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Naut Kusters

• Master in Agriculture and Forestry

• Founder of the European Centre for Eco and Agro Tourism 

(ECEAT)

• European web site for rural tourism on organic farms 

• Consultant for establishing Rural Tourism Associations in Estonia, 

Lithuania, Kyrgyzstan, Uzbekistan and Tajikistan.

• Business development and market access expert for CBI, the 

Dutch government Centre for the promotion of Exports from 

Developing Countries (Nepal, Thailand, Myanmar, etc. ) 

• Working on (eco)tourism in protected areas 

• Co-fouder of the Global Sustainable Tourism Council (GSTC)

• Founder of Travelife for Tour operators sustainability programme. 
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• Background in tourism, sustainability

• Present position / activities

• What do you expect of the training?



Seminar objectives   
• Understand the responsibility of tour operators 

• Understand basic concepts in sustainability and
certification

• Understand the relevant sustainability criteria  

• Able to advise companies in implementing
sustainability

• Experience the management system and reporting
process



Programme 

I.    Global consumer and Business trends 

II. Travelife for Tour Operator’s

III. Sustainability in Tourism: principles and concepts

IV. The Sustainability Criteria  

 Experiencing the online training and reporting tools 



Tour operators and
sustainability



Tour operators and sustainability

Why tour operators are important? 

• Central point between client and host destination 

• Make decisions on behalf of (potential) clients 

• Influence  choices of consumers 

• Can influence practices of suppliers (market 
power)

• They are in the position to make a positive 
contribution

• Have therefore a corporate responsibility! 



Tour operators and sustainability
Why common tour operator sustainability standards

• To provide clarity for the suppliers 

• To provide  clarity for inbound tour operators

• To create a level playing field 

• To inspire committed tour operators 

• To enable a dialogue with stakeholders 



Tour operators and sustainability

Why certification? 

• To provide confidence to the market  

• To add value for visitors 

• To justify (potential) difference in price

• To recognise leadership in social responsibility

• To avoid green washing 



I. Consumer and business trends



Consumer trends 

In European countries 

3-10 serious consumer 

studies were conducted

between 1995 and 2017 

.... they provide a clear 

and growing trend 



Consumer awareness 

• 87 % of the British find it very or fairly important that holiday does 
not damage the environment.

• 71 % of British consumers would like to benefit local communities 

• 46 % of the German’s think ‘it is an added value to stay in an 
environmentally friendly accommodation

• 80 % of the Dutch want information on ethical issues  in their travel 
information. 

• Ethical reputation of a company is an important selection criteria for 
45 % of the British consumers.

 Overview of research in your online background materials 
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Global Business trends       

• Major Industries have defined clear objectives to 
become sustainable. 

• Larger multinationals are taking the lead: driven by 
brand reputation and investors.

• Clear targets are set:  
-> 25 % sustainable coffee globally in 2020 
-> 75 % of EU cacao import sustainable in 2020 



19



Global business trends          

In order to independently monitor performance 
sector specific global sustainability labels are 
defined. 

 In co-operation between NGO’s and industries

20
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II. Travelife for Tour operators
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Growing pressure on travel industry to take action! 

• Within Europe, ABTA and ANVR have taken the lead 
in supporting their members towards sustainability: 

• Established partnerships with NGO’s and 
universities. Supported by governments / EU

• Develop common industry sustainability standards 
and tools

http://www.abta.com/home


25

 TOI, Tour Operators Initiative / UNEP

Sustainability manuals and tools (2000)        

 ANVR, Dutch TO association

Environmental management system (2003) 

 FTO/ABTA, UK Travel associations

Heath and safety system (2004)  

 Individual tour operators  

Environmental checklists (2000 )  

Combining early experiences

http://www.abta.com/home
http://www.tuitravelplc.com/tui/
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Vision…

• Use the “blank page” situation!  

• Integrate existing experiences

• Full range of sustainability 

• Combined experience of Industry, NGO’s and 

governmental stakeholders and experiences 

• Hands on and practical  

• Create one common international and cross 

supply chain language and standards

• Enable associations to work with their members

• For large and small companies 



Association
s

NGO’s Education

EU Project 2004 - 2007

http://www.abta.com/home


Tour operators      Hotels

Training Training      

Management tools        Management tools            

Certification                           Certification

Marketing support Marketing support                       

(managed by ECEAT)      (managed by ABTA)                                                                                                          

http://www.abta.com/home


1000+ Tour operators from 100+ countries 



40+ commited travel associations

http://www.abta.com/home


Step-by-step approach        



Travelife
Engaged

Travelife

Partner

Travelife
Certified

Your road towards sustainability



Stage 1  Travelife Engaged

• Online training and exam for the sustainability 

co-ordinator.

• Guidance on improving the sustainability performance.

• Action planning tool

• Reporting tool and self-assessment (baseline)

 No recognition for companies yet



All support tools online 



Stage 2 Travelife Partner

• Reporting based on the Travelife Partner criteria

• Standard can be adapted at national level  

• Compliance check based on desk audit

• Travelife Partner recognition and logo 



Stage 3  Travelife Certified

• On-site audit to confirm Certified level.

• Use of “Travelife Certified” logo in promotional 

materials and website(s).

• International promotion of the company for its 

excellent sustainability achievements. 



Mr. Taleb Rifai, 

UNWTO

Hands out 

“Travelife Certified”

award to TUI-UK. 



Training and capacity building  



 Two day - Introduction course  

 Trainings so far in 30 countries

 1.200 inbound operators participated

Class room trainings



Learning platform 
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 Hands-on and state of the art

 Based on UNEP / TOI materials 

 For travel companies and students

 Online exam and personal certificate

 German, English, Italian, Spanish,

Dutch, Portuguese, Greek, Finish, Russian, etc.

Travelife basic training  



Travelife basic training 
Training modules 

Tour Operator

Internal management

Customer

Customer Communication

Supply Chain

Transport

Accommodations

Excursions
Destinations
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Each training module includes

 The issues:  what are the challenges?  

 The solutions: what can TO/TA do about it? 

 Best practices:  200 + practical examples TO/TA

 Further references: NGO’s, campaigns, tools 

Travelife basic training
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 Internal environmental Management 

 Child protection

 Accommodations

 Animal activities 

 Guide training 

 Staff engagement 

Travelife advanced trainings   



II. Sustainability and certification:
principles and concepts



Sustainable Tourism 

Definition UN-WTO (1988)

"Sustainable tourism meets the needs of present tourists 
and host regions while protecting and enhancing 
opportunity for the future. It is envisaged as leading to 
management of all resources in such a way that 
economic, social and aesthetic needs can be fulfilled 
while maintaining cultural integrity, essential ecological 
processes, biological diversity and life support systems.”



Sustainable Tourism - 12 Aims 
(Report UN-WTO, Making Tourism More Sustainable, 2007)

Economic viability Local prosperity 
Employment quality Social equity
Visitor fulfilment  Local control
Community wellbeing Cultural richness  
Physical integrity Biological diversity 
Resource efficiency  Environmental purity 
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How to make tourism more sustainable

Instruments

Measurement instruments (governments)

• Defining limits (carrying capacity…)

• Monitoring 

Legal instruments (governments)

• Regulation 

• Land use planning and control of 
developments 

• Taxes (economic instruments) 



How to make tourism more sustainable

Instruments

Voluntary instruments  (consumers, industry)

• Guidelines and code of conducts 

• Management system 

• Certification

Supporting instruments

• Capacity building

• Marketing and information services 



Management system?

Management 

“the act of running and 

controlling a business or 

similar organization”

System

“a group of things, pieces of 

equipment, etc. that are 

connected or work 

together”

A Management System is a framework based on a 

structured integration of best practice into operating 

systems - built around the management cycle. 
BSI



Management cycle… is plain logic! 

Look for a recipe

Chose and buy the 
ingredients

Mince and cook the 

meat

Peel the onions
Peel the tomatoes

Taste and adjust
seasoning

Verify the good 
cooking… 

Savour…

Tonight we’re having spaghetti alla bolognese…!

…

…And think about the 
improvements you may make

to the recipy for next time ! 



Management Cycle
Baseline:

Activities, flow,
Aspects, impacts

Planning:
Objectives, targets, program

Implementation and 
operation:

Roles, responsibilities
Controlled documentation

Communication
Operational control

Emergency preparedness

Control:
Monitoring and 
measurement
Compliance
Non-conformity, corrective and 
preventive action

Internal auditing

Management review

Continuous 
improvement



Management 

review

Sustainability 

policy

Planning

Implementation

Monitoring and 

measurement

Continuous 

improvement

Initial  

review

P
L

A

N

D
O

C
H

E

C

K

A
C

T
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Certification

A. Key elements 

• Voluntary procedure 

• Well defined standards and criteria 

• Minimum compliance with national legislation

• Conformation to extra standards and criteria 

• Written declaration of compliance (certificate)

• Business, product, process, service, or management   

system 

• Award with marketable logo or seal for products 

or services



Certification

Ecolabel 

• Guarantee that specific qualities are above average 

standard in the market.

• Pre-defined best economically viable practices are 

implemented (no competitive disadvantage)  

• Without compromising of quality of service/use.

• Within management control of the company 

80% of my lamps are energy saving lamps and max 

3 liter water per minute come from my showers 

It is about what you do, not how you have 

reached your results.

 What you have to do is set by the label 



Evaluates the quality and effectiveness of the management 

procedures of the organization: 

• Commitment and procedures in place 

• Continuous improvement of performance

I have appointed a manager for energy saving and I have 

made a plan to save energy. 

I have 10% more energy saving lamps than last year.  

A management certificate does not tell that 

you are actually better than the average!

Certification 

Management system certification 



Why not use both logics? 

(Initial) assessment

Planning
targets

Implementation and 
Operational control

Control

Management review

Continuous 
imrovement

Use best practices to 
define criteria and build

your management 
system on them
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Why not use both logics? 

Implement criteria
with a management 

logic

Title Description

O
b

li
g

a
to

ry

T
y
p

e

C
/N

C
/R

/N
A

Social policy and human rights 
2.1 Freedom of association Trade union membership, collective labour negotiations and 

representation of members by trade unions is not hindered. 
Yes L

2.2 Collective labour 

agreement 

The company participates in and is in compliance with a 

collective labour condition negotiation structure. (in case locally 

existing).

No

2.3 Forced labour Employees are free to enter their employment through their 

own choice and can leave their employment when they choose 

without penalty in accordance with their contract.

Yes L

2.4 Formal contracts in writing All employees of the company have a written employment 

contract, including labor conditions and a job description.  
Yes L

2.5 Living wage The company pays employees at least a living wage which is 

equal to or above the legal minimum.
Yes L
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Let’s use both logics ! 

The Management System allows the business to 

structure it’s efforts on the long run

• To create objectives targeted at impacts, specific to 

the area or to the activities of the business

• To plan, control and evaluate without limitation 

• to set objectives for continuous improvement

Integration of performance criteria in the planning phase 

of the management system and in the targets of the 

action plan is perfectly feasible… and if sector specific is 

all the easier for users! 



Certification

First, second and third party certification  

First party: “I myself declare that I confirm with the ISO 

14001 standard.” 

Congratulations, you are IS0 14001 certified !

Second party: 2 parties involved: e.g trade association 

and member, or hotel and auditor. 

Third party: 3 independent & unrelated parties are 

involved. The product/service to be certified, the auditor 

and the party that verifies the auditors’ report. 



Certification

Elements of quality certification schemes    

• Participatory mechanisms to define standards
• Serious efforts needed to reach the standards
• Standards approved by respected organisations                     

(governments, NGO’s)
• Continuous improvement of standards
• Transparency of standards and procedures
• Independent on-site verification
• Periodic follow-up audits to renew the certification
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Certification

Benefits

For companies: 

• Provides guidelines and direction for businesses

• Certification procedures are educational

• Reduction of operating costs (water, electricity, waste)

• Market and image advantages

• Support to implementation of CSR policy

• Provides an independent guarantee / credibility

• Staff motivation (clear objectives, being better than  

competitors)
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Certification

Benefits

For consumers

• Provides an ethical choice 

• Shows Best Practices

• Learning, inspiring, awareness raising



65

Certification

Benefits 

For governments:

• Supports social & environmental policy goals
• Raises industry performance
• Shows what is technically possible and 

economically viable
• It gives a positive image to the country 



Global Sustainability Standards



Sustainability standards

• UNEP - TOI – Management manuals

• GRI - Global Reporting Initiative 

• ISO 14001 – Environmental management 

• EMAS III - Eco Management and Audit System  

• GSTC - Global Sustainable Tourism Criteria  

• ISO 26000 - CSR Guidelines and principles 



UNEP – TOI Management Manuals
Backround
• Tour operators’ Initiative for Sustainable Tourism Development 
• 25 + leading tour operators in sustainability 
• Established in 2000, in 2016 integrated into the GSTC
• Supported by UNEP and UN-WTO 

Methodologies
• Adapting general sustainability approaches for the TO sector. 
• Support from Leeds University, UNEP, UN-WTO and leading tour 

operators.
• Travelife management system and approach is based on the 

concepts developed by TOI
• EU supported LIFE project



UNEP – TOI Management Manuals
Integrating sustainability into business, an implementation guide 
for responsible tour operations (2005)

• Sustainability management 
– Engagement 
– Baseline 
– Policy 
– Action planning
– Monitoring 
– Reporting 

• Internal management
• Product development 
• Supply chain management 
• Working with destinations 
• Costumer relations 



UNEP – TOI Management Manuals

Supply Chain Management for Tour operators: three steps towards 
sustainability

1. Establish a Sustainable Supply Chain Policy and Management System 

2. Support Suppliers in Reaching Sustainability Goals

- Raise awareness on sustainability issues 

- Provide technical support on sustainability actions

- Offer incentives to sustainable suppliers

3. Integrate Sustainability Criteria into Suppliers’ Contracts

SUPPLY CHAIN ENGAGEMENT

FOR TOUR OPERATORS 

Three Steps Toward Sustainability 



GRI, Global Reporting Initiative

Backround
• Standard for how to reporting sustainability 
• Developed by UNEP 
• Since 1997
• Now separate GRI organisation (main office in Amsterdam) 
• Original focus on multinational companies 

GRI - Tour operator supplement 
• Developed in 2002 in co-operation with TOI
• Participation of major Tour operators 
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GRI, Global Reporting Initiative

Key content 

Reporting based on different management 
fields: 

• Product management and development 

• Internal management 

• Supply chain management 

• Customer relations 

• Co-operation with destinations



ISO 14001

ISO 

• ISO = International Standard Organisation

• Global standards developed by groups of national standard 
bodies 

• ISO only developes standards: no accreditation or certification

ISO 14001 

• Leading global standard for “environmental management” 

• No performance criteria

• Commonly used in production industries 

• Not much used / applicable in the travel sector
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ISO 14001

Requirements

• Environmental review (baseline assessment) 

• Environmental management system 

• Legal compliance 

• Staff involvement  

• Identifying sector specific Key Performance Indicators (KPI’s)

• Measuring and monitoring Key Indicators 

• Continuous improvement

• Reporting 



ISO 14001 Requirements –

overview

Commitment

and Policy

Planning

Implementation

and Operation

Checking and

Corrective

Action

Management

Review

Continual Improvement



EMAS III

Background 
• Eco-Management Audit Scheme (EMAS) 
• Environmental Management System
• Based on EU regulation (1995)
• “EMAS III”, is third adapted version of EMAS 
• Voluntary instrument

EMAS = ISO 14001 +
• Employee involvement 
• Open dialogue with the public 
• Reporting  to the public
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ISO 26000

Backgound

• Guidelines for Corporate Social Responsibility

• Launched in 2010

• List of CSR topics and themes  

• Not for certification! 

Objectives

• Determination  of the social responsibility of the 
company

• Setting up and implementing the CSR strategy

• Identification and involvement of stakeholders

• Increasing  the credibility of claims and communication

in CSR



ISO 26000

Issues considered

36 different CSR issues, grouped into seven main 
principles 

• Governance / Management

• Human rights

• Labour practices

• Environment

• Fair operating practices

• Consumer issues

• Community involvement and development
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GSTC

Background 

• Global Sustainable Tourism Criteria

• Initiated by NGO’s working in sustainable tourism: The 

International Ecotourism Society, Ecotrans, ECEAT, Rain 

Forest Alliance  

• Launched in 2007 

• Membership organisation supported by UNEP and UN-

WTO

• Managed by UN Foundation

Washington



GSTC

Global Sustainable Tourism Standard 
• Developed by public multisectoral consultation
• 4 themes with 88 criteria: 

- Management criteria (30)
- Local communities (19)
- Cultural heritage (8)
- Environment and biodiversity (31)  

GSTC standard recognition and accreditation 
• Accreditation body = Standard for certification standards
• Certification of the certifier 
• Travelife standard for tour operators has been formally        

recognised in 2012. 
• Travelife for TO’s GSTC Accredited in 2017 



CSR Themes

Theme ISO
14001

EMAS
III

ILO GRI GSTC ISO
26000

Environment √ √ √ √ √ √
Labour 
practices 

√ √ √ √ √

Community 

relations 
√ √ √ √

Cultural impact √ √ √ √
Biodiversity √ √ √ √
Fair busines 

practices 
√ √

Health and

Safety 
√ √ √ √

Costumer 

protection
√ √

Human Rights √ √ √



IV. Sustainabity criteria
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Management control  

Tour Operator

 Internal management

(office and retail operations)

Customer

 Communication

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 

21



• Management field 

1. Sustainability management 

and legal compliance 

15 29

2.  Social policy & human rights 14 20

3.  Environment & community relations 18 45

4.  Transport 2 3

5.  Accommodation 8 13

6.  Partner agencies 3 7

7.  Excursions 5 8

8.  Tour leaders, local reps. & guides 4 7

9.  Destinations 3 5

10. Customer Communication & protection 12 21

84 158

Compliance criteria    



Type of criteria  

Management  

• Policy (improvement commitment)

• Process (basline, action plan, monitoring, reporting) Training 
and education 

• Transparancy 

• Stakeholder involvement 

Legal requirements 

Performance 

• Implementation of economically viable best practices

• Absolute or relative (%) indicator 



1. Sustainability management
and legal compliance     



Management 

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



Travelife’s Management cycle

ENGAGE 

BASELINE 
ASSESS-
MENT

SUST. POLICY

ACTION 
PLAN

MONITOR & 
EVALUATE

REPORT AND 
COMMUNI-

CATE
INTERNAL

SUPPLIERS DESTINATIONS

COSTUMERS
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1. Sustainability management

Engagement

• Sustainability coordinator (main office)

• Committed resources

• Mission statement 

• Trained sustainability co-ordinator / team 

• Trained key staff 

• Additional training Management 
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1. Sustainability management

Social Cooperation

• Collaboration in fora and other  

• Exchange of experiences (share best practices)

• Donations to nature protection/community 

development or other sustainability initiatives 

 Not working in isolation
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1. Sustainability management

Baseline assessment

• Overview key partners and sustainability

performance (system)

• Baseline assessment (compared to 

Travelife standard) 
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Policy

• Sustainability Policy

Documented, implemented and updated

Aim’s to improve the companies’ performance   

All CSR themes + H&S, relevant to the nature of 

the company

•

1. Sustainability management
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Action plan

• Structured improvement plan 

• Targets & Measurements

• Actions 

• Responsibilities / Time planning / Budget

• Involving staff for its implementation 

• In particular product managers should be

facilitated with the resources to do so.

 Travelife action planning tool 

1. Sustainability management





Monitoring and evaluation

• Monitoring and evaluation policy and action plan 

implementation (documented procedures)

• Corrective measures are taken in case of 

discrepancy or non-compliance

• Staff is regularly updated on the progress

• Adequate records  (Travelife online system)

• Performance branches 

1. Sustainability management
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External reporting and communication          

• Sustainability coordinator reports to top 

management

• Travelife report at least every other year

• A public sustainability report at least every other

year. 

• One person is designated to answer

requests/questions from consumers

 Travelife widget to publish report online 

1. Sustainability management
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Legal compliance and fair 

business practice 

• Knowledge of and compliance with all legal 

requirements (within CSR scope)

- Applicable on direct operations

- Local, national, international

• Ethical code 

• Guideline against corruption and bribery 

• Political involvement only when ethically permissible 

• Fair competition 

• Corrective measurements in case of non compliance 



Management control

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



2. Human rights and labour relations      



2. Human rights and labour relations

Human rights

• Freedom of association

• No forced labour

• No discrimination (equal opportunities) 

• No child labor



2. Human rights and labour relations

Labour relations

• Collective negotiation 

• Formal contracts

• Living wage

• Overtime

• Healthcare insurance

• Maternity leave paid

• Disability risks

• Paid holidays

• Complaints procedure 

• Employee representation 

• Documented disciplinary 

procedures

• Access for persons with 

special needs 

• Employee satisfaction 

• Health and safety policy  

 Legal requirements…. 





2. Human rights and labour relations

Training and education

• On roles, rights and  responsibilities of each staff 
regarding health and safety 

• Training and education : Ensure staff 
competencies and personal development of its 
employees by equally offering resources and 
opportunities for personal development through 
regular training, education or the nature and 
organization of the work (e.g. peer learning). 

• Trainee places offered 



Management control

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



3. Environment and community 
relations   



3. Environment and com. relations

• Procurement 

• Promotional materials (paper)

• Energy 

• Water 

• Waste 

• Pollution 

• Environmental training and awareness raising

• Land use and community relations  



3. Environment and com. relations

Procurement - policy

• Reduction of disposable and consumable goods

• Policy to chose most sustainable option

 Within price and quality range  

Product labels 

• Eco-labels 

• Fair Trade 

• Locally produced 

• Low energy use 

• Local providers 

Company reputation 

• Buy from companies with a positive sustainability record 
108



3. Environment and com. relations

Procurement  - performance criteria  

• Office paper (type and printing policy)

• Fair trade / organic coffee & tea

• Bulk purchasing

• Catering  

• Give aways

• Cleaning materials 



3. Environment and com. relations

Paper (Promotional materials)

• Largest direct impact of tour operators 

• Paper production = CO2 emission of airline industry (3-4%)

Reduce

• Avoid printing (e.g. internet)

• Efficient brochure use (e.g. keep client base up to date)

Sustainable paper 

• Paper from certified  factories (low energy / chemicals 

• Paper from sustainable managed forests (FSC)

• Recycled paper 

 Internet only policy is OK
110



3. Environment and com. relations

Energy

• Heating and air-conditioning: 70% 

• Lighting: 15% 

• Computers: 15 % 

Management criteria 

• Energy reduction policy

• Measure energy consumption  and sources

111



3. Environment and com. relations

Energy - Performance criteria 

Reduce energy use 

• Low energy equipment and lightning 

• Switch off policy implemented

• Efficient mode 

Use renewable energy  

• Green energy (grid)  

• Own production 

Compensate  

• Compensate Green House Gas 

112



3. Environment and com. relations

Water

Most water use: toilets!

Legal / management criteria 

• Sustainable source

• Water reduction policy 

• Measure use 

Performance criteria (not obligatory)

Flow restrictors, aerators, percussion taps, water 

Saving toilets, rain water recycling 
113



3. Environment and com. relations

Waste

Legal / management criteria 

• Comply with waste legislation 

• Waste reduction and recycling policy

• Waste measurement and benchmark  

Performance criteria 

• Re-use and recycling of waste 

• Toner / ink cartridges refill / recycling 

• Battery recycling 

114
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
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3. Environment and com. relations

Reducing pollution 

Legal / management criteria 

• Waste water properly treated  

• Pollution reduction policy 

Performance criteria 

• No excessive noise, light, erosion, ozone 
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3. Environment and com. relations

Mobility 

Legal / management criteria 

• Policy to reduce carbon emissions  

• Measure business carbon emissions 

• Financial employee incentives 

Performance criteria 

Home - Work  (commuting)

• Employee incentives (€), e.g. Public transport and car-

sharing 

• Clean (lease) car’s  

Business travel

• Transport reduction  by e.g. 

Tele- / videoconferences

• Low energy cars 

• Carbon compensation 118



Environmental training and awareness raising 
Periodic guidance, training and/or information about their roles and 

responsibilities with respect to internal environmental practices including water, 

energy saving, paper, and waste issues. [3.64] 

Communication tools

• Intranet 

• Newsletters 

• Staff handbook

• Notices 

• Staff awards 

• Company meetings and trips 

119

3. Environment and com. relations



Land use planning and community relations

• Local planning regulations followed 

• Design and location of buildings respects natural heritage

• Natural and cultural impact assessment and conclusions 
considered

• Sustainable design & local elements 

• No invasive species 

• Community consultation  (local regulations?)

• Support local heritage sites 

 GSTC Based criteria 

3. Environment and com. relations





















The Supply chain

4. Partners agencies
5. Accommodations

6. Transport companies
7. Excursion companies

8. Tour leaders, local representatives and guides



Management

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



Supply chain approach 

Basic strategies  

A. Product development 

Selecting new more sustainable suppliers 

However, often not available yet, or 

want to stay with existing suppliers.  

B. Working with suppliers

Motivating existing suppliers towards sustainability 



Supply chain approach

Policy to increase suppliers sustainability       

• Policy takes into consideration other arguments 
(price, quality, comfort, etc.)   

• Policy should be documented. 

• Product development staff should be trained.

• Number of “sustainable” options should be recorded.

• Example of selection processes should be provided. 

 The company should outperform the market 



Supply chain approach 

Motivating existing suppliers: steps  

1. Inventory of most relevant suppliers (impact and turn over)

2. Communication of company policy and objectives

3. Distribution of supplier specific “best practices” 

4. Training and capacity building  (motivation)

5. Self assessment

6. Incentives  (sust. logo’s, higher ranking, better contract 
conditions)

7. Contract conditions (basic sust. requirements) 

8. Certification (full set of standards,  audit)

Indicator: percentage of suppliers reached



Supply chain approach 

Distribution code of conducts

• Consumers (for sensitive activities and destinations)

• Excursion providers (for sensitive activities)

• Accommodations 

• Partner agencies 

 Standards offered by Travelife 



4. Partner agents  
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• Inventory of key partner agencies 

Focus on most relevant business partners (stable, high 

turn over)

To be included in the Travelife online system 

• Sustainability improvement policy

4. Partner agencies 

Management 



4. Partner agencies 

Strategy   

• Face 2 face training  

• (Travelife) online training

• Self assessment 

• Travelife Partner 

 Results shared via Travelife system

 Overall progress to be followed

•



4. Partner agencies

Contract conditions

• Written agreements with key partner agencies 

• Sexual exploitation of children: contracting direct 
suppliers 

• Licence to operate: compliance with legislation and 
regulations 

• Labour conditions: compliance with national 
legislation  

• Living wage: equal to or above the legal minimum.

• Anticorruption and bribery 



5. Transport 





Carbon emission tourism sector  



Calculated over a 1.500 km journey



Ranking of 125 airlines 

• www.atmosfair.de/en/air-travel-
climate/airline-index/

www.atmosfair.de/en/air-travel-

climate/airline-index/

http://www.atmosfair.de/en/air-travel-climate/airline-index/
http://www.atmosfair.de/en/air-travel-climate/airline-index/


• 5 % growth p/a 

• Biofuel 

• Efficiency  

No mid term alternative for kerosene

Compensation in other industries through 

carbon trading system 



Airports could 
promote more  

sustainable 
options…..  

1472012



Airports could 
promote more  

sustainable 
options…..  
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1502017



What can you do?

1. Select or promote most sustainable option 

(but consider comfort, duration, price)

2. Compensate carbon emissions 

(by offering this to clients)

 For the travel industry no transport is no option…
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GHG strategy

Travel company

• Avoid emission: reduction & select more 
sustainable option

• Compensation in package price

Customers

• Clients informed about carbon emission

• Sustainable alternatives offered

• Compensation in booking form 

• Compensation informed 

 Carbon calculation tool by Travelife



Energy label CheapTickets.nl



German Railway

CarbonEnergy Small particles (health)
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Transport to the destination 

• Select most sustainable option (considering price, comfort

and other relevant aspects) 

Transport in the destination 

• Select most sustainable option (considering price, comfort 

and other relevant aspects) 

Sustainable packages 

• Develop and promote at least one sustainable holiday

package (transport, accommodation & activities) 

Transport



Transport  (car, bus)

Aspects

A. Verhicle type
B. Planning of the transport
C. Verhicle maintenance
D. Driving style  



A. Vehicle type 

• Size 

• Construction year (age)

• Energy class

• Fuel type (e.g. diesel, electric) 

Gram Co2 per km 

Transport  (car, bus)

Electric car’s are the future. 

Prices will decrease rapidly in 

the next 3 years. Low fuel and 

maintenance costs. 



B. Planning of transport  

• Consider alternatives to motorized transport  such as 

public transport or cycling / walking. 
Short journeys of a few kilometres may be feasible by foot or bicycle. 

They could add an additional experience to the excursion.

• The vehicle is appropriate to the type of excursion 

and size of the group. 

For example, it would be wasteful to use a 50+ seat coach for an 

excursion of 10 people. Instead, use a smaller and more efficient 

vehicle. 

Transport  (car, bus)



B. Planning of transport

• The routes are carefully planned to avoid unnecessary 

fuel use, adding to congestion, and to help reduce 

noise in small villages or rural areas. 

A satellite navigation system or route planning internet sites such as Bing 

Maps or Google maps can help with this.

If visiting more remote areas, ensure that designated, legal roads and 

tracks are used. Diverting from such roads could mean damaging 

ecologically sensitive areas; the very thing the tourists are coming to 

see.

Transport  (car, bus)



C. Vehicle maintenance 

• The vehicles are serviced and maintained to the 

manufacturer’s recommendations to minimise air 

pollution, fluid leaks and noise. 

• Tyres are properly inflated to the recommended pressure.

This alone can reduce the average amount of fuel you use by 3-4%.  It will 

also allow for optimal tyre lifespan (40,000 km). 

• No unnecessary weight of roof racks are carried during 

the trips to reduce fuel consumption. 

Transport  (car, bus)



D. Driving style

• Start the engine when you’re ready to leave 

• Limit speed (is also a more pleasant experience) 

• Gear use (20,40,60,80)

• Use aircon economically (follow the expectations of your 

clients, 20-24 degrees is fine)

• Break as little as possible, anticipate to the trafic

• Fuel consumption / driving style is monitored, benchmarked 

and feedback is provided to the driver 

 Train you drivers and save money 

Transport  (car, bus)



6. Accommodation  
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• Sustainable accommodations policy 

• Communication of sustainability objectives 

• Certified accommodations are preferred 

• Basic sustainability clauses in contracts: child 

labour, anti-corruption and bribery, waste 

management and protection of biodiversity 

6. Accommodations



6. Accommodations

Strategy

• Information and training events 

• Best practice standard distribution    

• Self evaluation required

• Incentives 

• Contract conditions

• Auditing and award / certification  

 Percentage Hotels / overnight stays reached 



6. Accommodations

Contract conditions

Obligation 

• Child and compulsory labour (e.g. special working conditions 
for children >14)

• Sexual exploitation of children: prevention

• Local communities resources (basic services) 

• Biodiversity (e.g. no red listed species on menu) 

Voluntary

• Waste management, local souvenirs, local and fair trade food



Contract conditions

Enforcement procedures

• The Supplier will allow and cooperate at announced and 
unannounced spot checks and inspections at all times 

• The Supplier commits to immediately remedy defects 
discovered during or outside checks or inspections. 

• If the Supplier fails to do so, the Tour Operator is entitled to 
terminate the Agreement immediately and without prior 
notice or judicial intervention.

• The Tour Operator can terminate the contract without prior 
notice if the Supplier performs, supports or tolerates criminal 
acts (e.g. the (sexual) exploitation of children or the illegal 
trade in threatened and animal species). 



Access to 6.000 certified Hotels               



6. Partner agents  



6. Partner agents  



7. Excursions and activities 



1. Regular impact activity

Follow the general activity guidelines. 

2.   Sensitive activities

Follow in addition also activity specific guidelines.  

3.   No Go activities

By their nature unacceptable activities.  

4. Positive activities

Have been established to provide a positive contribution. 

Sustainability types  



1. Regular impact activities

• City tour by bus 

• Museum

• Cultural performance by professional group 

• Aqua park 

• Rent a Car  

• Spa / Haman 

 Follow the general excursion guidelines



2. Sensitive activities

• Captive animal attractions / Featuring captive wildlife

• Marine activities (snorkeling, diving, whale, dolphin and turtle 
watching)

• Visiting protected areas and wild life watching

• Encounters with native and traditional cultures      

• Visiting culturally or historic sensitive areas

• Activities involving children 

 Negative impact to be avoided by following 

(additional) activity relevant code of conduct 



• Inventory sensitive excursions 

• Information (code of conducts / guidelines) 

• Training 

• Contract conditions 

• Certification

 Code of conducts developed by Travelife

2. Sensitive activities

Strategy



Activities

Sensitive activities

• Captive animal attractions 

• Marine activities (snorkeling, diving, whale, 
dolphin and turtle watching)

• Wild life watching and visiting protected areas 

• Encounters with native and traditional cultures      

• Visiting culturally or historic sensitive areas

 Code of conducts should be considered 

 Negative impact excursions not allowed “no go” 



Code of conduct

• Relevant for specific activity and location

• Widely supported by experts, consumers and stakeholders

• Travelife to develop code of conducts for each type 

of activity. Industry wide standard. 

• Include minimum requirements and best practices

 Code of conduct for providers  (organisers)

 Code of conduct for consumers

 Destination specific codes 

2. Sensitive activities



Activities

Wildlife – GSTC criteria

• Captive wildlife featuring is only offered in 
suitably equipped authorized facilities 
guaranteeing well-being 

• Wildlife harvesting / consuming / displaying / sale 
prohibited unless done in compliance 

• Excursions which include interactions with 
wildlife comply with relevant codes of conduct 



Excursions and activities

Wildlife  

• Captive wildlife featuring is only offered in 
suitably equipped authorized facilities 
guaranteeing well-being [7.10]

• Wildlife harvesting / consuming / displaying / sale 
prohibited unless done in compliance [7.11]

• Excursions which include interactions with 
wildlife comply with relevant (e.g. Travelife) codes 
of conduct [7.12] 

 GSTC criteria 



3. „No go“ activities

Unacceptable, due to their excessive environmental or social impact. 

Examples

• Helicopter skying (high energy use)

• Visiting orphan houses 

• Hugging tigers and lions

• Animals used for begging (e.g. dancing bears, 

snake charming, primates).

 “unacceptable” is subject to the public debate.

 Tour operators set their own standards



4. Positive activities

Established with the aim to provide positive contribution

Supporting local communities

• Traditional crafts 

• Visiting community and social projects 

• Local food production 

Supporting environment and biodiversity 

• Visiting protected areas 

• Environmental awareness projects 

• Tree planting 

 Travelife expects TO’s to offer in case present in the destination 



Shopping 

• Choose venues and stop-off points which benefit to 
local communities 

• Locally produced souvenirs and handicrafts are 
promoted 

• Shops which sell forbidden souvenirs are not visited 
or recommended to visit.  inform shops about it..

• Clients receive clear guidance on illegal or not 
sustainably produced souvenirs, such as historic 
artefacts or souvenirs from threatened animal and 
plant species. 



8. Tour leaders, local reps 
and guides  



8. Tour leader, local reps and guides

Contract conditions

• Understanding of contract conditions 

• Living wage 

• Legal compliance  

• Preference to local when competence exists

• Employment conditions (for staff) incl. living wage

• Living wage (for contractors) 

 Sub-contracted, not formally employed:  otherwise under 
internal management  

 Preference for local tour leaders / staff 



8. Tour leader, local reps and guides

Quality and sustainability of services

• Qualified and regularly trained  

• Aware of companies sustainability policy

• Trained on sustainability issues 

• Knowledgeable about destination 

• Actively informing clients on sustainability 

• Have received information / training on sexual 
exploitation



9. Destinations



Management control

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



9. Destinations 

Inventory

Per destination the company keeps a record of 
relevant and critical sustainability information : waste, 
biodiversity, legal requirements, minimum and living 
wages, etc… 

 Not yet obligatory 

 Will be delivered by Travelife 



9. Destinations

Selection of destinations

Mandatory 

• Preference for sustainable destinations

• Follow international sanctions (legal req.)  

Not mandatory

• Sustainably accessible destinations    

• No unsustainable destinations 

• (unless positive influence)



9. Destinations

Local policies and initiatives       
Mandatory 

• Follow international sanctions (legal req.)  

• No promotion of forbidden souvenirs (threatened flora and fauna 
species (CITES treaty and the IUCN ‘Red List’) or historic and 
archaeological artifacts (unless permitted by law. 

Not mandatory 

• Company activities in compliance with local planning (difficult to 
measure)

• Support local supply chains   

• Policy influencing     

• Support biodiversity conservation (financial contribution, political 
support, integration in product offers).









10. Customer communication
and protection



Management control

Office and retail

 labour conditions

(staff)

 Environmental

management 

Customer

 Awareness

 Motivation

 Protection

Supply Chain

 Transport

 Accommodation

 Excursion

Destination

 Community

 Biodiversity

 Resources 



10. Customers

Consumer protection

1. Prior to booking 

• Consulation guidelines and CRM system 

• Privacy 

• Marketing and advertising messages 

• Product and destination information 



10.Customers

Consumer protection

2. After booking and during holidays

• Health and safety information 

• Emergency contact person and procedures  

• Guarantee fund 

3. After holidays

• Client satisfaction 



10. Customers 

Influence customer choice and behaviour

1. Prior to booking 

• Use sustainability in marketing messages

• Inform sustainability achievements (Travelife
certificate) 

• Showing sustainable choices with indications

• Personal travel advise 

• Offer sustainable transport options (e.g. to
airport)

• GHG compensation (information, booking form) 



10. Customers    

Influence customer choice and behaviour

2. After booking and during holidays 

• Destination information (general and sustainability 
aspects) 

• Destination code of conduct 

• Excursions and activities codes of conducts

• Illegal souvenirs information 

• Sexual exploitation information 

• Local services and goods information 

• Sustainable transport options information 

• Encouragement of donations 



10. Customers    

Influence customer choice and behaviour

3. After holidays

• Integrate sustainability in feed-back 



Reporting system      



Management area Criteria theme 

General operations  
 Sustainability Management 

 Legal requirements, 

 Fair business practices 

Office and retail operations  

 Labour practices and human rights (office and retail) 

 Environment (office 
and retail) 

o Procurement  
o Water  
o Energy 
o Waste  
o Training and awareness raising  

 Community relations 

Supply Chain  Management  

 Transport  

 Accommodations  

 Excursions and activities  

 Local partners and representatives  

 Guides & group leaders  

Destinations  Destinations 

Customers  
 Awareness raising and motivation  

 Customer rights 

 



202

 Online

 Checklist with 200 best practices / criteria

 One company can have more reports assigned 

 Minimum compliance requirements 

 Minimum reporting requirements 

 Internal and external reporting tools 

 Benchmarking (in time and with other companies)

Reporting system 



Planning and reporting tool     



Planning and reporting tool   



Planning and reporting tool   

 Remarks: Ask questions for your

coach regarding a specific

requirement? You will find the

responses of your coach right

under your questions. You can

also approach you coach directly

by email or skype of course.

 Action Plan: use our Action Planning tool

here. Fill out the details, such as what is the

task, who will be responsible, what is the

time frame for the task and how much

budget is needed. PDF your action plan

 Best Practice: Looking to get

inspired with practical examples

from other Travelife worldwide

members?

 Guidance: our suggestions to see

how to comply. For many

countries we also provide

country specific guidance



Company

Action Plan

Sustainability

report

. 

Planning and reporting tool   



Reporting exercise

www.travelife.info

• You have been appointed as the sustainability co-ordinator

just now and the previous company left you with this report 

• Look from the perspective of your own company and indicate 

what you (would) do better / different?

• Write your comments in the “questions to coach section” . 

• Work in groups of 2 persons 

• Check section number 3 Internal environmental management. 

 Some companies will be requested to present 

http://www.travelife.info/


Thank you!

Thank you for your attention 


