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Abstract

One of the obstacles to the success of sustainable tourism development is that the roles and
responsibilities of the stakeholders in the destination are not clearly defined. This research aims to
determine sustainable business practices, corporate social responsibility activities, the obstacles
encountered while performing these activities, and the provided benefits within the roles and
responsibilities of accommodation enterprises. The study used a phenomenology research design, a
qualitative study method. A semi-structured interview form was implemented to 19 senior managers of
22 accommodation enterprises in Alanya that have environmentally friendly certificates. The results
showed that the managers of the accommodation enterprises considered themselves responsible for the
protection and development of the environment and that the sustainable business practices they
performed were mostly ecological. It was also revealed that managers of accommodation enterprises
should pay more attention to planning, which is one of the basic principles of sustainable tourism. The
study’s main contribution is that it discusses sustainable business practices and corporate social
responsibility activities together to determine the roles of accommodation enterprises in sustainable
tourism development. Besides that, it also examines the factors that prevent sustainable business practices
and their benefits. Considering that few empirical studies holistically discuss the role of accommodation
enterprises in the sustainable development of tourism, this study is expected to provide a significant
contribution to the literature. Deficiency of planning, mainly performing ecologically sustainable business
practices, and the necessity of an effective governance system are among the implications of the research.
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1. Introduction

Tourism covers a period in which tourists set out from where they reside to a different location
until they once again return to their place or residence; in this process, tourists interact with the economic,
social, cultural, and physical environment in their visited destination (Leiper, 1981). As a result of this
interaction, economic contributions as well as some negative social, cultural, and physical effects may
occur (Baltact & Cevirgen, 2020; Ribeiro, Valle & Silva, 2013; Swarbrooke, 1999; Vodeb, Fabjan, & Nizic,
2021). The emerging negative effects can be minimized by managing tourism activities with a sustainable
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tourism approach. In order for sustainable tourism development to be successful, local authorities and
decision makers, must adopt an integrated management approach and include all stakeholders in the
decision-making process (Cevirgen & Kesgin, 2007, p.310; Ozgit & Zhandildina, 2021). In this process,
an effective governance system should be established among stakeholders (UNWTO, 2019), the areas
where each stakeholder is responsible should be determined, and their roles should be specified (Dodds
& Butler, 2010). For sustainable tourism development, all sectors that can positively or negatively affect
the destination and its environment, especially businesses that continue their activities in the basic areas
such as accommodation, food and beverage, and transportation have important duties (Demir &
Cevirgen, 2000, p.118). All of the stakeholders in the destination have very critical responsibilities (Roxas,
Rivera, & Gutierrez, 2020), but private tourism enterprises have the greatest responsibilities of all as
tourism enterprises are the real actors of the tourism industry. While the public sector designs a roadmap
for tourism development by making policies and planning, the private sector is the implementer of this
designed roadmap. Accommodation enterprises are one of the most important practitioners of the
tourism industry and provide accommodation, catering, entertainment, etc., as well as have many
responsibilities to support the development of sustainable tourism.

Accommodation enterprises interact with other stakeholders such as the local government, non-
governmental organizations, local people, universities, etc. (Kurar, 2021). While they continue their
activities, they also positively or negatively affect the socio-cultural, economic, and physical environment
of the region (Gavurova et al., 2021). The failure of management of the waste produced as a result of
activities such as eating, drinking and entertainment, not reducing the water and electricity consumption
to the optimum level, and other operations being carried out by enterprises that damage the environment,
endanger both the economic continuity of the accommodation enterprises, and the quality of life of the
local people. Management of accommodation enterprises within the framework of the concept of
sustainable tourism is very important in terms of both the sustainability of the destination and their
economic continuity.

The tourism industry is a large sector that provided direct, indirect, and induced employment to
approximately 330 million people around the world in 2019 (WTTC, 2020, p.2). The overall tourism
sector in Turkey provides employment for over 2 million people and the accommodation sector within
it employs over 300 thousand people (OECD, 2021). In Alanya, 631 accommodation enterprises
continued their activities in 2019 according to the data of the Alanya Chamber of Commerce and Industry
(ACCI, 2020). According to 2019 data, Alanya is a coastal destination that hosts approximately 6.7 million
tourists a year and generates $4.5 billion in tourism (ACCI, 2020, p.46). However, the intensive tourism
activities which have been carried out since the 1980s have not only brought economic gain but have also
had many negative effects such as the decrease in agricultural areas and the increase in population density
(Cevirgen & Kesgin, 2007, p.314).

The main purpose of this research is to determine the role of accommodation enterprises in
Alanya in sustainable tourism development. One of the important results of Dodds and Butler’s (2010,
p.47) study carried out to determine the situations that prevent the success of sustainable tourism policies
is that the roles and areas of responsibility reported under the uncertainty factor are not clearly defined.
Therefore, it is important to determine the roles and responsibilities of accommodation enterprises,
which are one of the most important elements of the private sector, regarding the development of
sustainable tourism. In this context, sustainable business practices, corporate social responsibility
activities, the obstacles encountered while performing these activities, and the provided benefits will be
examined by a qualitative approach in the research. Few studies in the literature have examined
accommodation enterprises from a holistic perspective within the framework of sustainable business
practices and corporate social responsibility—providing voluntary contribution to a better society and a
cleaner environment; therefore, the findings obtained from this study provide in-depth information to
the literature and pave the way for future studies.
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2. Literature review

2.1. Sustainable tourism as a development tool

Following the Brundtland Report published by the United Nations in 1987 and the Agenda 21
action plan put forward in 1992, sustainability and sustainable development have gained importance and
become concepts for discussion over the years. The most widely accepted definition of the concept of
sustainable development is “development that meets today’s needs without compromising the ability of
future generations to meet their own needs” which was stated in the report published by the World
Commission on Environment and Development (1987, p.41). Simply, the concept of sustainable tourism
can be defined as a reflection of the idea of sustainable development on the tourism sector (Weaver,
2000, p.10). According to another definition, sustainable tourism refers to “a tourism development that
takes into account its current and future economic, social, and environmental impacts and is sensitive to
the needs of visitors, industry, the environment, and host communities” (UNEP & WTO, 2005, p.12).
Today, the importance given to these concepts is gradually increasing. The declaration of 2017 as the
“International Year of Sustainable Tourism for Development” by the United Nations created awareness
all over the world and caused the organization of local, national and even international events. As a result
of all these activities, the United Nations World Tourism Organization (UNTWO) emphasized in various
documents that the roles of stakeholders are very important in ensuring the sustainability of these
activities in destinations where tourism activities intensely take place (UNWTO, 2013; UNWTO, 2016;
UNWTO, 2019).

2.2. Stakeholder theory and governance in tourism

All kinds of organizations, groups or individuals that enterprises interact with constitute the
stakeholders of the business. Freeman (1984, p.46) defined the concept of stakeholder as any group or
individual who is affected by the success of the organization’s goals or influences its success. In the
tourism sector, a stakeholder is anyone who is positively or negatively affected by tourism development
(Minnaert, 2020, p.2). The stakeholder approach put forward by Freeman emphasizes that businesses are
affected by organizations or groups they work with in their external environment and the success of the
business depends on this (Freeman, 1984, p.25). Therefore, in order for sustainable tourism development
to be fully successful, the stakeholders of a business or organization working together should pay
attention to this issue.

Many different stakeholders are involved in the tourism sector and these stakeholders are directly
and indirectly affected by tourism development (UNWTO, 2013, p.19). The literature review shows seven
different types of stakeholders: local communities, public sector, private sector, universities, media
organizations, non-governmental organizations, and tourists (Swarbrooke, 1999, p.85; UNWTO, 2019;
Weaver & Lawton, 2000, p.3). Attitudes of stakeholders such as business groups and local people are not
always homogeneous and may differ (Hardy & Pearson, 2018, p.255-256; UNWTO, 2019). Pjerotic
(2017, p.156) mentioned that involving different stakeholders in the managerial processes of the
destination contributes to the development of the destination. For this reason, establishing a system
where stakeholders are in constant communication regarding sustainable tourism development will
benefit all stakeholders in the destination. Brokaj (2014, p.112) examined the role of local governments
in sustainable tourism development and found a lack of awareness of local governance and the
implementation of this awareness in the tourism sector. An effective governance system at the local level
should be established in order to eliminate such deficiencies. Today, it can be argued that the concept of
governance, which is emphasized in the reports and activities of various non-governmental organizations,
means “managing together” (Sanli6z-Ozgen, 2016, p.154). Governance has a participatory understanding
where individuals, groups, or organizations taking part in the management process are actually expected
to be included in the management process, contrary to the understanding that only one manager makes
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the decisions and manages the business, as required by the hierarchical structure accepted in the concept
of management. A customized and effective governance ensures the participation of various actors in the
decision-making process in tourism in a democratic process and creates a wide sense of ownership in the
realization of the goals of sustainable tourism (Bramwell & Lane, 2011, p.412). The concept of
governance in tourism destinations can be defined as the realization of operations in these destinations
by harmonizing the economic, socio-cultural, and natural environment, including all stakeholders in the
decision-making process and effectively managing stakeholder relations (Mihali¢, Segota, Cvelbar, &
Kuscer, 20106, p.1493). It is very important to first determine who will be seen as stakeholders and then
to reveal what the identified stakeholders can do to make tourism more sustainable to establish
governance structures in tourism destinations (Byrd, 2007, p.7).

2.3. The role of accommodation enterprises as a stakeholder

As noted before, accommodation enterprises are one of the most important tourism stakeholders
(UNWTO, 2019). Within the tourism sector and among other sectors, accommodation enterprises are
leading private sector representatives that manage their operations within the scope of environmentally
friendly management practices (Swarbrooke, 1999, p.301). According to the review of relevant literature,
accommodation enterprises contribute to sustainable tourism development through sustainable business
practices and corporate social responsibility activities (Legrand, Sloan, & Chen, 2017). Enterprises that
implement sustainable business practices are businesses that aim to meet the needs of the society and
contribute to the well-being of all living things on earth while also providing their products and services
(Bae & Smardon, 2011, p.178). Therefore, sustainable business practices appear as production processes
that consider the interests of society and all living things on earth. Sustainable business practices can be
examined in ecological, economic, and social dimensions in accommodation enterprises (Legrand, Sloan,
& Chen, 2017, p.28; Raderbauer, 2011, p.18). Corporate social responsibility can be defined as a concept
in which enterprises are willing to contribute to a better society and cleaner environment (European
Commission, 2021; Wut, Xu, & Wong, 2021; Lewkowicz, 2021). In this context, corporate social
responsibility refers to the voluntary activities that enterprises carry out for the development of society
and the environment.

Accommodation enterprises can provide various benefits such as gaining a competitive
advantage, saving costs and surviving in times of crisis owing to sustainable business practices and
corporate social responsibility activities (Bader, 2005, p.77; Legrand, Sloan, & Chen, 2017, p.437; Ortiz-
de-Mandojana & Bansal, 2015, p.1). There are study findings indicating that sustainable business practices
in hotels positively affect customer loyalty (Olya, Altinay, Farmaki, Kenebayeva, & Gursoy, 2020, p.5).
In addition, tourism businesses with corporate social responsibility strategies can earn financial rewards
thanks to their contributions to help the promotion and protection of social and cultural assets and their
efficient use of important resources such as water (Moneva, Bonilla-Priego, & Ortas, 2020, p.855).
However, studies have shown that some accommodation enterprises encounter obstacles such as high
costs, lack of stakeholder support, lack of solidarity and cooperation, and limited interest and information
while implementing sustainable business practices and performing corporate social responsibility
activities (Dodds & Butler, 2010, p.47; Farmaki, Constanti, Yiasemi, & Karis, 2014, p.18; Legrand, Sloan,
& Chen, 2017, p.4306).

3. Methods

3.1. Study area and problem statement
Located in the east of the province of Antalya, the district of Alanya hosts intensive tourism
activities from April to November every year. It is in the south of Turkey on the coast of the
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Mediterranean Sea. With a population of over 300 thousand, Alanya has a climate that is hot and dry in
summer and warm and rainy in winter (ACCI, 2020, p.50-62). In addition to its natural areas such as
beaches, Dim Stream and Cave, and the Sapadere Canyon, it also attracts the attention of tourists with
its cultural gems such as the Alanya Castle, Red Tower, and the Shipyard which has managed to survive
for centuries. Alanya first started tourism activities in 1948 when the Damlatas Cave was discovered, and
today it has become one of Turkey’s most popular destinations (Akis, 2007, p.16). Alanya hosted
approximately 6.7 million tourists in 2019 and earned 4.5 billion dollars in tourism revenue (ACCI, 2020,
p-46) making it one of the most important mass tourist destinations of the Mediterranean Basin. For this
reason, Alanya is a valued destination that has been examined in various research conducted by Plan Bleu
which is an initiative of UNEP/MAP (United Nations Environment Programme Mediterranean Action
Plan) (Spilanis, Le Tellier, & Vayanni, 2012; Tosun & Caliskan, 2011). Alanya is assumed as a mature
destination that faces a decline in environmental, economic, and social sustainability (Spilanis et al., 2012,
p.5). That means it is at the beginning of the stagnation stage of the Tourism Area Life Cycle (Butler,
1980, p.8). Because of that, studying sustainability issues are required in mature destinations like Alanya.

Accommodation enterprises operating in Turkey are certified in two categories: those that are
municipality-certified and those that are tourism business-certified. According to the ACCI 2020 data, as
of 2019, a total of 631 accommodation enterprises, 348 with a municipality-certification and 283 with a
tourism business-certification, are actively operating in Alanya. About 9% of these businesses (57
accommodation enterprises) have environmentally friendly accommodation management certificates
(Green Star, Travelife and Green Key) and this rate should be increased along with various policies in
order to continue the tourism activities in the region (Green Key, 2021; RTMCT, 2021; Travelife, 2021).

3.2. Research design

Determining the role of accommodation enterprises in sustainable tourism development is aimed
by the research. For this purpose, the phenomenology research design, one of the qualitative research
methods, was used in the study. Phenomenology research design allows a phenomenon, which detailed
information cannot be obtained about, to be examined in depth (Yildirim & Simsek 2013, p.78). In the
study, an interview form consisting of semi-structured questions was used to get in-depth information
from senior executives in the accommodation enterprises. The study also used the sampling method of
criterion sampling, a purposive sampling method. In this context, it aimed to reach senior managers who
are knowledgeable (regarding the research) of accommodation enterprises that operate within the
boundaries of Alanya and have at least one of the international certification systems such as Green Key
or Travelife, or a national certification such as Green Star, all of which serve sustainable tourism. These
managers must be familiar with all the processes in accommodation business. Therefore, interviews were
conducted with senior managers such as hotel owners, general coordinators, general managers, and
quality coordinators. Within the scope of the research, the snowball sampling method was also used to
reach the managers because it was difficult to get an appointment for one-on-one interviews and the
researcher could not manage to meet with all managers individually.

The study sought answers to the following questions:
1. What is the knowledge level of the managers about the concepts of sustainable development and
sustainable tourism?
What are the effects of accommodation enterprises on the region where they are located?
What are the responsibilities of accommodation enterprises for sustainable tourism development?
What types of sustainable business practices are conducted in accommodation enterprises?
What kinds of corporate social responsibility activities are carried out in accommodation enterprises?
What are the benefits of and obstacles to sustainable business practices in accommodation enterprises?

SRR e

3.3. Reliability and validity
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In qualitative studies, validity and reliability are expressed not within the framework of these
concepts as in quantitative studies, but within the framework of the concepts of credibility (internal
validity), transferability (external validity), consistency (internal reliability) and verifiability (external
reliability), which are thought to be in accordance with the nature of qualitative research (Guba, 1981,
p.79-80; Yidirim & Simsek, 2013, p.298-306). Therefore, reliability and validity have been tested in the
study by considering these concepts.

The audio recordings obtained as a result of the interviews and the transcribed text files were kept
to strengthen the credibility of the research. In addition, direct quotations regarding the codes and themes
obtained as a result of the analysis were included in the findings section of the study.

Demographic data and other findings were presented in plain, detailed language. More
understandable expressions of the participants were used in order to convey deep meanings resulting
from the fact that the research included in-depth information to the reader effectively. Thus, the
transferability of the research was supported.

To test the consistency of the research, previously encoded statements were re-encoded by two
researchers. The frequency of agreement and disagreement resulting from the comparison of the
encoding was shown and Miles and Huberman’s (1994, p.64) reliability formula [P = number of
agreements / (number of agreements + disagreement)] was applied. As a result of the calculation, [p=60
/ (13 + 60) = 0.82] 82% was achieved. Miles and Huberman (1994, p.64) reported that a good consistency
should be close to 0.80. The fact that the rate (82%) achieved is above the specified rate shows that the
research is consistent.

The audio recordings of the interviews with the participants, the notes received, and the electronic
materials obtained as a result of the coding made using the qualitative analysis program were kept and
made available for review, which shows the verifiability of the research.

3.4. Data collection and analysis

The list of hotels with Green Star, Travelife, and Green Key certificates was obtained prior to
starting the research. Only one enterprise had all these three certificates and so the research began with
this enterprise. Then, with the help of interviewed business managers, other businesses were successively
contacted. At the point where the answers given by the participants to the questions were thought to be
repeated, the interviews were terminated considering that the data saturation had been reached.

Before conducting interviews with the managers, appointments were requested, and care was
taken to ensure that the interviews were conducted in a quiet and calm environment on the day and time
of the appointment to make the research efficient. The first data collection process began in July 2018
and the last interview was conducted in May 2019. Within the scope of the research, 19 participants
representing 22 accommodation enterprises were interviewed face-to-face. Before the interviews, the
participants’ consent was obtained and the interviews were recorded. Of the participants, four did not
accept their interviews to be recorded and they were interviewed using a written form via the computer.
The audio recordings of the other 15 participants were listened to in detail and transcribed. The interviews
lasted between 15 to 70 minutes.

The first step in analyzing the data was transcribing the audio recordings obtained from the
interviews. In the second stage, all of the texts transcribed were read, prepared and arranged for the
analysis. During this editing, statements which were biased, likely to cause misunderstanding were
reviewed. In addition, expressions of the participants were carefully arranged without moving away from
their authenticity. In the third stage, the data were transferred to the MAXQDA qualitative analysis
program, and the coding and theming process began. Using the specific software made the coding and
theming performed in the data analysis process easier and more efficient. After the coding and theming
process was completed, the codes and the themes created were reviewed for the second time.

186



JOURNAL OF TOURISM AND SERVICES
Issue 23, volume 12, ISSN 1804-5650 (Online)
WWww.jots.cz

WATE ANg,
2

EMERGING ¥
SOURCES
CITATION
INDEX
‘NpExE®

Compatibility of the themes with the literature was checked and similar and different results were
discussed.

4. Results

The senior managers interviewed within the scope of the research were coded as Participant 1,
Participant 2, etc. The data of the participants and the characteristics of the accommodation enterprises
they represent are shown in Table 1.

Table 1. Characteristics of the participants and the enterprises

Sectoral/
Participants . . Managerial Accommodation Certificates
(ng Position Gender Age Educational level Exper%ence Enterprise Type Obtained
(Year)
P1 GM Female 39 Bachelor’s degree 24/15 4* hotel GS,GK, T
P2 GM Male 50 Bachelor’s degree 27/21 5% hotel GS
P3 GM Female 37 Bachelor’s degree 15/10 5% hotel T
P4 QC Female 40 Bachelor’s degree 11/9 5% hotel GS, T
P5 GC Male 40 Bachelor’s degree 18/15 5% hotel GS, T
P6 QC Female 29 Master’s degree 6/3 5% hotel GS, T
P7 GC Male 49 Bachelor’s degree 33/23 5% two hotels GS
P8 HO Male 29 Bachelor’s degree 10/1 5% hotel GS
P9 GM Male 36 High school and 18/9 Apatt hotel T
lower
P10 HO Male 34 Bachelor’s degree 16/16 Apart hotel GS
P11 GM Male 53 Bachelor’s degree 35/20 4* hotel GS
P12 GM Male 43 Bachelor’s degree 22/17 5% hotel GS
P13 GM Male 41 High school and 25/16 57 and 4% GS, T
lower hotel
P14 GM Male 48 High school and 20/24 Mu'nicipality T
lower certified hotel
P15 GM Male 56 Bachelor’s degree 32/28 5% hotel GS
P16 GM Male 53 Bachelor’s degree 35/29 4* hotel GS
P17 GM Male 40 Master’s degtee 20/14 > *haorijl # GS
P18 GM Male 54 Bachelor’s degree 35/21 5% hotel GS
P19 VGM Female 36 Bachelor’s degree 18/15 4* hotel GS
Shortcuts:

HO: Hotel Owner GM: General Manager GC: General Coordinator QC: Quality Coordinator VGM: Vice General Manager
GS: Green Star T: Travelife GK: Green Key

Source: developed by the authors.

The study data were collected from 19 managers. Of the participants interviewed, 12 were general
managers, 2 were hotel owners, 2 were general coordinators, 2 were quality coordinators, and 1 was an
assistant general manager. Some participants were responsible for more than one hotel; therefore, 19
managers represented 22 certified accommodation enterprises. In addition, the managers had an average
of 23 years of experience in the sector and 16 years of managerial experience, which was very important
in terms of revealing their experiences gained over the years as in-depth information. The findings
obtained are presented below in tables showing the answers to the research questions noted in the
methodology section of the study. In addition, the “(P...)” in the tables at the end of the statements
indicate number of the participant whose statements were noted.

Table 2 shows that the answers given to the question asking the participants about the concepts
of sustainable development and sustainable tourism have been placed under seven headings. One of the
most striking findings among these headings is that the concept of planned and controlled development
has rarely been mentioned. Another important finding is that the participants mainly talked about
protecting and improving the environment (f: 29), continuity and permanence of activities (f: 13), and
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quality (f: 10). In addition, the topic quality was defined with two codes: innovativeness (f: 6) and
personnel quality and training (f: 4); the topic contribution to the regional economy was defined with two
codes: employment (f: 6) and efficient use of resources (f: 1).

Table 2. Knowledge level of the managers on the concepts of sustainable development and
sustainable tourism

THEMES AND CODES SAMPLES OF THE STATEMENTS
1. Environmental Protection and Development (f: 29) a) “... The physical environment we are in must also exist so that we can exist here as a
tourism business. After all, it includes the sea, sand, and sun...”(PG).
a)  Protection of Natural Resources (f: 11) b) ““... Sustainable developmentis a concept that also includes the social environment...”
(P8).
b)  Protection of Socio-cultural Resources (f: 10) c) “It is the active continuation of this by protecting and supporting the environment

without harming tourism in the long run ...”” (P1).
c)  Supporting the Environment (f: 6)

d) “... Itis often associated with the environment and can be referred to as the continuity
d)  Ecological Diversity (f: 2) of diversity and productivity...” (P5).
2. Continuity and Permanence of Activities (f: 13) 2. ““... Sustainability means continuity and permanence for me” (P2).
3. Quality (f:10) a) “... At the same time, we must always introduce innovations and implement them

ourselves in sustainable development...” (P8).
a)  Innovation (f: 6)

b) ““... Training qualified personnel for human resources and ensuring its continuity...”
b)  Personnel Quality and Training (f: 4) (P18).
4. Contribution to Regional Economy (f: 7) ) “Sustainability is indispensable for the tourism sector because it is necessary to provide

employment for a longer period in today’s conditions...” (P13).
2)  Employment (f: 6)

b) “... Sustainable tourism can be regarded as the number 1 way out for costs and
b)  Efficient Use of Resources (f: 1) expenses, which are the biggest problems in our region today...” (P10).
5. “... We want some regulations to be made in tourism and want to leave an environment
5. Long-Term Thinking for the Future (f: 7) that our children can use in the future so that tourism can be transferred to future

generations in a mote developed way ...” (P14).

6. “It allows us to save money and keep customers more loyal to our business. Then, this
6. Guest Satisfaction (f: 3) returns to you as mote customers in the following years... ”(P10).

7. “ Developing tourism according to the planned targets by identifying the existing
7. Planned and Controlled Development (f: 2) potential and creating plans to sustain this in the following years ...” (P18).

Source: developed by the authors.

As Table 3 shows, the answers given to the question asking the participants about their opinions
regarding the effects of accommodation enterprises on the region were grouped in three main categories.
These categories are: economic (f: 50), physical (f: 15), and socio-cultural effects (f: 14). These categories
were also grouped under two headings as positive and negative effects. One of the most important
findings about the effects of accommodation enterprises on the region is that the participants emphasized
that these businesses had a positive role in terms of regional development (f: 12) and employment
opportunities (f: 11). They also said that accommodation enterprises contributed economically to other
sectors (f: 7). In addition, another important finding is that these enterprises predominantly negatively
affect the region in physical terms and positively in socio-cultural terms.

Table 4 shows that the answers given to the question about the responsibilities of the
accommodation enterprises directed to the participants are grouped under six headings. One of the
important findings on this subject is that the participants who emphasized accommodation enterprises
were highly responsible for protecting and improving the environment (f: 28). In addition, the
participants stated that accommodation enterprises had responsibilities in issues such as quality service
and guest satisfaction (f: 13), continuation of economic activities (f: 6), and personnel (f: 4).

Table 5 shows that the answers given to the question about the corporate social responsibility
activities of the participants in their own accommodation enterprises were grouped under four categories.
These categories were: activities to support events in the region (f: 11), activities to support nature (f: 9),
activities to support education (f: 9), and activities to support community (f: 6). In addition, quotations
on all categories were included in the table.
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Table 3. Opinions of the managers of the accommodation enterprises on the impacts of the region

THEMES AND CODES

SAMPLES OF THE STATEMENTS

1. Economic Effects (f: 56)

1.1. Positive Economic Effects (f: 37)

)
b)
9
d)

9

Regional Development (f: 12)
Employment Opportunities (f: 11)
Contribution to Other Sectors (f: 7)
Publicity of the Region (f: 4)

Infrastructure Facilities (f: 3)

1.2. Negative Economic Effects (f: 19)

)
b)
9
d)

©)

Limited Product Diversity (f: 5)

Cheap Price Policy (f: 4)

Low Service Quality (f: 4)

Excessive Dependence to Tourism (f: 3)

Inability to Operate Throughout the Year
(f: 3)

a) “... Actually, accommodation enterprises undertake the biggest role in the
development of Alanya...” (P9).

b) “... Accommodation enterprises provide greatly to employment in the region...”

(P17).

) “... Accommodation enterprises are businesses that address at least 1,000-1,500 items,
not 2-3 items...” (P15).

d) “... The fact that so many hotels in the Alanya region are being promoted now adds
brand value to the region...” (P6).

e) “... It helped the development of the infrastructure...” (P16).

a) “First of all, the all-inclusive concept prevents the touristic places in the region from
being visited and seen. Cultural tourism etc. other tourism activities cannot be
sustained... ” (P19).

b) “Since the 90’s, hotels have been built regionally; initially, hotels operated as different
types of accommodation, but today it is seen that these hotels book rooms at very low

prices ...” (P14).

) ““... When you ask “How many facilities have very good service quality in this region?”,
it is not more than 5...” (P14).

d) “If there is no tourism in this region, the economic life in region will stop...” (P16).
e) “... Tradesmen work in summer but do nothing in winter. If business is bad during

the season, tradesmen’s business is bad. Due to a problem that does not arise from them,
their income is partially reduced. We can see seasonality as a negative effect ”(P10).

2. Physical Effects (f: 15)

2.1. Negative Physical Effects (f: 11)

)
b)
9
d)

Wastes (f: 5)
Excessive Construction (f: 3)
Noise Pollution (f: 2)

Reduction of Natural and Agricultural
Lands (f: 1)

2.2. Positive Physical Effects (f: 4)

a)
b)

Landscaping (f: 3)

Environmental Consciousness (f: 1)

a) “... At the same time, damage to nature increases due to the waste they produce...”
(P12).

b) “... A plan needs to be made for tourism. Alanya has become too much a pile of
stones. If planning is done, this situation will be resolved ”(P3).

) “... There ate also hotels that cause noise pollution...” (P6).

d) “... We cannot continue this development by turning all our cultivation areas into
construction areas...” (P15).

a) “... helped the development of landscaping activities...” (P16).
b) “... It has a positive effect in terms of saving energy and water, and raising the

awareness of our personnel. The awareness of our personnel in the hotel means the
awareness of the society... ” (P4).

3.Socio-cultural Effects (f: 14)

3.1.Positive Socio-cultural Effects (f: 10)

3.2 Negative Socio-cultural Effects (f: 4)

3.1. “... It enables it to develop culturally. Every person who comes to this region also
brings his own culture here. It broadens your horizons. It teaches tolerance... ”(P16).

3.2. “... It enables the region to receive excessive immigration...” (P17).

Source: developed by the authors.
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Table 4. Opinions of the managers of accommodation enterprises on their responsibilities

THEMES AND CODES

SAMPLES OF THE STATEMENTS

1. Environmental Protection and Development (f: 28)

oL

)

Natural Environment (f: 11)
Socio-cultural Environment (f: 7)
Energy Saving (f: 5)

Waste Management (f: 5)

a) “... Of course, we, as a facility, have a responsibility to nature and the environment

.2 (P,

b) “... From the history of Alanya, to local food and culture, they need to show these
to their guests....” (P9)

¢) “... Even the fact that the facility minimizes the damage to the environment by
considering energy saving shows its sensitivity. The fact that all the hotels in the Alanya
region are doing this will take Alanya to a very different point... ”(P6).

d) “... Some waste occurs in the facilities, we need to deliver this waste to waste
collection areas in a controlled manner...” (P8).

2. Quality Service and Guest Satisfaction (f: 13)

2. “... We need to manage the activities that will please the guests in a quality
manner...” (P19).

3. Sustaining Economic Activities (f: 6)

a)
b)

Innovation (f: 4)

Local Employment (f: 2)

a) “... Accommodation enterprises should follow world trends and be innovative”

(P10).

b) “... I prefer the people who work for my business to be the local people living here,
which is a social responsibility for the businesses...” (P2).

4. Personnel (f:4)

4. “... First of all, accommodation enterprises should provide motivation for their
personnel to do this job as a profession, create a budget, and provide training...” (P17).

5. Publicity of the Region (f:3)

5. “... Then comes what the hotel has to offer about Alanya. From the history of
Alanya to local food and culture, they need to show these to their guests....” (P9)

6. Legal Responsibility (f: 2)

6. “Accommodation enterprises, first of all, have to follow the legislation. In particular,
environmental legislation is constantly updated. We have to follow this constantly. ..

»(P4).

Soutce: developed by the authors.

Table 5. Corporate social responsibility activities of accommodation enterprises

THEMES AND CODES

SAMPLES OF THE STATEMENTS

1. Activities to Support Events in the Region (f: 11)

1. “... We sponsored a bicycle race held in Alanya in the past years...” (P2).

2. Activities to Support Nature (f: 9)

2. “... We support activities such as environmental cleaning and tree planting carried
out by various non-governmental organizations...” (P10).

3. Activities to Support Education (f: 9)

3. “... We provide scholarship opportunities to students. We make donations to
various educational institutions... ”(P19).

4. Activities to Support Community (f: 6)

4.%... We received a blue flag for our beach and we serve publicly. People in this region
can benefit from our beach even if they do not stay at our hotel.... ” (PG).

Source: developed by the authors.

Table 6. Sustainable business practices of accommodation enterprises

THEMES AND CODES

SAMPLES OF THE STATEMENTS

1. Ecological Practices (f: 30)

2)
b)
9
d)

°)

Waste Management (f: 13)

Supporting Natural Life (f: 6)

Environment Friendly Purchasing Policy (f: 5)
Renewable Energy (f: 4)

Reduction of Chemical Consumption (f: 2)

2)“... For example, we are very careful about sorting waste. We are very careful about
sending hazardous wastes separately... ”(P4).

b)“... Environmentally, I have had cat houses built for the cats to live in the hotel
garden. I have had 10 bird houses built and hung them on trees... ”(P2).

©)“... Apart from that, we try to use more environmentally friendly materials...”
(P10).

d)“...We meet our hot water needs by using solar energy systems...” (P19).

e) “...We are trying to reduce the use of chemicals...” (PG).
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2)“... We try to use economical products...” (P1).

b) “... We are trying to maintain the continuity of the system we have established by
improving it. To protect both by increasing the market diversity and by increasing
the service quality .... ” (P18).

2. Economical Practices (f: 16)

a)  Savings Policy (f: 12)

) “... With a new mobile application we established in our hotel last year, a guest
downloads the mobile application as soon as they check into the hotel; they write
down all their problems, choose the relevant department and immediately send a
message to the relevant department manager.... In this way, if they are not satisfied,
we try to resolve all their problems immediately before they leave the hotel.... ”

(P14)

b)  Diversification of Products (f: 3)

c)  Guest Satisfaction (f: 1)

2)“... This year, we have given training to our personnel on job safety. We have also

3 Management Practices (£ 16) given training on detergents and wastes... ”(P2).

®)  Personnel and Training (f: 15) b) “... We specify everything we do in our policy. We have a quality policy that we

have prepared within the scope of the Turkish Standards Institute (I'SI). We updated

b)  Policy and Planning (f: 1) our quality policy to include the things we do within the scope of Travelife... ”(P6).

4. Socio-cultural Practices (f: 14) ) “... We keep books, brochures and maps showing the historical regions and food
of Alanya...” (P9).

a)  Practices for Informing Guests (f: 6)
b) “... There is a culture corner...” (P15).
b)  Publicity of Cultural Resources (f: 5)
c) “... Instead of shopping from big markets, we buy our needs from the local

c)  Practices to Support Community (f: 3) vendors in the wholesale market hall to reinvigorate the local economy. ....” (P14).

Soutce: developed by the authors.

As Table 6 shows, the answers given to the question about the sustainable business practices of
the participants in their own accommodation enterprises are grouped under four categories. One of the
most important findings about sustainable business practices of accommodation enterprises was that they
were predominantly ecological practices (f: 30). Other practices the participants emphasized were
economic (f: 16), managerial (f: 16), and socio-cultural practices (f: 14). Another finding was that the
practices of the participants in policy and planning (f: 1) were insufficient.

Table 7 shows the obstacles that the participants faced while performing sustainable business
practices and the benefits of these practices that they put into practice. Participants emphasized that these
practices provide the most economic benefits (f: 31), and secondarily, they provide benefits to the
environment (f: 8). In addition, the obstacles encountered while these practices are being carried out
were: the personnel problem (f: 9), physical problems and opportunities (f: 8), unconsciousness and
indifference (f: 7), creation of costs (f: 5), seasonality (f: 3), too many procedures (f: 3), and failure in
institutionalization (f: 1).

Table 7. Benefits of sustainable business practices and obstacles encountered in accommodation
enterprises

THEMES AND CODES | SAMPLES OF THE STATEMENTS

BENEFITS

1. Economic Benefic (£: 31) a) “... It definitely brings benefits in price negotiation, it also positively affects sales ...” (P1).

a)  Price and Sales Increase (f: 13)

b) “... In addition, when energy and water consumption decteases, out costs decrease as

. well...” (P4).

b)  Decrease in Costs (f: 11) (P4
c) “... The satisfaction of our customers, the fact that, they recommend us to people they

€ Guest Satisfaction (£: 7) know and come back are our biggest gains...” (P11).

2. Benefit to Environment (f: 8) 2. “... We are sensitive to the environment and learn to use our resources properly...” (P4).
. 3. “... Since we provide this awareness to both our guests and our employees, when they go
3. Raising Awareness (f: 2) . p . . gu proyecs, » 8
- to their homes, they realize them to a certain extent thus we create awareness...” (P0).
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4. Making You Feel Good (f: 2) 4. ““... Later on it gives you peace and happiness you as you do less harm to nature ...” (P12).
5. Contribution to the Image of the Region (f: 1) 5. ... Itis possible that the image of the region will be positively affected...” (P15).
OBSTACLES
1. Personnel Problem (£ 9) gpls) The fact that the workforce does not adopt the sector and that the sector is seasonal. ..
2. Physical Problems and Facilities (f: 8) 2. “... Our current physical conditions pose problem for us as we are an inner city hotel...”
(©8).
3. Unconsciousness and Indifference (f: 7) . ) .
3. “... The failure of local governments to act with this awareness...” (P15)
4. Creation of Costs (f: 5) . L L .
4. ... It requires costs to maintain these activities and obtain the documents...” (P6).
5. Seasonality (f: 3) 5. “... The fact that tourism activities cannot be spread over 12 months and that they are
seasonal...” (P18).
6. Lots of Procedures (f: 3) 6. ... There are many documents that need to be put into legal practice. .. you have difficulty

with some things...” (P1).

7. Failure in Institutionalization (f: 1) ) ) ) o
7. “... Since there are boss enterprises and there is no institutionalization, you can meet

different difficulties by learning different things in every business you go to...” (P16).

Source: developed by the authors.

In summary, the findings of the research are grouped under seven headings. These headings are
presented as the knowledge level of the accommodation enterprise managers about the concepts of
sustainable development and sustainable tourism, their thoughts on the effects of the accommodation
enterprise on the region, their thoughts on the responsibilities of the accommodation enterprises, their
corporate social responsibility activities, the sustainable business practices they carry out, the benefits of
sustainable business practices, and the obstacles encountered.

5. Discussion and conclusion

Today, many destinations where intense tourism activities are performed have entered an
irreversible impasse and are looking for a solution because they do not adopt a sustainable tourism
approach against the negative effects of tourism. Investigating this issue in detail before the existing
resources are lost, revealing the sustainable business practices and social responsibility activities carried
out by the accommodation enterprises in their operations in order to support the sustainability of the
destination, and encouraging other accommodation enterprises in this regard are extremely important.

As the first result of this study, the managers of the accommodation enterprises associate the
concept of sustainable tourism with the concepts of environmental awareness, continuity of activities,
and quality service. Accordingly, it can be argued that the level of knowledge of the managers regarding
the concepts of sustainable tourism is high. On the contrary, Musavengane (2019) mentioned that hotel
owners have less awareness about environmental, social, and economic aspects of sustainable tourism in
the results of his research. However, the fact that only two participants mentioned the issue of including
tourism within the scope of planning and its controlled development, which is among the basic principles
of sustainable tourism, shows that these issues are not sufficiently taken into account in the sustainable
development of tourism and remain in the background. These results are an answer to the first question
of the research.

Regarding the second question of the research, which was concerning the effects of
accommodation enterprises on the region, the managers mostly focused on the positive economic effects
such as creating regional development, employment opportunities, and contributing to other sectors. In
addition, it should be noted that they also mentioned some negative economic effects such as limited
product variety, low service quality, cheap pricing policy, seasonality, and excessive dependence on
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tourism. These effects obtained from the present research are mostly similar to findings of the research
performed by Prayag, Dookhony-Ramphul, and Maryeven (2010) in Maritius and Guden, Girgen, Saner,
and Yesilpinar (2021) in Cyprus. Steps such as diversification of products, determination of quality
standards, and review of price policy can be taken by accommodation enterprises in Alanya by turning
to different types of tourism to eliminate the aforementioned negative effects. Determining the products
that can be sold not only in the summer but also in other seasons can prevent seasonality, which has a
negative effect. In addition to these, there are statements noting that accommodation enterprises cause
negative physical problems such as waste, excessive construction, noise pollution, and the reduction of
natural and agricultural lands. Accordingly, policies that encourage enterprises in waste management
should be determined by local governments and various measures should be taken against excessive
construction and noise pollution. In the context of its socio-cultural effects, the positive effects of
tourism are emphasized more. Although these results are welcomed in the context of the sustainability
of tourism, it is necessary to carry out studies on eliminating the existing negativities and increasing the
positive effects.

Another result of the research concerns the responsibilities of accommodation enterprises in
sustainable tourism development. The managers feel responsible for protecting and improving the
environment, providing quality service and establishing guest satisfaction, maintaining economic
activities, responsibilities toward personnel, publicity of the region, and legal responsibilities. These
results answered the third research question in the study.

The managers feel most responsible for protecting and developing the environment, which brings
to mind the question of whether accommodation enterprises are carrying out any sustainable business
practice in this regard. The fact that the sustainable business practices of the participants in their
accommodation enterprises are gathered mostly under ecological practices is an indication that the
managers behave responsibly. The managers involved in the study also talked about their economic,
socio-cultural, and administrative practices as well as their ecological practices. The study found that
ecological practices are emphasized more which is alike with the research findings of Khatter, McGrath,
Pyke, White, and Lockstone-Binney (2019), and waste management, a practice involved in the issue in
question, is more prominent. In addition, the managers emphasized saving policies among economical
practices, informing guests among socio-cultural practices, and personnel and training issues among
management practices. These results provided answers to the fourth question of the research. More
detailed information on this subject can be found in the findings section. Legal regulations to be
introduced by the public sector and various environmentally sensitive certification systems can play an
important role in the further dissemination of the applications of accommodation enterprises in these
issues. The results of the study carried out by Raderbauer (2011) support this opinion.

When the accommodation enterprises are evaluated in terms of their practices within the scope
of corporate social responsibility, they are engaged in activities supporting activities in the region,
protecting nature, supporting education, and society. Thus, the fifth question of the research was
answered. This result is similar to the environmental problems and community participation issues in the
study conducted by Bissoon (2018) on corporate social responsibility in four- and five-star group hotels
in Mauritius.

Considering the evaluations of the participants on the benefits of sustainable business practices
in accommodation enterprises, they provide benefits in economic and environmental terms, awareness
raising, making people feel good, and contributing to the image of the region. In the economic benefit,
which is more emphasized compared to other benefits, the issues of increasing prices and sales,
decreasing costs, and guest satisfaction seem to be important. Therefore, it can be concluded that
sustainable business practices can enable accommodation enterprises to gain a competitive advantage in
marketing, reduce their costs in various expenditures, and increase the demand for the business as a result
of guest satisfaction. In addition, since few studies in the literature discussed the benefits of sustainable

193



JOURNAL OF TOURISM AND SERVICES
Issue 23, volume 12, ISSN 1804-5650 (Online)
WWww.jots.cz

WATE ANg,
2

EMERGING ¥
SOURCES
CITATION
INDEX
‘Npexe®

business practices (Zaiton, Syamsul, Kasimu & Hassan, 20106), these findings obtained from the present
research can significantly contribute to the literature.

Based on the participating managers’ statements regarding the obstacles they encounter while
performing sustainable business practices in accommodation enterprises, these obstacles in order of
importance were personnel problems, physical problems and facilities, unconsciousness and indifference,
costs, seasonality, too many procedures, and failure in institutionalization. Thus, the last research question
of the research was answered. These results are similar to the topics such as lack of environmental
knowledge and skills, lack of specialized personnel, and high costs discussed in Sucheran’s study which
was conducted on 60 hotels and that examined obstacles to environmental practices (Sucheran, 2018,
p.1356-1357). In addition, the results of another research show similarities about the obstacle of
seasonality with the findings of present research (Guden et al., 2021).

In general, the managers of the accommodation enterprises involved in the research in the Alanya
region have high sensitivity to the environment, and they make significant contributions to the sustainable
development of tourism thanks to their responsibilities and practices. One of the most important
contributions of this research is that it discusses sustainable business practices and corporate social
responsibility activities together in order to determine the roles of accommodation enterprises in
sustainable tourism development. The study not only addresses these two concepts, but it also examines
the factors that prevent sustainable business practices and their benefits. Given that there are few
empirical studies that holistically discuss the role of accommodation enterprises in the sustainable
development of tourism, this study is expected to provide significant contribution to the literature. The
study can also set a good example for other mature destinations these face a decline in environmental,
economic and social sustainability.

Some practical implications can also be made in this study. One of them is that managers of
accommodation enterprises should pay more attention to planning in their operations. In addition, it
should be noted that the responsibilities are not limited to the accommodation sector in ensuring a
sustainable tourism development in tourism destinations. In this context, a “Destination Management
Organization” should be established to determine the roles of all stakeholders in the destination and to
ensure an effective governance system.

The results of this study are limited to a certain number of accommodation enterptrises operating
in Alanya. Also, the research was carried out only in environmentally friendly accommodation enterprises
that have Travelife, Green Key, or Green Star certificates. Finally, it should not be forgotten that the
findings obtained within the scope of the research correspond to the time it was conducted.

Based on the findings obtained from the research, the subject of planning in sustainable tourism
development, which emerged as a deficiency as a result of the research, should be examined in more
detail in future studies. The dimensions determined for the research topics and the findings obtained
from the study should be tested with quantitative studies carried out with larger samples. In addition,
similar empirical studies should be conducted in the future with other destination stakeholders and a large
number of other accommodation enterprises that do not have environmentally sensitive certificates. As
a result of this, their roles in the sustainable development of tourism can also be determined and they can
be asked to fulfill their responsibilities for the development of sustainable tourism. Finally, conducting
further studies similar to this research in different regions and cultures will provide different results and
contribute to the literature.
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