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Abstract

Responsibility for ensuring sustainable tourisnhaigely in the hands of
all stakeholders in tourist destination of whichtrermely important are
Tour Operators. Cooperation between companiesphatide services to



the tourists and Tour Operators is significant, solering that Tour

Operators are the central link in the distributichain. Tour Operators
as business partners, demand from hotel and othpenies responsible
environmental policy and creation of developm@ans, regardless of
regulations, which oblige them to it. It improwbe quality of products
and leads to long-term conservation of natural reses and

environmental protection. Tourism product that & dangerous for the
environment becomes a means of a differentiatiathentouristic market

and is expected from eco-conscious travel conssiniére aim of the
paper is to show the role of Tour Operators as a ofi most important
destination stakeholders in the tourists destimatgustainable supply
chain. For the purpose of this paper we have usssbrsdary data and
primary research carried out by method of intewieith managers in
tourist destination Kotor. According to the resuled primary and

secondary research we have confirmed that Tour &pes Generalist as
well as Tour Operator Specialist play important @oin the tourist

destination sustainable development and that tlaere lio implement new
strategies in their bussiness practice.

Key words sustainable development, Tour Operators, toudsti
destination

1. INTRODUCTION

Business entities that offer new technological ohs in accordance with
the preservation of the environment, health andravipg the quality of life in
practice are called "environmentally friendly buesin." Tourism product that is
not dangerous for the environment becomes a mehufferentiation in the
tourism market and is expected from the eco-consdi@avel consumers.

Responsibility for ensuring sustainable tourisnfaigely in the hands of all
stakeholders in touristic destination of whichreriely important are Tour
Operators. About 50% of tourists who want to bugtaimable tourism product
are individual tourists and about 50% of cliente asing packages (Peng, T.,
2005, p. 397-404). Cooperation between other compan tourist destination
and Tour Operators is significant, considering thaur Operators are the main
link in the distribution chain. Tour Operators assimess partners demand from
hotel companies responsible environmental polcyl creation of development



plans, regardless of regulations, which oblige thernt. It improves the quality
of products and leads to long-term conservationnafural resources and
environmental protection. Tour Operators play inb@at role in satisfying clients'
requirements (avlek, N., 2000, p. 325) and have strong influeapetourists'
behaviour Cavlek, N., 1998, p. 217). The discrepancy betwberlarge number
of people and space can not pass without effeth@environment.

With the overall environment in which tourist amsting, culture, health,
safety and ecology are now one of the determifaors underlying the
contemporary tourist flows. Consumers are becomimge aware and more
critical to the phenomena that surrounds us. Theieisof environmental
protection is becoming an integral part of livinfenvironmentally conscious
citizens who expects tourist product to meetstamdards of "extra" quality that
relates to compliance with environmental standafd® aim of the paper is to
examine the importance of sustainable developrsiategies implementation
in Tour Operators business practice in touristidation Kotor.

2. The Destination Sustainable Supply Chain

In recent years the area of Supply Chain Managerf®&@M) has become
very popular. Supply chain management is definedhassystematic, strategic
coordination of traditional business functions atite tactics across these
businesses within the supply chain, for the purpafsenproving the long-term
performance of individual companies and supplyirclas a whole (Mentzer et
al., 2001., p. 18).

The concept of sustainable development includembsses interaction with
the local residents and businesses which take tweawole in such a way that
protects the environment. When the internationatrmainity in Rio de Janeiro in
1992. adopted the Declaration on the Environmentadcordance with the
principles of sustainable development it has becatear that sustainability
means long-term changes in technology and the atiaptof an existing
technology may not be satisfactory. Eco-innovati@s become necessary to
improve environmental performances (Rennings, keglér, A., Ankele, K. &
Hoffman, E., 2006, p. 45)

Among the most important instruments in implememntihe environmental
policy is EMS (Environmental Management Systenty &MAS (Environment
Management Auditing Scheme). Implementation of EMSimproves
environmental quality and reduce costs, and intirestimulates product
innovation in the direction of environmentally fnigly products and services. An
important role also has implementation of environtak management systems
according to 1SO 14001 standard. At the same timgy vmportant factor is
cooperation between Tour Operators, hotels, renmiental organizations,
industry sector and govermental organizations (ChN#n& Ho, K., 2006, p.



306-306). This is supported by research conductentdatian hotels. The results
of the resarch show that hotel managers considepleimentation of
environmental management systems according to thedard 14001 as
significant factor for realizing business cooperatetween Tour Operators and
hotels (Dragicevic, M., Krzelj-Colovic, Z., Letuni§., 2010).

As an example of good business practices can lesm takour Operator TUI,
which collaborates with various national and inégional organizations,
encouraging and promoting a policy of sustainatdgetbpment. At the First
International Conference of the World Tourism Origation (UNWTO) in 2003.
which referred to climate change (www. tec-conseih, accessed, 4.06.2013.),
TUI has presented its own measures that couldipelsitaffect climate change.
The measures were related to reducement of COXmmés and included all the
stakeholders in the tourism supply chain. By adogpthe implementation of
various quality standards hotel companies andnkessi partners could have a
significant impact on increasing product qualityusiomer safety and
environmental protection. TUI is the also owner lbtels in Germany, Spain,
Egypt, Turkey and the Caribbean Islands who hay#amented the 1SO 14001
standard Www.tui-group.comaccessed 15.01. 2012.).

In a study of package-holiday users, carried mutABTA in February
2001., respondents were asked to answer a quedimn harmful impact on the
environment. The responses show that respondemsidered important that
their holidays do not negatively impact on enviremn Even 40% of
respondents believe that it is very important, 4%y important, 10% thinks
that it is not very important and 3% said it is moportant at all. In the same
survey 81% of respondents expressed that they dliagwmto pay financial
compensation to guarantee this. (www. Maltatourigtimarity.com., accessed
22.12.2008).Cavlek states that the analysis of research inctudiGerman
tourists shows that 57% of respondents have ribtgmrious damage to the
natural surroundings, while 49% said that this exmee will be kept in mind
before making a decision about destinatidavlek, N., 1993., p. 153). Also, over
80% of respondents involved in research in the did ¢hat just Tour Operators
have responsibility to protect the environment antture to ensure that local
community benefits from tourism. The same respotsd@mould prefer to buy
package that is created by company taking canesponsible development. The
Tearfund reported (2000) that 55% of consumersebelithat travel agents are
obliged to provide information on the responsitaht of the tourism industry,
while 48% of consumers believe it is Tour Operdtaisligation. Buying a
package-tour organized by a company that has aewritode of conduct to
guarantee good working conditions, environmentaitgmtion and supports the
benefit of the local tourist destination is becogincreasingly important in the
modern tourism market (Dodds, R. &Joppe, M., 200%)s is proved by
research conducted by Goodwin and Francis (20@3,1p284). Research results
are presented in Table 1.




Table 1.
The influence of ethics on the travel decison mgKfor tourists who travel in
package-tours and individuals

Influence 1999.(u%) 2001.( %)
Yes 45 52

Doe not influence 42 33

Do not know 13 15

Goodwin H., Francis J. (2003). Ethical and respdiesitourism: Consumer
trends. UK. Journal of Vacation Marketing, 9, 3271-284.

Practice and effort of renowned leading European tperators TUI
and Thomson, for instance, shows that large Towr&lprs are the main force
that can change the practice of other market [yatits. These Tour Operators as
their business partners choose just those hotelstétke care of environment
protection. Tour Operators enhance control pdiciet only in terms of quality
control and service standards, but increasingthéndirection of compliance with
environmental and health conditions. For exampiethie TUI brochures that
promote their products there are those hotelsdbatot disturb the harmony of
the environment.

TUI is also the first Tour Operator in the worldget up its own Department
of Environmental Protection in 1990. and one &f fiunders of Tour Operators
Initiative for Sustainable Development of Tourisfro(r Operators Initiative for
Sustainable Tourism Development) within the Unitidtions Environment
Programme, UNEP. TUI makes efforts in terms of mny sustainable tourism,
but there are certain repercussions in the todastinations that are involved in
its programs. British tour operator Thomson alstiofes the practice of TUI,
which promotes the protection of the environmenthia destinations in which
they bring their clients. Thomson in 1990. release@grogram called "World
Aware", which contains two separate recommendatidhge first are for the
hotel managers and other participants who provéedeices and second are for
tourists who are asked to develop and enhance dheirinitiative to protect the
environment and to behave in accordance with theciptes of environmental
protection. Part of the program called "behaviowds intended for those who
have realized business agreements with Thomsonérd8, Spain, Portugal and
Italy. In the second part, the tourists were alsked to examine their behavior.
This is related to rational use of water, eledyicrespect animals, plants, etc.
(Cavlek, N., 2002). Association of Independent Toye@tors relies on the



certification and on sustainable tourism as a tesfuthe experience of tourists
and benefits to the local community (Font, X., TappR., Schwartz, K.,
Kornilaki, M., 2008, p. 269).

3. The results of the empirical research carried out in the touristic
destination Kotor, Montenegro

3.1.Research Methodology

For the purposes of empirical research we havedwdad a semi-structured
interviews including the sample of 20 subjectshia tourist destination Kotor.
The respondents were managers or experts in tliedfdourism. Major part of
them, 6 managers, was employed in hotels, 4 iretragencies, 2 in transport
services, 4 in private accomodation, 2 in restasrand 2 were managing cultural
attractionsRespondents were asked 20 questions. General auesiere related
to the form of business ownership, education ofep#t, profession, years of
service and age. Respondents were asked questiang emplementation of
sustainable development in the business practloe.nfanagers also responded to
questions refering to the environmental awarerdsthe stakeholders in the
destination suply chain. Furthermore, questionswelated to the cooperation of
stakeholders. In formulating and presenting thellteof empirical studies we
have used methods of descriptive and inferentiissics (based on chi-square
testing,a=0,05).

3.2. The results of research

Analyzing the position of managers who particgohin the study it can
be concluded that 90% of respondents managers isgetals and company
managers, while 10% of respondents are an assidiadtor. Therefore, it is
evident that the company directors and managers wiling to participate in the
study and showed interest in the research of yipis.tThe share of 25% belongs
to the managers who are between 26-30 year old, @5%tem are from 31-35,
20% have between 36-40, 25% from 41-45 and onlyaB84managers older than
51. Analyzing the working experience of managershim tourist destination of
Kotor, one can conclude that the majority of resfmnts (30%) have from 6 to 10
years of working experience, 25% of respondent® hg to 5 years and 25%
from 11-25 years. With the share of 10% are repitese managers who have
from 16 to 20 years of working experience and frein30 years of working
experience.



Table 2.

Working experience of managers

Working experience Number of managers %
Upto 5 5 25
6-10 6 30
11-15 5 25
16-20 2 10
21-25 1 5
26-30 1 5
31-35 - -

36 and more - -
Total 20 100

Source: author's own

The largest number of respondents (85%) have wityediploma, and 15% of
respondents had master or doctorate degree.

According to the opinion of respondents it can bactuded that the
companies with highly educated managers, 20% b&fmi have formally
implemented sustainable development strategy,nfarinally exists in 50% of
companies, but in 30% of companies the sustainddelopment strategy does
not exist. Chi-square testing of independence, 0.05 (empirical value gf2 =
0.6079 andy2 table value = 5.99) shows that there is no catimi between
managers educational level and the existence efrategy for sustainable
development as visible via table 3.



Table 3.

Educational level of managers and implementatiensthategy of sustainable
development

Strategy Formaly | % Informaly % Does not| %
exists exists
exists

Education
Ph.D.,M.Sc. | 1 5 1 5 1 5
High 3 15 9 45 5 25
Higher - - - - - -
Secondary - - - - - -
school
Total 4 20 10 50 6 3(

Source: author's own

The significant share of the respondents (45%) péwticipated in the
study showed a high level of awareness about thecepd of sustainable
development, but also it should be noted that 5&m@derately informed. The
above results show that managers are aware thpongbility towards the
environment brings many benefits not only to conipahbut also to the local
community. However, the above indicates the neeithpiyove the awareness of
one part of managers that are moderately informbduta importance of
sustainable development principles implementatiéwecording to the results of
the research, itis visible that moderately infednare young managers.



Table 4.

Importance level of the sustainable strategy imglietation and real existence

Strategy Formaly | % Unformaly | % | Does %
not
implementation | exists exists
exists
Importance
Very important 4 20 5 25| 1 5
Important - 5 25| 5 25

Moderately important - - - - - B

Has small significance| - - - - - -

It is completely - - - - - -

insignificant

Total 4 20 10 50| 6 30

Source: author's own

The above data shows that 70% of the companiesrtmsmented some
type of sustainable development strategy, but foraal form it exists only in
20% of enterprises. The 45% of managers consid@&xtremely important, and
25% think it is significant. Similarly, in 30% obmpanies that were involved in
the research strategy of sustainable developmerds dot exist, even though
these managers believe it is important. The abeaéd to the conclusion that it is
necessary to encourage the implementation in compathat have not



introduced the strategy of sustainable developrirettteir business practice.If
we analyze the attitudes of managers accordingdactiterion of branches it is
interesting to see that majority of managers in elsotconsider that
implementation of the strategy of sustainable dgwelent is very important. The
same is the fact with managers in travel agencies

According to the data in Table 5. it is eviderdttthe largest number of
managers (47%) consider benefits of sustainableldement refer to a better
image of the tourism market, then a positive impattthe environment (22%),
and improving competitive advantage on the mafk8%). According to the
results of the research the lowest number of resgr(11%) refers to the
introduction of eco-innovation through new and deyl products.

alile 5.

Main advantages of sustainable business practice

Advantages Responses %
Better image 17 48
Gaining better competitive 7 19
edge

Initiates the inovations and4 11

recycling usement

Positive influence on the8 22
environment

Total 36 100

Source: author's own



Table 6.

Implementation of the Environmental Managing Syst€Systems (ISO 14001

and similar)
Implementation of the Responses %
Environmental
Managing
Enterprises  with  the 1 5
Environmental Managing
System
Enterprises without 12 60
Environmental Managing
System
Enterprises which are inl 5
the process of
implementation
Enterprises  which are6 30
planning implementation
Total 20 100

Source: author's own

The largest share of 60%, represents responsemiofgers who have
not implemented the Environmental Management SysEran more, only 5%
of companies, have implemented some of the Enviesiah Management
System. According to the results of the resear@@% of managers plan to
introduce Environmental Management System in thar nieiture, what is
encouraging.



Table 7.
The managers' attitudes towards advantages ofecatign between
Tour Operators and other stakeholders in the toudestination supply

chain

Attitudes Responses %

Better opportunities for 18 72
positioning
products/services on the
tourist market

It is easier to make 6 24
business

Lower costs 1 4

Total 25 100

Source: author's own

According to the results of the research whichrrédethe attitudes of
managers towards benefits that brings cooperatiim Tour Operators, it is
visible that 72% of responses refer to the greafgportunities for better
positioning on the tourist market.

The results of the primary research show that 8d%ompanies in the
tourism destination chain cooperate with Tour Omegaand only 10% of them
does not have any cooperation with Tour Operatdosvever, it is important to
note that these managers believe that the implextientof the principles of
sustainable development in the companies is impbua very important. The
cooperation with Tour Operators is good or veogdin 55% companies that
have implemented the principles of sustainable ld@weent in there business
practice and that consider it is important. Thet of 35% of companies that have
have cooperate with Tour Operators in a small nreadone of the participants



in companies that cooperate with Tour Operatorsiden that the introduction of
the concept of sustainable development into bgsipeactices is not significant.
The following table 8. presents the results of tesearch which refer to the
attitudes of respondents towards the importancesustainable development
principles implementation in the business practt@our Operators Specialists
and Generalist.

Tour Operators Specialists are smaller Tour Opesat focused on
market niche.Cavlek cites (1998) that Tour Operators Speciabst be grouped
according to the following criteria:

» The content of the product (specialists offeivdits on holidays, e.g. hobbies,
activities as the main content)

 Applying the geographic criterion (specialistparticular touristic destination)

» According to sociodemographic criteria (spectalin certain age groups,
singles, etc.)

Tald.

Importance of implementation principles of susthie business practice
for Mass Tour Operators and Tour Operator Spetialis

Importance Number of managers %
Important for Tour Operators 3 15
generalist

Important for Tour Operators 1 5
specialist

Important and for Generalists16 80
and Specialists

Total 20 100

Source: author's own

According to the results via Table 8. it is visilthat the largest number of
respondents (80%) consider that the strategy ofamable development is
important for Tour Operator Specialists and Toyrefators Generalists, 15%



thinks it is significant only for Tour Operatore&@eralists and only 5% think it is
important only for Specialists. It is evident titae majority of respondents is
aware of the importance of implementing the pritesp of sustainable
development in Mass Tour Operators business peaas well as in Tour
Operator Specialists business practice. Managdiesvbehat the damages caused
by Tour Operators which do not care about socialgponsible behavior are
primarily connected to the destruction of naturahlity and with lower level of
live quality of local people.

alile 9.

The damages caused by Tour Operators

Damages Responses %
Destroying natural beauty 16 59
Mass of tourists that has8 29

influence on lower standard of
local inhabitans living

Unknown 3 12

Total 27 100

Source: author's own

The small number of managers (10%) believe thatr Tdperators are
responsible for harmful effects on the environnmaemd realization of a package-
tours that can greatly influence the balancecof®/stem. With a share of 15%
are represented the managers who think that thiedsssof Tour Operators can
not cause environmental damage. Studies conduttée iworld also indicate the
responsibility of Tour Operators in relation to teavironment. For example,
research conducted in Great Britain shows that 828 of respondents feel
that just Tour Operators are responsible fdme preservation of the
environment (www. responsibletravel.com, accesgdb12009).



Tahle.
Tour Operators and other stakeholders

responsibility in arising the level of touristsodagical awareness

Attitudes of managers Number of managers %
Responsible are  Tour6 30
Operators

Responsible are all 14 70

stakeholders

Total 20 100

Source: author's own

Data analysis leads to the conclusion that 30% afhagers believe that Tour
Operators are responsible for raising the enviemtal awareness of tourists
while 70% of managers believe that it is respofigjtof all stakeholders in the
touristic destination Kotor.

4. CONCLUSION

The implementation of principles of sustainableedepment is very
important factor for all participants cooperatian touristic destination supply
chain. There are example of good business practicel is the case of Tour
Operator TUI which collaborates with various natibnand international
organizations and other business partners suclieasscto support and develop a
policy of sustainable development. The holidaysaarged by a company that has
written code of conduct guarantee good workingditioms, environmental
protection and the benefits for the local comrynitourists and all other
stakeholders in the touristic destination. It i€essary to educate the managers
about the benefits and necessity of implementirgg gtinciples of sustainable
development and socialy responsible behaviour. Timplementation of
sustainable business practice brings significamefies to the Tour Operators,



such as better image and impovement of compegtdge. The damage caused
by Tour Operators which do not take care aboubforesponsible behaviour is

primarily reflected in the destruction of naturaaoty as well as in the lower of
local people lives quality. This referes to the T@Qyperators Generalist and Tour
Operator Specialist, because both can cause ratiffeenvironmental damages.
For araising the environmental awareness of taurrstsponsible are Tour
Operators who create package-tour and all othekeBtdders in touristic
destination. The implementation of sustainable bgraent principles is
important not only for realizing business coopemativith hotels a s the most
important business partners, but also and withathether stakeholders in the
touristic destination Kotor.
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