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Abstract

This study summarizes the evolution of the quality approach in tourism. Environmental
issues are also addressed, as there are strong interdependencies between these two
areas. Especially in tourism, the quality-environment integration is essential. The study
reveals the diversity of quality and environmental models currently used worldwide,
including general models for quality assessment and management, applied in all areas,
and also the tourism-specific models. The objectives of this synthesis are to achieve a
systematization of the information on the quality and environment approach in tour-
ism, and to highlight the main axes of changes. The conclusions formulated illustrate
the future directions to improve the quality approach in tourism, concerning both the
quality models and their implementation. The results of this comprehensive review are
useful to the tourism coordination structures at national and regional level, and also
to academics and researchers, to better understanding the trends in quality approach
and optimizing their quality-related actions. The workpaper is based on the reports of
World Tourism Organization and other tourism professional structures, as well as stud-
ies and researches published in specialized journals related to quality and environment
approach in tourism.

Keywords: quality in tourism, quality management, environmental management, integrated
quality management, quality general and specific models

1. Introduction

The purpose of this section is to clarify what meanings have the concepts of quality, quality
management, and quality of the tourism product.
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1.1. The meanings of quality and quality management

Quality is a common term used in everyday speech, but with various meanings. The term
“quality” defines “an essential, or distinctive characteristic, property, or attribute; character
with respect to fineness, or grade of excellence; superiority; excellence” [1].

In the modern industry, the first practical approach to quality was in a technical perspective,
product related. But the quality thinking has evolved over time. The modern quality approach,
specific to the last decades, is customer related: the quality is evaluated based on the customer
requirements, and it means “fitness for use” [2, 3]. In this case, the term quality does not have
the popular meaning of “best” in any absolute sense, it means best for certain target groups
of customers; if a product or service meets expectations, then the quality has been achieved.

Taking into account customer orientation, Kosar and Kosar consider that “quality is a market
category that encompasses the totality of creation and realization of tangible products and
services, on the level to which their properties ensure the compliance with the requirements
of demand” [4]. But the quality approach is more than marketing related: it covers the entire
organization and includes all processes on which the client satisfaction depends. This holistic
approach to quality in the organization context is generically called “Quality Management.”
Quality management presumes an approach of quality within the entire organization, given
that satisfying customers and other stakeholders’ requirements represent the mission of the
whole system. As Juran highlights, quality is no longer a technical issue. It is a business issue
and corresponds with the organization’s mission to satisfy the stakeholders needs and expec-
tations [5]. Achieving quality in organization is a matter of management; as Feigenbaum
(1983) says “quality is a way of manage.”

Implementation of quality management within the organization involves the development
of processes, structures, methods, etc., by which there are systematically achieved planning,
doing, controlling, and quality improvement. This succession summarizes the cycle of man-
agement activities in a modern approach [3]. Quality management integrates some basic prin-
ciples: customer focus, leadership, engagement of people, improvement, process approach,
evidence-based decision making, and relationship management, which are the defining ele-
ments of modern management [6].

A wider perspective on quality, which takes into account not only the requirements of cus-
tomers but also of other interested parties, is synthesized in the expressions “Total Quality,”
or “Total Quality Management,” extensively used in specialized studies and also in practice
[2, 3]. TOM (abbreviation of Total Quality Management) defines a management philosophy
characterized by integrating quality across the organization in order to satisfy customer and
other stakeholders’ requirements. The “total” attribute associated with quality term suggests
the broad meaning assigned to quality, both in terms of coverage and objectives. Total quality
refers to all areas of activity of the organization; it pursues the full satisfaction of the benefi-
ciaries, through performances, deadlines, and prices, while obtaining economic advantages;
it also presumes broad involvement in quality achievement of all staff [3].

The introduction of the expressions “quality management” and TQM date back to the 1990s
and synthesizes an evolved level of quality approach from the perspective of management.
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It has developed with the major contribution of several specialists, the best known being
Deming, Juran, Feigenbaum, Crosby, and Ishikawa [7, 8]. This evolution process culminated
in the emergence of the international standards for quality systems—the family of ISO 9000
standards (in 1987, the first edition), which favored the promotion of quality management
principles and methods in all activity areas. The application of these standards in tourism is
discussed in Section 2.1.

1.2. Particularities of the quality in tourism

Assessing the quality of tourism services involves clarifying the concept of tourism product
and to identify its defining features.

Simply put, tourism products can be defined as products that satisfy the needs of tourists. The
first important characteristic of the tourism product is its complexity: the tourism product is
a composite one, consisting of several goods and services offered to satisfy the tourists needs.
It generally includes accommodation, transportation, and dining, as well as attractions and
entertainment. Consequently, measuring quality of the tourism product must consider a lot
of product distinguished features.

Furthermore, a tourism product is often related to a tourist destination. According to
Webster’s Dictionary, destination means “a place set for the end of a journey.” In tourism, the
term destination generally refers to an area where tourism is a relatively important activity,
generating significant revenues. World Tourism Organization (UNWTO) defines the “tourist
destination” concept, as: “A physical space with or without administrative and/or analytical
boundaries, in which a visitor can spend an overnight. It is the cluster (co-location) of prod-
ucts and services, and of activities and experiences along the tourism value chain, and a basic
unit of analysis of tourism. A destination incorporates various stakeholders and can network
to form larger destinations” [9]. In terms of size, a tourist destination can be a city, village, or
resort but also may include many cities, regions and even an entire country.

Whether it is an organization or a tourist destination, in both cases defining and evaluating
quality of the tourism product are difficult issues. They require consideration of a collection
of services, as transport, room accommodation, some specific menu, and the opportunity to
sit on a beach or to make trips, and also other tangible and intangible elements related to the
natural environment, culture and heritage of the region, atmosphere and hospitality. All these
elements are parts of the tourism product, which is therefore “not only a collection of tangible
products and intangible services, but also psychological experiences” [10].

Within the tourism literature, it is widely accepted that tourism primary sells a “stage” expe-
rience, and accordingly, the managers of the tourism businesses may seek to influence the
tourists” experience [11]. O’Dell points out that experiences involve more than the tourists,
“the tourism industry is also part of the generation, staging, and consumption of experiences”
[12]. According to Neuhofer et al., “the creation of successful experiences is the essence of the
tourism and hospitality industry” [13]. In this regard, the OECD report on tourism trend and
policies stresses that “Policies at national, regional and local level increasingly focus in iden-
tifying, nurturing and investing in product development experiences that emphasize unique
selling points for particular destinations” [14].

161



162

Mobilities, Tourism and Travel Behavior - Contexts and Boundaries

One can conclude that a tourism product is a complex amalgam, including tangible prod-
ucts, intangible services, and psychological experiences. The main mission of any tourism
organization or destination is providing memorable experiences for their customer, resulting
in customer satisfaction, superior value, and competitive advantage. These aspects must be
considered when addressing quality in tourism, which is performed under specific forms in
all organizations and coordination structures of the tourism sector.

2. Review of the quality approach in tourism

Focusing on quality has become one of the key success factors for the tourism service pro-
viders and tourism industry in general. Current quality approach in tourism is the result of
growing various consumers’ needs, in the context of highly increasing competition, market
globalization, and development of modern technology.

The quality approach in tourism is a dynamic process that has evolved over time with the
development of the tourism sector. A comprehensive review of this evolution is presented
below. The analysis includes quality and environment models used in the tourism industry,
as follows: (1) general models for quality evaluation and certification; (2) specific models for
classification of the tourism organizations and quality certification; (3) quality approach in
tourist destinations; and (4) environmental models and marks. A brief synthesis of the quality
approach in tourism, stages, and trends is presented at the end.

2.1. General models for quality evaluation and certification

The movement for quality in tourism is older (as will be seen in Section 2.2), but the quality
approach in tourism organizations gained increased relevance in the last two decades of the
twentieth century, in connection with the appearance of the SERVQUAL model for evaluation
of service quality and international standards for quality systems (ISO 9000 series). Both are
general models applied worldwide and in all activity fields, including tourism.

SERVQUAL is the best known model for assessing service quality, created by Parasuraman
et al. [15]. There have been a large number of studies based on SERVQUAL models—initial
version or other, conducted in various fields of services, including the tourism industry. Some
publications present considerations and reviews of the studies on the evaluation of tourism
services quality conducted during the last decades, e.g., [16-18]. There are also many case stud-
ies based on SERVQUAL model conducted in various types of tourism organizations, such as
hotel [19-21], restaurant [22], airline tourism [23], sport tourism [24], tour operator [25], etc.

The analysis of these studies reveals the differences of the services' quality characteristics
examined under the SERVQUAL dimensions, depending on the nature of tourism organiza-
tions and services: hotels, restaurants, transportation agencies, spa, casino, etc. Most of the
case studies used modified versions of the SERVQUAL dimensions scale, considering that
the versions proposed by Parasuraman et al. are not entirely valid for all tourism sectors.
But despite these differences relating to quality characteristics of the tourism services, the
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majority of the researchers consider that using SERVQUAL models in tourism has important
implications for marketing and management decision makers, one of the major benefits being
the identification of areas to improve quality of services.

In our opinion, this type of study, based on SERVQUAL model, is generally the subject of
scientific papers and cannot be systematically used by organizations to assess the quality
of services. A more practical approach is the implementation within tourism organizations
of quality management system (QMS) based on the international standard ISO 9001. ISO
9001 —"Quality Management Systems—Requirements” is the most popular standard for
management systems, applied worldwide in all fields. It is useful to any organization, regard-
less of its size, activities carried out or type of product [26].

According to ISO 9000, QMS is “a set of interrelated or interacting elements that organiza-
tions use it to formulate quality policies and quality objectives and to establish the processes
that are needed to ensure that policies are followed and objectives are achieved” [6]. ISO 9001
processes refer to planning the product and service quality, establishing work rules to prevent
nonconformities, controlling quality of products and processes, and reducing identified non-
compliances by corrective actions. Regularly performing this cycle of activities ensures that
the organization can repeatedly achieve and deliver products with certain features. It should
be emphasized that, although ISO 9001 makes no reference to the economic performances,
QMS requires systematic improvement actions aiming to prevent and reduce losses, and these
actions implicitly determine the costs’ reduction. In a hotel, for example, nonquality includes
problems such as slow service, incorrect room temperature, billing errors, inappropriate ser-
vice of the waiters, etc. It is important for these issues to be known, and that measures are
taken to eliminate them. Besides these systematic improvement actions (named “incremen-
tal” improvement or “step by step”), the companies must also be constantly concerned with
the introduction of new customer experiences, something they have not done before. The
extension and efficiency of improvement actions is an important criterion for characterizing
the QMS performance.

There is no official statistics on the status of ISO 9001 implementation in the tourism industry,
only the results of the analyses carried out in various geographic areas (countries or regions),
based on empirical research. These studies identify two categories or currents of opinion: the
first highlights the importance and positive effects of the implementation of ISO 9001 model
in tourism, and the other is a critical one.

So, several empirical studies conducted in the last decades reveal the growing interest of the
tourism organizations in implementing and certifying QMSs based on ISO 9001 model, and
the benefits obtained. Examples below are illustrative, and they refer to hotels from Spain [27]
and Croatia [28], medical centers in Spain [29], travel agencies in China and Hong Kong [30].
In Croatia, in 2012, 40 travel agencies of the Association of Croatian Travel Agencies (UHPA),
as well as the UHPA's office, have implemented QMSs based on ISO 9001, through a project
supported by the Ministry of Tourism. In Spain, Alvarez’ survey on 223 selected hotels from
Basque Country Business Guide illustrates that the most of them (72%) have quality certifica-
tion, but the most popular was “Caledad Turistica,” the Spanish Trademark for the tourism
sector [27].
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On the other hand, the analyses carried out highlight the relatively low number of the tour-
ism organizations ISO 9001 certified, and the causes that explain this situation. The survey
conducted at Egyptian travel agencies, in 2008, shows that 84% of the respondents have not
applied a formal Quality Management program; only 4% had already implemented a formal
quality system, the other 12% of them being in the stage of preparation [31]. A similar situ-
ation, consisting in a small number of tourism organizations ISO 9001 certified, is presented
in other studies, referring to Croatia [28], Portugal [32], and Romania [33]. It is notable that a
small number of big tourism companies do have quality systems ISO 9001 certified as can be
seen from the information published on their websites and on other promotional materials.

There are also critical studies on ISO 9001 implementation in tourism related to the efficiency
of QMSs. As the literature consistently shows, the implementation of the ISO 9001 standard
in tourism can be very different from one organization to another, considering the motives,
tools, and results [34-36]. The researchers consider that the efficient functioning of the QMS
must be reflected in improved performance, expressed by the evolution of the number of
customers, the number of new customers, the losing effect of certain customers, etc., with
customer satisfaction being crucial to achieve the objectives related to financial performance
of the organization. However, an empirical study carried out with guests of the Spanish and
Italian hotels shows that quality-certified hotels did not receive a significantly better statistical
evaluation from their customers [36]. Frequently, customers are not aware of what the QMSs
consistent with ISO 9001 are. The study’s authors underline the potential dangers in infer-
ring directly that quality certification in the hospitality industry leads to superior customer
satisfaction.

Generally, the causes of low effectiveness of QMSs based on ISO 9001 model do not differ in
tourism compared to other activity areas, the most important being: formal application of the
standard requirements, with accent on the QMS documentation; focusing on technical issues,
without taking into account social aspects; lack of the staff training in the field of quality; and
low commitment of the staff in achieving quality, especially of the senior management [37].
Zajarskas and Ruzevi consider that “implementation or improvement of management system
is primarily strategic management of change,” most problems being at the level of strategic
management [38]. In many cases, the certification ISO 9001 is intended to improve the corpo-
rate image rather than internal practices and organization effectiveness. According to Dick
et al., managers should consider that internal drivers are the key to quality certification suc-
cess. Consequently, top management should be involved to produce a robust quality system,
which incorporates the utilization of quality improvement tools and generates greater internal
benefits and customer satisfaction [35]. According to Kachniewska, one of the causes of QMS
inefficiency is the superficial knowledge of the standard, which encourages the belief that ISO
9001 is irrelevant to the tourism sector [39]. This probably explains why the tourism industry
searches for a new internationally recognized quality standard that would be more applicable
for the tourism sector. The results of this work are presented in Sections 2.2.2 and 2.3.

Besides ISO 9001, the opening toward the application of more complex models aiming to
achieve excellence is also notable. Broadly speaking, “excellence” means “greatness—the very
best.” Currently, the term is commonly used in the economic and administrative environments,
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in relationship with the modern vision of management: achieving excellence involves the cre-
ation of a performing management system that ensures customer satisfaction and benefits for
all members of the organization and for society [3]. According to Mann et al., “business excel-
lence is about achieving excellence in everything that an organization does (including lead-
ership, strategy, customer focus, information management, people, and processes), and most
importantly achieving superior business results” [40]. All these elements are found in the TQM
philosophy.

The most popular models of excellence are “Malcolm Baldrige” and “European Foundation
for Quality Management” (EFQM) [2, 3]. In Europe, some hotels have conducted evaluation
processes based on the EFQM model, EFQM Recognised for Excellence being the proof of
high-quality business approach, ability to innovate and commitment to deliver excellent
services. The following examples are illustrative: Lake Hotel Killarney, Crowne Plaza Hotel
Dundalk, Pembroke Hotel Kilkenny, Skylon Hotel, in Dublin, Ireland (EFQM Excellence
Awards, Dublin, 2015). In the Caribbean, 13 businesses in the tourism accommodation sector,
representing hotels, beach resorts, villas etc., were hospitality assured (HA) certified. HA cer-
tificate meets the EFQM criteria and symbolizes the business excellence in tourism and hos-
pitality, being supported by the British Hospitality Association and the Caribbean Tourism
Organization. There are also a small number of applications on achieving excellence in tour-
ism organizations carried out in research studies [41, 42]. Of note are the initiatives for devel-
oping standards and awarding the excellence in tourism (an issue addressed in Section 2.2.2).

2.2. Specific models for classification of tourism organizations, and quality certification

Quality certification and evaluation of the tourism organizations have a long history and
include more schemes and models presented below.

2.2.1. Classification systems of tourism organizations

The term classification, also called grading, rating, and star rating [43], refers to breaking
down and ranking accommodation units into categories. The European Standardization
Committee defines the expression “accommodation rating,” or “classification scheme,” as “a
system providing an assessment of the quality standards and provision of facility and/or ser-
vice of tourist accommodation, typically within five categories, often indicated by one to five
symbols” [44].

The general purpose of hotel classification is the creation of a ranking based on specific criteria,
and the assignment of a symbol that certifies the services’ level. The classification creates con-
ditions for the determination of different tariffs corresponding to the hotel or restaurant rank-
ing and provides useful information to make potential guests aware of what they can expect
before making a booking. The classification also serves as a reference for the implementation
of institutional and public policies to support tourism passing to another level of quality.

The beginnings of the tourism entities’ classification are placed in the last century and are con-
nected to “AAA Diamond Ratings System” and “Forbes Travel Guide” in USA and “Michelin
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Guides” in Europe. But presently, there are wide and diverse classification schemes of tour-
ism establishments. There are several workpapers on this topic, which reveal the extent and
diversity of the existing schemes worldwide [39, 45-49]. As these studies show, between the
classification systems, there are differences related to the following aspects: number of catego-
ries and name or symbols associated; classification criteria; classification character, obligatory
or voluntary; frequency of evaluation. It must be stressed that in the EU, and worldwide, not
only are the classification systems different from country to country, but there is also diversity
in the level of comfort related to the grading and classification criteria. A single tourist des-
tination often employs multiple classification schemes. It is therefore difficult to understand
and compare the quality of tourism services, and especially to consumers, it is difficult to
appreciate the significance of the various rating schemes not to mention their reliability.

Although the diversity of classification schemes has disadvantages, UNWTO specifies that it
is unlikely to reach a single official classification, given the great diversity of contexts in which
tourism organizations operate. In this regard, Taleb Rifai, Secretary-General of UNWTO, says:
“There is no worldwide standard for official hotel classification systems, and there may will
never be one, due to the incredible diversity of the environmental, socio-cultural, economic,
and political contexts in which they are embedded” [43]. The same conclusion results from
the analysis made in the EU setting up that one European hotel classification scheme may be
considered an unfeasible demarche [50].

There are, however, concerns for harmonizing the classification schemes from tourism by
introducing common rules. In this regard, we must mention the recent UNWTO recommen-
dations for revising the hotel classification systems such as certification performed by inde-
pendent third parties; integration of guests” reviews into hotel classification schemes; global
focus on sustainability and accessibility to be reflected in the classification criteria. Likewise,
updating the certification criteria to general trends and considering data collected from the
guests is recommended [43].

To mention is the improvement of the classification systems in favor of extending and inte-
grating new criteria, with emphasis on quality and sustainability. The result of this dynamic
process is the creation of combined schemes that include criteria for classification of the
tourism establishments and also for quality certification. The European Hospitality Quality
(EHQ) model launched in 2009 by HOTREC (abbreviation for Hotels, Restaurants and Cafés)
should be mentioned. EHQ classification is based on a criteria catalog, some of these criteria
being compatible with the main clauses of ISO 9001 standard, adapted to the particularities
of tourism [51]. There are also other classification systems in connection to quality marks and
labels used in tourism industry. Scotland, Iceland, and Australia are among the countries that
include the quality element in their hotels” classification [43].

Another improvement axis consists of the global focus on sustainability reflected in the clas-
sification criteria. The Hensen study finds that “recently updated hotel classification systems
reflect different viewpoints on whether and how to incorporate environmental management
practices” [52]. The author identifies three situations: environmental standards are included
as a requirement for a certain star rating; classification systems recognize external environ-
mental certification next to their ratings; external environmental certification is required
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as minimum standards in the rating scheme. As Hensen concludes, it is still open to ques-
tion whether environmental management practices should be integrated into classification
schemes or remain complementary approaches.

Integrating guests’ reviews into hotel classification systems is another important current
change, favored by the evolution of online networks and review sites. Online guests’ reviews
related to facilities and services” quality of tourism organizations or destinations are instru-
ments increasingly used today, along with the official classification and certification of hotels,
restaurants, and other tourist establishments. Certain social media websites are becoming more
popular and are likely to evolve into primary travel information sources [53-55]. The most
important travel sites include TripAdvisor, Expedia, Hotels.com, and Travelocity etc., but their
number continues to rise. These platforms represent systems that analyze the information on
websites and social networks in order to find the overall consumers’ rating for a particular
establishment. The information thus obtained has multiple uses: it is helpful for customers
in choosing the location for travel; it provides data on the service quality used to enhance the
overall performance of the tourism organizations and sector; and the online guests’ reviews
are useful in the process of rating and/or awarding quality marks in tourism [54, 56].

Regarding the use of online guests’ reviews in the classification of tourist establishments,
recent studies highlight the need to harmonize the conventional rating systems and social
media platforms [52, 54, 57]. As Hensen says, one can talk about a democratization of the
rating process that “will lead to an innovation revolution whereby hotels seek to respond
quicker to consumer trends as they have a direct feedback loop to their position in the mar-
ket” [57]. The UNWTO report [54] shows that several countries are moving toward integrated
models, distinguishing the next two variants: independent functioning of the two models and
respectively their full integration. In the first case, online evaluations are done separately,
and their results are included in the organization promoting documents. The second vari-
ant, of full integration, is a model in which the overall guests” review ranking is included as
criterion within the official classification scheme. According to the UNWTO report, Norway
and Switzerland each have documented models for integrating online guests’ reviews and
hotel classifications, and United Arab Emirates, Germany, and Australia are also involved in
developing integrated systems. In both cases, the integration could effectively help to further
reduce the gap between guests’ experiences and expectations.

2.2.2. Tourism specific models for quality awards: marks, labels, and quality certification

Tourism quality marks are marks used for tourism products and organizations that attest
the fulfillment of some quality standards. According to Foris, “Quality mark is a model of
good practices for implementing and certifying the quality of tourism services, as a voluntary
option of the economic operators in the field” [47]. Quality marks are awarded to those tour-
ism establishments that apply good quality management practices and provide improved
service quality standards and facilities, over the legal requirements of their specific official
classification.

Awarding quality mark is usually complementary to the star ranking. The main differ-
ences between classification schemes and quality mark programs in tourism are synthesized
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and summarized by Foris [47]. The author underlines that quality certification in tourism
can become an effective management tool, designed to develop the level of services” qual-
ity. Improving quality does not mean moving to a superior level in the star ranking system
but increasing customers’ satisfaction and ensuring that they receive the best services corre-
sponding to the category of the tourism unit.

Using quality marks is an advantage for the provider of the tourism services: the quality mark
and the associated label distinguish it from other similar units and may be used for promo-
tion, marketing, and other customer targeting purposes. Awarding quality marks helps to
improve the organization image and increases the customer confidence in the company’s abil-
ity to consistently provide services to certain standards and adequate prices. From customer
perspective, it means added value, in terms of improved facilities and service quality at their
chosen establishment. As Handszuh (2004) says, “going by quality parameters and standards
and subjecting tourism establishments to certification can be considered a new force driving
the tourism sector into a higher level of excellence” [39].

It must be stressed that using quality marks is not a new approach in tourism. Both Forbes
Travel Guide and Michelin Award have served as quality certification marks for several
decades. A specific model also exists in a luxury category, “The Leading Hotels of the World”
(LHW) being considered one of the most significant quality awards that meets the most exact-
ing standards with reference to all aspects affecting guests” comfort: accommodations, cui-
sine and other services, facilities, and employees’ behavior [58]. Other classification systems
can also include quality criteria whose fulfillment is completed by quality certificates. For
instance, in England, the Gold, Silver, and Breakfast Awards complement star and rosette rat-
ings based on the AA classification scheme [59].

At present, there are wide ranges of quality marks and labels used in tourism worldwide, which
have or does not have a direct link with any classification system [47, 48]. They were launched
by professional associations or governmental agencies and are different in terms of reputa-
tion, criteria, and certification procedure. It is noteworthy that in the last two decades, many
programs have been initiated to implement national quality brands in tourism, e.g., “Caledad
Turistica” in Spain (2000), “Qualité Tourisme™” in France (2005), “Cyprus Tourism Quality”
in Cyprus (2014), Quality Label for Swiss Tourism in Switzerland (1997), “Qualmark®” in
New Zealand, T-QUAL Accreditation in Australia, etc. Through these actions, governments
aim to achieve national competitive advantages by supporting the implementation of quality
systems within tourism organizations.

The movement for simplifying and coordinating national tourism certification is most vis-
ible in the EU countries. The European Directive 2006/123/CE and the requirements of the
European Parliament Report (2007) call on the European hospitality industry “to pursue its
work in relation to the setting up of a European umbrella for quality management systems,”
“to promote labeling processes regarding tourist accommodation undertaken in the differ-
ent Member States, and to promote quality models that have proven effective elsewhere (for
example the ‘Qualmark” in New Zealand) in order to improve visibility” [60]. In response
to these directives, the European Parliament’s Commission started preparatory work of the
European Tourism Quality Label implementation, whose basic principles for the new label
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were set in 2012. There is also the possibility of extending the label to cover more than purely
quality criteria, like environmental criteria, or broader criteria covering corporate social
responsibility and sustainability. These actions are circumscribed to the long-term strategy
launched by the European Travel Commission in February 2014, “Destination Europe 2020,”
which includes a set of marketing, branding, and promotion actions for Europe as a tourist
destination.

2.3. Quality approach in tourist destinations

ISO 9001 and other general and specific models for quality assessment and management have
been adopted in many manufacturing and service organizations, at the company level. But
in tourism, this managing quality manner is not sufficient, the alternative being the extensive
approach of quality at tourist destination level. This situation is explained by the fact that
the quality of tourism services not only relies on internal resources and services offered by
tourism providers but also depends on the features of external environment in which tourism
organizations operate. In this regard, Kachniewska says that, “In the short term, the exist-
ing quality systems of individual tourism companies may increase their competitiveness.
However, in the long term, lack of the ability to satisfy the needs of their customers may
result in a gradual decrease in the sales of tourism products offered by these companies” [39].
Additional factors, such as quality of destination facilities and infrastructure, public trans-
port, hospitality, security, sanitary conditions, etc., also influence the satisfaction of tourists.
To be simultaneously successful in all these different areas, a global approach at the tourist
destinations level is necessary.

Focusing on tourist destinations is one of the current trends within the evolution of qual-
ity management in tourism. UNWTO, through its Technical Committee on Tourism and
Competitiveness (CTC), has drafted a technical/operational definition of the quality of a tour-
ist destination: “The result of a process which implies the satisfaction of all tourism products
and services needs, requirements, and expectations of the consumer at an acceptable price, in
conformity with mutually accepted contractual conditions and the implicit underlying factors
such as safety and security, hygiene, accessibility, communication, infrastructure, and public
amenities and services. It also involves aspects of ethics, transparency and respect toward the
human, natural, and cultural environment” [61]. As one can see from this definition, the qual-
ity of the tourist destination is more than customer-centered, it envisages all stakeholders:
tourists, organizations that provide tourism services, the local community, and also, natural,
cultural, and social environment.

In accordance with this perspective, in 2003, the European Commission launched a specific
model for quality management in tourist destinations, namely integrated quality manage-
ment (IQM), in order to support sustainability and quality-oriented approach in an integrated
manner. Integration, in this case, has two dimensions. First of all, different from the tradi-
tional approach of integrated management systems (see Section 2.4), IQM is not organiza-
tion focused: this model refers to various tourism organizations from a tourist destination and
other tourism-related aspects, such as infrastructure, environmental protection, cultural heri-
tage protection. Second, IQM aims to satisfy the needs of all interested parties: tourists/visitors,
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tourism service providers, local population, and community. According to Vajénerova, IQM of
tourist destination is a demarche which takes into account improving visitors” satisfaction, and
it does so while seeking to improve the performances of tourism service providers, the quality
of the local population life, as well the environment quality [62].

IQM implementation is a complex issue that requires developing mechanisms, structures,
processes, and instruments for quality systematic management at the tourist destination level.
In this regard, the determinant role lies within the management structures of the tourist des-
tinations, known as Destination Management Organizations (DMOs). The whole demarche
within IQM system is based on the logic of continuous improvement principle and supposes
planning, realizing, monitoring, and improving quality as a cyclical ongoing process.

The effective functioning of IQM is not possible without a set of planning and controlling
tools of the quality, including relevant indicators. For this purpose, some evaluation tools
were created by the European Commission, namely QUALITEST and ETIS, aiming to help
European tourist destinations become more competitive [63]. The main goals of these models
are setting targets at destination level; measuring their progress over time, and by comparison
with best practices (benchmarking); and assisting the public investment decisions on tourism
development and management.

QUALITEST was launched in 2003 and includes an indicators system which is associated to
four key objectives that IQM aims to satisfy: high level of tourism satisfaction; high level of the
local tourism industry performance; higher quality of local people’s lives; higher environmen-
tal quality. Applying QUALITEST is based on surveys, all criteria being represented within a
specific questionnaire addressed to each group of interest, tourism companies, and tourists [64].
Applications based on QUALITEST are not numerous [62, 65, 66] and highlight the difficulties
in implementing this model. For this reason, probably, another model has been developed.

ETIS (acronym from “European Tourism Indicator System for Sustainable tourist destina-
tions”) is the second European toolkit especially designed to help DMOs in the process of
managing and monitoring the sustainable development of tourist destinations. It is a com-
plete management system of a destination based on a set of sustainability indicators [67].
ETIS was launched by the European Commission in 2013 and revised in 2015-2016. In each
of these phases, ETIS implementation was based on a great number of pilot studies (over
100 destinations) in order to demonstrate that ETIS implementation is feasible, both logisti-
cally and financially. Some information on these applications is published on the EC website
(http://ec.europa.eu).

In the context of the ETIS implementation, a core issue is designing a decision support system
(DSS) for tourist destinations management, based on Business Intelligence tools. This is a task
of the DMOs, together with the selection of an appropriate set of indicators, “able to provide
the most solid foundation for the decision making” [63]. According to Iunius et al., a small
number of studies treat this subject, some of them being theoretical articles and fewer practical
approaches [68]. The article’s authors state that most of the DSS-based projects implemented
in European tourist destinations are not functional. They also suggest that an innovative
DSS can be developed based on “Qualité Tourisme” certification/labeling system adopted
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at European level. The study refers to DIMAST Project (Destination Intelligent Management
for Sustainable Tourism), aiming the development of an innovative process to implement the
European Tourism Indicators System for Sustainable Destinations (ETIS). Its final goal is to
create an innovative information system to support decision-making of GDSS type (functional
model) that should directly and actively support the participatory management of sustain-
able tourism development and is capable of achieving long-term competitiveness within the
destination Brasov county.

In addition to the European toolkits presented above, there is a new global tool called global
sustainable tourism review (GSTR), managed by a non-profit organization named “Green
Destinations.” GSTR was introduced in 2014 by a number of sustainable destination net-
works [69] in order to measure, monitor, and improve the sustainability profile of tourist
destinations. GSTR is based on UNWTO destination criteria (GSTC-D, see Section 2.4.2) that
is fully integrated with ETIS but is more complex. There is also an evaluation support tool,
the Green Destinations platform, a database developed for contains data of more than 1000
destinations.

2.4. Environmental models and marks

As the previous section shows, sustainability is integral part of modern quality approach at
the tourist destinations level, taking into account the connection of quality with sustainable
development and of tourism with the environment in general, this section presents the gen-
eral and specific models for environmental management at the tourism organizations level.

Organizations around the world, including those of the tourism industry, are becoming
increasingly aware of the need for environmental management and sustainability. The term
“sustainability” is in relation with the collocation “sustainable development” (SD) that was
introduced in 1987 and defined as “development that meets the needs of the present without
compromising the ability of future generations to meet their own needs” [70].

In the traditional approach of sustainability, three dimensions are taken into account: the
ecological, social, and economical. From the environment point of view, sustainability means
minimizing any damage to the environment (flora, fauna, water, soils, energy use, contamina-
tion, etc.), while trying to value the environment in a positive way, through protection and
conservation. Social aspects include concern for activities that do not harm and revitalize the
social structure or culture of the community where it is located. And from economic perspec-
tive, sustainability means assuring business continuity to the benefit of the owners, employ-
ees, and local community [45].

Sustainable tourism organizations support the environmental conservation, social develop-
ment, and local economies. But applying the sustainability principles in organizations and
the environmental protection, in particular, are not easy. In fact, it is a complex problem in
any industry and organization, which requires systematic actions of planning, controlling,
and continuous improvement. A starting point in this approach could be the implementation
of environmental management systems based on ISO 14001 model, or specific environmental
models in tourism, presented below.
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2.4.1. Environmental management systems, ISO 14001 and EMAS

The ISO 14000 series of environmental management standards appeared in 1996 (the first
edition) and are intended to assist organizations manage the environmental effect of their
activity. The ISO 14001 standard gives the generic requirements for an environmental man-
agement system (EMS) and promotes useful tools for managing environmental impact of the
organization activity. EMS is based on process approach, the system” processes including
establishing the organization's environmental policy, planning the EMS and implementing
it, checking for corrective actions, and management review [71]. The organizations compliant
with this standard are able to avoid risks and costly mistakes by incorporating environmental
controls into daily operations.

ISO 14001 is designed to reduce environmental damage and industrial waste, and it applies
to all businesses. Tourism is one of the domains where the environmental issues occupy a
key position. In the hotel industry, especially, there are various initiatives for the environ-
mental preservation, given that hotels have a significant environmental impact, and there-
fore, their contributions and responsibilities toward the environment should not be ignored.
The hotel industry uses large amounts of energy resources for functions such as transporta-
tion, cleaning and laundering, food services etc., and it also releases waste in different forms.
Accordingly, environmental dimensions of hotels include water, energy, wastes, purchasing,
emissions, indoor air quality, and noise [72]. Considering these aspects, the implementation
of environmental management practices is essential for all hotel operations, resulting in a
greater sustainable development of the hotel industry. In this regard, Peird-Signes et al. say
that “sustainability is actually one of the main opportunities for the hospitality industry”
[73]. As Vaz points out, within the tourism domain, “sustainability seems to be the backbone
which supports and allows the reconciliation of the different interests of tourism suppliers,
tourists, and local communities” [74]. All these actors must take into account the economic,
environmental, and social aspects of products and production systems and to carry out sus-
tainable practices within their daily activity.

As more and more tourism organizations, and especially hotels, are interested in implement-
ing environmentally friendly practices, many are looking to ISO 14001 certification to help
them achieve their goals. There are several studies that reflect the growing interest of tourism
organizations and destinations for implementation and certification of EMSs based on the ISO
14001 model. Some of these workpapers illustrate the results of the EMSs implementation,
based on case studies [75-78]. The effects are measured by reducing energy consumption, raw
materials, and maintenance costs, with all these savings resulting in additional profit. Some
researchers specify that the EMSs implementation can bring benefits to a company not only
regarding the economic results, but also in terms of improving the company’s image [79],
and clients” perception related to hotel comfort and quality [73]. Chan and Hsu review and
synthesize 149 hospitality-related studies published in the last two decades. In conclusion of
this analysis, they found the increasing of the EMS maturity, the evolution of the environ-
ment approach in organizations from the basic issues, related to environmental policies and
practices, to the environmental indicators and benchmarking [80].
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However, ISO 14001 certification has a small share in the tourism industry. Based on the sur-
vey conducted in 36 hotels from different parts of New Zealand, Ustad points out the existence
of several models for environmental certification. This analysis shows that a small number of
surveyed hotels (6%) are ISO 14001 certified, the majority of the hotels having environmental
systems based on Qualmark Green and Green Globe 21 models. The analysis also shows that
there are hotels with more than one certification: 44% of the hotels surveyed hold only one
certification, 31% of the hotels have two types of certifications, and a further 8% of hotels have
three environmental certifications [72]. Matysek and Krivoken make a similar observation on
certification patterns used in the Australian tourism industry, where the certification based on
specific environmental models was preferred to the EMS certification in compliance with ISO
14001 [81]. These specific tourism patterns will be presented in Section 2.4.2.

Another general model, “Eco-Management, and Audit Scheme” (EMAS), exists in Europe.
EMAS, which predates the ISO 14000 standards, is a voluntary regulation that was created to
promote improved environmental performance among the EU companies. According to the
European Committee for Standardization, compliance with ISO 14001 satisfies most of EMAS’
requirements, but the European regulation takes into account additional elements to support
organizations that continuously improve their environmental performance [82].

In the tourism field, in 2013, about 300 hotels, camping grounds, nature reserves, and other
leisure and accommodation facilities in Europe were using EMAS to improve their environ-
mental performance. Among them are such prestigious names as the Ritz Carlton and Scandic
hotels in Berlin, and educational tours operator Studiosus [82]. Recently, a guideline was
elaborated, aiming to promote EMAS and the EU ecolabel in the tourism sector in line with
the objectives of the European Commission framework, starting from successful initiatives
already implemented. More details on the EU ecolabels are presented in Section 2.4.2.

2.4.2. Specific environmental models, and marks in tourism

As several studies show [45, 79, 83], the environmental management in hotels started in the
USA in the form of initiatives by various associations and activities which begun in 1993,
when the Prince of Wales launched the International Hotels Environment Initiative (IHEI).
But the environmental certification of tourism services began in Europe, with the Blue Flag
Campaign for beaches in Denmark, in 1987, and the “Silberdistel” label for lodgings and
restaurants in Austria, in 1988. According to Bien, in the decade between the Earth Summit
(1992) and the International Year of Ecotourism (2002), more than 60 environmental tourism
programs were developed, and their number continued to grow [45]. In connection with these
programs is the usage of environmental labels, which are symbols—pictures or logos indicat-
ing that a product has been manufactured and operates in consideration of the environment.
In other words, labeling gives information about the environmental impacts associated with
the production or use of a product.

Currently, there are many different environmental certification systems and correspond-
ing awards and ecolabels. A synthesis of the best known certification programs for sustain-
able tourism launched in the middle of 1990s is presented by Hensens [52] and includes
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global application models, e.g., Green Globe (1993), Green Key (1994), Leaders in Energy
and Environmental Design (LEED, 2000), and regional application models, e.g., Green Key
Global —applied in USA and Canada, Green Leaf Eco Standards—in South Africa etc. The
main environmental programs are also presented by Goldstein and Primlani, which differen-
tiate the next three categories: Environmental Certification Programs Specific to Hospitality,
Green Building Certification Programs, and Product-Specific Standards and Certification
Programs [84]. In addition, there are environmental certifications of tourism organizations
based ISO 14001 and EMAS models, whereof it was talking in Section 2.4.1.

The global list of environmentally friendly and sustainable tourism certification programs,
labels, and standards has been continuously compiled and updated by ECOTRANS, a
European network of experts and organizations involved in tourism, environment, and
regional development founded in 1993. ECOTRANS is running the DestiNet portal, which
offers a free Knowledge Base and DestiNet Services for making tourism more sustainable.
The data provided by DestiNet show that today there are more than 100 independent certifi-
cates for environmentally friendly and/or sustainable tourism services, destinations, and tour
operators [85]. The large majority of these environmental programs and labels are in Europe,
and fewer are performed in Africa, Asia-Pacific, the Caribbean, and the Americas.

Certification models for environmental systems apply in tourism organizations, but the suc-
cess of these actions largely depends on the national framework of the environment approach
in tourism. In this regard, an example of good practice is Australia, where the environment cer-
tification programs in tourism are coordinated by Ecotourism Australia (EA), an organization
created in 1991, which in 1996 launched the world's first National Ecotourism Accreditation
Program (NEAP) [83].

Awarding the environmental marks and ecolabels are based on certification programs
that include specific criteria. In order to develop a common language about sustainability
in tourism, a set of Global Sustainable Tourism Criteria (GSTC) has been promoted since
the early 1990s, by UNWTO together with The Rainforest Alliance, and the United Nations
Environment Programme (UNEP). The GSTCs are organized around four main themes: (1)
Effective sustainability planning; (2) Maximizing social economic benefits for the local com-
munity; (3) Enhancing cultural heritage; (4) Reducing negative impacts to the environment.
In present, there are two sets of global criteria: Hotel & Tour Operator Criteria (GSTC-H&TO)
and Destination Criteria (GSTC-D). The current version of these criteria is available online
[86] According to Hall et al., GSTC specifies minimum requirements for tourism businesses
and destinations to protect resources and promote responsible travel practices [87].

The European Commission also has several initiatives for sustaining sustainable develop-
ment of tourism in Europe. In chronological order, they include sectoral reference documents
(SRD) for the tourism sector in addition to EMAS [88], the EU ecolabels, and the two specific
tools for the sustainable management of destinations, namely QUALITEST and ETIS, already
presented in Section 2.3.

The EU ecolabel was established in 1992 and forms an important component of the
European Commission’s strategy to support green growth and ecoinnovation. The “EU
ecolabel” (the Flower) applies in all domains, including tourism. Awarding this mark for
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tourist accommodations is a voluntary certification based on specific criteria and can be
requested by all types of accommodation facilities (hotels, guest houses, mountain lodges,
private room providers, tourist farms, and camp grounds) for environmentally friendly
tourist accommodations. Currently, there are two separate sets of criteria and labeling
schemes: one for tourist accommodation services (TAS) and the second for campsite ser-
vices (CSS). The application of the EU ecolabel is officially recognized throughout the EU
for tourist accommodations from 2003 (2003/287/EC) and for campsite services from 2005
(2005/338/EC), respectively.

In the context of growing interest in ecolabeling, in the last decades, the number of stud-
ies related to the extension, implementation, and effectiveness of these programs has been
increasing. According to Lubbert, “there is a myriad of ecolabels of varying quality, criteria,
contents, and scope, causing customer confusion to the point of preferring to ignore them”
[83]. Hamele appreciates that Europe has far more “green” certification programs than any
other region of the world [89]. As Golden outlines, the rapid proliferation of ecolabels in the
market is accompanied by a high level of redundancy [90]. In Mihalic’s opinion, some tour-
ism ecolabels have poor reputation and suffer from lack of credibility. They often refer to the
natural environment and do not take into account the social and economic aspects [91].

Ban et al. underline the benefits of ecolabeling for tourists, tourist enterprises, and tourism
industry. In the authors” opinion, an ecolabel will always be related to economic efficiency,
although it requires a longer period of achievement [92]. The impact eco certification has on
purchase behavior is one of the predilection objects of research: several case studies indicate
that the majority of tourists does not seem to be affected by eco certifications [93, 94], and oth-
ers, referring to Europe, show that ecolabeling represents an important communication gate
to consumers, almost half of the respondents saying that ecolabeling plays an important role
in their purchasing decisions [95].

But, although there are many environmental programs and ecolabels, some researchers con-
sider that ecolabeling in the tourism industry is still in early stage [95, 96]. According to Graci
and Dodds, despite there have been efforts in America and Europe to implement environmen-
tal certification schemes, “certification doesn’t appear to have a significant effect on spreading
sustainable tourism practices overall” [97]. In order to improve the certification efficacy, Graci
and Dodds formulate some recommendations including developing international standards
and a clear ecolabeling system; linking quality with environmental and social criteria; focusing
on educational and training programs for the industry and consumers too. One example on
the linkage between eco certification and quality is presented by Dodds and Joppe, who speak
about the partnership between Green Globe and Australia’s AAA to award green stars to prod-
ucts, using an existing quality standard to promote eco principles [98]. To be awarded a Green
Star, an accommodation property must achieve a set of environmental criteria, including energy
efficiency, waste minimisation, and water management. Green Stars make it possible to identify
tourism businesses committed to reducing the environmental impacts of their operation.

It must mention that integrating quality and environment systems is an actual objective of the
organizations in all areas, and it materializes in so-called “integrated management systems”
(IMSs). According to Beckmerhagen, the integration is achieved through “putting together
the different functions and elements of specific management systems into a single and more
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effective IMS” [99] and can embrace all the processes and elements that need to be controlled
by organization. It is important to stress that the IMS collocation, as defined above, refers to
all management systems based on international standards (e.g., QMS—ISO 9001, EMS—ISO
14001, etc.) and should not be confused with the IQM systems for quality assurance in tourist

destinations (see Section 2.3).

2.5. Conclusions on the stage and evolution of quality approach in tourism

The previous presentation reveals the diversity of the models applied in tourism, in relation
to the quality and the environment approach and their evolution. Table 1 presents synopti-
cally these models, differentiating between general patterns and tourism-specific models.

Object Model title Application level

I. General models

Quality product evaluation SERVQUAL (1985) International

Quality management ISO 9000 (1987) International

Environment management ISO 14000 (1995) International
EMAS (1993) European

Excellence models
IL. Specific models
For tourism organizations

Classification schemes

Quality certification/awarding marks

Environmental marks and labels

For tourist destinations

Sustainable development

Baldrige (1987), EFQM (1992)

AAA (1963), Forbes Travel (1958),

Michelin Guide (1900), LHW
(1928)

National classification schemes
EHQ (2009), etc.

National quality marks
European mark

Global Sustainable Tourism
Criteria: GSTC-H&TO (2008),
GSTC-D (2013)

Green Globe (1993), Green Key
(1994), LEED (2000), Green Key
Global (1994/2002), Green Leaf
Eco Standards (...), etc

EU label (2003/2005)

Green Destinations (2014)

IQM (2003), QUALITEST (2003),
ETIS (2013, 2015-2016)

Global, and regional

National
Regional
National
Regional

International

Regional

European

International

European

Table 1. General, and tourism specific models for quality and environment.
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The previous table includes environmental models along with those related to quality, taking
into account the strong links between these aspects, which justify their integrated approach.
In tourism, customer satisfaction depends directly on environmental resources, consisting of
climate, nature, culture, and traditional architecture. These elements greatly contribute to the
attractiveness of tourist destinations and determine the customer satisfaction. On the other
hand, economic viability of tourism depends strongly on enhancing quality of the local envi-
ronment, and achieving this purpose supposes to promote the sustainability principles in
tourism.

Taking chronologically the evolution of the quality approach to tourism, it can see that the
first models appeared in the first half of the last century, being applied even today in tourism
establishments classification. But most of them, both general patterns and specific models
on quality and environment in tourism, date from the end of the twentieth century and the
beginning of the twenty-first century. This process is in a continuous dynamicity, by adding
new models and upgrading existing ones.

In the category of general models, the best known are the international standards for quality
systems, and respectively environmental systems, applicable in organizations from all fields
of activity. As the previous analysis showed (see Sections 2.1, and 2.4.1), the share of tour-
ism organizations ISO 9001 and ISO 14001 (or IMAS) certified is relatively low, the tourism-
specific patterns being better suited to the peculiarities of the field. But it is worth mentioning
that the development of the tourism-specific models was increasingly taking into account the
harmonization with the international standards for management systems that incorporate the
philosophy and principles of modern management. Applying the basic principles of quality
management (ISO 9000, 2015) —“Customer focus,” “Leadership,” “Engagement of people,”
“Improvement,” “Process approach,” “Evidence-based decision making,” and “Relationship
management” —represents key factors whether it is about quality achievement, environment
preservation, or other aspects on which performance of the organization depends.

Tourism specific models for classification, and respectively quality or environment certifica-
tion, have evolved along with the development of tourism, both in number and in terms of
assessment criteria. Referring to the environment approach, Haaland and Aas appreciate that
the jungle of labels and the lack of systematic reviews is a challenge not only for the customers
but also for the industry itself, in terms of overall credibility, market values, and actual envi-
ronmental effects and impacts [100]. This observation is also valid with regard to the quality
certification and classification of tourist establishments.

Also of note is the concern of finding common rules for the harmonization of classification
schemes and quality certification models, without, however, pleading for the uniformity of
these tools. The analysis of those approaches (see Section 2.2.1) highlights the following major
axes of change: extension of the number of indicators on the basis of which the classification of
the tourist units is done; integration of classification schemes and quality certification models;
integration of online guests’ review into the classification systems.

In terms of improving the tourism classification models, there are some results consisting in
the extension of classification criteria related to quality and environment. The most known is
EHQ model of HOTREC, but other examples also exist of national classification schemes in
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tourism which include quality criteria. One of the quality criteria refers to the assessment of
customer satisfaction. This requirement can be solved in a classic way (via surveys based on
questionnaire conducted by the tourism company), but the modern approach is to evaluate
the results of online customers’ reviews off the social media platforms. Integrating online
guests’ reviews in the process of rating and/or awarding quality marks in tourism is one of
the recent changes of quality approach in tourism, with notable results (see Section 2.2.1).
With respect to inclusion of environmental requirements within classification schemes, the
adopted solutions are different from country to country in terms of number of requirements
and manner of presentation (dissipated or separate standards).

In terms of improving the tourism specific models for environmental performance manage-
ment, the most visible result is the creation of common evaluation criteria (see Section 2.4.2).
A set of global sustainable tourism criteria (GSTC) has been promoted by UNWTO and UNEP
in the early 1990s, in order to develop a common language about sustainability in tourism. In
the EU also, the EU ecolabel and the set of criteria and labeling schemes for tourist accommo-
dation services (TAS, 2003) and for campsite services (CSS, 2005) were launched.

Another important aspect in the evolution of the quality and environment approach in tour-
ism is the focus on tourist destinations (see Section 2.3). The main objective of this approach
is to manage the various components of tourist destinations as a system, considering the sat-
isfaction of tourists, and also the three pillars of sustainability: the economic profitability,
the social, and environmental. Initiatives on this line exist at the European level —consisting
of IQM model, and QUALITEST and ETIS as toolkits, and also at the international level —
GSTC-D criteria established by the UNWTO and UNEP, respectively GREEN DESTINATION
standard. As already mentioned, European and international instruments are different, but
their harmonization was envisaged.

As shown in Section 2.3, the results of these models implementation are modest, one of the
reasons being the short time since their launch. Another reason is the complexity of the imple-
mentation process of IQM in tourist destination, which includes developing new manage-
ment structures, planning, and control tools, data management systems, etc. In this regard,
dissemination of the results of applied studies on this issue is important. The emergence of
“Practical Guidelines for Integrated Quality Management in Tourism Destinations” also sup-
ports the IQM implementation, being useful to all stakeholder categories: tourism managers,
academics, professionals, and decision makers.

In terms of paternity of the quality and environmental models, several situations are distin-
guished. The first models have been created by professional organizations. At present, profes-
sional organizations are also involved, but increasing coordination of those programs is done
at the international level, through UNWTO. Regional structures in the Americas, EU, Asia, and
Africa are even important. The existence of general rules does not mean the patterning of models,
but it provides some benefits: facilitates the understanding of quality and sustainability concepts
and the harmonization of their approach, generating important advantages for all stakeholders.

It should be noted that the existence of common international or regional models does not
guarantee their successful implementation in tourism organizations. The coordination at the
national level (see Section 2.2.2) is another key factor in the success of activities related to
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quality and environment in tourism. Adopting and awarding of national quality and environ-
mental standards and marks are not simple; it supposes the legislative development, organi-
zational, and methodological framework for quality and environment certification in tourism.
Some of the success examples in the implementation of national systems are presented in
Section 2.2.2.

3. General conclusions and research agendas

Quality approach in tourism is a central subject of about a quarter century, both in theory
and practice. These demarches have resulted into elaboration and implementation of some
models and standards for the tourist units’ classification, respectively the quality certifica-
tion. The diversity of models currently used makes their understanding difficult, being a
challenge both to customers and service providers in terms of their credibility, market value,
and implementation effects. Difficulties are amplified by the fact that, in parallel with quality
tools, the environmental approach to tourism has evolved, and a variety of environmental
certification standards and models have been elaborated. It can be said that although there
is a visible and even increasing interest in quality in tourism, there is a lack of global under-
standing of quality and links to new practices related to the environment and sustainable
development.

The reason for the orientation toward this subject has its roots in the authors' belief that a
comprehensive review of the approach to quality and environment in tourism will contribute
to a better understanding of the concepts regarding the quality and environment approach
in tourism, and the links between them. At the same time, systematization of the informa-
tion on existing models and their using contribute to identifying the directions of change
in the quality approach in tourism, considering both the proposed models and the way of
implementation.

Taking into account the comprehensive review and the conclusions presented above, future
research directions are formulated on three levels of action: global and regional actions,
national actions, and institutional actions.

(1) Increasing the involvement of the UNWTO, the EU commissions, and other regional coor-
dination bodies in addressing quality and environment in tourism resulted in the develop-
ment of common rules, models, criteria, quality, and environment guides.

These actions aiming to create unitary rules and tools for quality and environment manage-
ment in tourism should continue. A periodical review and upgrading of the existing manage-
ment tools is necessary, taking into account the new requirements and also the observations
resulting from their implementation. A direction to improve tourism-specific models is to
achieve a better harmonization with the international standards for management systems.
The harmonization of models applied at the organization level with those used to the tourist
destinations should also be analyzed.

The tourist destinations quality remains a research direction, and it targets both the tools cre-
ated (IQM, ETIS) and their implementation.
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(2) The development of national systems for quality and environmental management in tour-
ism is a factor with a strong impact on the performance of the tourism industry.

Considering that in many countries, there are not national quality systems in tourism, or they
are inefficient, it is important for future studies to be more focused on good practices exam-
ples and for projects to be initiated to implement national systems for quality assessment and
certification in tourism or to improve those that already exist.

It is important to take into account the need for harmonizing the national systems with global
and/or regional models, at the level of principles, concepts, methodologies, and action tools,
for quality and environmental management.

(3) The development of national systems creates the framework for the implementation of
quality and environment-oriented management methods in tourism organizations. But in the
end, quality and environmental performances depend on the actions undertaken at the level
of each tourism organization. From this perspective, future research studies must be directed
to developing tools for quality and environment management systems and respectively to
improving the process of implementation of those systems in organizations.

Given that SMEs, which have limited resources, are predominant in tourism, it is opportune
to develop studies of analyzing and optimizing the key processes on which quality depends,
namely human resources, customer relationship management, information management, and
quality assessment. In terms of institutional quality assessment, the creation of QMS evalu-
ation grids is recommended. The way tourism companies manage online guests' reviews,
which presently are the primary tools of customer feedback, also needs study.

Likewise, the aspects related to human resources in tourism need to be further studied, in
order to support the broad implementation of modern Human Resource Management prac-
tices in tourism. In this regard, the staff training and the development of appropriate organi-
zational culture to achieve quality and environment objectives in tourism are priority issues.

In the end, it must be said that regardless of the models used, achieving success in implement-
ing new management practices is not an objective, but a “journey” that includes the continu-
ous improvement of the expected performance and the tools used. The change process is done
from top to bottom, under the coordination of superior management. Making changes is not
possible in the absence of leadership.
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