hotel among with its seven upcycled rooms and its
lavender field on the rooftop where six beehives are located (Boutiquehotel, 2018). The

hotel bears both the European and Austrian eco labels.

The hotel has chosen to remain a 3-star hotel and not advance to the 4-star category for
reasons that will be explained later and relate to the potential effect on the environment
among with the fact that it fits to the owner’s worldview where “it’s better to be the best
3-star hotel in the city than just another 4-star hotel, of which Vienna has plenty” (Bou-
tiquehotel, 2018).

4.1.2 Green business practices

The Boutiquehotel Stadthalle is operating according to the five main principles described
in Bea Johnson’s book “Zero Waste Home”; refuse, reduce, reuse, recycle and rot are the
guidelines paving the path to sustainability according to the hotel’s latest CSR (Bou-
tiquehotel Stadthalle, 2018). According to these rules, the hotel tries to avoid waste
amassment, use less products and in fact try to give the ones that are supposed to have

served their time a different purpose choosing not to throw them away but rather recycle
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them. When nothing more can be done, products that can no longer by used are properly
discarded.

These five golden rules, however, can be translated into various green practices the hotel
has been implementing. To begin with, the hotel that is considered to be the greenest one
in the Austrian capital, is known to offer the possibility to stay in an energy efficient
building, the Passive House, which is the main building and consists of 40 rooms. The
facade is covered with 93m? of photovoltaic panels which produce enough energy
throughout the year for the Passive House to be able to operate, making it a zero-energy
balance building. In fact, one of the first things a guest is informed about when walking
into the hotel is that even the green sign outside the hotel is working on energy produced
by the hotel itself (Boutiquehotel Stadthalle, 2018). Latest measurements showed that a
total of 15.348 kW (Boutiquehotel Stadthalle, 2019) was produced the past year while the
energy that needs to be bought for the rest of the hotel is, according to Ms. Fedl, “envi-

ronmentally friendly energy”.

At the same time and regarding the topic energy, LED lights are decorating the hotel’s
corridors which are using motion detecting technology and light up only when activated.
Lastly, the hotel, as already mentioned above does not offer individual minibars in each
and every one of its rooms and instead offers its guests the possibility to store items they
wish at the hotel’s main refrigerator. Apart from the fact that this results in a lesser need
for energy, the absence of minibar fridges has been estimated to save the environment
from up to 21.024 kilograms of CO2 (Boutiquehotel Stadthalle, 2019). Additionally, a
sought-after benefit in this case is the avoidance of the amassment of expired products.

Even though the hotel is known for its innovative design and its original green modus
operandi, according to Ms. Fedl it was Michaela Reitterer’s own ambition and dream that
brought this change upon the hotel. Before the acquisition from the latter, Mrs. Reitterer’s
parents had already implemented a waste separation and recycling system and had even
run for the Austrian eco label. However, in 2009 the construction of Passive House meant
a shift for the hotel’s way of doing business. Since then, a few decisions were made to-
wards the same direction and included various aspects of the hotel’s operations. For the
Food and Beverage department this new era was combined with a shift to an organic
buffet at breakfast where nothing would go to waste after the early hours. Furthermore,

all produce reaching the guests’ plates would now be under scrutiny regarding its origins.
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More specifically, the hotel decided to establish partnerships with companies that share
the same virtues and guarantee that their foodstuffs are fairly and sustainably produced.

The end of the official breakfast hours has been — and still is — signalling the beginning
of the employees’ break time where they get to enjoy the buffet’s produce with the goal
of being on one hand able to create strong and healthy relations amid the staff members
but on the other hand, the reduction of waste. In addition, for the amount of food that ends
up in the waste bins, the hotel makes sure it gets properly discarded and collected in spe-
cial bins which are then sent for decomposition ending up in high quality fertilizer. The
breakfast buffet is serving, among others, the hotel’s own honey, produced in the beehives
on the building’s rooftop which, in fact, amounted to 95 kilograms in 2018 (Boutiquehotel
Stadthalle, 2019). The same rooftop is filled with lavender which the hotel has been de-
pending on for cooling the building during the summer season since air conditioning is

not an option.

As well as the photovoltaic panels, Boutiquehotel Stadthalle has also invested in solar
panels; over 100 m? of them (Boutiquehotel Stadthalle, 2018). These panels are responsi-
ble for providing hot water to the entire hotel while also water flow restrictors have been
installed in the bathrooms in order to save up to 35% of water consumed (Boutiquehotel
Stadthalle, 2019). According to a report issued by the Austrian Federal Ministry of Edu-
cation, Science and Research entitled “Energy management in the hotel industry and gas-
tronomy” (2016) a 3-star hotel is supposed to be spending less than 240 litres of water
per overnight stay. The latest measurements showed that Boutiquehotel Stadthalle only
needed 129 litres in 2018 for its operational needs (Boutiquehotel Stadthalle, 2019).
Moreover, a well can be found at the hotel’s basement where water is being pumped and

flows through pipes that go all over the property and naturally cools it down.

Ms. Fedl stated that one of the problematic areas in the hotel where green practices are
harder to be implemented is the one that falls under the duties of the housekeeping team.
However, compared to 2017 the hotel has managed to reduce the use of chemicals by
10% which accounts for 50 kilograms (Boutiquehotel Stadthalle, 2019). In terms of waste
management, the hotel has established a segregation system that has allowed them to
monitor the amount of plastic, paper, biological waste and metal being disposed every
year.
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One of the hotel’s projects that is set to further develop within the next year is the re-
vamping of its rooms under the theme of Upcycling. More specifically, so far seven rooms
of the hotel have been redesigned and decorated with upcycled items, stuff once deemed
obsolete or useless which are now used in a different manner (Boutiquehotel Stadthalle,
2019). In addition, fabrics used for the modernization of the rooms have been produced
under the cradle-to-cradle model. According to Ms. Fedl, the hotel plans to redesign 16
mores rooms and the breakfast area according to the same principles and based on the
United Nation’s Sustainable Development Goals. In terms of upcycling obsolete items,
Boutiquehotel Stadthalle in their effort to save paper have even revamped old pieces of
wood into signs guests get to put on the bed every time they want to have their linens
changed, also saving up on energy and reducing use of detergents and chemicals, while

for the cases that paper use is deemed necessary the staff uses recycled one.

4.1.3 Assessment

The first letter in the acronym created by the author stands for “Planning” which is the
first category of criteria that will be examined. According to the EMAS provisions, an
efficient environmental management needs to start off by defining an environmental pol-
icy and programme. Since the establishment of a specific EMS and the drafting of both
the environmental policy and action plan require the active participation from the side of
top management, Ms. Anna Fedl as the highest authoritative figure in the hotel was the
one to ask about the existence of any of these.

To the author’s question about the formation of an EMS from the side of the hotel, Ms.
Fedl replied that the hotel has not established a specific system under which it operates,
and which dictates what decisions must be made or what goals need to be achieved. In-
stead, the hotel is running for the Austrian and European Ecolabels that correspond to the
specific industry. More specifically, the Austrian Ecolabel (Umweltzeichen) is scrutiniz-
ing hotels’ actions that refer to specific aspects of hotel operations such as offered prod-
ucts as well as energy and water usage (Austrian Ecolabel, 2019). On the other hand, the
European Ecolabel awarded to tourist accommodations is also examining lodgings’ per-
formance in terms of energy and water consumption but also focuses on waste manage-
ment, guest inclusion and sharing information and general management which includes

various general aspects such as equipment service and maintenance, staff training, no use
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of disposable items, et cetera (European Commission, 2009). Ms. Fedl went on to say that
using the chance of having to get recertified, management gets to evaluate their process
every time they rerun for a certification. Moreover, regarding the goals set annually for
every department, the hotel team gets together at the end of every year and each of the
departments presents their progress. In fact, if the department managers manage to
achieve their goals, they are offered special rewards.

One rather important aspect for the EMAS process during the “Planning” process is the
involvement of top management which is asked to “demonstrate leadership and commit-
ment to the EMS” by taking “accountability for the effectiveness of the environmental
management system” (EMAS, 2019). To the question “who is responsible for making
sure that the goals are achieved” Ms. Feld mentioned the department managers but also
included herself confessing that in the end of each year she is charged with the responsi-
bility of drafting a report with all the details regarding the hotels’ progress in terms of
achieving the objectives set.

In summary, Boutiquehotel Stadthalle might not have come up with an official document
or a generally accepted EMS but management makes sure that every department has a set
of clearly defined goals that need to be achieved within a timeframe of one year. Top
level management is also engaged and plays the role of the supervisor of the running

projects assisting department managers and employees in their work.

The next aspect this segment will be examining is the “Doing” phase which necessitates
that the company is making sure that all internal processes are structured in a way that the
defined goals will be attained. For this specific aspect, EMAS highlights the importance
of the employees but especially the ones who are in charge, hence responsible for the
plans to come to fruition. As already mentioned, the Boutiquehotel Stadthalle consists of
five departments and every department leader is responsible for coming up and success-
fully reaching a target that correspond to the activities of their division. Ms. Fedl an-
swered enthusiastically when asked how devoted managers and employees are in terms
of working in a greener and sustainable manner. As a matter of fact, her initial response
“They are really motivated” was also followed by a statement that sometimes they might
be less which she, herself, found logical. According to Ms. Fedl the fact that the green
goals are not centrally and monopolistically decided by one individual but instead every
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manager is contributing, makes the latter want to work harder to achieve them. In addi-
tion, every time a new idea or plan is on the table Ms. Fedl chooses to firstly talk it through
with the respective department manager and when the project is given the green light, the

latter would share it with the rest of the staff giving the approach a top to bottom character.

What might be problematic for the hotel with the 31 employees is the housekeeping team,
says Ms. Fedl, which sometimes finds it hard to understand the rationale behind the firm’s
modus operandi. However, management constantly tries to instil the green values to the
specific employees. To do so, they provide them a small leaflet where the hotel’s reason-
ing behind it is explained in various languages and to generally try to keep their spirit
lifted with various activities so that they can do the extra work that being a green hotel

entails.

The second pillar provisions seem to be applying in the case of the Boutiquehotel
Stadthalle. Management is going the extra mile to include their employees in the process
of establishing green strategies and even goes as far as to make sure they are satisfied
enough in order to be able to cope with the additional effort that needs to be put. Regard-
ing the department leaders, transparent communication and inclusion in the decision-

making process empowers and motivates the supervisors’ team.

Moving to the third pillar, it becomes clear that all these green business practices imple-
mented by the Boutiquehotel Stadthalle need to be monitored. That is considered vital not
only because of the necessity of measuring the impact of each of the hotel’s initiatives
but mostly because of the fallacy chances. For this, an organization needs a set of indi-
vidually defined indicators that will provide insights on the performance of procedures

and practices in terms of environmental aspects (EMAS, 2019).

Early in the interview Ms. Fedl mentioned that her tasks are multiple around the hotel.
Except for guest care and employee management she embarks on continuous status
checks among with the department heads regarding operational processes. For the evalu-
ation of the processes, Ms. Fedl admits that there are no defined indicators upon which
she might judge on a policy’s progress or impact. Instead, for Ms. Fedl what is important
is the end result which can occasionally be measured but now and then it can just be felt

depending on the objective. At the same time, referring to possible coping mechanisms
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in case of a misfortune, Ms. Fedl also states that there is no predefined and planned reac-
tion or set of actions. On the contrary, the solution in such a case might come on the way

and according to the gravity and nature of the budding calamity.

In the sense of establishing an efficient self-check system and embarking on adequate
groundwork, the Boutiquehotel Stadthalle is doing moderately well. Despite the persis-
tent controls Ms. Fedl claims to set in motion personally, the lack of a Plan B for the cases
where something might not go to as expected is not in compliance with what EMAS

deems important.

The last part, “Act”, has an advisory character. Boutiquehotel Stadthalle and its manage-
rial team must initiate periodic checks in order to be able to monitor the process of the
whole, even informal, EMS. EMAS highly recommends the documentation of any prob-
lems or mistakes that might be triggered from either internal or external sources. None-
theless, it should be noted that the hotel has been issuing an annual environmental state-
ment in the form of a CSR report. The 2018 version, however, did not include any facts

or number regarding the hotel’s environmental performance.

To summarize, in table 3 the author provides an overview of the hotel’s actions in relation

to the criteria of each one of the 4 axes.
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Table 3: Boutiquehotel Stadthalle’s PDCA performance

Plan

Do

Check

Act

No established EMS —
compliance with Aus-
trian and European

Ecolabel

Employees and department

leaders are actively partici-

pating

Status checks con-
ducted by the general

manager

Commitment to con-
tinuous improvement
— need for periodic

status checks

No environmental pol-

icy or program

Top management is in-
volved and plays an im-
portant role in the process.
Top to bottom decision
making processes

No defined indicators
for assessing the pro-

gress

Issuing of environ-
mental report — lack of
concrete and measura-
ble data

Transparent communica-

tion systems

No reaction plan
against potential emerg-
ing problems

Continuous education for
the employees and effort

to instill green virtues

For the assessment phase, the author, having extracted and analysed the information from

the interview with the Boutiquehotel Stadthalle’s general manager, proceeds in the eval-

uation of its environmental performance in accordance to the 10 criteria listed in table 4.

The hotel’s actions are ranked as either good (green), moderate (yellow) or bad (red).
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Table 4: Assessment of Boutiquehotel Stadthalle’s environmental performance

Criteria on hotel’s performance @) O (]
Established EMS (P) O] ]
Established environmental policy and program (P) ] []
Clear allocation of responsibilities by top management (D) ] L]
Authoritative figures and staff education (D) O O
Employees’ participation and inclusion in the process (D) O O
Self-check system to assess effectiveness of measures taken (C) O] O]
Establishment of environmental performance indicators (C) ] []
Proactive stance in face of potential mishaps (C) ] []
Pursue constant improvement and record any mistakes (A) ] ]
Drafting of an environmental report (A) O O]

4.1.4 The effects

Perhaps the toughest question the hotel director of the Boutiquehotel Stadthalle had to

answer during this 45-minute discussion was if and how the company’s green practices,

observed in its multiple operational levels, have had some sort of impact and on whom.
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To begin with, the past years the Boutiquehotel Stadthalle has been positioning itself at
the market as a green and sustainable lodging. In doing so, it has made use of social media
channels like Facebook and Instagram while they also make clear that they are the green-
est hotel in Vienna through their official website. However, especially since the erection
of Passive House, the zero-energy balance project of Mrs. Reitterer, many guests started
coming because, according to Ms. Fedl, they wanted to stay in one of its rooms. Addi-
tionally, the hotel director attests that almost 40% of its guests in that period would come
just because of the green way the hotel was operating. The Boutiquehotel Stadthalle was
the recipient of visitors attracted to the idea of green alternatives in accommodation, a
niche segment in the market described in a previous chapter, having an occupancy rate of
82% already by the second year since the Passive House begun its operations (Bou-
tiquehotel Stadthalle, 2018).

The fact that the hotel has invested in green technologies and policies has periodically
meant an increase in the total costs. It is, however, the owner’s belief that the financial
aspect should not be seen as a discouraging factor because in the end it should be the
nature of the action and the reasoning behind it that counts. Also, at some point these
practices might pay off as both Ms. Fedl and Mrs. Reitterer confirm. Furthermore, Ms.
Fedl stated that the fact that the hotel operates in a green manner has enabled them to pay
their employees a wage above the amount provided in accordance to the collective agree-

ment in Vienna.

A guest that walks in the Boutiquehotel Stadthalle realizes almost immediately that this
is a lodging where the idea of environmentally friendly practices is deeply integrated. If
the garden does not serve as a testimony, then the informational note in their room where
the hotel explains why their guests sleep better in their green establishment might do.
Guests who visit the Boutiquehotel Stadthalle are constantly reminded that this is a green
lodging and it is working in a way that is respectful to the environment and this, according
to Ms. Fedl, is something the guests are taking with them when they leave.

However, it is not only the guests who are introduced to the green way of performing
numerous everyday activities. The employees of the hotel, who constitute the local soci-
ety within which the company operates, also incorporate the lessons learned at their work-
place in their private life, according to both Ms. Fedl and Mrs. Reitterer who both pro-

vided examples to justify their sayings.
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It should also be noted that the garden serves as a green space where anyone, including
external guests, can enjoy. That is an achievement in terms of complying with the United
Nation’s sustainable development goals and more specifically goal number 11 titled Sus-
tainable Cities and Communities sub-target 11.7, where the need of green spaces is ex-

plicitly mentioned (United Nations, 2019).

Lastly, the upcycled rooms of the Boutiquehotel Stadthalle not only help the environment
in a sense that not more waste is collected since old items take a new form but also the
society. In fact, the hotel is collaborating with the Austrian company Gabarage for the
designing of its upcycled rooms. Gabarage is a small business that invests part of its prof-
its to support previously addicted people get back on their feet by giving them a place to
work (Gabarage, 2019).

The rationale behind the hotel’s action is to try and reduce its own environmental foot-
print. Numerous of the hotel’s endeavors have already been described earlier in this chap-
ter. Except for some estimations like the amount of CO2 saved from not using minibars
in the rooms, the majority of the strategies’ impact cannot be translated to a numerical
value. However, it would be unfair to say that because of that flaw, the Boutiquehotel

Stadthalle’s contribution to the race against environmental degradation is insignificant.

4.2 Der Wilhelmshof

On the 4™ of April 2019, the author met with the general manager of the hotel Der Wil-
helmshof, Ms. Eva Burritscher who has been working for the hotel the past 13 years, five
of which in her current position. Ms. Burritscher started off as front office clerk and be-
came assistant manager before claiming the leader’s position. The interview took place
at the hotel’s lobby bar situated at Vienna’s second district at Kleine Stadtgutgasse 4 and
lasted one hour and eight minutes. Ms. Burritscher was also handed the proposed topics
of discussion one week prior to the meeting. More information regarding the hotel’s en-

vironmental performance and actions was retrieved from the lodging’s official website
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4.2.1 Informational note

The building where today’s Der Wilhelmshof has been established has a long history that
dates back to the end of the 19th century when it was still called “Hotel Moskau” (Der
Wilhelmshof, 2019a). Acquired by Johann Holzinger in the 1950s, the hotel took its cur-
rent name after Wilhelm von Tegetthoff and was run by the family until the 1980s when
it was passed on to Johann and Maria Holzinger’s niece, Auguste Mayrhofer (Der Wil-
helmshof, 2019a). The latter, along with her husband Ernst, turned the hotel into a 3-star
hotel and passed the lodging on to her sons, Christian and Roman who have been the
current owners since 1997 (Der Wilhelmshof, 2019a). After major renovations and room
additions, the hotel has a total of 105 rooms and it also gained its 4-star status (Der Wil-
helmshof, 2019a). In addition, it employs 40 people and consists of four departments;
namely service, reception, housekeeping and management. Lastly, the hotel has been
awarded both the Austrian and the European eco labels (Der Wilhelmshof, 2019b).

4.2.2 Green business practices

Der Wilhelmshof is the second, out of the two, hotels on Sleep Green’s list of green hotels
in the city of Vienna, with the other one being the Boutiquehotel Stadthalle. It will also
become obvious that the two hotels have much in common when it comes to green prac-
tices in their operations. In fact, Ms. Burritscher mentioned a few times during her inter-
view with the author that the Boutiquehotel Stadthalle not only does not play the role of
the competitor but on the contrary, is being envisaged as a “hero” whom they can ask for
advice since they are the “master” of the topic green hotel business strategies. Apart from
organizations, such as Private City Hotels or the AHA that bring hotels and more specif-
ically hotel owners together, Der Wilhelmshof is using the intranet platform Hotelkit in
order to exchange ideas and recommendations with other firms in the industry including
the Boutiquehotel Stadthalle.

The hotel situated at the third district of Vienna has been implementing green practices
for already more than 40 years. In fact, the owners installed a heating control system able
to seclude specific rooms from receiving any heating. An even bigger version of it is still
being used up to now making it possible for the hotel to save a lot of energy for as long

the rooms remained not rented, according to the hotel’s director. In the same logic, the
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hotel rooms require the room card to be placed in the specially designed socket in order
for the room to have electricity trying in that way to avoid pointless energy consumption

when the guests leave their rooms.

Furthermore, the general manager was proud to inform the author that the hotel is known
to be home to the largest solar plant in Vienna for the tourism industry that occupies
almost the entire fagade of the building and is capable of supplying 50% of the hotel’s
need for warm water during the summer time. Despite the existence of an air-conditioning
system, Ms. Burritscher stated that in spite of the inconvenience of some, the hotel is not
allowing the use of it between October and May, a period which might be subject to

change according to the weather phenomena.

Going against one of the big chain hotels’ policy of providing a different menu daily at
their canteens, Der Wilhelmshof is expecting their employees to have their break and eat
from the breakfast buffet, hence reducing considerably the volume of food waste. The
buffet offered at the hotel might not be wholly biological, but the majority of the food-
stuffs has been locally and organically produced. Being a 4-star hotel, Der Wilhelmshof
is providing its guests minibar fridges in every room. However, the mini refrigerators are
equipped with organic beverages and even a “Good Chocolate” the company behind

which plants a tree for every bar purchased.

The hotel steers clear from non-environmentally friendly detergents, while toiletries like
shampoos, shower gels, hand soaps, etc. are not individually packed. Instead, large self-
made dispensers are located in the bathrooms where organic products are used for the
guests’ hygiene. What is more, apart from instructing the staff to use as little amounts of
water as possible, every shower and sink is equipped with water-saving technology that

limit the flow.

Waste separation is also an important topic for the hotel. The bins are different for plastic,
batteries, etc. and are checked frequently by every single employee including the hotel
director herself.
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4.2.3 Assessment

The hotel’s general manager was, from the beginning, candid and was not afraid to admit
that they have learned a lot from the first examinee, the Boutiquehotel Stadthalle, in terms
of managing the company in a greener manner. The fact that a plethora of similar envi-
ronmentally friendly hotel concepts are adopted by both hotels, reasonably means that

also the results from the particular assessment are quite parallel.

Just like in the previous case examined, the author commences the assessment of the Der
Wilhelmshof’s doings by examining firstly if the hotel has established an EMS and issued
the corresponding documents as described by EMAS. To that question, Ms. Burritscher
Ms. Burritscher referred the author, much like in the previous case, to the Austrian Eco-
label and what the hotel was required to do in order to get certified. More specifically,
according to Ms. Burritscher, in order to be awarded the Austrian environmental sign, a
business has to follow specific instructions that change every five years and refer to the
need of a renewed environmental program. More specifically, what a firm who wishes to
get recertified needs to do is provide a new strategy plan which describes what will be
done within the next years in terms of green and sustainable operations. This plan contains
the targets every department sets as well as what needs to be improved according to the
current situation. The Der Wilhelmshof was, at the time the interview took place, certified
by the Austrian organization. This indicates that the hotel managed to achieve the previ-
ously defined objectives some of which, according to the general manager, referred to the
avoidance of products with plastic wrapping and more organic foodstuffs in the breakfast
buffet. The general manager could not disclose any more information regarding the ho-
tel’s progress or previously defined goals, the achievement of which led to the recertifi-
cation of the lodging with the Austrian Ecolabel, since documents including this type of

intel is only for internal use.

With reference to any official documents where the hotel’s goals, action plans and com-
mitment to the cause of reducing the impact on the environment, Ms. Burritscher referred
to the firm’s CSR report which can she claimed to be appearing online. However, in his
research the author did not manage to find any report of that sort. According to the hotel’s
director, the content of the report is communicated to the employees in various forms
while one of them includes the posting of specific information on the walls of the hotel

where the people cannot miss it.
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For the accumulation of information regarding the second part that refers to the “Doing”
phase, the author had to find out about the approach of top management with regard to
the distribution of duties, the people who have an authoritative role and are charged with
specifically defined responsibilities as well as the level of inclusion of all employees in
the whole process. These specific aspects are viewed as valuable parts for a company’s
EMS to be successful. Ms. Burritscher considers the fact that every department has some-
one who has been in the hotel for a longer time rather important since the majority of the
staff are students who work part-time and do not always stay for long periods in the com-
pany. Every department has a manager who is responsible for the whole team and, ac-
cording to the hotel director, all of them had embraced sustainability before they were
employed. In fact, Ms. Burritscher mentioned that not only was it not hard to instil the
green virtues to her employees but on the contrary, prospective employees approached
her and asked to work for the Der Wilhelmshof because of the hotel’s green image. That
also resulted to a lessened need for extensive employee training programs since the staff
members were motivated enough from the first place which made the work of the depart-

ment leaders easier.

Apart from the aforementioned unobstructed distribution of information within the work-
place targeting the employees, the company makes sure that the moment a new individual
is recruited they are provided a handout with information regarding the hotel’s philosophy
and work while they are also encouraged to browse through the company’s website and
find out more about it. Moreover, a tour of the hotel is also included as a way of showing
them in practice what the hotel does, how they are being green about it and why. During
the monthly department meeting, supervisors are required to bring up a topic revolving
sustainable practices and discuss it with the employees. In addition, the hotel’s employees
have the chance to suggest ideas on the matter green business practices via the Hotelkit
intranet which allows for internal communication between staff members including top

management.

Every time the discussion with Der Wilhemshof’s general manager referred to the need
of adhering to specific requirements and following rules that aim at the achievement of
the company’s environmental goals one word was mentioned more than any other: strict.
Starting from the waste separation, firm rules apply during the early hours and more spe-

cifically during the breakfast were waste needs to be properly segregated and placed in
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the corresponding bin. Having realized the importance of efficient and correct waste sep-
aration, Ms. Burritscher informed the author that every single employee is responsible for
monitoring this process and making sure it runs as it should. Even for the big bins that
can be found in the hotel’s cellar, employees are urged to both separate the litter but also
make sure that all the previous times there was no problem. In case of any complications,

they need to report it to the hotel’s management.

Department leaders are the ones who are required to have a more general controlling role
over the processes. However, it is the hotel’s general manager’s responsibility to make
sure that the EMS is indeed fruitful in its entirety. As already mentioned above, the hotel
has specific rules regarding the heating system and Ms. Burritscher already in the begin-
ning of the year needs to make sure that the system is operating properly. In addition,
periodic checks of the invoices take place in order to control the energy consumption of
the establishment. With regard to resource management, she is also making sure that ef-
ficient use of the water deposits is in place by controlling the water meter herself.

Perhaps, though, the establishment of a scheduled inspection system of all aspects of the
EMS that would have the form of informal internal auditing would be advisable in order
to help management have a clear and constant picture of the progress and help identify
potential risks.

Ms. Burritscher deems constant and continuous controlling essential and that affects the
last aspect of the PDCA assessment. For the Der Wilhelmshof never ending improvement
is a priority and that is a responsibility of every member of its staff. The fact that the hotel
has established specific green lines that need to be followed which are also communicated
to both employees and guests are not reason enough to sit back and expect results, says
Ms. Burritscher. Every target and the process on the way needs to be individually assessed
and monitored. To sum up, for Ms. Burritscher the best way of acting upon the plan is to
work in a proactive way involving constant micromanagement that helps avoid misfor-

tunes.

To summarize, in table 5 the author provides an overview of the hotel’s actions in relation

to the criteria of each one of the 4 axes.
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Table 5: Der Wilhelmshof’s PDCA performance

Plan

Do

Check

Act

No established EMS —
compliance with Aus-
trian and European Eco-
label

Every department man-
ager is in charge of
their teams

Establishment of strict
rules that oversee envi-
ronmental related pro-
cesses — no special indi-

cators

Established periodic

checks of processes

No environmental policy
or program — only com-
position of report for the

Austrian Ecolabel

Incessant dissemination
of information to staff
members — special fo-
cus in the beginning af-

ter initial recruitment

Status checks conducted
by the general manager

and department leaders

Lack of an environ-
mental report accessi-
ble to the public

Employees and depart-
ment leaders are ac-

tively participating

Constant controls as a
way of preventing any

mishaps

Future plans for ex-
panding of already ex-
isting practices (pho-
tovoltaic system, or-
ganic products)

Transparent communi-

cation systems

For the assessment phase, the author, having extracted and analysed the information from

the interview with the Der Wilhelmshof’s general manager, proceeds in the evaluation of

its environmental performance in accordance to the 10 criteria listed in table 6. The ho-

tel’s actions are ranked as either good (green), moderate (yellow) or bad (red).
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Table 6: Assessment of Der Wilhelmshof’s environmental performance

Criteria on hotel’s performance @) O ("]
Established EMS (P) ] (]
Established environmental policy and program (P) ] (]
Clear allocation of responsibilities by top management (D) ] L]
Authoritative figures and staff education (D) [ L]
Employees’ participation and inclusion in the process (D) L] O
Self-check system to assess effectiveness of measures taken (C) O O
Establishment of environmental performance indicators (C) ] ]
Proactive stance in face of potential mishaps (C) O O
Pursue constant improvement and record any mistakes (A) ] (]
Drafting of an environmental report (A) ] L]
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4.2.4 The effects

For the general manager of the Der Wilhelmshof, the green and sustainable virtues upon
which the hotel has built its philosophy have resulted in the creation of both advantageous
and disadvantageous situations. From the attraction of the eco-conscious guests and per-
sonnel that is willing to work for a green business there have been dissatisfied visitors
who did not appreciate the strictly followed principles regarding the heating.

However, the hotel has managed to produce a certain effect particularly in regard to their
employees and their individual lifestyle. As already mentioned, Ms. Burritscher claimed
that jobseekers are willing to work for the Der Wilhelmshof because of its reputation as
a hotel that works in accordance to the sustainable principles. Nonetheless, the people
already working for the hotel have also embraced the sustainable ideals to a point where
they decide to check upon the progress of certain activities, such as waste management,
on their own or even proceed to a charitable action, like the hotel’s team did by adopting
a child from the African continent. That all stems, says Ms. Burritscher, from the fact that
working for a hotel that fights the good fight and that is an advocate of sustainability

provides a sentiment of self-fulfilment.

Just like in the case of the Boutiquehotel Stadthalle, Der Wilhelmshof is also providing a
green space for the city, its own garden that opened up despite initial problems and op-
position from the locals, contributing to the same sustainable goal mentioned earlier.

According to the hotel director, even though in certain occasions, being green is combined
with less expenses due to efficient management of resources or attraction of guests willing
to pay more, it is often the case, says Ms. Burritscher, that one might be saving from one
side but spending on the other.

Lastly, like in the case of the first examinee, the hotel Der Wilhemshof could not provide
specific data or measurements that could put a number on the face of environmental ef-
fects. However, their actions are contributing to various aspects in terms of environmental
managements such as efficient resource management, responsible consumption as well

as raising awareness.
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4.3 The InterContinental

The last general manager that was interviewed for the purposes of the present research
was Ms. Brigitte Trattner, hotel director of the InterContinental hotel of Vienna situated
at the city’s third district at Johannesgasse 28. Ms. Trattner has been in this position since
2014 and agreed to meet the author on May 6, 2019. The interview lasted 1 hour and Ms.
Trattner received an email with the author’s suggested topics for discussion one week
before the actual meeting. More information regarding the hotel’s environmental perfor-
mance and actions was retrieved from the lodging’s official website while also the author
made use of the company’s sustainability report. Keeping, however, in mind that is a

document that refers to more than 5.000 hotels, the report was examined accordingly.

4.3.1 Informational note

The 5-star giant is located right next to Vienna’s city park and occupies 1860 square me-
ters (InterContinental Vienna, 2019). It was built in 1964 by the Austrian architect Carl
Appel in functionalist style and has 458 exclusive rooms and suites to choose from (In-
terContinental Vienna, 2019). According to Ms. Trattner, the current number of employ-
ees exceeds 200 and are spread across seven departments; namely Kitchen, service, house-

keeping, front office, finance, human resources and sales.

The InterContinental is the only hotel examined in the present research that belongs to
one of the world’s biggest hotel chains, the IHG group, and therefore has to follow inter-
national guidelines drafted in the company’s headquarters and take into consideration the
firm’s numerous stakeholders. In fact, the company firstly issued the IHG Green Engage
System in October 2014 where they praised the importance of sustainability and vowed
to bring drastic changes in their whole portfolio (O’Neill, 2014) which contains a total of
5,603 properties from 15 brands worldwide (IHG, 2018). The system referred to an online
environmental sustainability system which provides hotels “the means to measure and
manage their impact on the environment” (IHG, 2019b) and it was officially launched at
the beginning of 2015. In addition, the hotels also have the opportunity to make use of
over 200 “Green Solutions” especially designed to assist in reducing energy and water
consumption, cut on amassed waste and all in all improve their environmental impact

(IHG, 2019b). Moreover, this newly developed system also allows for the hotel to keep
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track of its expenditures as well as what is being saved while the data is collected and

presented to the corporation’s clients under the Request for Proposal (RFP) framework

(O°Neill, 2014).

The Green Engage system has established four levels of certification that any of the hotels
that belongs to the IHG group can get run for. By the time it was initially launched, the
company’s aspiration was that every one of its properties would reach Level 1 certifica-
tion by the end of 2015 (O’Neill, 2014). The first level encompasses initiatives such as
“tracking consumption data, setting up a property green team and installing energy effi-
cient lighting in guest rooms” (IHG, 2019b). It should be noted here that the InterConti-
nental hotel of Vienna has only recently embarked on implementing greener practices in

their daily functions.

4.3.2 Green business practices

The general manager of the hotel made it clear from the beginning of the interview that
the InterContinental of Vienna is not a property that has embraced fully, or in a satisfying
degree, the green and sustainable element in their operations. However, since this topic
is on the company’s agenda, the hotel needs to also embark on drafting and implementing

strategies that are in compliance with the firm’s line.

Mrs. Trattner does not consider shifting to greener practices a difficult endeavour. None-
theless, in some cases it might prove more challenging due to practical complications. In
the case of the property under investigation, the hotel director mentioned a few times the
inability of becoming more energy inefficient because the building itself is a 50-year-old
construction which would need to undergo radical changes to comply with modern green

building standards.

What the hotel decided to do in the beginning of 2019 was to, firstly, start reconsidering
a few aspects of its operational activities. That would include the amount of chemicals
used and purchased, the quality and efficiency of the equipment, the volume of plastic
and generally all the purchasing behaviours that might be having an effect on the envi-
ronment until that point. One of the first actions was to cut down on the using of protective
plastic foil around the uniforms which would arrive at the hotel daily by the hundreds.
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With regard to cleaning supplies and equipment, new and more efficient washing ma-

chines which necessitate less water and chemicals were purchased.

4.3.3 Assessment

The InterContinental hotel of Vienna might not have embarked on implementing a series
of environmentally friendly concepts in the degree the other two hotels under examination
have. However, the three properties have something in common and that is that they have
all been awarded the Austrian Ecolabel certification. Apart from that and once again in
spite of the fact that the hotel is not, for now, doing much to reduce its environmental
footprint, being part of the IHG means that it already has a rather standardized EMS that
needs to be followed which, however and in contrast to the previous two cases, has been

designed by the corporation and not the property managers or owners themselves.

The EMS in the case of the InterContinental has a name, Green Engage, and was briefly
described in the beginning of this case study analysis. The main goal of the EMS is clear
and is none other than reducing the environmental impact of the hotels belonging to the
group’s portfolio. However, Mrs. Trattner confesses that despite the quality of the specific
initiative, the conditions and frameworks it creates so holistically cannot be followed to
the letter by her hotel because of inherent weaknesses. In terms of drafting an environ-
mental program and policy, the hotel is also counting on the corporation’s CSR report
which the general manager characterizes “generic” since not all hotels around the globe
belong to one major company have the same traits, ways of operating or even guests.
Therefore, for the shaping of the hotel’s strategies towards the reduction of its environ-
mental footprint, both the company’s official guidelines but also the destination’s legal
requirements play an important role. In addition, the recency of the whole procedure does

not allow for the establishment of specific targets.

The general manager of the InterContinental mentioned a few times during the one-hour
conversation with the author that many decisions had to be revaluated and revisited since
the hotel decided to become greener. Most of these decisions included repurchasing of
equipment and products. In this process the department heads are the director’s assistants
and their responsibilities include, among others, coming up with ideas and see to it that

they are implemented in their respective divisions. Apart from the supervisors, who also
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have a more authoritative role within the company, employees are encouraged to partici-
pate in the development course. The latter were given the chance to share their ideas with
management and according to Mrs. Trattner more than 100 suggestions were brought up
who also added that such topics are also discussed during the employee meeting which

take place every second month.

The hotel’s EMS might be at an early stage, but it is essential, as EMAS attests, that top
management is actively involved and charged with specific responsibilities the objective
purpose of which are to monitor and ensure a fruitful and efficient procedure. The rest of
the staff needs to be properly informed and introduced to the nature and the rationale
behind the idea of doing things differently especially when the manpower reaches such

numbers.

Regarding the self-check mechanisms, a hotel needs to establish, the InterContinental has
already some indicators in place which would draw the attention of the general manager
in case of a mishap. Mrs. Trattner gave the examples of the cost of linen per occupied
room and food cover per guest which occasionally tends to escalate. A certain abnormal-
ity would be visible in the monthly financial statements which would trigger an informal

investigation of the matter.

Such initiatives need to be constant according to Act, the last pillar of the assessment.
Once the hotel invests copiously in the implementation of its EMS and in green business
strategies in general, continuous environmental performance improvement should be the
target. To do so, the property needs to also invest in processes that identify and eliminate

problems and also carry out its own internal audits.

To summarize, in table 7 the author provides an overview of the hotel’s actions in relation

to the criteria of each one of the 4 axes.
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Table 7: The InterContinental’s PDCA performance

Plan

Do

Check

Act

Established EMS
from the corporation
— hotel incapable of
following it thor-
oughly due to ge-

neric nature

Department manager
clearly regarded as the
main facilitators of the
change to a greener

operational model

General manager and de-
partment leaders in
charge of checking pro-

Cesses

Established periodic checks
of processes

Green Engage pro-
gram encapsulates
what is expected
from environmental

policy and program

Top management is
actively involved with
the general manager
as the leading figure

Established indicators for
keeping track of progress
and avoid unpleasant re-
sults

Lack of an environmental
report that would describe
the specific hotel’s doing,
achievements and general

environmental performance

Employees and en-
couraged to partici-
pate in the process

Limited distribution of

information

For the assessment phase, the author, extracted and analysed the information extracted

from the from the interview with Mrs. Trattner but also the intel provided by the com-

pany’s sustainability report. The latter refers its plans and objectives for the hotels’, that

belong to its portfolio, environmental performance. What follows is the evaluation of the

environmental performance of the hotel under examination in accordance to the 10 crite-

ria listed in table 8. The hotel’s actions are ranked as either good (green), moderate (yel-

low) or bad (red).
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Table 8: Assessment of InterContinental Vienna'’s environmental performance

Criteria on hotel’s performance @) O ("]
Established EMS (P) ] ]
Established environmental policy and program (P) ] (]
Clear allocation of responsibilities by top management (D) ] L]
Authoritative figures and staff education (D) ] L]
Employees’ participation and inclusion in the process (D) ] O
Self-check system to assess effectiveness of measures taken (C) O] O]
Establishment of environmental performance indicators (C) O O
Proactive stance in face of potential mishaps (C) O O
Pursue constant improvement and record any mistakes (A) ] (]
Drafting of an environmental report (A) ] []
4.3.4 The effects

The rationale behind the inclusion of the InterContinental in the present research was
mainly to investigate the reasons behind a hotel shifting to greener ways of operating but
also to try and detect any possible effects within the first months of this change. It would
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also be interesting, in the eyes of the author, to see the difference between hotels that are
already operating under this green philosophy for a few years and a new player.

Mrs. Trattner was unable to identify any effect of the hotel’s early and undeveloped shift
to more environmentally friendly ways of operating, proving the statement of a different
interviewee, Ms. Fedl’s. The latter stated that such an endeavour “is a process” while her
hotel, the greenest one in Vienna. is not “finished yet” (Anna Fedl, personal communica-
tion, 3 May 2019) proving that it is a never-ending procedure that requires time to start

proving itself and the merits of doing so.
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5. The view of the Austrian Hotel Association

Having interviewed three different general managers from hotels operating in the Aus-
trian and more specifically the Viennese market, the author decided to interview a fourth
individual who would, this time, represent the interests of a different stakeholder. The
Austrian Hotel Association is “an independent special interest group” that lobbies “for
the concerns of the Austrian hotel industry” and therefore directly related to the hospital-
ity industry but the hotels as well (AHA, 2019).

The AHA is a lobby group that receives funding from its members (Michaela Reitterer,
personal communication, 25 April 2019) and has existed since 1953 with its general vi-
sion to promote, encourage and enhance sustainable growth in the tourism industry
(AHA, 2019). At the same time, through its various functions it also helps its members
better prepare to face present and future challenges of the sector. Today, it consists of
more than 1,400 affiliates which represent leading resorts and group and private hotels in
the wider Austrian region. This can be translated to 40,000 employees and a total of three
billion Euros in business volume (AHA, 2019).

The main activities of the organization can be clustered into six distinct categories:

1. Service: the AHA supports its members providing continuous assistance regard-
ing every day operational matters putting in use its industry and hands-on experi-
ence

2. Campus: the association’s campus offers trainings that help employees, owners
but mostly the businesses themselves in order to meet the modern day needs of
the industry

3. Convention: the AHA is organizing annually a convention where all of its mem-
bers are invited to join and discuss pressing matters and upcoming challenges and
technological advancements that affect the tourism and hospitality field

4. Initiative: the association organizes campaigns for the partakers to learn how to
increase profits and have a better image in the industry

5. Innovation: as part of its innovative side, AHA is encouraging and initiating stud-
ies that can benefit the sector in multiple levels

6. Partner: it is the association’s responsibility to bring together hotel owners and
potential partners forging strong and fitting relationships
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The president of the lobby group, during the time of the interview, was Michaela
Reitterer who presided for the third and last time closing a circle of almost a decade
handling the stirring wheel of the association. Mrs. Reitterer was chosen by the author
not only for the sole purpose of answering some of the underlying questions that gov-
ern the present research paper but because he deemed essential to gain insight on how
the idea of implementing green practices in hotels is viewed in its entirety by the
industry. The preliminary process of the interview was much like in the cases of the
hotel managers. A document with questions that would set the framework for a pro-
ductive discussion was sent to Mrs. Reitterer one week prior to the interview which
took place on 25 April 2019 in the offices of the association at Apfelgasse 6, in the

fourth district of Vienna. The discussion lasted 1 hour and 15 minutes.

The conversation started with Mrs. Reitterer providing a short description of what the
association is doing in general but also what her duties as the president are. The dis-
cussion moved to the topic of competition in the hospitality sector in the city of Vi-
enna. Mrs. Reitterer, who considers tourism one of Austria’s most remunerative and
well-performing industries, stated that hotels are not highly competitive with one an-
other simply because “there is enough for everyone”. That is also why they manage
to co-operate and harmoniously co-exist in the AHA where they get to exchange ideas
and help each other. On that matter, the president of the hotelier association might not
be considering Airbnb a competitor, but she firmly believes that the same rules that
apply on the Austria hotels should apply on the sharing economy platform. For her,
competition is not the next-door hotel but neighbouring cities like Budapest and Pra-
gue. For Michaela Reitterer, the hotel owner of the Boutiquehotel Stadthalle, compe-
tition is also not the Viennese counterpart but green hotels in other countries. As a
matter of fact, she also believes than when it comes to having more green hotels in
Vienna, the more the merrier, a notion that was also supported by Ms. Burritscher. It
would be better, both women attested, to have more sustainable business initiatives in
the hospitality sector in Vienna which would add up to the already existing advocating

voices of the two green hotels.

When asked about which hotels she would categorize as green, Mrs. Reitterer did not
have to think too much before naming two of the hotels that are under examination

for the purposes of the present research. Even though she could think of one more
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hotel that is working towards this direction, the 3-star Hotel Capri situated at the 2"
district of Vienna, the owner of the greenest hotel in Vienna confirmed that turning
into a hotel that is embracing and fully implementing environmentally friendly prac-
tices is a rather difficult venture especially for properties in Vienna because of specific
reasons. The practical difficulties include not only the age and type of certain con-
structions in the Austrian capital but also the small number of individuals owning both
the hotel and the building, the guidelines from bigger corporations that affect all hotels
in their portfolio but most importantly the reluctance of investors or owners to spend

more for something that cannot be seen by the guests.

The president of the AHA talking about the way the whole concept of green business
practices in hotels is viewed by the owners, investors or directors, confessed that in
the case of such stakeholders in the Austrian industry the reactions are rather modest.
On one hand, her peers do congratulate and admire her for the work she is doing being
themselves convinced about her “doing the right thing” but on the other hand they

would not implement it in their businesses.

Moreover, Mrs. Reitterer claimed that shifting to a more environmentally friendly
operational system and running a green hotel is not, in general, a cumbersome en-
deavour. In fact, the green way of doing business has given her hotel “a story to tell”
with many guests choosing to stay in the Boutiquehotel Stadthalle because it’s one of
the few green lodgings in the Viennese market. This leads to the conclusion that in
the case of the Boutiquehotel Stadthalle, the green operational model has given the

lodging a competitive advantage in the market.

What also interested the author was to find out if and how the AHA is encouraging
hotel owners to take a green step towards the implementation of sustainable practices
in their properties. Mrs. Reitterer highlighted the informative role that the association
is mainly playing and referred to the annual conference that already took place in
January 2019 under the topic “Re-think tourism”. The main talks during the conven-
tion focused on environmental pressing matters and possible improvements that a ho-
tel can invest upon and which would be in accordance to the needs of the environment.
It should be noted that the theme of the conference is also going to be the governing
topic for the events that will be held by the association this year. However, despite

the relative success of the conference, where hotel owners seemed to welcome such
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changes and take an interest in it, Mrs. Reitterer came to the realization that they
would not consider implementing such policies it in their properties.

To the author’s question if the environmentally friendly hotel concepts, adopted by
the Viennese lodgings, have somehow and in any level had any kind of impact, the
president of the AHA initially answered with a resounding “No”. The main reason
behind her thinking is that in the city of Vienna one can talk about only two green
hotels which on their own, in a market with 426 hotels, according to the latest numbers
provided by the Vienna Tourism Board (2018), does not make much of a difference.
However, Mrs. Reitterer came to think of cases where employees of the Boutiquehotel
Stadthalle approached and explained to her how working for her changed the way
they live their private lives. What is most important for the Austrian hotelier is to
clearly communicate the message of green practices in the industry not only to the
employees but also to hotel guests. The impact in the society, says Mrs. Reitterer, will
come gradually and will derive from more and more people witnessing and eventually
talking about it. At the same time, she believes that from a hotel revenue perspective,
green businesses do have an effect but on specific guests which do not represent the

majority.

Touching upon the topic eco-conscious guests, Mrs. Reitterer stated that the attraction
of such a niche of customers should not be driven by marketing stunts which aim at
their pockets but should instead be based upon authenticity and by deeply incorpo-
rated green values. To the results deriving from the research of Booking.com which
stated that 65% of the guests would prefer to stay in an environmentally friendly hotel
the AHA president found two major flaws. Firstly, the fact that the search engine itself
is unable to embark on a clear distinction between green and not green hotels since it
is lacking the ability to use specific indicators which would make this categorization
justifiable. Secondly, the matter of willingness to pay was brought up where the in-
terviewee expressed her doubts about guests wanting to spend more of their money

just so that they can stay in a green hotel.

The interview with the president of the AHA went through a variety of topics relating
to tourism and hospitality in the city of Vienna. Despite tourism being one of the most
important sectors in the Austrian economy, Mrs. Reitterer believes that it is its con-

stantly profitable nature that has made the authorities not heavily invest in it anymore,
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thus creating ominous signs for its future. In terms of greener practices in the hospi-
tality sector, only two players are known to be actively promoting and incorporating

them in their strategic planning.
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6. Discussion on the findings

The core objective of this research was to examine what are the most common environ-
mentally friendly practices adopted by hotels and how they affect their environmental
performance with a special focus on properties in the city of Vienna, assess them and
examine ways they have affected various stakeholders in different ways. In order to ex-
tract information and come to a conclusion about the answer to the research question,
desk research including secondary sources and the method of interviews with hotel direc-

tors among with the traffic light assessment tool were chosen by the author.

The second chapter describes how a certain shift in the way people used to conduct busi-
ness was noted approximately 60 years ago already and how this change was developed
throughout the years and until the present day. This chronological review highlights the
big transformation of the hospitality sector in terms of how its impact on the environment
and more specifically the deterioration of it used to be, and how it is viewed today. From
the times that nature was not on anyone’s agenda, to the present day where all major
players of the industry issue annual sustainability reports reaffirming their firms’ com-
mitment to the fight again resource depletion and environmental degradation, a lot has
changed. However, considering the size and environmental impact of the tourism and

hospitality sector one could say that not that much is being done.

In the effort of detecting in what ways and what kind of environmentally friendly concepts
are implemented in Viennese lodgings, the author interviewed 2 hotels that are known for
their eco-friendly practices and are regarded as green businesses and 1 significantly big-
ger property that had been implementing sustainable policies for only a short period. The
interviewees provided insight as to what they are doing in their hotels with reference to
green practices and were also asked to report any observed effect. The main strategy of
the hotels that focuses on their impact on the environment, the EMS, was analysed using
on the one hand the criteria that EMAS has established for the certification of properties
that wish to be awarded the green logo. Having analysed the hotels’ performance in rela-
tion to these criteria, the author used the traffic light assessment tool to evaluate them.
Lastly, the president of the AHA was interviewed and was asked to share her knowledge
in regard to the hotel owners of properties in Vienna perceive the value of environmen-

tally friendly hotel concepts.
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6.1 Answering the underlying questions

In his effort to create a clear image about Vienna as a touristic destination, the competition
as well as the role of hotel leaders and owners in the hospitality industry and also gain
more insight on how hotels’ green modus operandi is on the one hand perceived by guests
and how it affects the total costs on the other, the author attempted to extract information
from the interviewees also in relation to these matters. More specifically, a set of under-
lying questions was introduced in the end of Chapter 3, some of which remain unan-

swered.

Vienna is the city with the highest living quality for the past decade (Mercer, 2019) and
host to 426 hotels and pensions that are able to provide up to 67,000 bed nights daily
(Vienna Tourism Board, 2018). For most of the interviewees the number of properties in
the city is not an issue while competition, one of the underlying topics in this paper, is
not that tough. Ms. Fedl believes that the unique green philosophy the Boutiquehotel
Stadthalle has embraced is also a unique selling proposition and not many others can
compete it. Ms. Burritscher, on the other hand, considers it relatively harder to go against
the big brads, the chain hotels that are able to raise or lower their prices at will while the
manager of such a hotel, Mrs. Trattner believes that prices fluctuate according to the mar-
ket’s needs. For the president of the AHA competition is not significant amid Austrian

properties. Instead the biggest antagonists are the neighbouring destinations.

The author in his effort to answer the sub-question on how the destination itself is re-
garded under the scope of adopting eco-friendly practices that aim to promote this type
of tourism, asked the interviewees about their opinion. Some of the participants referred
to the eco-friendly and developed transportation system of the city, while some others
referred to the forest on the outskirts of Vienna that surround the city. However, they all
agreed that a lot can and should be done in that matter, thus answering his sub-question

about how Vienna is viewed as a destination.

Yet another one of the underlying questions of the present paper referred to the niche of
the eco-conscious guests and the way a hotel’s green image might be capable of attracting
their interest. For the greenest hotel in Vienna, the truth lies somewhere in the middle.
Ms. Fedl believes that people who are more environmentally aware and follow the same

green virtues in their everyday life, choosing the Boutiquehotel Stadthalle is a conscious

67



DEFINING AND ASSESSING ENVIRONMENTALLY FRIEDNLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

decision. Except for the people who visit the hotel and wish to stay in the building that is
energy sufficient, also guests who happen to book this hotel for their staying and are not
aware in advance of what it stands for might also come back after their first visit. Mrs.
Reitterer also agrees that guests might initially come to her hotel because of its proximity
to the Stadthalle concert hall but might indeed return because of the quality and authen-
ticity the hotel can offer. It’s this kind of people who are the company’s ambassadors,
said the hotelier. On the other hand, the general manager of the Der Wilhelmshof believes
that in a city like Vienna the green image of a hotel might affect a prospect guest’s deci-
sion to some extent but not as much as the price or the proximity to the city centre does.
In other words, for Ms. Burritscher being green is not a competitive advantage for a hotel
in the Austrian capital. For Mrs. Trattner this specific aspect still entails many elements
of greenwashing techniques but does not disregard the people’s rising demand for hotels
that are certified for implementing efficient EMS, hence reducing their environmental
footprint.

Regarding the sub-geustion about the effects of leadership and ownership, scholars admit
that these are two aspects that affect hotels in various ways with reference to finally mak-
ing the decision of shifting to greener ways of operating but also during the whole process
(Goldstein & Primlani, 2012; Kim, Hlee & Joun, 2016; EMAS 2019). That is something
the author also looked into during the interviews with the four women. In the case of the
Boutiquehotel Stadthalle, becoming the greenest hotel of the city was the vision of the
owner of both the company and the building, Mrs. Michaela Reitterer. The president of
the AHA purchased the hotel from her parents in the beginning of the new millennium
and managed to turn it into the greenest lodging in Vienna after just a decade. The way
the hotel has decided to operate has reflected the owner’s personal aspirations and life-
style which has always been in accordance to the needs of the environment. In her en-
deavour to create a zero-energy balance building helped a lot the fact that the property
belonged to Mrs. Reitterer and was not on a lease.

Similar is the case of the hotel Der Wilhelmshof, where the family Mayrhofer has been
owning and running the hotel for the past 5 decades. Ms. Burritscher claimed that it was
the family’s own will to run a business with respect to the environment which is quite
interesting considering that the hotel has been implementing green policies for almost all

these years the family has been directing it. Since many of these practices are affecting
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the hotel’s construction, it is also quite important that the property belongs to the family.
In the case of the InterContinental the situation is different. The hotel is part of a big chain
among with more than 5,000 other properties worldwide. Therefore, the driver behind the
hotel embarking on a change of the operational status is due to the corporation’s interna-
tional commitment to work more in the direction of helping the environment. In fact, it’s
the universal and holistic nature of the guidelines and goals set, that do not take into
consideration possible geographical, ethnical or social differences amid destinations, that

makes it harder for the InterContinental to adhere to.

One of the most sensitive underlying topics under discussion during the interviews was
the financial aspect of choosing to go green. Despite many scholars and research papers
indicating that green business strategies can contribute in saving money, most of the in-
terviewees had a neutral stance towards that axiom. In the case of the Boutiquehotel
Stadthalle, the money saved from the lessened need for energy might be allocated for a
buffet that is 100% organic but more costly, explained Mrs. Reitterer. As Mrs. Reitterer
attested and Ms. Fedl confirmed, for the first it is not a matter of money but rather the
only way of doing business. In the same direction, Ms. Burritscher also showed a more
moderate attitude admitting that the early stages or in the case that something needs to be
changed and a green substitute needs to be found, a bigger investment is at place. At the
same time, she also confirmed the statement above that what one saves, once also invests
in other ways. Lastly, Mrs. Trattner also did not distinct between black and white and
instead stated that she was positively surprised when she and her and team realized that
some products like eco-friendly detergents can be found in the market for a lesser or even
price as the normal ones. Being in the early stages of the process, the general manager

was not able to tell if there is indeed a major difference or not.

6.2 Answering the research question

Having provided a response to the supporting questions described in the end of the third
chapter, the most important aspect remains to be examined. As already mentioned, defin-
ing and assessing a concept like environmental performance is a rather cumbersome pro-
ject. However, the author tried to cover as many aspects as possible that affect and are of

importance when examining an organization’s efficiency.
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The answer to the first part of the research question formulated as: “How are eco-friendly
strategies being adopted and implemented by hotels and how are they affecting their en-
vironmental performance?” can be found throughout the 4" chapter where the already
established green practices of the hotels under examination are described comprehen-
sively by the author. For the second part, however, the response is given here according

to the hotels’ scoring in relation to the 10 criteria the author based his assessment upon.

The Boutiquehotel Stadthalle, the greenest lodging in Vienna, has built an EMS as the
requirements for the awarding of the Austrian Ecolabel dictate. The hotel does not have
a generally established EMS but instead chose to follow a system that necessitates differ-
ent actions every five years. That is viewed by the author as something neither positive
nor negative. On the one hand the EMS might not be constant and domineering but on
the other hand the fact that it is renewed every 5 years helps the hotel stay up to date with
modern environmental requirements. In the second set of criteria, the Boutiquehotel
Stadthalle is doing fairly good since it has defined a distinct authoritative line and em-
ployees in key positions are shouldered with the responsibility to see to it that the green
processes are running smoothly. Also, of particular importance to the company is the
inclusion of the employees and the provision of proper education regarding the green
practices matter. The hotel is doing not as well in terms of performing self-checks based
on specific indicators that allow for an efficient controlling of the strategies’ implemen-
tation progress. In addition, no reaction strategies seem to be at place in a case of a mishap
occurring. Lastly, the management of the hotel seems to be looking into the future and
has already specific plans that fall within the category of green practices. The last reports
regarding its environmental performance might not have been enlightening but the author
graded the performance of the Boutiquehotel Stadthalle in relation to this criterion as
good keeping in mind the upcoming sustainability report that includes more hard facts

and details.

The hotel Der Wilhemshof, is also on the green side of the spectrum having scored mostly
positive on the environmental performance scale. Regarding the establishing of an EMS,
the exact same explanation given in the case of the Boutiquehotel Stadthalle can be given
here for how the hotel scored. The hotel has also picked authoritative figures that need to
make sure that all goals will be achieved while in the case of the Der Wilhelmshof Ms.
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Burritscher answered enthusiastically when it came to the managers and employees’ com-
mitment to the green model of operating. Furthermore, the hotel has established continu-
ous and recurrent checks of its green strategies’ progress but has not defined specific
indicators upon which the assessments are made. It is, however, the frequency of these
checks that can a prevent a problem from arising. It is the opinion of author that the hotel
has an adequate plan for the future in the direction of green practices involving the ex-
pansion of the photovoltaic systems and the inclusion of more organic products. The hotel
does not provide a document reporting on its performance or doings, which at least the
author could not find, that is easily accessible to the public and, therefore, ranks low in

the corresponding field.

Despite the early stages of the endeavor and the limited amount of actions taken, the
InterContinental managed to score relatively well. In contrast to the other 2 hotels, the
InterContinental has an established EMS, environmental program and policy. However,
this is also a weak point for the specific hotel which need to comply to internationally
defined guidelines that do not examine the potential and capabilities of each and every
one of the company’s hotels. As Mrs. Trattner confirmed it is not possible for the partic-
ular hotel to keep up with numerous requirements the IHG group has set. Also, in this
case, the line of responsibilities is clear and department heads are shouldered most of it
in regard to accomplishing the hotel’s environmental objectives. However, staff members
are not as included as the ones of the previous case studies. Despite the open call for ideas
that would make the hotel greener and more sustainable which attracted almost every
second employee, it is the author’s opinion that more can be done in that direction and
with a special focus on the staff’s proper education on the matter. The InterContinental
has a few indicators which are used to keep track of their progress and numbers in order
to avoid unpleasant surprises. It was Mrs. Trattner who mentioned a few times the hotel’s
limited potential in terms of shifting to a greener operational model. However, she also
mentioned that they are just in the beginning and there more aspects of the process they
would like to invest in like eco-friendly cleaning supplies and equipment. Since the hotel
is part of a big chain group, its individual performance is not documented or published

anywhere.
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7. Conlcusions

After the completion of the research part and the conducting of all interviews the author
came to the realization that except for leadership, employees’ inclusion, the will to make
it happen and the establishment of efficient environmental systems, one aspect is also of

high importance and that is time.

The director of the Boutiquehotel Stadthalle mentioned how the acquisition of the hotel
from Mrs. Reitterer signalled a different era for the company and the way it operated. The
greenest hotel of Vienna has incorporated the green values to its core and works daily on
improving its environmental performance keeping an eye on the future as evidenced in
the end of the interview with Ms. Fedl where she talked about the upcoming plans. At the
same time, the Der Wilhelmshof has been implementing green practices for more than 4
decades now and management continues to seek alternative and more sustainable ways
of operating since the green mindset of doing business is a distinct characteristic of the
hotel. As for the InterContinental, the hotel is also proving the above statement but from
a different point of view. The hotel has lately decided on shifting to a greener model and,
therefore, the effects observed and recorded in this report are not as many as in the other

two cases.

Despite, what Mrs. Reitterer mentioned about the reluctance of hotel owners to invest on
what their guests’ naked eye cannot easily see, a few businesses have embarked, each on
a different level, on shifting parts of their operations in order to work in greener ways.
The president of the association brought up the example of Hotel Capri in order to support
the above statement but at the same time, she made clear that such a small number of
businesses cannot do much. Therefore, it is essential that more hotels change the way they
operate adding to the number of green lodgings in Vienna resulting in a group of busi-
nesses that has a specific agenda to push that is not only aiming at maximizing cost but

also reducing the environmental impact.

The empirical part and the analysis of the case studies proved that the Boutiquehotel
Stadthalle is responsible for more observed effects due to its sustainable practices. From
the ability to paying its employees a better salary to providing a green space in the middle
of the city, its actions have affected the local economy, society and environment in many
ways. However, as Michaela Reitterer mentioned during the interview, there is a lot that
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still needs to be done in the direction of green strategies in the hotel industry and the
cultivation of a greener philosophy that incorporated in the owners’ mindsets. The AHA
might already be working on that but it is the opinion of the author, having asked for the
interviewee’s view on the topic, that the local government can contribute much more than
what it currently does, offer more incentives and foster an environment within which en-

terprises are encouraged to invest in green policies.

7.1 Future research suggestions

Future studies could ameliorate certain limitations the present research faced. To begin
with, this thesis chooses to examine the hotel industry and disregards any other types of
accommodation. Consequently, private or other types of provided accommodation like
Airbnb, hostels or any form of sharing economy establishments, that might, however, be
embarking on green practices have not been part of the research. Nowadays, accommo-
dation of such type and the concept of sharing economy as environmental friendlier no-
tions are broadly recognized and are deemed important. Therefore, research with the same
objective that would include the aforementioned types of accommodation could be of

value to researchers.

Furthermore, Vienna might be the biggest and most marketable city of Austria, but it does
not entirely reflect the work done, in terms of green policies implemented in the core of
hotels’ operations, in other cities and regions of the country. It would be interesting to
conduct a research which would include a larger number of accommaodations but this time
from all the Austrian states with perhaps a special focus on the Alpine Pearls’ project. At
the same time, such study could additionally provide the opportunity for a comparison
between the examinees, the assessment of whom could be done according to a score sys-
tem with weighted criteria which would result in the allocation of certain of points ac-

cording to the hotels’ performance and would also allow for a comperative analysis.

Lastly, another proposition would be to conduct a study that would look into how the
Austrian government and respective authorities support green initiatives in the hospitality

industry providing ideas on how such backing could be improved.
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9. Appendices

Appendix 1: Questionnaire for hotel managers

1. How long have you been employed by the hotel and what is your position and
duties?

2. What is the overall situation for a (green) hotel in Vienna; difficulties and ad-

vantages?
3. Would you consider Vienna a green destination?

4. Has the greener image affected the way people choose their lodging? Is green a
competitive advantage in the hospitality sector?

5. Is your hotel promoting itself as a green business and, if so, what actions are fol-

lowed in the attempt to do so?

6. Has the hotel been implementing green practices? Has it been like this from the

beginning or a shift to a greener modus operandi has been noted?
7. Does this shift come with higher costs for the hotel?

8. Have you established an environmental management system (EMS)'?
Is there an environmental policy document? or program? you have issued and are

there any criteria you are using to evaluate your process?

9. What kind of green business strategies are currently being followed and in which
levels within the hotel? Is there a formal structure followed (e.g. top to bottom

approach)?

1 An environmental management system (EMS) is “built upon a set of environmental actions and manage-
ment tools. Those actions depend on each other to achieve a clearly defined goal: improving environmen-
tal performance. An EMS establishes a continual cycle of planning, implementing, reviewing and improv-
ing the environmental performance of an organisation” (EMAS, 2019).

2 The environmental policy is “a public document prepared by your organisation, which describes your
commitments to the environment and specifies your organisation's overall intentions and direction in
terms of environmental performance” (EMAS, 2019).

3 The environmental programme is “an action plan that translates your organisation’s environmental pol-
icy into specific objectives” (EMAS, 2019).
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10.

11.

12.

13.

14.

15.

16.

17.

How have your green practices affected the local society, economy and environ-

ment?
Who is responsible for the supervision of the implementation of such practices?

Upon what indicators is any evaluation of the green strategies’ progress occurring

and how often? Are there any coping mechanisms in case of mishaps?
Any auditing schemes (certification) at place? ISO 14001, EMAS or other?

What or who has been the driving force to have led the hotel seek greener ways
of operating? What’s the effect of ownership/ leadership in that matter and how

devoted are management and employees?

What is the stance of the local government towards a green business? Any incen-
tives or opposition? Any other kind of support? (NGOs, Austrian Hotelier Asso-

ciation, green parties, public movements)
How does competition look like in the city of Vienna?

What, if any, are the future plans of the hotel in terms of green business strategies?
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Appendix 2: Questionnaire for the president of the Austrian Hotel-
ler Association

1. What is your current position and what are your duties?

2. Could you provide an overview of the Austrian Hotelier Association? Back-

ground, present and its current work.

3. How does competition look like in the city of Vienna where 426 hotels with
34.107 rooms with a total of 67.816 beds co-exist?* How would you evaluate the

industry’s performance the past years?
4. How important is tourism for the city?

5. According to Arcadis, a Dutch planning and consulting office, Vienna was num-
ber 5 on the list of the most sustainable cities in the world for the year 2018. From
a scale 1 to 10, 10 meaning strongly agree, how just would you characterize this

ranking?°
6. Would you consider Vienna a green destination?

7. How many hotels would you be able to name when thinking of green hotels in
Vienna. Are you aware of any lodgings, big or small, working towards that direc-

tion?

8. What is the overall situation for a green hotel in Vienna; difficulties and ad-
vantages? What is the OHV’s role in terms of enabling and encouraging such in-

itiatives?

9. Molina-Azorin, Tari, Pereira-Moliner, Lopez-Gamero and Pertusa-Ortega in 2015
stated that by being green, a hotel can gain a competitive advantage and more

specifically that “improved environmental performance contributes towards a

4 Data retrieved from the Vienna Tourism Board (2018). “Vienna: Hotel capacity & occupancy 2019” in-
cluding only Hotels and Pensions.
> Arcadis (2018) Citizen centric cities: The Sustainable Cities Index 2018.
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10.

11.

12.

13.

14.

greater development of cost and differentiation advantage”.® On a scale from 1 to
10, 10 meaning strongly agree, judge the correctness of that statement.

How have green practices adopted by hotels affected the local society, economy

and environment?

Considering the OHV a lobbying organization that is in direct communication
with the relevant stakeholders (government and hotel owners), how would you
characterize their stance towards the establishment of green practices in the in-

dustry? Any incentives or opposition?

“Guests’ awareness of hotels’ sustainability practices has been increasing. Thus,
hotel marketers are realizing that hotels’ active participation in eco-friendly prac-
tices can help attract an increasing number of guests with high green conscious-
ness”. On a scale from 1 to 10, 10 meaning strongly agree, how do you perceive

this statement from Choi, Kim, Kim and Agmapisarn?’

Booking.com stated in 2017 that 65% of its users expressed a preference for en-
vironmental-friendly hotels. On a scale from 1 to 10, 10 meaning strongly agree,
would you confirm that hotels’ greener image has affected the way people choose
their lodging?®

Is there any future strategic planning for the promotion of greener practices in the
industry the OHV is working on?

® Molina-Azorin, J.F., Tarf, J.J., Pereira-Moliner, J., Lépez-Gamero, M.D. and Pertusa-Ortega, E.M.
(2015) The effects of quality and environmental management on competitive advantage: a mixed methods
study in the hotel industry.

" Choi, H. M., Kim, W.G., Kim Y.J. and Agmapisarn, C. (2018) Hotel environmental management initia-
tive (HEMI) scale development.

8 Booking.com (2017) Booking.com reveals 2017 sustainable travel intentions, goals and considerations.
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Appendix 3: Interview with Anna Fedl

Interviewee: Anna Fedl
Interviewer: Apostolos Tsiantis
Date and time: 03.05.2019, 13:00 CEST

Duration: 42:13

INT: I would like, just for the record, that you to tell us your name and position in the
hotel.

ANNA F: My name is Anna Fedl and | am the hotel manager of Boutiquehotel Stadthalle.
INT: And how long have you been in the hotel?

ANNA F: | am here for more than 7 years. When | started working here, | worked at
housekeeping and service and after one month | changed to the reception team. And now,

since 2017, I am back in the Boutiquehotel and | am the hotel manager.
INT: What does the manager do in the hotel?

ANNA F: | am responsible for every department, so that every process is going on, and
that the guests are satisfied and the employees of course. So, | am like a mother for the
hotel, so everybody can talk to me. As well for all the partners. And if there is a renovation

or something, | also have to take care and support.

INT: Now I would like to ask you something more specific. How is the situation here in
Vienna for a hotel? How difficult is it? What are the advantages of operating a hotel?

ANNA F: I think it’s not difficult to have a hotel in Vienna. I think it’s difficult because
of the numbers of hotels in Vienna. But if you can tell a story or you have a good philos-
ophy like us, with the green philosophy, that we are supporting the environment, | think
that’s a unique selling proposition. So, that’s why we are the best 3-star hotel in Vienna.
But | think the big challenge for us is the climate change because you feel it yourself, it

Is getting hotter and hotter in the cities and | think that is the big challenge for us because

85



DEFINING AND ASSESSING ENVIRONMENTALLY FRIEDNLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

we are not having air-conditioning in our rooms, so | think this will be an advantage of
the competitors because most of them have air-conditioning. This could be for the guest

an advantage that we don’t offer.

INT: That’s basically also the answer to my next question, how competition looks like in
Vienna. So, would you say that it is tough because of the huge number of hotels? There
are approximately 426 hotels, according to Wien Tourismus. But do you think your com-

petitor is another green hotel or any other 3-star hotel?

ANNA F: | think it’s any other 3-star hotel. Like our green philosophy — I don’t know
any other hotel in Vienna. | know that some of the hotels are offering biological food as
well or they also have solar panels or maybe also a photovoltaic system. But we are doing

many things for the environment and I don’t know any other hotel.

INT: I know that the Boutiquehotel Stadthalle was a pioneer. They did it first and the do
it best.

ANNA F: Yes. But it’s a process. We are not finished yet.
INT: Glad to hear that you don’t stop, and you are going for it.
ANNA F: Yes.

INT: And talking more generally about Vienna. Do you think it’s a green city, a green

destination? Somewhere where eco-tourism happens, so to say?

ANNA F: Yes and no. There is a study, where Vienna is mentioned as a green city. But
you know, the woods are outside and I think in the city there could be more trees, more
green areas. But you are really fast in the woods or you are really fast on Kahlenberg
where you can spend time in the nature. And you can see that Vienna Tourism is also
making, like green conferences. So, I think yes, we have to do more things. We are in the

right direction but...

INT: | think this is the answer of the most people so far. Yes and no. | know the next
question actually answers itself. Is the Boutiquehotel Stadthalle promoting itself as a
green hotel?

ANNA F: Yes!
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INT: I think it’s more than obvious. And how do you communicate this? Do you use
social media or the moment someone goes in the hotel, or a guest walks in, do they realize

that this is a green, sustainable hotel?

ANNA F: Yes, we are using social media, like Facebook and Instagram. And we also
have a nice website. We are getting a new one in June. | am looking forward to that. And
if you enter the hotel you can also see it already outside, with our green garden on the
hotel wall. And I think if you enter the hotel, after a few steps, you can see our garden.
That’s also a sign for a green hotel. And if you are not seeing it if when you are entering
the hotel, you can see when you enter your room because in the room we have some
information; 9 things why you sleep better in our hotel. There we explain what we are
doing for the environment. We have just LED lamps in the hotel, we have solar panels,
we have photovoltaic and on our lavender roof we have also 6 beehives and these things

we can communicate to our guest.

INT: I think we will discuss a lot about what the hotel exactly does. | am really looking
forward to this part of the conversation. Would you be able to say, maybe the position
does not allow it, but at the same time you communicate with guests, as far as | can un-
derstand, would you be able to say that, being green has affected how people choose their
hotel to stay in Vienna, or in any city? Would you say that there are these eco-conscious

guests that prefer a green hotel?

ANNA F: Yes, | think so. Because | think the people are more aware about what they
consume, so they want to know where it comes from, what they buy and where they are
getting it from. So, I think many people think before going on a journey. In 2009, when
we opened the Passive House, many people came to us because they wanted to sleep in it
because maybe they would also build their home like the Passive House. And | think in
2009 - 2010 most of the people came because we were working eco-friendly. Nowadays,
it’s difficult to say but I think most of them or around 40% are coming because we are
working eco-friendly. Many people are also coming because of the price and maybe the

combination as well.
INT: I know the moment the guests come, they can say, why did they choose the hotel.

ANNA F: Yes. Many guests are also surprised because of our products because they just

booked the hotel. When they enter the hotel, they are like: wow, what a beautiful garden,
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friendly employees, good quality at the biological breakfast buffet! At first, they do not
know anything about us but when they are leaving, they are coming back.

INT: That’s great actually! And do you think that the fact that a hotel, not a specific one
but in general, is green, is more sustainable and because of all these practices you already
mentioned, do you think it could make someone prefer a green hotel to another same-

priced or even lower-priced hotel?

ANNA F: Yes. I think so. Maybe | am not the perfect person to say. But I can just compare
with my parents. If they have the possibility, if they have the chance to choose a hotel,

they would choose the hotel with the environmentally friendly philosophy.

INT: Another question that is also really easy to answer without asking you is if the hotel
is implementing green practices. And you already mentioned yes and a few of them. But
was it like this from the beginning? What’s the story here? When did it start? When did

it become green or greener?

ANNA F: So, Mrs. Reitterer bought the hotel from her parents in 2001 and | think they
had already implemented a recycling system. Also, her mother managed to get the Aus-
trian Ecolabel. But | think the big beginning was 2009 when Mrs. Reitterer decided to
build the Passive House. She decided to have an eco-friendly operation and then after that
we decided to have a biological breakfast. Then we decided to reduce waste and so on.

Step by step.
INT: So, let’s say, until 2009 it was not as green as we know it today?
ANNA F: Yes, right!

INT: So basically, you would say the reason why this happened, is Mrs. Michaela Reit-

terer herself?

ANNA F: Yes, because in her private life she didn’t want to exploit the environment. She
wanted to support it and decided to build the Passive House because she is a visionary

and she knows that we have to do this for the future, for our planet.
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INT: And she was already the owner. So, | guess this was easier. Because | can only
assume, if you already have the house you can do more or less whatever you want. You

are not paying rent.
ANNA F: Yes, you don’t need to ask.

INT: And how devoted are management and employees? Meaning, how much time would
the people, that are working in the Boutiquehotel Stadthalle, spend to make sure that eve-
rything they do is green and to make sure that the goals are achieved. How much do they

want it? How much do they love this idea?

ANNA F: They are really motivated. Sometimes more, sometimes less; that’s normal.
But as you already said, we have goals for every department every year. This year the
focus is on green goals. The goals are not the decision of my own. | make up the goals
together with the department managers. So that’s why they are motivated to achieve the

goal.

INT: How many employees do you have?

ANNA F: 31

INT: Do they all have an idea what the hotel is doing?

ANNA F: | think the front desk yes, also the technician — he knows everything about the
technological system. Some people at the service team because they have to know the
products. But | think the most difficult team, | mean difficult to understand the green
mind, is the housekeeping team because of their background. Sometimes they do not re-
ally understand what the meaning of that is because they never had it at home. So, we try
to also give them the information, sometimes also in their language so that they can un-
derstand, why we recycle, why we reduce, why we do not throw everything in one bin,

why we separate.
INT: Yes, housekeeping is important.
ANNA F: We just have one bin in our room, and we have to separate.

INT: Yes, it totally makes sense. But | guess management is really focused.
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ANNA F: Yes, and if you are focused... And for us it is also important that our employees
are happy. It is not important that they only do their work but that they also feel good. So,
we talk to them, we are doing a summer party, we are doing a Christmas party. That’s

important for them and that’s why they are motivated to do this extra work.

INT: Maybe you are working here long enough to kind of have an idea if it is very ex-
pensive or it indeed means higher costs to become green.

ANNA F: | think in some parts yes, but in some parts no. When we started the biological
breakfast buffet, we thought that we will spend much money. But in the end, it was not

much money. If the guests are getting a higher quality, they are also paying the price.
INT: You believe that people would want to pay more to be in a green hotel?

ANNA F: Yes, because they know the eggs are good... The quality is an important thing.
Also, if the room is clean, if the furniture is looking good and not too old... I think if the

quality is good, they are willing to pay.

INT: You already mentioned that the Passive House was built in 2009...
ANNA F: Yes, I think after 10 years you can say it’s rentable.

INT: Because it’s a zero-energy balance. So, | guess it makes what it...

ANNA F: Yes, Mrs. Reitterer said once to me: the questions is if you are willing to do it.

It’s not how much it costs. If you want it, do it.

INT: Sounds great. As a vision. Now it’s the question that interests me the most. What
kind of green business strategies are currently followed in the hotel? What you do more

or less when it comes to recycling, saving water, energy...

ANNA F: So, every year | have a goal with every department, for example with Christian,
our technician, we want to build a recycling station for the lobby. So that people can
separate their waste on their own, just to show them what you can do in Vienna. For the
paper you have the red one, for plastic the yellow one. So, we want to show them in a
public part of the hotel how they can recycle their waste. For example, at the housekeep-
ing we have bags for the bins, and they are really used often and | wanted to reduce them

or to not have them at all. Housekeeping was not happy with that, so | decided to look for
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an eco-friendly bag, for example made of corn stark or recycled plastic. Yeah, we will
see. We did not find it yet. It’s also a question of the price. And the front office team, they
want to work more paperless because we are printing the invoices and the confirmations.
Yes, we are printing many things on recycled paper, but I think we are able to print less.
We hope in the end of the year we will have a system to reduce the paper. And we also
have a really nice project this year called Corporate Happiness. For us not just the envi-
ronment is important, also our employees. And we want to have happy employees. We
have many long-term employees and I think it’s also a reason because they can work
flexibly; they can make their own decisions. And one goal of mine is that | want to have
a new cosmetic line for the rooms because at the moment it’s not refillable and I want to

reduce the waste, so | want to find a new cosmetic line for our rooms.
INT: Sounds great actually. How many departments do you have?

ANNA F: Housekeeping, front desk, technician, service for breakfast and then we have

marketing and sales.

INT: More or less with management, you would say five departments. When you have a
plan, an idea, for example, it being any kind of water saving idea or practice, how does
the idea go? Would it go through the manager of the department first and then to employ-

ees or...?

ANNA F: Yes, first | discuss it with the department manager and then | get an idea how
we can do that or what is important to do. I don’t want to stress my staff. We have goals,
we have to work together, we have to support each other, and | want that it is not a stress-
ing project. We discuss it together and then after the department manager presents it to
the staff.

INT: Could you tell us a few things that the hotel is doing at the moment in order to be

green?

ANNA F: For the electricity we have the 93m? photovoltaic. We have over 100m? solar
panels for hot water, we have no minibars, so we are saving 21.000 kilograms of C02. In
the shower we have a system to reduce the water a little bit, I think by 35%. Then we
have the 6 beehives and the honey you can get at the biological breakfast buffet or take it

home. Zero (energy) balance in the Passive House. We have a building from the 19th
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century, there we don’t have a zero (energy) balance and there we buy electricity, but just

environmentally friendly electricity.
INT: How many rooms do you have?

ANNA F: Around 40 are in the Passiv- and more than 30 in the Stamm- haus. We have

79 rooms.

INT: Basically, half the hotel is energy independent. If this is not great, I don’t know what

is. I guess you can find more of what you do online?
ANNA F: Yes, of course!

INT: 1 would like to ask a specific question, if you have established an environmental
management system. As in, you have specific actions you want to follow, you have spe-
cific goals. If you have set the goals. You have mentioned this year is based on specific
goals. If you write it down in a document and you pass it on to the employees, or the

department leaders.

ANNA F: So, we don’t have established an own environmental management system.
Every three or four years we do the European and Austrian Ecolabel and with these two
certificates, we evaluate our processes for the goals. In the end of the year we have a huge
meeting and there, the department manager presents the goal and how it worked and if
they finished it. What was good, what was not so good. What was the challenge. If they
reach their goals, they are getting a reward. For example, a voucher for another hotel, so

they can spend a weekend there or a voucher for a restaurant or another special treatment.

INT: You are basically using the criteria of the European and Austrian Ecolabel. Who is
responsible for making sure that the goals are achieved, that these practices are happen-

ing?

ANNA F: First of all, the department managers, but also me. In the end of the year | have
to draft a report for Mrs. Reitterer to explain what went well and what failed. Everybody

is responsible.
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INT: As you said in the beginning, you do a lot of things as a director. Would you be able
to tell us what indicators you use to see that the progress - what you are doing, is going

well? So, how do you judge that something went well?

ANNA F: If the goal is achieved and what is the result. Some things you can measure it
and sometimes you feel it. It depends on the goal and we are always doing individual

assessment. It is not every time the same evaluation.
INT: Do you have a Plan B if something is not working?

ANNA F: Sometimes the plan B is coming in the way, if Plan A is not working. We
always have the intention to find a solution in the way and not after a year when you say:
ok it has failed. We always try to have a plan B in the same way with the plan A.

INT: Now this brings us to the most important question, for me at least and my thesis. Do
you think, or have you noticed that being green, being a green business, has affected the
local society, the local economy, the environment. | know it is really specific, because it

IS just one business, a medium business actually.

ANNA F: | am not sure if we have affected the local society or the economy or the envi-
ronment. The environment, yes, maybe in some small part because we support the envi-
ronment. | think we have the chance to inform the people, to give them information what
they can do also at home. They are spending the holiday here and when they go home,
they are thinking about reducing plastic or maybe they are taking the old furniture and
renovate them. Or they are doing something with upcycling. So, | think in that way we

can affect the people and the society.

INT: In this case, would you also be able to say that your employees are affected in a

way, that they change in a way or how they are at home?

ANNA F: | know from one employee that she saw that we are buying biological food and
also started in some parts to buy biological food. We talk to the people and we tell them
that it is healthier.

INT: According to your latest, from 2018, CSR report you mentioned that being a green
hotel has enabled you to pay your employees more than the Kollektivvertrag (collective

agreement).
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ANNA F: Yes, that’s right. In general, service jobs are not well paid. If you compare our
branch to, for example, the IT one, we are doing both the same. We are both working for
people, but we are getting paid less than the IT support for example. And we are paying

more than, as you said, the Kollektivvertrag.

INT: As | said in the beginning, it is a small hotel, a small company, so in a way it kind
of has a small effect on the destination.

ANNA F: Last year was a good year. And we had a really good compensation, so that’s

also the reason. If we make more money, we can pay more money to our employees.
INT: Or even start at some point having more employees.
ANNA F: Right.

INT: You already mentioned the European and Austrian Ecolabel. Is there any other cer-

tification that you are working on or want to run for in the future, 1ISO or EMAS?

ANNA F: Maybe in the future. But we think it is not really necessary, because we think
in the future the people are not choosing the hotel after a certificate. The certificate is just
for ourselves, to evaluate the processes. I think it is not an advantage to have a certificate

for our guests.

INT: This is a rather sensitive topic. Let’s say the relationships that you might have with
the local government and how do they react to a green hotel, a green business? Are they

helpful, are they trying to be against it? Maybe neutral, maybe nothing...

ANNA F: They are not against it. You have the feeling that they want to support you. But
it is always difficult and not easy-going if you want some support. Because for the Passive
House we got monetary support from the government, but it is always a huge process.
And if something is difficult, the people are not interested in it. Maybe this is also the
reason why not so many people are doing the solar panels or the photovoltaic panel in the
city or privately. For example, at the new Hauptbahnhof there is a huge roof and there

they could have built a photovoltaic system, but they didn’t make it.

INT: And when you say monetary support, did they give you an amount and you had to

pay it back?
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ANNA F: The government supported the companies who implemented photovoltaic pan-
els and they give you some amount that you can afford it. But it is just an amount and you

pay the rest by yourself. But you don’t have to give it back.
INT: That’s great!

ANNA F: Because you are doing something for the environment. But we just have a co-
operation with NGOs and green companies that they can sleep in our hotel for a cheaper
price. We just have a co-operation that they stay with us. But they are not supporting us

to get green or something.

INT: It is basically the effort of some people in the hotel. Would you say that the fact that
Mrs. Reitterer is also the president of the Austrian Hotelier Association has helped? Has

the organization helped?

ANNA F: Of course. So, everybody knows her, everybody knows the hotel. Not every-
body is staying with us when they are in Vienna. But | think many people are also coming
because you can see her on the TV or on the newspaper. She is our testimonial!

INT: And lastly, as you already mentioned you already started, but you don’t stop. So,

what are the future plans of the Boutiquehotel Stadthalle in terms of being green?

ANNA F: We are going to renovate 17 rooms in the hotel and according to the sustainable
development goals from the United Nations. The theme is once again upcycling and we
will do this with Gabarage. That’s a company who is working with people who have been

addicted to drugs and they want to give them a better life.
INT: This is definitely how you affect the local society.
ANNA F: Yes, with this project sure.

INT: Since they are working on upcycling it is already a more sustainable and greener
project. It is a chain reaction that you might end up helping someone. And you already

mention that you already have this upcycling theme in some rooms.

ANNA F: Yes, we have 6 rooms upcycled. And we get 16 rooms and one goal will be at

the breakfast room. No hunger at the breakfast room. This is a big goal for the next two
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years. And then we also have a new and amazing sustainability report which is also fo-
cused on the sustainability goals of the United Nations. So that we can show what we are

doing for a better future. If you want to live on this planet longer.
INT: Anything you would like to ask me?

ANNA F: No thank you.

INT: Is it okay if | quote what you said?

ANNA F: Yes, everything.
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Appendix 4: Interview with Eva Burritscher

Interviewee: Eva Burritscher
Interviewer: Apostolos Tsiantis
Date and time: 04.04.2019, 13:00 CEST

Duration: 1:08:05

INT: So, hello there once again and thank you for meeting me.
EVA B: No problem!

INT: If you don’t mind stating for the record your name and your position here in the

hotel.

EVA B: My name is Eva Burritscher and | am the general manager of the hotel
INT: And how long have you been in this hotel?

EVA B: For 13 years and in this position 5 years.

INT: If you don’t mind me asking, what did you do before being the director?

EVA B: | did all kinds of things. Front office manager, assistant of the manager and re-

ceptionist.
INT: Excellent, so you have seen already how the whole hotel operates.

EVA B: Yes, and it helped me a lot getting in this position and it was a lot easier to start

in this position knowing already everything about the house.

INT: Makes total sense. To start with a general question, actually, since you are working
for so many years in the hotel business. Are there any difficulties when operating a hotel
here in Vienna or some advantages? Some good things, some bad things? Just a general

idea.
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EVA B: There are many difficulties and there are many good and bad things. But in a city
the difficulty is the competition with other hotels and that the hotel market is growing and
growing but the guests are not growing as fast or as much and there is always a battle
about price and a lot of chain hotels offer very low prices which we cannot do. It’s very
hard to compete in that. Many people are only organizing their holidays with the price,
so it gets very hard to have high quality and also attract a lot of guests. Also finding staff
and employees is getting harder and harder because the tourism is not very attractive
anymore because young people or people in general do not want to work on weekends,
in shifts, in the evening or working in food and service. It’s not very attractive anymore.
You need to look very hard and it gets very hard to find enough people, to find good
people who are willing to do this job and the tourism is changing so people are not staying
very long and young people do not want to stay in one workplace that long. They want to
gain a lot of different experience and in a family-ran hotel you do not have so many
opportunities to get them in higher positions so that they can gain further experience. So,

that’s very hard.
INT: And the people you still have working here, are they here for many years already?

EVA B: It depends. We are lucky to have in every department at least one or two people
who are here for at least 2, 3,4 years, so that’s very good. But it depends on the depart-
ment. We have a lot of part-time students working at the reception and if they end their
studies they probably leave, or they are from Germany and go back to Germany or from
different countries or they find positions which identify more with their studies. So, that’s

a little bit hard.

INT: How many employees do you have at the moment, if | may ask?
EVA B: 40. But a lot of part-time employees.

INT: Would you say most of them?

EVA B: Yes. Most of them.

INT: I can only understand it’s difficult operating a hotel here in Vienna. You already
mentioned competition. Who do you think is your biggest competitor? Is it, as you men-
tioned, the big chain hotels who can indeed play a little bit with the prices maybe lower

them down or since you are a 4-star hotel it’s the hotels in this category in specific?
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EVA B: Some of both. It always depends. There are lot of guests who only search for the
price and these are not so important for us. Every guest is important but it’s not so much
our target group. We want to attract people who are looking for quality, for art, for sus-
tainable tourism. That’s our target group but that’s not enough. We also need the target,
the guests in general and then it’s hard because these days there are so many low prices
everywhere and you cannot control them and the prices in Vienna are changing at least
once a day. Then the chain hotels are a big competitor because in Vienna the people don’t
stay that long. They usually stay 2 to 3 nights and they spend the day in the city, so the
standard or quality of the room is not so important for them. So, they think I am only
there for sleeping. | can also stay at Motel One and they are a big competitor in that case.
There are some 4-star hotels around here but we are also friends with all of them but there
is always competition. People also prefer a very good 3-star hotel instead of us because
it’s cheaper or it’s directly at the metro station or it’s closer to the city center. There are

many different things which influence this competition.

INT: But it’s really interesting to hear that there is indeed a competition, but you might

also have to work together.

EVA B: Yes, because we have to unite against the chain hotels because these are all pri-
vate hotels or also family-ran or private and there is also a group which is called private
city hotels. The Boutiquehotel Stadthalle also was a member of them and it’s in Switzer-
land, Germany and Austria. Private hotels in a city. We have an intranet, Hotelkit, and
we also meet once a year and we use it a lot to work together or share problems because
in general we all have the same problems.

INT: And you are also part of this association.
EVA B: Yes. From the first day.

INT: Sounds great! You already mentioned and this is actually the biggest part of this
Thesis and this interview as a matter of fact, you mentioned sustainable tourism which
interests lots of people, me included, and | would like to ask you about your opinion if

Vienna is a green destination.

EVA B: I read the question and it’s a tough one. It’s getting there, I think. It changed a

lot. In the past years there is a lot of change and still the city or the government is trying
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to get there. And you can find green things or sustainable things in the city everywhere.
So, it’s getting very popular. I think it’s one of the clean cities, but we can still increase
it. I was in cities that were very clean and | though Vienna is really dirty and also the
other side. I think if we compare it to the world, we are doing a good job. But still, I don’t

think we are one of the greenest cities. What’s your opinion? You are not from Vienna.

INT: I was born and raised in Athens and I live here for 2 and a half years and actually,
according to studies, in 2018 Vienna was the 5th most sustainable city in the world. This

was a surprise.
EVA B: Yes, for me too.

INT: As you can understand | am not here for that many years that | can also express a
more elaborate opinion but I think it’s getting there, exactly as you said. In the same

direction, would you say that your hotel is a green business?
EVA B: Yes!
INT: And do you promote it as such?

EVA B: Yes, but only since a few years. It always was but for a lot of time we did not

tell anybody or nobody knew it.
INT: Nobody cared actually.

EVA B: And we thought because nobody cares. And since 4 or 5 years the trend is grow-
ing and growing and then we realized, ok now we can tell everybody or we should tell
everybody about it and that was a very good decision because we are getting a lot of good
feedback and more and more people recognize it or get to know it and they feel very good
if they stay here, we realized. If they know we are green and they search for and control

you, they are more satisfied.
INT: Are there any specific platforms where someone can find the hotel?

EVA B: Everywhere! On our website we have a lot of details and also on all travel sites
where you can book us like Booking.com, it’s written everywhere and since a few years

there also new things like TripAdvisor. I think we have silver there for environmental...
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INT: There is a list actually with the greenest hotels in Vienna.

EVA B: Exactly. We try that everywhere where you can read something about us it is

mentioned that we are green.

INT: Do you also use social media because nowadays...

EVA B: Yes, we use it a lot and actually most about our posts are about sustainability.
INT: So, Instagram, Facebook | suppose?

EVA B: Only Facebook.

INT: Excellent! And you already mentioned, you touched upon the idea of the guests and
how they leave more satisfied. Do you think. and more or less you probably answered.
but do you think that it’s indeed a greener image that affects the way that the guests per-

ceive a hotel?
EVA B: That’s a bit sensitive point because it’s still not like it brings you money.
INT: That’s very interesting actually.

EVA B: People do not say, or only very few, let’s go to Vienna and let’s stay in a green
hotel. They say let’s go to Vienna, let’s stay near the city center, let’s say we can spend
maximum 150 euros per night and then they get 20 or 50 hotels and then they say let’s
choose this one because it’s near the city center, we can afford it and it’s green. So, at the
end, it helps us that we are green but it’s not the main point for people to choose their

holiday. Not yet.

INT: Not yet at least. Have you had guests that came just because you are green? | mean

you cannot say for sure...

EVA B: Idon’t think so. But it’s growing and there are many of the who have a few hotels
and said let’s book in one of the three and then they said let’s choose this one because it’s

also green. That happens very often nowadays.

INT: So, you would not say at least for now that a hotel being green is a competitive

advantage.
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EVA B: Yes.

INT: It’s also getting there, it’s growing. Really interesting. Now we are kind of moving
forward to the most important part. So, has the hotel been implementing green practices?

You said already yes and you said from the beginning, is that correct?
EVAB: Yes.

INT: How long has the hotel been operating?

EVA B: With the family Mayrhofer, which are the owners, about 40 years.
INT: Do you know, do you have an idea what they did?

EVA B: For example, they installed a tool in which you can switch off the heating in
every room and bathroom on its own. So, you can say: now | switch off the heating only

in 101 because there is no guest for 2 weeks or for 3 days and that saves a lot of electricity.
INT: So, this is still operating or a version of it?
EVA B: Yes. Now it’s a very big version.

INT: I did not expect that answer, I am not going to lie to you, especially if you say it was
40 years ago. People were not really aware of the environmental problems in general and

businesses did not really care that much about being green or greener.

EVA B: And also how the windows were isolated. I don’t know since when we have it
but they are since | am here. So, we have the biggest solar panel on the roof from the old

hotels of Vienna and in summer we make 50% of our warm water with it.

INT: Sounds great. How big is it approximately? How many square meters of solar pan-

els?

EVA B: Roughly it starts from there to there (pointing at the hotel’s fagade). There are

balconies in between so it’s not all covered.
INT: Almost the whole fagade of the hotel.

EVA B: If you want, we can go and have a look afterwards.
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INT: Sounds great! I would love that, really. It’s 40 years since then but do you know
what was the reason they wanted to make a greener hotel, or more eco-friendly?

EVA B: It’s two brothers, the owners, and the mother who got the hotel in the first place.
It was their goal. They believe in it very much and they always thought it is very important

to do it that way and also because it saves money.
INT: So, it’s the same family, you said Mayrhofer, that still owns the hotel.
EVAB: Yes.

INT: So, you would say that the owners themselves played a very important role? It was
their idea basically.

EVA B: Yes, and they started with it.

INT: And how devoted are management and employees? When you hire someone, you
as a director or someone who is responsible for a certain department, how important is it
that your employees and you as management are really devoted to the goal, the green

goal?

EVA B: Actually, it’s a very funny question because nowadays it’s the different way
around. It’s for the people who want to come and work here so important. They come
here and tell me before I even can: | read that you are so environmentally friendly, | like

that so much because it’s so important to me and that’s why I want to work here.
INT: This I have never heard before, | am not going to lie to you.

EVA B: Imean it’s 2 or 3 years like that but it’s very impressive, | am still very impressed

about that. But it’s every time we hire someone.

INT: I only know one more person who did this and it was me. | wanted to go to the
Boutiquehotel Stadthalle because it’s right next to my place but when I learned about it,

I was indeed... I understand what you mean. Do you have any trainings?

EVA B: Yes, we have handouts which people get when they started working here and

you always say to them: please read our website very carefully because most of it is writ-
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ten there. We go with them through the house and tell them especially what’s the envi-
ronmentally green things we do and we also, in their first week, talk a lot with them about
it. We explain a lot. Every department has a meeting with their team once a month and

with every meeting there has to be at least one point about sustainability.

INT: That’s really interesting. How many departments do you have?

EVA B: We have breakfast, reception, housekeeping, management. Yes, 4.

INT: You are serving breakfast, | can see a bar already. Do you also have a restaurant?
EVA B: No.

INT: That’s very good. Less food that goes to waste.

EVA B: And it’s a lot more of organization.

INT: Definitely, | understand. This is also a sensitive topic when it comes to costs. Was
it costly back then or even now when you are doing something greener, when you are

changing to something different?
EVA B: Yes, most of the time it is.
INT: Like greener technologies for example...

EVA B: Or green products. So, food is very expensive if you buy organic, Fairtrade and
regional products. The Boutiquehotel Stadthalle has only organic food. We would also
like to have that but it’s too expensive. We have products and we try to increase them

every year but still it’s very expensive.

INT: I can totally imagine. This brings us to probably the most important question here,
I have a whole page where | can write about it. The question would be: what kind of green
business strategies are you currently following? So, what are your goals, what are your
ways of achieving them and in which departments, which operational levels and | would
also like to ask about the structure, how it goes. Does it go from the top to the bottom,

from management to the rest of the employees?

EVA B: For example, every time we have to purchase something new, when we have to

replace something, we want to plan something new, we want to change something old we

104



DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

always think first what’s the greener way to do it. That doesn’t mean that we can always
afford it but first of all we always think when we look at something how can we make it
greener or more sustainable. So, we always try in our decision to implement the green
point. And we do that always. Also, for example there is a tool in Hotelkit where the staff
can propose ideas. We once said to all of our staff, because they started having a lot of
green ideas, if there is something, we do it together and our employees think a lot about
that and they also help us a lot to do things greener. The manager of every department is
responsible for every team. | am very lucky with all of them because all of them also think
very green and we didn’t even have to train them so much and they always do a very good
job to motivate the team or to make sure all the green standards are working and they help

a lot to motivate people that they work with.

INT: So, when you want to do something I can already understand that you plan it. When
you want to change or invest in something you really plan it and you all have a conversa-

tion about it, I guess...
EVAB: Yes

INT: ... and then you would go on with implementing it, with actually doing it. Then, do

you review it, do you check out if it’s working. ..

EVA B: Yes, surel

INT: And would you say that you constantly try to improve it somehow?
EVA B: Yes.

INT: Could you give me a few examples of what kind of green practices, what kind of
policies are happening in the hotel?

EVA B: For example in Vienna, because I grew up in the countryside, it’s not common
to have organic waste. So, you don’t have it automatically. You have paper and restmiill
(residual waste). So, we ordered organic waste bins so that we can separate organic waste
at the breakfast and at the breakfast we have very strict rules about waste. We look very
carefully and everybody is controlling all the time that waste is separated correctly. For
example, until a few months ago there was a waste of Tetrapak and we had a company

who came once a week or 3 times per month and collected it and that is not existing
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anymore, I don’t know why. And at the Praterstern there are bins for Tetrapaks and plas-
tic, so every day one of our employees goes there with a very big bag to separate the waste
correctly. It’s common for them. It never happens that they do not do that. And also with
plastic bottles. We take that very seriously and we also try to control very strictly that
nothing goes to waste so that there is nothing rotten or that you have to throw away. Our
employees also control that strictly. The breakfast is until 11 and then everything from
the breakfast comes in the kitchen and from 11 until 1 every department every half an our
has their break and they can eat anything they want. It helps a lot not to throw away so

much.

INT: I think that’s one of the few things that are really different to a big chain hotel where
from my experience at least, they would just throw the food away and maybe provide

different kind of food for the employees and this is a big waste.

EVA B: | actually experienced that myself when | was working in a chain hotel. It was
so hard for me, | could not imagine why they were cooking extra food which was not
good and throw away full plate or baskets of perfect food, in front of me. I could not

understand it. I still can’t. But I think it’s very common, still.

INT: Unfortunately. It’s a good thing from one side that you are trying to provide food
for your employees, trying to keep them happy, healthy but at the same time, why waste

so much food?

EVA B: And it also happens when the date on products, how long you can use them, they
are never right. But you cannot sell things if they have expired and we always, if it’s only
a few days or a week, give it away to our employees. We put it somewhere where they

can all go and say, please take it, it’s still alright.
INT: You mean at home, right?
EVA B: Yes. They can take it with them.

INT: That sound great! Anything in specific that makes the rooms of the hotel a bit

greener?

EVA B: Yes. We have air-condition in the whole hotel but we switch it completely off in

winter so you cannot use it, you cannot switch in on in your room from October until
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May, depending on the weather and we do it very strictly and a lot of American guests
are not that happy and we always tell them they just have to open the window. But there,
we are very strict and we have in our minibars organic Cola and juices and, maybe you
have heard about it, it’s called the Good Chocolate, it’s from the company Plant for the
Planet and for every chocolate bar you buy they plant a tree.

INT: I had never heard about it. That’s great actually.

EVA B: And we have it in the minibar for our guests. For birthdays or something, we sell
it at the bar. We also have stickers in the bathroom with a few points to tell the guests
what they can do to make their stay a bit more environmentally friendly. If they want to
reuse the towels, they just hang it and if they throw it on the floor we take it away and get
them fresh ones. They should take care that they switch off everything when they go
outside and we also now have in every room that you need the key card inside to have
electricity so that when you go outside the room there is no chance that anything is
switched on.

INT: So, the moment a guest stays with you, even if they didn’t know it before they came,

they realize that this is a green hotel.
EVA B: Yes, they are reminded every time, everywhere.

INT: Would you happen to know if housekeeping is also using more eco-friendly prod-

ucts, detergents?

EVA B: Yes, only eco-friendly products and we also have shampoo, shower gel and body
lotion. We don’t have these little things that are packed individually. We have big bottles
in every room which we designed by ourselves and it’s with organic products only. People

can also buy them and a lot of people do.
INT: That’s great. It saves so much water.
EVA B: It saves water and everything.

INT: Now that you mention water, actually, do you have any specific plans or strategies

on preserving water?
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EVA B: Yes, we have in every room, every shower and every sink special water-savers
so that not everything flows down, only a little bit. It stops the flow. We try, when clean-
ing, to save a lot of water. So, our housekeeping stuff are instructed how they can clean

without using so much water.

INT: And would every manager from every department try to, because you mentioned
many times the word strict, control these things?

EVA B: Yes, everybody.

INT: That’s actually really important. Moving on, this is the more complicated question,
if you have established what is called, what is known as environmental management sys-
tem. Basically, just to describe it because | have provided a definition underneath but is
a little complicated, you say that: we as a hotel have this mission, this is what we do, this
is our policy and this is how we do it, that’s what we want to achieve, these are our goals.

So, do you have an environmental management system?
EVA B: Yes. Did you ever hear about the Austrian environmental sign?
INT: I saw it in the front actually.

EVA B: Every 5 years, because the instruction or the rules are changing, you have to
renew it and you need a program, you need to show them with that program in which you
make clear what you are going to change in the next year or in the next five years or in
the next month. For every department you have to make points what you can improve,
what are your plans improving sustainable work and we use that chance, because we have

to do it anyway, and that helps us a lot to not forget about our goals.
INT: Did you create a document that you sent them or a report, | guess?
EVAB: Yes.

INT: I guess this would not be anywhere online?

EVA B: No. It’s just for us.

INT: The last time you applied for it, and as | saw you achieved getting the certification,

what were your goals?
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EVA B: Our goals were to, for example, we have butter and some kind of spreads as
products in the breakfast we still have in plastic wrapping and our next goals are not to
have any plastic or anything wrapped at the buffet. So that we only offer products that
have no wrapping. We want to increase our organic products at the breakfast and more

Fairtrade products. We are going to build in another building of ours photovoltaic.
INT: For energy, I guess...

EVA B: Yes, for energy.

INT: Not for the heating, because you already have the solar panels.

EVA B: For electricity, yes.

INT: Because you already know that the Boutiquehotel Stadthalle is a zero-energy bal-
ance hotel for 10 years now. It’s hotels like this that should lead the way. Like your hotel,
the Boutiquehotel and other examples all over Europe. Because it’s easy to become

greener. It’s easy to help the environment.

EVA B: If you are searching for environmentally friendly hotels, we are on the second
place, I think in Vienna, right after the Boutiquehotel Stadthalle. But they are not the

competition because we are friends actually.

INT: I realized already. The first person | asked if they know anyone was Ms. Fedl.
EVA B: And she said go here.

INT: Yes!

EVA B: It’s also for us very good because they are the masters, our heroes and we can
ask them a lot of things.

INT: It is amazing, the way you see them. Because it’s a dog-eat-dog world. Everyone
looks out for themselves in every kind of business; hotel industry and whatever kind of
business. So, it’s great to see that people are working together because there is one com-

mon goal. To be greener, to do good for the people.

EVA B: Yes! And it makes your work so much easier if you can talk with other people

who do the same. It’s such a delightful experience.
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INT: I am very happy to hear that. Coming back to any official documents, do you have

anything, either online or...?

EVA B: CSR report. That’s online.

INT: ...and you describe your goals?

EVA B: Yes. Exactly.

INT: And this is communicated to your employees?

EVA B: Yes, it’s in every public room for employees, it’s on the wall.
INT: Either they want it or not they will see it.

EVA B: Yes, they have to read it.

INT: Trainings are not the most efficient. Also, from my own experience, just to sit in a
chair for 8 hours and learn about something, you will fall asleep in the middle of it at

some point. That’s more efficient.
EVA B: Yes, constant repeating is the only thing that works.

INT: Exactly! I definitely understand. Probably also for me, as a student, reading about
environmental practices and policies and strategies, the most important thing is to evalu-
ate them. You already mention that you are trying to check and that you want to check if

everything works. Whose responsibility would that be?
EVA B: Mine.

INT: Is there any example that you could provide; any policy, any green practice that you
are really taking care that it’s working like it should be? For example, the water conser-

vation or the energy? Do you have an example of what you do to control it?

EVA B: | try to have a look in winter at our system where the heating is switched on and
switched off individually. I control it. | look at it and | control if that could be right. In
our cellar we have a room which is only for waste separation. We have bins with pictures
for electricity, plastic, batteries, all kinds of things to separate it. There are pictures, what

comes where and I go there every day to control if it’s right.

110



DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

INT: I guess, because you already mentioned about the certification you have had, you
had some goals. Do you also make sure that you achieve these goals?

EVA B: Yes.

INT: That’s also great because it’s not a huge hotel with 400 rooms and a million em-
ployees and it’s also important, and this comes once again from my personal experience,

that everybody works for the same goal.

EVA B: And it helps a lot. If only one person controls it, you never know where to start
and where to end. In the cellar, where these separations bins are, a lot of employees come
to me and tell me: have you seen? It’s not right! So, they also control it, even if they don’t

have to because it’s very important for them.

INT: We can also imagine, as you mentioned, that there is some problem. Something
doesn’t work as it should. For example, you having used too much water, electricity. Is
there any mechanism that would make sure that the next time you check upon this goal,
it will be ok. Is there something that you would say works as a parachute when you are

falling?

EVA B: Yes, of course. We are going through our invoices; we are checking how much
electricity. We actually go with a bucket and a clock and control how much water is going
and down and then we experience that we thought these water stoppers are everywhere,
but they are not. We read that guests refuse to change the towel daily even if they want
to. So, it’s everywhere, you have to control it all the time. Nothing works from the begin-
ning and I just have reminders on my list that [ have to look everywhere. You can’t say:
I did everything now to be greener, told everybody, | gave everybody the right things and
now | sit back and relax because | am a green hotel. That never works. You have to work

every time and you have to control everything and you have to tell everybody every day.

INT: It only makes sense. What | get from you and got from other people as well, having
talked with other managers, is that constant and continuous controlling is actually the

most important.

EVA B: Yes.
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INT: Acting proactively. This question derives from my thesis itself. It’s the essence of
my thesis. How have your green practices affected the local society, economy and envi-
ronment? I know it’s very hard to measure stuff like this. It’s hard to say we saved so
much water, so we won the battle. Would you be able to say that what you do has affected

the community, the economy, the environment in specific way?

EVA B: Yes, for example when we applied for the very first time for this Austrian envi-
ronmental label, somebody came and helped us because you have to measure everything,
you have to give them a lot of figures; how much electricity you use, how much water,
how much waste you produce. We didn’t know that our system with this heat switching
off was such a great idea or that important or that it works so well. We just thought we
want to save more electricity, let’s do it that way. He was from an office which are meas-
uring electricity and the use of it and he was totally out of his mind and he said he never
saw a hotel or anything like us because we reduced so much our electricity and we such

good figures and he looked at our system and he said it’s perfect!
INT: That’s great!

EVA B: We were so happy about it because we were doing it for so many years and never
thought about it.

INT: When I heard that this happened approximately 40 ago... I am still shocked! I cannot
believe because as I said it’s something that many people hadn’t though of 40 years ago.
You already mentioned external people checking out your figures. Do you have any con-
sultants as a company? You said you were green from the beginning, but do you ever hire

a consultancy company?
EVA B: No.

INT: Would you say that the society or the neighborhood at least here are aware of what

you are doing and you affected them in any way?
EVA B: The neighborhood not, but our employees, our guests and our kollegs (trainees).

INT: The employees in what way would you say? They became greener in the way they

also behave at home?
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EVA B: | think so, yes.

INT: What I also got from Ms. Fedl, it doesn’t have to be the case here, is that being green
would also mean that you might have the possibility to pay your employees better than

the collective agreement for example.

EVA B: Yes. You are totally right! We also think that sustainability is not only being
green. It’s also treating people right. For example, our reception team has adopted a child
in Africa from world vision and we support a child and our owner said when you do that,
we do the same, we also adopt one, a kid in Africa and we are supporting them. It was a
very good experience for our team. So, it’s very good to share that and once a month
shiatsu masseurs come to us and every employee can go there for half an hour and they

don’t have to pay for it and it’s not free time, it’s their working time.
INT: Do you have any open positions? | could just come for the massages!

EVA B: No, that’s not working! Also, I never though about it in that case but we do it
like Anna (Fedl) every year or every half a year we have meetings with every employee

and if we are satisfied with them we increase their pay.

INT: Basically, the idea that being green, being greener actually saves up some money.

Would you say that it’s true? Would you agree with that?
EVA B: Yes. But it also costs a lot of money but you can also save money.

INT: I can only imagine that when you start being green, if a normal hotel wants to
change, wants to shift to greener practices, then it’s a huge amount of money that you

need to invest firstly.

EVA B: It depends. We thought that too. At that time it was a different time, we were not
aware of that and we thought the Austrian eco label would be a lot of work, a lot of effort
and it would cost a lot of money and it wasn’t the case because we realized we are doing
already so much we didn’t even know, which they require, so it didn’t cost us that much.
People are so afraid because they think they have to change so much, they have to work
so much more, it’s so much effort and it will cost so much money and that’s the problem.
They just have to read it, or they have to talk to somebody like us or to other environmen-

tal hotels and then you realize you can find so many things that you are already doing. |

113



DEFINING AND ASSESSING ENVIRONMENTALLY FRIEDNLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

mean there are hotels that are not doing such good work in parts of being green but they
wouldn’t even think about it. People who consider it, they would be surprised when they

are brave enough to do it because you won'’t find anything that aren’t already doing.

INT: Correct me if I am wrong here. It’s not only being cost efficient and managing to
save up money. It’ also the feeling that you get because you already mentioned that people

come to you...

EVA B: Because they want to feel better. | also feel very good knowing that | work or

that I lead in an environment that’s so important for sustainability. It makes me feel better.

INT: I mean, it’s a job and every job is a job. But people also from my circle and friends
of people I know say: I am working, I am making that much money but I don’t feel good
in the end of the day. They might be working for a normal corporation or it doesn’t have
to big a big-scale or small-scale business and lately people, at least that’s how I see it,

want to do something for their soul.

EVA B: | also hear that a lot. But how is it in Greece?

INT: We need at least 2 more hours... Coming back to the hotel, you already mentioned
the Austrian eco label. Are there any other certification schemes like ISO 14001, the well

know or...

EVA B: No, we don’t have that but we have the eco label which is the same as the Aus-

trian environmental label but for Europe.

INT: You don’t mean the EMAS, you mean the eco label?
EVAB: Yes.

INT: And you mentioned also the Austrian certification.

EVA B: Yes. They are very similar. And we are member of the sleep green hotels, as you

know.

INT: There are only 2 names on this list for Austria and it’s of course this one and the
Boutiquehotel Stadthalle. This is also a sensitive topic, among others, but | would like to

ask you, if this is of course ok with you, how is the local government’s behavior, stance
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towards a green hotel. Most green hotels are small-scale hotels. Did you ever come across
some difficulties or they opposed to any plans of yours, for example the solar or the pho-

tovoltaic panels?

EVA B: It’s a process and they don’t make it easier for the hotel. There are so many
standards which you have to fulfill which do not fit with green thinking. For example,
when you make the Austrian eco label then you get difficulties because they require things
you cannot do because the 4-star standards require something different. For example, you
have to have in very room little soaps, shampoos, shower gels if you are a 4-star hotel
and they say you cannot do that if you want the label. That’s very hard. There are many
rules from the government and many standards you have to fulfill and if you buy new
things or you make something like the solar panels there is so much paperwork you have

to do.

INT: Bureaucracy in general. | am Greek, so | know how bureaucracy can be. A discour-
aging factor. Would also the minibars be a problem? Because | know that a 4-star hotel

has to have minibars in every room.

EVA B: We had this problem. And then we switched them and replaced them with ones
that do not use so much electricity. Then you do it that way. | would prefer not to have a
minibar. 9 years ago, we were 3-stars and we had empty minibars and when we got the
4th star we had to have full minibars, you can’t only say I offer my guests a fridge. So,
we were searching for organic coca cola, juice and chocolate to make a compromise.
That’s how we do it. We tried to make a compromise but it makes it very hard and some-

times it’s very frustrating because you would have the will to do it and you cannot.
INT: It’s not easy fighting alone but someone has to fight the good fight.

EVA B: But it’s also wit the guests. You cannot only do everything because you want to
be green. There is a funny story. We had a Nutella at the buffet and I said it’s not a very
sustainable product and not a very healthy product and there is an organic chocolate
spread with which we replaced the Nutella. We couldn’t do it for long because our guests
started a revolution and every second review was that this cannot be. People were going
to the supermarkets and they were bringing it here. So, we said: let the guests choose. We

have Nutella and organic chocolate spread and nobody was eating the organic chocolate.
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We had to get rid of it and now we just have Nutella. So, you cannot always do everything
to be green and just they way you want to. There are many factors.

INT: You have to find a balance.
EVA B: Yes, you have to find a balance and make everybody happy.

INT: Exactly. Because, of course, fighting the good fight is what everybody should be
going after, but at the same time it’s a business and it has to make money in order to go
on. Because hotels will exist no matter what this hotel does. And it’s better if you still

exist and you go on setting an example.
EVA B: And you need to compromise.

INT: Would you say that you ever had to go against someone in the government or an

association or something just to take the side of the green hotel philosophy?

EVA B: | understand what you mean. Not really or not so hard. | mean we had a lot of

discussions.

INT: Did you have any support? You already mentioned that you and other hotels are
working together, or you might be exchanging ideas but did you ever have any other of
support? You already mentioned the association within, Germany, Austria and Switzer-
land. Any NGO?

EVA B: It helps a lot that we are good friends with Michaela Reitterer and they help you
a lot. If you have any problems, they will at least try. If you really take it seriously and
you discuss a lot with people or with the government or institutions at the end, they will
help you as well. What should they do when you say it’s for the environment or for sus-
tainability? They will lose at the end. You have to be very hard on them. You cannot back

down. As you said, sometimes you fight alone and sometimes you lose.

INT: This also touches upon the whole idea of Vienna being a green city. You mentioned,
for example, that the neighborhood or the society doesn’t really know that much of the
hotel. You don’t get that much support, so to say. You know that one of the 17 sustaina-
bility goals is to be a sustainable city which for example means having green spaces and

being able to provide a garden is a green space.
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EVA B: The government, in the first place, didn’t want to allow it to us.
INT: To have a garden you mean?

EVA B: To let people out because they are too loud for the people you live around. They
were coming and measuring it, how loud it is, and it was too high. We said we have it for
a year and we applied for it but it takes so long until someone comes to control it. We
said: what should we do? Then they thought about it and said: let’s make an exception.
Really! And it’s so important because almost every guest mentions it in the review that it

is so good that we have that garden for our guests.

INT: I think people, even if they come for 3 or 4 days, no matter what their age is they

want to go around...
EVA B: And then come back to...

INT: Exactly. Because the big hotels do not really provide it. If you go to the Ring, for
example, the hotels that have access to the garden are not that many.

EVA B: | think so too. Even though. The government is against it.
INT: But at least they made an exception in the end.
EVA B: That’s the most important thing.

INT: Do you have any future plans when it comes to green business strategies? Something
you want to achieve in the next years, something that would give you the label again?

EVA B: The photovoltaic. Decrease using plastic like straws at the bar. Decrease waste
and use more organic products. Offer more organic products, more Fairtrade products.
Things like that.

INT: Anything else you would like to say? Any last remark?
EVA B: | think it was already a lot.

INT: Excellent. Is there anything you would like to ask me regarding this interview, this

topic?

EVA B: Maybe if you could send a copy when it’s finished?
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INT: Gladly! Hopefully it’s going to be good enough that it’s on the website of the library
of the university. A last question — permission. Would | be able to quote what you said

today in my thesis?
EVA B: Yes.

INT: Excellent!
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Appendix 5: Interview with Brigitte Trattner

Appendix 5 Interview

Interviewee: Brigitte Trattner
Interviewer: Apostolos Tsiantis

Date and time: 06.05.2019, 16:00 CEST

Duration: 59:01

INT: Mrs. Trattner thank you for having me here. To start with an easy question, how
long have you been here in this hotel and what are your position and duties?

BRIGITTE T: | took it over as general manager in January 2014.

INT: You were the general manager from the beginning, or did you start in any other

position first?
BRIGITTE T: Here in this hotel? As a GM yes.
INT: And what are the duties in an overall perspective of a general manager?

BRIGITTE T: AT the end, the full responsibility in regard to finance, employees, guests.

So, the overall responsibility of the hotel management. Whatever...
INT: ...whatever comes up.
BRIGITTE T: Yes.

INT: How do you perceive the general situation here in Vienna? How difficult is it to run

a hotel? What are the difficulties in general? What are the advantages, if any?

BRIGITTE T: Well, | would say the difficulties are the same like everywhere. Running a
hotel is a people’s business that brings its challenges with it. Besides that, it’s a 24/7
business. It has different needs and different challenges than a bank that closes at 6pm.
The advantage in Vienna is obviously the destination itself. So, Vienna is a city, it is a

destination itself. It is a huge advantage.
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INT: How does the competition look like? You are a 5-star hotel, | guess you compare
yourself to other 5-star hotels of course.

BRIGITTE T: Yes. Competitor-wise you have all the major brands you have here. There
is more coming. So, at the end it is pretty much the same as in many cities where eventu-
ally the growth takes over the tourism flow. And then, after some years, it equalizes itself.
I think Vienna is the same as many other major cities, there are waves, up and down which

bring back the rate up and down, always in line with supply and demand.

INT: Since we are already talking about this great city of Vienna, would you consider it
a green destination? Would a tourist think of it when thinking of sustainable tourism, or

alternative ways of travelling?

BRIGITTE T: I guess. If you make a decision in regard to green, the first cities that would
always come to your mind would probably be the northern cities; Stockholm, Helsinki,
and these cities. | would think Vienna is as green or not as green as most other German
speaking cities. So, if you look at Munich or Vienna it might probably be the same. Vi-
enna has, | think, for sure one advantage, compared for example to Berlin, that the public
transportation is better. It is cheaper, pretty advanced, you really can go outside the city.
We do not have the need of a car. And with that, Vienna is quite a unique European City.
I could not think of a city that has such a good public transportation of a big city, as

Vienna has. Besides the money factor. No city in Europe offers it that cheap.
INT: It is very important for the people and the tourists.

BRIGITTE T: Absolutely. And of course, looking from that side, Vienna is probably a
very green city. Specifically, when you look at transportation, the offer versus the price.
This is pretty unique.

INT: Talking about greener ways of acting. Would you say that this particular hotel, the

InterContinental of Vienna, is a green business? At least at the moment?

BRIGITTE T: I would say no, because it is in many ways not green at all. It is a 60’s
building, it is full of concrete and badly isolated, sitting on old equipment. In regard to
energy consumption | would say this is not an energy efficient property. If you would
build that nowadays, it would probably be more energy efficient than it is currently. So,

I would not flag this hotel as being very green.
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INT: In general, when we are talking about tourism. Would you consider - the way you
see it, as a person, as a traveler, as a general manager - that the way that other hotels
promote themselves, saying that they are green - it being true, it partially being green-
washing- do you think this has affected the way that people choose their accommodation

when they visit any cities in the world?

BRIGITTE T: | guess the longer the more. | think at the moment there is still a lot of
greenwashing, as you say. But the longer the more it does become important. 1 do believe
there is still a long way to go. However, only looking at companies, they start asking for
green certificates, or energy management systems et cetera be it because it is a standard
they need to ask or because slowly people do get concerned about it. | still believe there
is still a huge way to becoming more efficient and becoming better. | do not think that
specific company chain hotels... I do not think that there is a lot being done. I still believe
everybody has it on their agenda because it looks good but not because we really take it
seriously.

INT: That’s really important what you say right here.

BRIGITTE T: I mean if you are really critical about it. Of course, we also have it on our
agenda. IHG has it on its agenda but is it good enough what we do at the moment? No,
definitely not.

INT: I think that any actions towards that direction have been relatively smaller. If one
would take the example of Vienna, you more or less have two really green hotels. | would

say from a total of 4000 properties.

BRIGITTE T: Absolutely. I think we are nowhere near calling ourselves being green. Not

at all.
INT: it is a very big title to begin with, and it is a really important one. But yes, there...
BRIGITTE T: Which two hotels are you talking about?

INT: These are also the two hotels that I am interviewing. The Boutiquehotel Stadthalle
and the Der Wilhelmshof, the one that is close to Prater.

BRIGITTE T: I only know the one at Stadthalle, what Michaela Reitterer does.
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INT: And I also had the opportunity to work for them. And | could see it from the inside.
And there is a lot that they are doing. Also working at the Imperial Riding School made
me understand that it is difficult to implement stuff like this in a big or luxurious hotel

perhaps.

BRIGITTE T: I do not think it is difficult. It is of course a matter of... Well, some things
are difficult, looking at some buildings, how they are. Specifically, in this hotel, if they
really would like to become serious about it, we would have to start with the facade, the
window glazing, with things like that. So, if we really would like to become more energy
efficient it definitely would start pretty much from scratch, because not so much has been
done here in this property. So yes, in many ways of course it is difficult, but you would
do it probably if there is one big refurbishment coming up. Then, of course we would

nowadays look into these things.

INT: And since we talked about this whole idea and competition so far, do you think if a
hotel nowadays is promoting itself as a green hotel, would gain what most of the hotels

want, a competitive advantage over someone else? If we put it on the same stars level.

BRIGITTE T: I don’t think it is a question about stars. It is much more a question of how
much you are really willing to do. Because if you look at the Boutiquehotel Stadthalle,
they have really taken all the consequences and fully implemented it all over. But I think
it could be done in a 5-star hotel as much as in a 2-star hotel. | do not think it is star related
because | do believe a customer who stays in a 2-star hotel does not mean that he is not
environmentally aware. And he still might choose between 2-star properties, the one be-
ing environmentally friendly and the other one not. So, I think it can be done, or it should

be done in any star rated hotel, irrelevant if it is upmarket or lower market.

INT: It only makes sense, for the environment also perhaps for this niche of guests if a
hotel would choose to. And I am actually aware that, at least that’s what Mr. Ferrari told

me, you are working at the moment towards this direction on a certain level at least.

BRIGITTE T: We are doing what we can do. Obviously, we all know we are highly en-
ergy inefficient; we are not a good example for low energy usage. However, this is not an
excuse, for basically doing nothing. You know, we are all using a lot of materials, we are
all using tons of plastic. We are using chemicals endlessly. We are basically looking into
it from an operational point of view. Looking at the chemical and how are we using it, if
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there is an alternative. What machines are we using? Where are we using plastic? Is it
necessary, is there an alternative? So basically, we are looking into it from a daily opera-
tional point of view and | just try to clean it up. This is what we have started this year,
looking into it and questioning basically every purchase, all the ways of working and see

if there are ways of doing things better.

INT: And if | may ask, what was the reason behind the idea of starting it this year in

2019? Of starting of thinking about either reducing, or becoming more efficient?

BRIGITTE T: The reason behind is that the company, the global company, has put cor-
porate social responsibility on its agenda by giving hotels targets. So, a target is one thing
and how can a global company put a target to 5000 hotels? Of course, you have to stand-
ardize it somehow. So, what they are doing is basically using the consumed energy di-
vided by occupied room. And when we received the target, we knew that this is for us a
target that is not much useful, because this hotel is energy inefficient and even if the
occupancy is high or low, it does not have an impact on energy. For thousands of reasons.
But we said: okay, we might not be able to fulfill that target, however we take it from
another side. We take it from another point of view. We still take energy, or wastage on
our agenda and see what we can do from an operational point of view. So, it’s not exactly
what the company wanted to do, but on the other hand we said: ok, we still want to do
something. That’s how we came up with it. We started questioning our internal processes,
procedures, wastage et cetera and for that reason we started to work on that. Today a bit

more serious than we have been before.
INT: And what are the goals, or actually what is the time frame?

BRIGITTE T: It is not so much the goals. It is more whenever we come up with a new
purchase, we start to question how much plastic is part of it. Is it reusable? Just to start
questioning not only from a price point but also from an environmental point of view.
And really started and we came up with little things you know. Uniforms for example,
being individually wrapped in plastic, where we said: well we get 100 uniforms a day, so
is it really necessary to individually wrap it in plastic? You know, things like that. And

there are thousands of these things.

INT: Did you already change this?
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BRIGITTE T: Of course. So, when we purchase or repurchase a machine, we just pur-
chased the cleaning machine. Now we found out that there are cleaning machines that do
not need chemicals. They seem to work with water or there are machines that do not use
chemicals at all. And so, you know, we got this machine. We really started to look into
these things. Or the chemicals we are using for the washing machines. Is there something?
There is of course environmentally friendly chemicals. So, you know, whatever we pur-
chase, or we reorder, we started to question in that regard. So, there is no timeline behind,
there is not a real target behind. It’s simply by setting up an action list and by the end of

the year we want to review and say okay what have changed and what is the impact.

INT: So basically, you would say it is the brand leadership that drove to this step? Because

it was a centrally given mandate, let’s say.
BRIGITTE T: That was possibly the kickoff.

INT: So, the issuing of the CSR and the issuing of specific targets is what also gives you

the motivation.
BRIGITTE T: Right.

INT: Would you say that, already for as long as you are working on this direction, man-
agement and employees are already into it? They are already taking the environment into

consideration?

BRIGITTE T: I do believe they are happy to jump on that. Because we also made an
internal competition where we asked the employees to hand in ideas. And we got almost
100 ideas back. So, there is a willingness of looking into it, of thinking about it. So almost
every second employee handed in an idea, which to me is not bad, 100 ideas is a lot. And
a lot of these are little things. And we say of course we can do that. And we of course will
discuss it on our employee meeting, which | have every second month where we give a
regular update what has been implemented, where are we, where do we stand. Just to keep

it on the agenda and to keep it going.

INT: Do you maintain a certain team, like a green team within the hotel?
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BRIGITTE T: It is not actually a green team, it is part of the meeting. And the drivers are
of course the department heads. So, there is a department head in each division and they

of course basically also drive it, question things and come back with ideas.
INT: How many departments do you have?

BRIGITTE T: The key departments are, kitchen, service, housekeeping, front office, fi-
nance, HR, sales. These are pretty much the big departments.

INT: And you mentioned around 200 employees?
B. 217.

INT: It is a big hotel; it seems like it. It is necessary | believe. And so far, from what you
witnessed - and it was actually really interesting, and that’s why I wanted to have an
interview with you, that it is in the beginning what you are trying to do and I find it really
interesting for this thesis as well - would you consider, or does it seem like, this changing
or these specific decisions you might make, that have a greener touch, they also come
with a higher cost?

BRIGITTE T: Yes and no. Some are and some are not. We were actually surprised that
some products are pretty much the same prices, as the disposable ones. So, | do believe
that also in the industry there is a lot going on. For example, to get rid of plastic is nowa-
days almost the same price. | think also the industry is changing a lot, the products are
changing a lot because obviously there is an increasing awareness and we cannot move

on like we were doing the past 30 years.

INT: I can only imagine chemicals might indeed be a little bit more expensive or turning

to organic food.

BRIGITTE T: Chemicals yes and no. But there is quite a lot out in the market. It’s defi-
nitely worth to invest and the interesting thing is that sometimes even smaller companies,
that have... or for example when it comes to chemicals, we now found an Austrian com-
pany that is pretty much offering the same price as one of these international big players.
And the international big player does not offer disposable chemicals. So, | think some

small companies are faster with developing new things than often the big ones are. Which
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is good. | mean, so there is quite a lot out on the market. It is worth to question them and

to invest. It is not necessarily much more expensive.

INT: Beause this has actually become, I wouldn’t like to say, like a justification for not
turning green but it is a go to, it’s an escape goat as in: we are not turning green, because

it’s expensive because we have heard it’s expensive.

BRIGITTE T: But it’s worth to question that. It’s not necessarily true, or not anymore.
INT: Not anymore at least. There are more options indeed as you already mentioned.
BRIGITTE T: Yes.

INT: Do you have a target for every single department. Or a few sub targets for every

single department of yours?

BRIGITTE T: At the moment, we do not have a target. At the moment, we just say that
whatever we purchase, whatever we move we want to question whether it makes sense. |
think by the end of the year we can make a first review and then it might be a possibility
or opportunity that we say: let’s go and take a step further and look into what else we can
do, or what else can we do and save more. But this year we don’t really have a target on

it.

INT: Have you established and environmental management system? So, | guess the an-

swer here is no, because you don’t have a specific set of goals, or...

BRIGITTE T: Well, we do have an environmental management system which is the of-
ficial IHG system which is called Green Engage. So, all 6000 hotels are basically on that
system. But again, this system, | mean it is a good system, however, would there a target
behind this, it was not really usable. Because the building itself is highly energy ineffi-
cient. So that’s why we decided for us, that we can’t make it. We use Green Engage, there
is even a target behind there, however we also know that this target cannot be fulfilled by
the hotel, because it is at it is. We do measure energy, we do measure waste, we do meas-
ure water consumption but there are not really any big changes we would, or we can do

in the next one or two years.
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INT: And in that case | can only imagine that there is nothing legally binding, obviously
it’s like guidelines, the Green Engage is like guidelines.

BRIGITTE T: Well legally binding, of course whatever is legally binding you have to
adhere anyhow. Like waste separation, you know, whatever the city, whatever we have

to do, we are doing anyhow. But besides that, we also do have the Austrian Ecolabel.
INT: Have you already been certified?
BRIGITTE T: Yes, certified for about 5 years.

INT: And is there any environmental policy document or programmed you have issued?
So basically, would you say that you would use a CSR report of the whole company, as
your bible, to navigate throughout the whole procedure of turning green or turning greener

at least?

BRIGITTE T: Well the CSR, a global CSR report is of course always very generic, and |
do believe a hotel needs to find its way, what is best to do. So, no I am not using the CSR
report as my bible, because we are talking about hotels that are from China between South
America up to Russia. It’s highly generic. Of course, some countries are much more ad-
vanced when it comes to the use of different ways of waste separation, which are, you
know, given in other countries. | think these reports are always guidelines. A company,
or an enterprise has then to look into what you can do on top of what is legally required.

Because it’s always about that, what more can you do and what is legally required.

INT: You already mentioned, the whole measurement of energy of waste and water con-
sumption. Are there any specific criteria or, let’s say, limits you need to surpass, specific

numbers you need to reach?

BRIGITTE T: You cannot. You know, if you do have a building that is basically 55 years
old, and you do not install a new boiler, or a new system, how would you become more
energy efficient from one year to the next one. If the things you can do have been imple-
mented, then typically it comes back to investments in order to really change the overall
consumption. Same with water. If you have the water reducer in the room, if that is all

done, there is not much more in addition to that what you can do.

INT: If you don’t change it already.
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BRIGITTE T: If you don’t change. Of course, you can try to educate the guests and say

well, but you know...
INT: Especially in a luxury hotel...

BRIGITTE T: This all works to a certain limit, but eventually you have reached what you
can do, specifically also to water consumption. It’s a lot about efficient equipment. I be-
lieve. Specifically, when it comes to water. Or to electricity. It’s about equipment, isola-
tion. To switch off the light, you would do it with the room key anyhow. These are already
standard things nowadays. If you go into a room, you need your key to switch on the air
conditioner and all that stuff. As soon as all that is done there is not so much more you
really can do to become even more efficient. | do believe, there is still a lot we all can do
when it comes to waste, when it comes to usage of plastic, when it comes to food waste

and these things. I think there is still big potential.

INT: So basically what we need is a combination of the endeavors of both the guests, who
need to either educate themselves so to say or to at least try to be a little bit more envi-
ronmentally aware, and of course, looking at the big picture, the hotel should reduce what

it can introduce already on its own.
BRIGITTE T: Absolutely.

INT: It is definitely a combination of these two powers. And going back once again to
the measurements you mentioned before. Everything the hotel is doing or wants to do,
who would you say is the responsible one to overlook all those processes. Would it be the

head of every department? Would it be you after all?

BRIGITTE T: After all me. But after all it is everybody and specifically the department

heads.

INT: And if we talk about indicators evaluating the green progress of the hotel, you would

not be able to talk about any indicators at the moment, because...

BRIGITTE T: Well indicator, what would be an indicator? An indicator is for example,
cost of linen per occupied room. Cost of chemical per occupied room. These are all indi-
cators because obviously, the cost of linen, for example, shows you how much linen you

have used per occupied room. Because if the cost goes up typically the linen usage goes
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up. So, of course it’s also electricity, but it’s much more than that. It’s food cover per
guest. A lot of the costs are also related to the usage of things in the hotel. The entire

cleaning. Not payroll, of course. But cleaning supplies is related to usage of cleaning.
INT: Have you been controlling all these things? As you mentioned cost of linen...

BRIGITTE T: Yes of course. We have all these costs in our monthly financial statements

and there of course you see how much was spent per occupied room for example.

INT: What would happen in case you would realize there is a problem. Like a red alert

would somehow go off and you see there is a problem.

BRIGITTE T: You would start investigating. You would start looking into it. Probably
there is an explanation for it. Could be that you have a business exchange. A guest from
India typically uses more linen than a European guest. So, you firmly start investigating

where the additional costs come from.

INT: So, you think already forward. You have to more or less forecast something like
this. You need to be. It’s good that you have an idea that you already answer that you
need to investigate it first, that there should be a reason. Cause it might just be, not just
in a hotel but any kind of company, that they have no coping mechanism, if something
happens, they don’t know what to do actually. They are just being caught unprepared. |
find it at least, that’s why it’s also part of this questionnaire, I wanted to see how people
would react in case of something going really bad. And this is basically moving to one of
the last questions. This is the essence of my whole research here. | know that you already
said, that an effect is, to begin with it’s really hard to measure, it’s really hard to see, but
what kind of effect do you at least expect with your greener practices on the local society,
economy or the environment or have you already seen anything? I know it’s a really tough

question and...

BRIGITTE T: Well, the question, first of all, is very hard to measure, because you never
know why, or you often don’t know why a guest chose a specific hotel. Often you only
can guess unless you ask to start each guest, that will check in, why they chose this hotel
and not the neighbor hotel next door. | personally believe that the industry changes be-

cause there is a changing demand of the market. There are people more and more asking
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for sustainability. So, | believe often the industry simply reacts to the changing the market

conditions.
INT: So, you would not say, it’s because of their love for the environment and or...

BRIGITTE T: Well, I am pretty realistic when it comes to that. | do believe that a lot of
it is simply done because the business requests it or requires it. | honestly do not believe
that there is a lot of self-fulfillment or any other agenda behind. It all sound good, the
company is also saying: yes, it is important but they only say it’s important because the
demand is slowly changing. | believe that probably younger generations are becoming,

hopefully, a bit more conscious about it. But I don’t think...

INT: Will it be the case in Vienna though, that a change of specific hotels and the exist-
ence of a view really green hotels changes a mindset, either of people, of younger gener-

ations. ..

BRIGITTE T: | do believe that, that a destination itself could market probably into that
direction but if you really want to stick out you have to than everybody does. | cannot
think of a single city, I would have to say | have to go there because they are completely

taking the topic environment seriously. I couldn’t think of a city, maybe you know one.

INT: A specific city would be actually more than hard, and there are many cities that

consider themselves green, for example Ljubljana was Europe’s greenest City...
BRIGITTE T: But why?

INT: I am not aware of that.

BRIGITTE T: Okay.

INT: Because | can also not see it. | have been there a couple of times in the past two
years and | think it was the green city of 2018 and | have absolutely no idea why. Because
it was rather dirty, there were not that many recycling bins, for example which is the first

thing one would expect in a city that’s...

BRIGITTE T: Yes, recycling, waste separation, buses that are purely on electricity, you

know... Also, in Vienna, why doesn’t Vienna not ban the old busses that go into the inner
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city, they have to be on electricity for example. | could not think of a single city that really
sticks out for being a pioneer.

INT: A major city, a big city at least, it’s not...

BRIGITTE T: Vienna does a lot. | think they still could do even more. If you really want
to be recognized as a pioneer.

INT: Definitely. And having talked to Mrs. Reitterer about it, in general talks and as part
of my thesis report, she is not sure. She would not say that Vienna is such a green desti-

nation. Even though it is so much time...

BRIGITTE T: Wait. Vienna is not more or less green than many other cities. That’s what
I am saying. | think it is. Vienna is great. Vienna is doing a lot. Public transportation is
probably one of the best in Europe. And Vienna probably could even go as that further
up. We are having the best public transportation, we are having probably only E-cars in
the inner city, you know, with having a few more things that we really say: okay, if you
want to see a green city — go to Vienna. I think Vienna is good, but...

INT: The best place to live for the past 10 years.

BRIGITTE T: That’s what Vienna managed to be for the best 10 years. And | think Vi-
enna would have the potential of being one of the greenest cities in Europe. | am abso-

lutely convinced.

INT: I am very happy to hear that, because of the position you are at, you are also able to
save it on a certain level, of course, by trying to promote, either on your own as an Inter-
Continental, or generally as hotel owners, managers and so on. | think you do have the

power to save it.

BRIGITTE T: I do believe so. And specifically, when it comes to tourism you do have a
voice, specifically in a city as Vienna. Millions of tourists that come every year and |
think, Vienna would definitely have the potential of becoming not only the best and most

livable city but also the greenest city.

INT: When we are talking about the local society of this hotel, because it’s like a small

city here with more than 200 people. Do you think it has affected their lives, the way, you
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already mentioned, that they pitched 100 ideas. Do you think it can also affect the way
how they think of the environment and the way they behave in their houses? Or have you

even noticed a change.

BRIGITTE T: I don’t know. You only can hope that some of it is taken back home. But

I think it really has an impact on the private life of my employees, I only can hope.

INT: Are there any auditing schemes that you are running for? You already mentioned
the Austrian environmental certificate. Is there something you would be interested in, or

you are looking into?

BRIGITTE T: I don’t, I am not a big fan of, I don’t know, having 10 labels. We used to
have the Green Globe, which we then gave up, because we said Green Globe is doing
pretty much the same as Green Engage. I don’t think it’s a matter of having five labels,
it’s much more a matter of how seriously you take it internally. In the end, they all have
pretty similar measurements, there is some that are stricter than the others. To me it does
not make sense to have 4 or 5 of them. Because you basically have then 5 different

tracking systems, because everybody is using its own and this does not change the...

INT: To more of a sensitive topic here. What is the stand of the local government towards
green businesses, or towards businesses that want to shift to greener practices? Is there
any support, any opposition, any obstacles or you might state that you want to turn greener
and you receive some kind of support? It does not have to be monetary, could be guide-

lines, trainings. ..

BRIGITTE T: Well, the Austrian Ecolabel is an Austrian initiative, not Viennese but
Austrian. Support... I would not know what support. I think in many ways the govern-
ment could even be stricter. | do believe that many things happen if you make them to a
law. So, | wouldn’t expect more subsidies. It would make sense to push the agenda harder.
But of course, if you push an agenda, there is always a pro and a con. So, the government
needs to find some way in the middle. In the end, I am not sure. At least Vienna has a
green party as part of the coalition I personally believe it’s good to have.

INT: Is the hotel, or the firm, part of the Austrian hotel Association? Are there any rep-

resentatives at the association?
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BRIGITTE T: I couldn’t tell you. Probably Mrs. Reitterer can give you more information
on that.

INT: Excellent. One closing statement. Any future plans that you, any future big plans at

least, for the hotel in a greener perspective?

BRIGITTE T: Well, the hotel is heading towards a big refurbishment and for that, the
entire subject of energy will be a big topic. That’s for sure.

INT: Would you be able, because you mentioned it a few times, and it is actually really
important, the energy efficiency, to foresee such a big change within the next 5 or 10
years, that would make this building energy efficient? But we would probably be talking
about substantial changes. Would you be able to see something completely different in

this hotel? Something way greener, something more efficient?
BRIGITTE T: Triple glazing of the windows.
INT: Would you be okay with?

BRIGITTE T: This is not a decision | can make. This is a decision an owner has to make.
To be honest | cannot answer you that question. This is a matter of long-term view, this
is a matter of cashflow, a matter of many things, which I really cannot answer. These are
questions you have to ask somebody that is a hotel owner. They of course would have a

certain view on their own building. This I couldn’t answer.

INT: Maybe | pass by in 5 or 10 years again to see how it went. Is there anything you

would like to ask me regarding this questionnaire or the thesis?

BRIGITTE T: No.

INT: I hope I can quote all the material you gave me today, | hope this is fine with you.
BRIGITTE T: Yes, sure!

INT: Thank you so much for your time!
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Appendix 6: Interview with Michaela Reitterer

Interviewee: Michaela Reitterer
Interviewer: Apostolos Tsiantis
Date and time: 25.04.2019, 17:00 CEST

Duration: 1:14:24

INT: Hello Mrs. Reitterer, thank you so much for having me here. I would like to start
with a really simple question. | know | am interviewing the president of the AHA but |

would like you to let me know what are your duties, what is it that you are doing.

MICHAELA R: The AHA is doing political negotiations and we always try to focus on
the frame conditions that we have for the Austrian tourism. This is my first work that |
have to do as a president. Of course, the AHA does some more things. Another chapter is
our campus where we have trainings for owners, for employees but only focused on hotel
business. So, this is the only education that is only focused on hotel business. For instance,
the Unternehmer Akademie (Entrepreneur Academy), UNA as we call it, is a training for
2 years. It leads you to your next step. Normally for the hotel owners, especially in the
countryside, their only concern is what the neighbor is doing, so they always try to be
ahead of the neighbor, but they have to think: what do we need here? Who will be my
guests? Who do | want to attract with what | have? What do | have to change to be number
one in the market and not to be better than my neighbor. In this case you are training for
your presentation, how to deal with the banks, how to make your business plan. This is a
huge thing. It lasts for 2 years and then we have a department heads’ meeting, Abteilungs-
leiter Akademie (AKA — Head of department academy) and this is for managers’ level,
like F&B managers, front office managers. There they are connected with others, like
with 20 others from all over Austria and they learn how to motivate their teams, to have
better planning for their duty plans, how they can improve management in their depart-
ment. This is a training that lasts for more than a half year. It’s 3 weeks in these 6 months
and you have an exam at the end and the UNA does it. There are some other daily trainings

that we do for everything, like the data protection rules or whatever appears. How to have
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a better performance on social media. All these daily trainings that we do for the hotel

owners and for the general managers.
INT: Is this funded by the government?

MICHAELA R: Everything is funded by the AHA. We have a membership that people
have to pay for. We are a free association. It’s not a duty to be a member like with the
Chamber of Commerce. We have to convince all the hoteliers to be a member, to pay for
that. Especially my duty is also to tell them about what we are doing, how we can improve
and what are the frames that we need for the hotel business, for the tourism businesses,
for the hospitality business in Austria and to deal with the government or other institutions
to guarantee these frame conditions for the hotel business.

INT: You are the president for the 5" year...

MICHAELA R: Now it’s my 7" year. One period is for 3 years and | was elected this
January for the third time and it will end in 2022. And then it’s over.

INT: How many hotels or how many hotel owners are part?

MICHAELA R: We have 1430 members. When | finish | want to have 1600 members.
When | started in 2013 we had 1100 members. We had a good growth and a good increase
but you always have to have big goals.

INT: Definitely. Aim for the sky and you will at least get to the clouds, right? This number
brings me to the next question. According to Wien Tourismus, in Vienna, the capital of
Austria we are talking about 416 hotels and we don’t talk about any hostels or AirBnb,
34.107 rooms and a total of almost 68.000 bednights. How does competition look like?
How is the competition in the industry between the hotels?

MICHAELA R: We have a very huge growth within the last years and now we are here
with about 68.000 (rooms) but what we have to consider is that we have 22.000 beds on
Airbnb, so every 4" bed is an Airbnb bed and they have no rules, they are not included in
the rules, most of the time they are not included in the law and don’t pay taxes whatsoever.
If every 4" bed in our portfolio of Vienna is an Airbnb or any other kind of sharing econ-
omy bed, then we have to consider this. This was one of my big goals last year and we

managed this year to have registration duty all over Austria for all the hosts. They have
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to be officially registered. Otherwise they are not allowed to be on any platform. Not on
booking.com, not on AirBnB, not on Ferienwohnungen.de because the city of Vienna will
never get the names of the hosts and any kind of data from AirBnB. So, the hosts have to

register themselves and this will be a law by the end of the year.
INT: Was this your idea initially?

MICHAELA R: It was our idea and it was our effort. | was really running for it. It is
something that its origin is in the cities but it is already expanding to the countryside, to
the small villages and it will be a topic for all hotels in Austria, not only for the hotels in

Vienna.

INT: This is also for you as a hotel owner. I know it’s not in the questionnaire but how

do you feel about Airbnb if I may ask?

MICHAELA R: | do not care about Airbnb. I mean there is enough for everybody. We
have a very good occupancy rate, we have a very good room rate so we cannot complain.
But I think if there is a business that people are doing, we all have to follow the same
rules. And it cannot be that there is another competitor in the market that has no rules. If
we play all together in a battlefield or in a playground, then everybody has to follow the
same rules, that’s the only thing that I want. I am not concerned about Airbnb. I am fine
with it or the sharing economy. But there are two things we should always consider. First
of all, in the sharing economy if they do not pay any tax, if they don’t have to follow any
rules and they do not pay for insurance, they will not support the entire Austrian system.
And this is the topic. Because they have people that can clean the rooms but they are not
following the same rules as we do. We have to register our employees. We have to pay
them fair according to the law. They do not register them, they do nothing for them. If
you do not register your employees, you do not pay the social system and this is some-
thing that we have to consider because the social system is not a thing that is given from

heaven. You have to earn the money that we can spend.

INT: Of course, it totally makes sense. How is the industry performing the past years?

How is tourism in Vienna?

MICHAELA R: It is very important for Vienna. Although, and that’s what we always

have to say, for Vienna and also in the countryside all over Austria, please let us always
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consider that politicians are just watching things that are under construction and that are
a problem. They will never strengthen an economy that already works. They will always
help those who are too weak, which is a little bit of a problem because during the economy
crisis that started in 2008, tourism was the strongest part of the economy that we had in
Austria. We still had more employees than we ever had, we still invested money. Politi-
cians always think: tourism is doing fine, we are important and well-known all over the
world, people know us and they come for music and for skiing, et cetera and it works
anyhow and we don’t need to consider it. But they have to consider. Normally you feed

the cow that pulls the carriage and not the one in the back.

INT: It is still important, you would say, for the government but it’s not that you espe-

cially as an organization need to draw the attention upon the...

E: We always have to bring the attention to our topics. There is a really strong contribu-

tion from the hospitality and tourism business to the complete Austrian economic system.

INT: In that case, would you also say that it’s also important for the locals, for the people

who live in Vienna in terms of finding a job?

E: In terms of getting taxes and fees for the city that can be spent and invested for other
institutions that the people who live in Vienna need. For instance, the medical system or
the streets. Vienna is living quite good and one of the reasons is the tourism business and

the hospitality business.

INT: I can only imagine. Honestly, | believe, and | would actually like to ask you about
that, that the way tourism is structured, also gives the city a competitive advantage to any
other close destinations. It being Budapest which is another beautiful and really close city
or Prague or Bratislava. I think the way that it’s structured, the way it’s been designed, it

gives a competitive advantage against the other cities. Would you also agree?

MICHAELA R: Yes.  mean it’s always a triangle between Budapest, Prague and Vienna
and there are a lot of trips. Of course, we are also in competition with Prague and Budapest
because sometimes for the international tours the question is: do we go to Prague or to
Vienna or to Budapest because they are really similar and sometimes they only decide for
one of these. That’s why we are in direct competition with Prague and Budapest. But I

think there is enough for everyone.
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INT: Talking about competition and this goes back to the previous conversation; | can
only imagine all these hotel owners meeting together... How is the co-operation at the
AHA? When people are meeting, people who own hotels and are more or less in a state

of competition, I would say...

MICHAELA R: They are never. | think we always have to see that everybody had his
hotel and they have to take care of their teams, employees and business. So, they are never
in competition. For me, | also say that they are a part of the hospitality business like I am
and if you see it like this I think there is always enough for everybody. Of course, our
competition is not the hotels next to us. For me, for instance, it’s green hotels in other
cities. | have to convince my future guests to come to Vienna to my green hotel and not
to go to Hamburg to another green hotel. The competition is never, in the days of the
digital customer journey, your neighbor. It’s the other one who is close to your brand and

who is doing the same.

INT: It’s really interesting that you mention this because I was not expecting this answer
to begin with and | had a similar question that | posed to Ms. Burritscher, the director of
the Der Wilhelmshof, and | asked her how she sees the Boutiquehotel Stadthalle because
you are the two of the few green hotels here in Vienna, if she sees it as the competition
and she answered more than fast that: no, we are sister-hotels, more or less, we are work-
ing together, we are exchanging ideas. In a competitive world, in a competitive industry,

| did not expect that.

MICHAELA R: I always say that if you have to pull the carriage on your own it’s much
more difficult than to be 2 of us. To make Vienna a smart city, a green city, to have green
hotels it’s better to have 2 or 3 or 4 hotels because they can offer something. One hotel
on its own can never offer whatsoever. Der Wilhelmshof is closer to the city or closer to
the Messe and we are never in a competition because as Eva (Burritscher) already said,

we are exchanging our ideas. Their owner and | are friends.

INT: Even though, | must say that | know for a fact, having worked with you and having
read about the history of the Boutiquehotel Stadthalle, that you have done a lot on your
own so far. You, as Michaela Reitterer, you as Boutiquehotel Stadthalle. I know you have
done a lot and I can only imagine how important it is to have someone right there with
you. Talking about green hotels, now we get to the actual point of this meeting, starting
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from something general like a statement. In 2018 according to Arcadis, which is a Dutch
planning and consulting office, Vienna got the 5™ place in the most sustainable cities in
the world list. How do you feel about that? From 1 to 10 how strongly would you agree
with that?

MICHAELA R: It depends on your focus. If you go public transport it’s perhaps number
one. We have public transport everywhere, also the buses are on gas or electric. The trams
are electric or the underground. So, this works perfectly. We have more kilometers on
bicycle path than Copenhagen does. I think if Vienna is number five worldwide it’s ok
for me. I don’t know if you know but 60% of the size of Vienna is agricultural fields and

woods.
INT: I was definitely not aware of that.

MICHAELA R: The Vienna woods are in large parts of Vienna in the 21%, 22" and 23
district. There is a lot of agriculture that still belongs to Vienna.

INT: I am very surprised right now. | did not expect this. If | were to make the same

question when it comes to tourism, just tourism, how sustainable is it?

MICHAELA R: The thing is that we also have to take care that it doesn’t get too much.
If you see the development in other cities either if it’s Berlin or the inhabitants that live
in Berlin they want to throw the tourists out, or if you have cities like Barcelona, Venice
or Dubrovnik this is really bad. This is because of the cruise ship tourism. They are always
having these huge cruise ships arriving having with 3,4,5 thousand guests on board who
within seconds or an hour disembark. We do not have it that heavily but the cruise ships
on the river Danube have a development people have to consider and the second thing is
what we always have to consider as well is that hotel companies do not open the hotels.
The investors are investing the money and the question is: if | have my building there,
what do | want? Do | want to own offices, apartments or a hotel? And the question is
mostly answered by: Ok, I will have a hotel. In the meantime, it’s kind of a mixed devel-
opment and they have offices in the hotel, apartments like Andaz. They have other devel-
opments; they are hosting offices. The trend is to have this mixed development but mostly

it’s not the hotel owners who determine it will be a hotel, this is a topic of the investors.
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INT: I was not aware of Andaz or this system in general. A really tough question here is:
Would you, as Michaela Reitterer, the president of the AHA, consider Vienna as a green

destination? If yes, why? If not, why not? I know it’s a rather tough question.

MICHAELA R: It is a tough question. I am a person of not black and white answers
because Vienna is a green destination for me due to what | said; the woods, the public
transport and stuff like that. It’s not a green destination, or not a sustainable destination
due to what we could have had better like the biking pass and what can be improved in
delivery and bureaucracy for small businesses to open. It’s only possible for the huge
worldwide companies like H&M or whatsoever that they can open because they have an
army of lawyers who does that for them. But what do we do to convince and motivate
young people to open a business? This is not sustainable in Vienna and we could improve
it. Also, for me the question of sustainability also belongs to green business because it

also has to be sustainable, every decision has to be sustainable.

INT: Would you also say that when it comes to tourism, how green of an industry could

we be talking about?

MICHAELA R: I do not know. If I answer this question, | always consider the solution
as well. If I say it’s a very bad green destination due to tourism then I also think about the
solution, how we could improve. | think one of the major challenges of the next years will
be a new system due to visitor economy due to what we show to the people about Vienna.
Is it only the first district or is there something more? First of all, we had the frem-
denverkehr (foreign travelling), then we had the tourism and now we have the tourism
economy. What is the best between the people who live in Vienna and those who visit
Vienna? This should be a very fair and sustainable way of being together and that’s why
the visitor economy will challenge on how we see, with the help of big data, where the
tourists go. What are the hotspots, where could we as well bring them, at what time of the
day? It’s not necessary that all the people go to the inner city at 10 in the morning. So,

can there be a system of... (referring to dynamic pricing) I forget the world. I will find it!

INT: So, in this case you would say that the truth lies somewhere in the middle? It is

working for Vienna but...

MICHAELA R: It is working for Vienna, but we should not close our eyes for what is
coming. What is there and we see on the horizon. There is bad development appearing,
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you see the clouds already. And we have to act today. Not to react when it’s here but act

today and avoid any troubles or bad development.
INT: I think Vienna has all the power to do so.

MICHAELA R: Yes and with the Vienna Tourism Board and even with the politicians at
the moment in Vienna responsible for the hospitality business, we can do it together. They
are very focused on a sustainable development in Vienna. | am always talking to them

and we are on speaking terms and | really trust on this development.

INT: It makes me eager to see where Vienna will be, from a tourism perspective, in a 5
years’ time. Once again and more specific now, how many hotels would you be able to

list as green hotels in Vienna?
MICHAELA R: At the moment?
INT: More or less yes.
MICHAELA R: Two.

INT: I was, unfortunately, expecting this answer. Because this is also what you can find

online and that’s also what I’ve gotten so far.

MICHAELA R: And that’s the point. I would be happy to have more of those. The thing
is that the developer does not care about the cost of energy and stuff like that at his oper-
ation. And those who rent the building from him have to afford it. If there is a building
on the other side and it is certified green building from LEEDS, for example, it does not
mean that the operating chain like Austria Trend Hotel or Motel One are interested in
implementing a green brand. For instance, Motel One is known as Motel One. There is
no need to have one green hotel in the Motel One chain, 1 out of 60. Nobody cares about
that. They say: who cares? | do not care if this building is green or not. Because they rent
it and if an investor sells it in 10 year it’s his advantage that this is a green building. But
they will not have green brands for any kind of chain because it costs a lot of money. For
the marketing, for the green products. Der Wilhemshof and | (Boutiquehotel Stadthalle)
are both owners and operating it and that is why we are doing it. Because we are con-
vinced that this is the future but it is our building, we own it we do not rent it and that is

why there is no owner to convince because we are the owners. Both family-ran.
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INT: I have a question | am asking hotel directors and that is: how important is ownership
for a hotel being or turning green? When | actually formulated this question | thought that
you are a hotel owner, you choose to go green and it is easy as that. It never crossed my
mind that you might be a hotel owner but the hotel, the building, the walls basically are

not yours. So, this is also really important in this case.

MICHAELA R: In the end, let’s say I have 10 owners of hotels in Vienna who operate
and own the building. There are perhaps 10. All the other are renting from any kind of

investors, developers, whatever.

INT: How possible would it be for these 10 hotels, for which in this case it might be
easier, to turn green as in Boutiquehotel Stadthalle level of green?

MICHAELA R: It is difficult because most of them are old buildings and if you turn an
old building into a green building the guest will not pay you for that. We got the chance
to have a construction of a new building, the Passive House, and then we improved the
standard of the old building. If you only have the old building the guests will not pay you
for heating that is based on gas or on a heat water pump. The guest does not care and you
will never get the money back. | mean someone will, but hoteliers happily invest in what
the guests see, what they feel. Like the furniture, the carpets, the beds. That’s why energy
topics or heating or any other kind of investment like these will always be the last decision

before they do anything the guest experiences and feels.

INT: Someone needs to want this to happen, like in your case. Do you know of any other
lodgings, any other hotels that are working into becoming greener at least? Either because

they belong to a brand...
MICHAELA R: Yes, hotel Capri. They want to improve and they are doing a lot on that.

INT: It is still a bit frightening that not more people are doing this. Because big hotels

like Marriott or Hilton are supposed to do so.

MICHAELA R: But they have their international guidelines and if there is a general man-
ager who wants to make these Viennese hotels a bit green, he could put some bees some
bees on the roof but there will be no investment in alternative energy. There will be no
investment in small bottles of shampoo, conditioner and whatsoever. They have their

guidelines how the buffet is equipped.

142



DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

INT: I get it. As an owner, as an entrepreneur, as someone who started something com-
pletely from scratch, how difficult is it for a green hotel in Vienna? What are the difficul-

ties?
MICHAELA R: It is not difficult. Not at all. Nothing is difficult.
INT: I cannot express how happy | am to hear that.

MICHAELA R: It is easy because if you have a story to tell about your hotel you do not
have to settle with the price. If there is no story to tell, then there is a competition on price
and room rates. And we do not have that, we have a story to tell. Every day we have

another story to tell. You just have to do it. Doing good things and talking about it.
INT: What are the advantages then in this case, if you are a green hotel?

MICHAELA R: That I have a story to tell. And that I am pretty much alone in the market.
There are enough of companies and guests who really appreciate what we are doing and
they perhaps want to have the same standards they have at home. They are saying: we are
eating only organic or vegan at home and we are happy we can still do it here, we appre-
ciate the garden and sitting in the sun. There are a lot of reasons why you come to our

hotel. You just have to create as many reasons as you can offer for the people to find you.

INT: That is a good idea. Is the association doing anything to enable or encourage, espe-
cially since you have taken over the past 7 years, other people to do so? Offerings incen-

tives or saying: people, do it because of these reasons.

MICHAELA R: We want to give them ideas and we have had our annual conference in
January which had the topic “rethink tourism” and there were a lot of topics, also about
tourism, and we had a lot of important people talking about these topics and the hoteliers
were really inspired. They were enthusiastic and | have to say also the members of my
board were quite nervous because we could not imagine this a success. But this confer-
ence was probably one of the most successful conferences that we ever had. On the first
day there was topic like: what does climate change mean and so many cradle-to-cradle
topics and on the second day we had: what can you do in your business, in your hotel,
what can you improve, what are the ideas, how and when can you do it. This was really
successful. We do not do it every year but this year is the year of sustainability because

the conference topic is also the topic for the entire year and we have profit days for our
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members like a roadshow to all our federal states and there we have a topic on how you
can avoid waste, how you can avoid too high costs on energy and there are a lot of ideas
and there will be other hoteliers who talk about what makes them successful and also
from controllers to show the people how much money they can save by avoiding waste,
avoiding energy consumption and what does it mean for their accounting and their con-
trolling.

INT: So, the association has a rather informative role. Also, Ms. Burritscher during our
conversation mentioned that there is lots of help from the association when they are trying
to change something or turn something greener. | think that this informative role is the
most important. If you educate the masses first, then you create a demand. | hope at least
or we will see it in the next years. | have another statement from a few scholars back in
2015 and it’s about two topics you already mentioned the past 5 minutes basically. They
were talking about competitive advantage by being green, talking about hotels of course.
They mentioned that improved environmental performance contributes towards a greater
development of cost and differentiation advantage. So basically, it’s less costly to have a

green hotel and it also gives a competitive advantage. Would you agree with this?

MICHAELA R: It depends of course. We save money with our energy costs but we have
the double costs on organic food, for instance, because it is more expensive than regular
food. What we save on this side we spend on the other sides. For me there is no other way
you can run a business, from my personal opinion, and the second thing is, if you have
any kind of investment either in green or sustainable development there are two questions
that have to be answered. The first is can | afford and do | want to afford it. Because you
could do something else with your money. Like spending it on sustainable, green ideas
and that was the top question when turned to complete organic. The question was can we

afford it and do we want to afford it.

INT: You already mentioned that it did create, on a certain level, a competitive advantage
as in people would maybe prefer the Boutiquehotel Stadthalle because it’s greener to any
other 3-star hotel around the area because of an event at the Stadthalle. Would you also

agree that it kind of gives you an extra advantage in terms of competition?

MICHAELA R: Especially the Stadthalle is probably sometimes another thing because
people come here because we are the closest hotel to the Stadthalle. And then they are

144



DEFINING AND ASSESSING ENVIRONMENTALLY FRIENDLY HOTEL CONCEPTS AND THEIR EFFECT ON DESTINATIONS

surprised there is a garden, that it’s all organic. This is more than a surprise. The get in
and they never have that this is a 3-star hotel. So, this is something with what | always
want to surprise people. That is why we will never go for 4 stars but we stay a 3-star hotel.
Der Wilhemshof is a 4-star, we are a 3-star. In every category there is a mixture of your
competition. Very often we get guests from the Stadthalle because they come for a concert
and then they always come back or they tell about us. So, they are also ambassadors.
Every guest is another ambassador and they got pretty much surprised from what they
found. If they do not see our garden in the photos then | cannot help them anyhow. They
should get the idea who we are but we always have people that show up and they do not

know what we are doing.

INT: You have the element of surprise in that case. Moving to the 101 question, which is
probably the toughest one and | know it is going to be really hard to answer, if possible,
and this is actually the topic of my thesis. Do you perceive any effect on the local society,
economy and environment from hotels being green, also businesses in general being
green, following green practices? Would you say that there is an effect or to a certain

level?
MICHAELA R: It depends. Not in Austria, not in Vienna.
INT: That’s the answer to my Thesis in this case.

MICHAELA R: Two hotels cannot change something in a society. That’s why I always
say if we do things, let’s talk about it. Because you have to tell the people and depends
on whom you meet sometimes people say: | heard about you, you are the one because we
heard about your hotel. We have a responsibility and I always want to give people an idea
what they can improve. Today one of our employees said: my father wants to complain
to you because he bought some chemicals for firing the grill and I took it and took the
receipt and went to this market and changed it into an organic one for the grill and he
wants to complain because it costed him more but since | am working for you there is no
other way to live. This is something | really like. | always have employees that say we
learned with you that we don’t eat strawberries in January because they do not grow here
and | learned that not to poor the detergents to the trash bin and we learned that we can

use other help to get things clean and hygienic and we learn things for our daily life when
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we work here. This is an effect on the society but is not that huge. But, | mean, they are
talking about it and this is the impact.

INT: And I can only imagine that the guests, people who are coming and try the organic

food because they are already on this diet...

MICHAELA R: And we have these points in the rooms saying where do we save energy
or there is the light switch and there is a green point that says that the electricity for this
is coming from our photovoltaic panels and you are entering the shower and it says here
we save 30% of the water due to special adjustments. Where you assume the minibar
would be there is a green point that says there is no minibar and we save 1.000 kilos of
COz per year. So, this is perhaps the impact that we do. I am proud that we do something

but I wouldn’t talk about a huge impact, it’s a very small impact on our society.

INT: Anything regarding the economy? Would you say that green hotels bring more tour-
ists to the city?

MICHAELA R: No. I mean, yes. Other tourists. Perhaps other tourists on top of it. Green
and smart cities or this smart city communication system of Vienna, there are so many

more topics that count and not green hotels. This is not the topic.

INT: Going back to the work of the association, you are in direct communication with a
few stakeholders but more specifically hotel owners and the government who are proba-
bly the most important ones. How does each of them feel regarding green practices in the
industry? You already mentioned that you had this annual and people were excited, were
inspired by these green ideas you presented but how does the government generally feel
about green hotels and how do the hotel owners feel about it?

MICHAELA R: All the other hotel owners think it’s cool, but they do not do it. It’s cool
what she is doing and it’s fine that she is doing it and she is doing and I am convinced
she is doing it right but I do not do it because in a city, as | already mentioned, there is an
investor or a develop who pays for that so most of the times they do not want this. The
government is always happy about any entrepreneur who is following their ideas, laws
and their initiatives because all the politicians are talking about is always top-down

themes and if they say that there are entrepreneurs doing something according to their
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ideas, they are proud, they tell everybody, they say look at those. We are an example for
what they are talking about! So, that is why they are happy with us.

INT: Is the government especially in this case offering anything either it being financial

help because...
MICHAELA R: No financial help, no support, nothing at all.
INT: But the eco label could be perhaps...

MICHAELA R: The eco label is an idea by the government. For me, they are not a mar-
keting association. They are coaching and developing you. | mean, they were my sup-
porters when | had to recertify after the first one because the first eco label my mother
already did in 1998 or 1999 and | bought the hotel in 2001 and I think 2002 | had the first
recertification. And they gave me a lot of ideas and | followed them. But they are not my
distribution or my marketing. They sometimes support me and yes they did it with me
because they said she knows what she is doing and we promote her but there is no kind

of financial support from the government.
INT: But how do you judge that...

MICHAELA R: You know, you can never be green and sustainable because you get a
support for that. You are or you are not. And you have to feel it in your heart and not in

your bank account.

INT: The way I perceive it at least and after my talk with Ms. Burritscher, because she
also mentioned that it is rather expensive turning green even though they were acci-
dentally green from the beginning more or less, changing to something can be costly. I
mean | can only imagine that it makes sense that someone is being supported for doing
so, especially by the government who, as you also said, wants to promote sustainable

practices and so on.

MICHAELA R: They support you, you know, by sending you delegations, they put you
on the stage. They make you be a brand, they support you by being a brand. They have
kind of awards that you get. This is the kind of support and I think it is right. The support
cannot always be like spending money for things. Because where does it start and where

does it end?
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INT: You are 100% correct. Moving back to our beloved guests, we have had a brief talk
about it already. The awareness of guests has been changing according to some studies at
least, so people who travel are interested in finding green hotels or green experiences and
so on and a few researchers said that: guests’ awareness of hotels’ sustainability practices
has been increasing. Thus, hotel marketers are realizing that hotels’ active participation
in eco-friendly practices can help attract an increasing number of guests with high green
consciousness. Basically, the idea is that if you are green you are going to attract people

that are eco-conscious. How strongly do you agree in this case?

MICHAELA R: I agree, but! It is marketing people saying that, it’s a wrong point. You
have to be authentic which is the most important thing. If you want to be green, then you
have to be authentic. Guests are very severe on that. Even if they put the towel back on
the rail and you change it, they ask the reception: why did they change it? I did not put it
on the floor. So, if you tell stories about your hotel, if you kind of promise your future
guests something, then you have to bring it. And you can only bring it if you have it here
(pointing at the heart) and not here (pointing at the pocket). Marketing people are always
having it here (pointing at the pocket). So, if they recommend you to follow green con-
scious guests and be attractive for them the owner or the operator also has to ask: can we
really afford this or not? If they cannot afford it, if they do not feel it, if they do not live
it on their own then leave it, never do it. It’s not a point of marketing. It’s a point of being
convinced of something, of loving something, of living something but it’s not a point of

marketing.

INT: For a successful businesswoman in the hotel industry, you are not thinking as one.
You are thinking as a warrior of green practices. At least that is how | see it. | am very
glad to see that because it is a competitive industry, it is an industry to begin with where

money is involved.
MICHAELA R: There is a lot of money involved.

INT: Definitely. In the same direction, there is a research from Booking.com where 65%
of its users would express preference for environmentally friendly hotels, that is at least

what they claim. Do you think it does affect the way that it is marketed?

MICHAELA R: Of course it does. But, there are two things that we have to focus on.
First of all, Booking.com never made the decision to have any kind of green booking
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indicators. You can ask for the location, for the stars, for close to music, in the beach, in
the mountains and whatsoever but there is not one point saying green hotel. Because |
always said someone has to evaluate it and find out how green they are. If you only say |
am green, it’s not enough. So, they never decided to provide any help for decisions for
the guests if this is a green hotel or not, first of all. Secondly, this is kind of a question:
do you want to stay in a green or green conscious hotel? Yes, everybody says he is. This
is like: do you want to work on Sunday? No! Nobody wants to, but 30% of the population
works on a Sunday and if they ask if you want to work on a Sunday you say no. Also, my
people say no but they come to work on Sunday. | mean what kind of questions is this.
And it’s also: do you want to stay in a green and sustainable hotel? Yes of course. Would
you pay more for that? Perhaps... No... Yes, I would pay more. And then there are 3
hotels to decide from and the first thing is, are they really conscious? Then they take the
greenest hotel or the best hotel or the hotel they think has the best match with their desire
and their needs or if they are looking for the price then the green hotel will not be decided.
So, of course people always say yes. Do you want to stay in a green hotel? Yes. Do you

want to pay more? No.

INT: It’s also the price that changes but it’s also the luxury level. Because you know that
if you go to a green hotel your sheets are probably not going to be changed every day or

your towel will not be automatically changed.
MICHAELA R: We let the guests decide.
INT: Most certainly, in your case at least.

MICHAELA R: If you want to have your linen changed then put this on the bed, a little
piece of wood, which when they put on the bed we change the linen. We make the guests

decide. It was a great idea!

INT: A professor of mine as agreed with you yesterday actually. To sum up here because
I*ve used maybe too much of your time already, is there any plans of the AHA that they
are working on regarding promoting greener practices in the industry. Are there any up-

coming ideas?

MICHAELA R: It is now for the entire year that we put the focus on sustainability, green

ideas, green solutions to help you either save money or to have a better impact on your
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brand. Next year we are going to have a focus on another point but we can never leave
climate change out of our mind or sustainable decisions because sustainability is not al-
ways green, it has some other impacts. | think, nowadays, every good decision has to be
a sustainable decision. If we do not focus on any sustainable background on your decision
then you better leave it because if it is not sustainable it will not help you. The world is
changing already. We have to focus on sustainable development and sustainable deci-
sions, on sustainability that sums up everything. How you manage your staff and your
team, how you improve your business, how you spend your money, who are they people
you are working with, where do you spend your money, who is delivering for you, who
are you partners. These are all ways and decision that are kind of sustainable. We will not
have any “made in China” things. It is tough but Anna (Fedl) said that she wants to have
our delivery in many ways changed, like no parcel from Amazon. | said go for it. It is
really hard because you have an idea, you check on the internet, you find it you buy it and
you get it delivered within 2 days. You can make your idea a real project. It is nice but

not sustainable.

INT: At some points, you have to sacrifice a few things but in this case it is something
that the hotel and the organization can live without because | also find it a good idea, for
specific reasons.

MICHAELA R: But it will be hard for them!

INT: There are always alternatives and you can always go back to the roots. Finding a

book at a bookstore.
MICHAELA R: Yes, you can find it somewhere else.
INT: Is there anything you would like to ask me?

MICHAELA R: No. I would like to go back to the point about pricing. Is a pricing system

that gives you an advantage, like yield pricing...
INT: Dynamic pricing?

MICHAELA R: Dynamic pricing! Thank you very much! But with dynamic pricing you
can avoid over-tourism and you can stir the people because if you say if you come on a

Tuesday at 10 in the morning you get a better price thank coming on Saturday at 3 in the
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afternoon. If it is half the price the people will decide to come at another time. So, dy-
namic price is, in my opinion, a very good tool to direct tourists. For instance, with the
cruise ships. Always after breakfast they leave their boats. If you say we take a fee from
you but we only take half the fee if you come before breakfast, they do not go to a museum
anyhow because they go to the streets, they take pictures and then they leave, they do not
buy something. So, why don’t you come at 8 or 9 and not after breakfast? Everybody will
show up at 10:00 then they stroll around and then they leave for lunch. Or here is a
voucher for the fee you paid and if you spend it in a Viennese shop they will reduce the

price.
INT: It’s a huge co-operation but still.

MICHAELA R: It is a point of the chamber of commerce but there a lot of ideas that we
need to follow in order to have a better impact on the city and not to have thousands of
tourists walking around. Perhaps they will come back but perhaps they will not come
back with their families.

INT: It could also help the market actually.

MICHAELA R: I understand if you go from Germany to the black sea you stop by Vi-
enna, of course you do. That is one of the best attractions, | mean it is the best attraction
along this journey on the Danube, you have to visit Vienna. But even with the Wachau.
They are all leaving in the Wachau. There are thousands of tourists getting out at the
Wachau, they are all going to the Diirnstein, it’s a very small village, thousands of tourists

go there. What is this?

INT: I can’t thank you enough. Honestly, it has been more than interesting and helpful. |

would like to ask that | can quote what you said, use what you said.

MICHAELA R: Yes, of course. That’s why I was sitting here!
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