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Executive summery 

The increase of tourism volumes inevitably leads to a negative impact on the natural 

environment. The hotels are major consumers of resources (energy, water), as well as produce 

considerable amounts of wastes. However, few properties take care of their environmental 

footprints. This problem is very distinctive among the small and medium hotels, which 

experience many difficulties in addressing issues related to the environment.  

Consequently, the purpose of this thesis is, taking into consideration the importance of the 

SMH’s manager and his personal characteristics, to identify and examine the individual variables 

(factors) that have the potential to influence managerial decision-making and thus reflect in the 

hotel’s strategic response to environmental conservation. Thus, the current research project 

chooses to focus on two individual variables- environmental literacy (a broad concept) and self-

efficacy (a specific concept). These two concepts are examined in an explorative study including 

ten managers of SMHs in Bulgaria. The applied research method is a qualitative one, namely in-

depth interviews, as it is considered most appropriate for investigation of worldviews and 

perceptions of the participants. Constructed on a theoretical base, a framework is proposed, to 

serve as a template with which to examine the role and interaction of the chosen concepts, and to 

explain how these together can influence intentions to act and corresponding responsible 

environmental behavior. The analysis of the data reveals some interesting findings about the 

relation between the factors and their display in practice. Furthermore, the framework attempts to 

explain the occurrence of the so called “attitude-behavior gap”. The research findings show, on 

one hand, low levels of responsible environmental behavior in SMHs in Bulgaria and, on the 

other hand, low level of managerial eco-literacy, as well as the weakened as a factor self-efficacy. 

Because the strength of the two individual factors is diminished, they lose their power to motivate 

pro-environmental behavior and thus, the negative external “situational” factors take prevalence.  

As conclusion, the evidence show that there is potential in the two individual factors as they 

represents an inside-out approach for behavior change. However, the factors need to work in 

combination and to exhibit higher levels, in order to exert strong influence on decisions and 

action. Finally the examination undertaken in this research and its findings may be beneficial to 

practitioners in the area that can cooperate with manager and help them by elaborating a personal 

development approach for enhancing eco-literacy and boosting self-efficacy. 
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Chapter 1 Introduction 

1.1 Field of research 

In the years of the last decade, the negative impact of human activities onto the natural 

environment becomes evident (Revell, Stokes, & Chen, 2008). Most disturbing consequences, 

such as increased air and water pollution, changes in biodiversity and also now visible changes in 

climate, come from the unbalanced consumption of resources and the unsustainable practices of 

different businesses worldwide (Ebner & Baumgartner, 2010) 

The issue of doing business in a more responsible way, thus, comes to the forefront among other 

themes of social dispute. With this, the concept of sustainable development has slowly become 

popular among academics, scientists and governmental officials, but has still not been affirmed as 

a ubiquitous rule in the business practices of all. Defined as ‘‘development that meets the needs 

of the present without compromising the ability of future generations to meet their own needs’’ 

(WCED, 1987, p. 43) , the concept represents a need to rethink human activities in the three main 

dimensions, also called pillars- environmental, social and economic one.  

In regards to sustainable development, from the 90s onward, the attention of environmentalists 

has been drawn toward the tourism industry and its impact (Elkington, 1994, p. 95). Tourism is 

an industry that is growing fast (UNWTO, 2012) and the collective impact of all individual 

tourism enterprises can be considerable and should not be underestimated (Tzchentke, Kirk, & 

Lynch, 2008). The hotel sector is highly dependent on the quality of the natural environment 

(Kasim, 2006) as the beauty of the surroundings and the unspoiled landscapes is what actually 

attracts visitors. If not supervised, the business activity of hotels may thus contribute to the 

deterioration of one of its most important resources- the environment (Bohdanowicz, 2005). 

Nevertheless, until ten years ago researchers’ and scholars’ work was mostly concerned with 

other industries with a more visible and direct impact on the environment, such as: gas and oil, 

metallurgy, chemicals, transport etc.  

 

In literature on hotel sector and sustainability a lot has been written about the big national or 

international hotel companies (MNEs). Since MNEs are under greater external pressure from 

competitors, governments, society, consumers, etc. to go sustainable (Karatzoglou & Spilanis, 
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2010) and in general possess more available funds to invest in environmental-friendly initiatives 

(Hobson & Essex, 2001; Kasim, 2009), they are at a more advance stage in environmental 

management, than SMEs, who lag behind (Revell, Stokes, & Chen, 2008; Chan, 2011; 

Bohdanowicz, 2005; Tilley, 2000).  

SMEs are important for the economy. In Europe they represent a major portion of all businesses 

(95% of private sector firms) (Revell, Stokes, & Chen, 2008; Schaper, 2002) and account for “… 

major shares of exports and the bulk of new jobs.” (Kasim, 2009, p. 710). The fact that small 

firms collectively can contribute to around 70% of all industrial pollution (Hillary, 1995; Hillary, 

2000), brings the necessity to control and carefully manage their environmental impacts. 

However, researchers claim that SMEs have been left relatively understudied (Thuot, Vaugeois, 

& Maher, 2010; Chan, 2011). Few authors like (Tilley, 2000; Tzchentke, Kirk, & Lynch, 2008; 

Horobin & Long, 1996) write about and examine SMEs’ specificities in doing business and the 

ways in which they approach sustainability challenges, but still many things lay unexplored. As it 

is needed to augment the information about SMEs in order to know how they introduce eco-

practices and what limits or motivates their action, they become an interesting subject for further, 

more detailed research in regards to sustainable development. 

There are examples of good environmental practice from the hotel sector- Scandic hotels 

(Goodman, 2000), Marriott International, Accor etc. … (Sloan, Legrand, & Chen, 2005). 

However, these are few separate cases that demonstrate what the big chains are doing. In reality, 

the majority of hotel companies, whether big or small and medium hotels (SMHs), are still 

unaware or not responsive to the needs of environmental preservation (Tilley, 2000). Many of 

them just make cosmetic changes or change rhetoric, using it as a marketing tool to taking 

advantage the popularity of the issue (Baumgartner & Ebner, 2010). 

In search of what hinders sustainable development, and in particular the adoption of 

environmental practices in SMH, there have been found different explanation of why some hotels 

are still reluctant to go green. Investigations on barriers find that the predominant ones are related 

to economic factors such as cost of implementation and maintenance, uncertainty about the 

profitability of eco-practices, while other barriers are related to lack of interest and demand for 

sustainable services on the part of clients (Chan, 2008; Chan, 2011; Hobson & Essex, 2001; 

Thuot, Vaugeois, & Maher, 2010; Tzchentke, Kirk, & Lynch, 2008). Although these findings 
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shed a light on the general and most common barriers, some other more specific factors are left 

aside. Such are the individual variables that may become barriers or motives for certain behavior. 

 

1.2 Problem formulation 

In the context of SMEs, many authors pay special attention to the role of the manager. They 

argue that his/her figure is central to the SMEs’ business activities and the decision-making 

process (Hambrick, 2007; Kechiche & Soparnot, 2012). The existence of closer relationships 

between employer and employees in SMEs /SMHs, makes it easier for the owner-manager to 

promote his/her ideas and convictions. At the same time this brings complications and 

specificities to the company culture, style of managing and choice of strategy, because the 

personal characteristics, preferences and worldviews of the owner-manager affect these (Kasim, 

2009; Quinn, 1997; Horobin & Long, 1996). Some authors go further claiming that the manager 

of SME influences the choice and the degree of environmental action taken by the firm (in this 

case the hotel). (Bohdanowicz, 2005; Erdogan & Baris, 2007; Revell, Stokes, & Chen, 2008; 

Byers, 1996) point that some of the personal variables of the managers, such as- environmental 

concern, knowledge, attitude, values, skills, are important and influential for behavior and good 

environmental practices.  

 

Presented by (Roth C. E., 1992), environmental literacy is a broad concept that incorporates in its 

essence most of these variables. However, the elements knowledge and skills come to the 

forefront, since the rest may descend from them. A manager needs to have sufficient knowledge 

of the field and appropriate skills and abilities in order to manage successfully sustainable 

development in a hotel. The level of environmental literacy can serve as an indicator that shows 

managers’ understanding of issues related to environmental protection (awareness, attitudes, 

procedural knowledge…). Consequently, higher levels of environmental literacy are a 

precondition for taking an informed action (Disinger & Roth, 1992).  

On the other hand, the notion of skills and abilities is also related to the more specific concept of 

self-efficacy (Bandura A. , 1997). Self-efficacy, as a self-referent and cognitive mechanism, can 

significantly influence the willingness of a manager to involve in a certain activity (Pearlmutter, 

1998; Bandura A. , 1977) (an example could be environmental conservation), and thus may 
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transform in a barrier or a motivator for behavior. Believing in the possession of skills and 

capability to handle environmental problems is important especially when the manager feels 

pressure of increased demands towards him/her, when he/she is about to get involved with a new 

task area and needs to integrate it within the main obligations. Together, environmental literacy 

and self-efficacy, become factors that have a certain effect on the way managers make decisions.  

 

1.3. Research question 

Because the manager plays such an important role in SMHs, and his/her worldview and 

preferences translate into the way of doing business, then it is important to examine the possible 

implications of the factors that work on the individual level. Environmental literacy and self-

efficacy seem to be prominent and influential variables. In addition, these two concepts are 

theoretically grounded, but there is not much detail data about how they manifest as factors in 

practice, especially in regards to beliefs of self-efficacy. 

Therefore, in order to explore how relevant are hoteliers’ environmental literacy and self-efficacy 

to decisions about environmental conservation in the setting of small and medium hotels, the 

research question leading the investigation of the current thesis will be as follows:  

 

What is the role of hotel managers’ environmental-literacy and self-efficacy as 

factors for decision-making for adoption of environmental practices in SMHs? 

 

To answer the above research question in the most valuable way, sub-questions will be 

introduced, which main purpose will be to act as guidelines throughout the research process. The 

sub-questions will be as follow: 
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 Source: Own development, 2012 

 

• The first question will serve as an introduction. Its aim is to establish the context situation 

of the investigation- what hotels do in Bulgaria in regards to environmental protection, is 

it included in their priorities, are they positive about this whole idea and what impedes 

them to be more active. Consequently, in the literature review will be presented some of 

the existing environmental strategies, in order to see afterwards from the empirical results 

if small and medium hotels in Bulgaria apply any of them and to what extent. 

 

• The second question is focused on obtaining data forming a base for assessment of the 

level of environmental literacy of hotel managers. Answering this question will create a 

manager’s profile and will provide as well a general idea of the possessed knowledge and 

skills in environmental management, attitudes and predispositions toward conservation. 

The obtained data will also determine if the current level of literacy is a motivator or 

rather a barrier for adoption of environmental strategies in the small and medium hotels. 

 

• The aim of the third question will be to assess the perceptions Bulgarian hoteliers of their 

own capabilities in managing environmental issues and how confident they are about 

being able to introduce and implement such practices in their hotels. Furthermore, by 

examining this, the research will explore the application of the theory of Self-efficacy in 

practice and will thus reveal some of its specific implications. 

What is the context  
situation for 
environmental 

management in SMHs in 
Bulgaria?

What is the level of 
hoteliers' environmental 

literacy?

What is the level of 
managers' self-efficacy?

How does environmental 
literacy and self-efficacy 
interract and influence 
managerial decision-

making?
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• Finally, answering question four will provide a view on the two variables’ potential to 

influence the adoption of eco-practices in hotels. It will be illustrated the interesting 

interplay of these distinct concepts, that turn to complement each other at a certain level 

of interaction. The investigation will seek to establish the variables as driving forces or 

resistant once, because this knowledge will contribute to the lack of research in the area of 

motivation of pro-environmental behavior and change of current practices in SMHs.   

 

In addition, knowledge of the influence and motivational power of such individual factors, can be 

useful to governments, as well as NGOs, to understand the importance of top management in 

SMH and to make their campaigns for promotion of pro-environmental behavior more effective 

and individually oriented. Therefore, at the end of the thesis some propositions will be made in 

regards to NGOs activities, interventions and approach. 

 

1.4. Research objectives and relevance of the research question  

The objectives of the current thesis are: 

-to provide data about the existing eco-activities, barriers and predispositions about 

environmental management among hoteliers of SMHs in Bulgaria, and thus to illustrate the 

situational factors 

-to examine SMHs’ decision-making with regards to environmental management  

-to examine the display of two individual variables of owner-managers  

-to explore to what extent environmental literacy and self-efficacy influence hotels’ responses 

and strategies toward environmental conservation 

This thesis is, thus, relevant as it contributes to the lack of knowledge in the area of tourism 

sustainability and SMHs responses to environmental issues. Furthermore, the current thesis is 

valuable because it takes a different perspective. On one hand, instead of focusing on 

organizational barriers (or external restrictions) as most studies have done until now, the research 

is rather on some individual psycho-motivational factors. On the other hand, it makes for a first 

time an assessment of the level of eco-literacy and self-efficacy of hotel managers in Bulgaria. In 

the literature, self-efficacy has rarely been linked to pro-environmental behavior or to 

environmental literacy. Therefore, this study offers a viewpoint and an approach that under 
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certain conditions can be helpful for the dissemination and adoption of environmental practices in 

SMHs.  

 

1.5. Scope and delimitations 

The current research will be executed in Bulgaria and, thus, is limited to this country (other 

countries are not included).  The investigation is on SMHs, leaving out of the scope big hotels 

and those that belong to hotel chains. This choice is made, because SMEs in Bulgaria are 

important for the national economy and are increasing in numbers each year, therefore their 

environmental impact is also increasing. Furthermore SMHs worldwide and those in Bulgaria, 

are under-researched and their response to the issues of sustainable development is relatively 

unknown.  

In addition, the examined managers are from urban type of hotels. Since urban hotels are not 

directly situated in the nature, environmental issues are more distant to them. Consequently, 

managers from such hotels may have different awareness of and reactions to environmental 

problems. For them it may be more challenging to realize and address the environmental impact 

of their business, than for those who manage seaside or mountain hotels. It will be useful to know 

how to help and motivate these managers to conduct a more responsible business.  

Furthermore, the majority of hotel managers are from two cities in Bulgaria. These cities are 

chosen with regards to the fact that they are major tourism centers, as well as with regards to the 

budget possibilities of the researcher (more cities or more distant locations would have cost 

considerable expenses for travels and overnight stays so the researcher can execute face-to-face 

interviews). 

This thesis will examine factors on the individual level. As there is a broad range of factors that 

may have an effect on the individual, like attitudes, values, ethics, socio-demographic ones- age, 

education, etc., only two variables (factors) are chosen for the investigation- environmental 

literacy and self-efficacy. A reason for the particular choice of variables is that previous 

theoretical literature claims these two are highly influential for motivation of behavior and 

behavior change In addition this limitation makes it possible to execute the current research 

within the specified timeframe. 
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Chapter 2   Literature review  

This part of the thesis will present literature relevant to the research question. The review will 

form a theoretical base for the subsequent empirical investigation and analysis. The chapter 

begins outlining the various environmental strategies that exist, the hotels’ response toward 

sustainability and the barriers for introduction of eco-practices. Then, is discussed the role of the 

manager in SMHs and the individual variables that can influence managerial decision-making. 

In regards to this are presented two main concepts- environmental literacy and self-efficacy, 

which demonstrate a potential in motivating pro-environmental behavior, and thus can influence 

hoteliers and the adoption of eco-practices in SMHs. The chapter is finalized with the proposal of 

a framework that includes these concepts. 

 

2.1. Environmental strategies and the hotel sector response 

With the increasing popularity of the concept of sustainability and the issues of sustainable 

development becoming important for the business activities, more companies have started to 

introduce environmental management into their general strategies. This new philosophy of 

preserving the environment has been incorporated in the concept of corporate sustainability. Few 

are the authors that have attempted to define it: 

“…corporate sustainability can accordingly be defined as meeting the needs of a firm’s direct and 

indirect stakeholders (such as shareholders, employees, clients, pressure groups, communities 

etc), without compromising its ability to meet the needs of future stakeholders as well.” (Dyllick 

& Hockerts, 2002, p. 131) 

“Corporate Sustainability is a business approach that creates long-term shareholder value by 

embracing opportunities and managing risks deriving from economic, environmental and social 

developments.” (DJSI) 

While these two definitions of corporate sustainability include all of its three dimensions (Dyllick 

& Hockerts, 2002), P. Bansal elaborates more precisely on its environmental implications for 

management: “Corporate environmental management is an effort by firms to reduce the size of 

their ‘ecological footprint.’ ” (Bansal, 2005, p. 199) 
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Considering the hotel sector, corporate sustainability may not be that suitable as a term, because 

most of the businesses in it are often SMEs and referring to them as corporations is not 

appropriate. Therefore, (Kasim, 2006) proposes another term- business environmental and social 

responsibility (BESR), which is a broader one, but is more adequate. This same author argues 

that hotels are a key sector in tourism and, regardless of size and type, they play an important role 

in the overall sustainable development and the reduction of the negative impacts of tourism onto 

the environment. Consequently, according to the author, the focus of scholars, governments and 

community should not be only on the larger companies (hotels), as it has been mostly until now. 

Even though bigger hotels (and hotel chains) are considered to pollute more, the small and 

medium hotels (SMH) must also bear responsibility towards the environment.  

Companies that have already realized they play a role in the process of sustainable development, 

have also understood those issues can no longer be put aside. Thus, they have begun to manage 

environmental problems by adopting specific strategies. Researchers have found and discussed 

different types of strategies that can be applied. In Table 1 will be presented some of the most 

common ones found in the literature:   

Literature review - Strategies 

 

(Ebner & 

Baumgartner, 2010) 

(Hart, 1997) (Kolk & Pinkse, 2005) (Orsato, 2006) 

Risk mitigation Pollution prevention Process improvement Eco-efficiency 

Legitimating strategy Product stewardship Internal transfer of emission 

reduction 

Beyond compliance 

leadership 

Efficiency strategy Clean technology Product development Eco-branding 

Holistic sustainability 

str. 

Sustainable 

development 

Supply-chain measures Environmental cost 

leadership 

  New product/market 

combinations 

 

  Acquisition of emission credits  

Table 1   Environmental strategies, Source: Own development, 2012 
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In an overall, despite the fact that they may be named differently by the various authors or may 

include some different aspects, the strategies are pretty similar. Strategies can be generally 

divided in two main categories: curative (reactive) measures that go under conformance strategies 

and prevention (pro-active) measures that fall under voluntary strategies (Sharma, 2000). 

Otherwise said, strategies may be also placed on a response continuum: from end-of-pipe 

solutions (like risk mitigation, transfer of emissions…) that deal with the effects of pollution, to 

the more holistic approaches that encompass the whole cycle of business activities like cradle-to-

grave (Supply-chain measures , product stewardship, holistic sustainability strategy…) and thus 

take care for the causes of pollution.  

In comparison to this, (Hart, 1997) prefers a different classification. On one hand, he 

distinguishes “greening” strategies (pollution prevention and product stewardship) that focus on 

incremental improvements to today’s products and processes and “beyond greening” strategies 

(clean technology and sustainable development) with a focus on tomorrow’s technologies and 

markets. On the other hand, the author separates the strategies to internal- pollution prevention 

and clean technology, and external- product stewardship and sustainable development. The above 

classifications show the different aspects of the scope of strategies. 

Together with these strategies, companies often start to utilize techniques such as: publishing 

sustainability reports, making environmental audits and life-cycle analysis, dealing with the 

suppliers challenges, appointing corporate sustainability officers and changing their 

communication rhetoric (Elkington, 1994; Dyllick & Hockerts, 2002). By doing this they try to 

show an increasing commitment to social issues that agitate a wide variety of stakeholders. This 

variety of initiatives is also an indicator that companies are slowly changing and some of them 

are beginning to see environmental responsibility as a competitive and strategic challenge that 

needs to be tackled. 

The discussed strategies are general ones that can be found in all types of industries and sectors. 

However, some strategies may not be universally applicable. For this reason, it has been noted 

there is a need of investigation and analysis of different economic sectors and geographical areas 

(Albino, Balice, & Dangelico, 2009, p. 85). Even though some authors have tried to respond to 

this need, the existing research is still too limited and incomprehensive (Albino, Balice, & 

Dangelico, 2009). It is mostly the industrial companies that have been analyzed and their 



Page | 16  

 

strategic environmental approach. At the same time, little has been known for the response of 

companies from other industries and sectors like, for example, the tourism enterprises.  

Regarding this, (Kasim, 2006) claims that the tourism industry deserves attention and further 

examination with regards to sustainable development, as there emerge more and more examples 

of good practices. The author points the International hotel environmental initiative (IHEI, 1995) 

as a source of information for these best practices of hotels. However, one more limitation of the 

available literature can be denoted and is related to that most of the cases come from developed 

countries and big hotel chains (Kasim, 2006). Introduction of sustainable practices in developing 

countries is even more complex and challenging and so, it is not surprising that the examples of 

good practice from these countries are few. (Kasim, 2009, p. 711) explains that some of the 

reasons SMHs from developing countries lag behind those from the more developed ones, are the 

lack of civil movement, governmental pressure, expertise and resources. These claims are 

supported by an examination of hotels in Ankara, Turkey by (Erdogan & Baris, 2007), whose 

results show that the hotels are far behind the levels of adoption of environmental practices of the 

developed countries. Based on the above, it can be concluded that more research on developing 

countries and small and medium hotels is needed. 

The general environmental response of hotels and the level of utilization of strategies in them can 

be summarized through the following short review of the literature. Hotels in Hong Kong and UK 

are examined by (Chan, 2011) who finds that only few engage in voluntary environmental 

measures or have an implemented environmental management system. (Erdogan & Baris, 2007) 

make an investigation that reveals hotels in Turkey fail to meet even basic requirements for 

environmental protection. Similar results are obtained for the Greek hotels by (Karatzoglou & 

Spilanis, 2010) and for the German ones by (Sloan, Legrand, & Chen, 2005).  

The implementation of environmental management systems requires a whole set of measures and 

a coherent strategy encompassing all activities of the hotel, while findings show that in reality the 

action taken by hotels is limited and often made ad hoc (Chan, 2011; Tzchentke, Kirk, & Lynch, 

2008). Hotels mainly get involved in simple, common sense practices and low-cost measures 

mostly in the area of energy use and resource consumption, waste management and purchasing 

activities (Hobson & Essex, 2001; Kasim, 2009). Furthermore, due to lack of understanding and 

commitment, integration of environmental preservation in the core values, policies and strategies 

of the companies/hotels is shallow (Erdogan & Baris, 2007; Tilley, 2000; Chan, 2011). In an 
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overall, even though different strategies exist and they help reduce the negative environmental 

impacts of hotels, these strategies are rarely applied holistically. Hotels prefer rather separate 

measures with effect on economies.  

The next part of the Literature review will, therefore, examine some of the reasons that have led 

to the particular level of responsiveness to environmental problems on the part of the hotel sector, 

and more precisely of the small and medium hotels. 

 

2.1.1 Drivers and barriers for the adoption of environmental practices in the hotel sector 

Because of the relatively low rates of adoption of sustainable practices among hotels, as 

discussed previously, it is needed to examine the reasons for this. The literature on hotels and 

environmental initiatives has investigated two main areas- the motives for implementation of 

environmental strategies and the existing barriers that impede hotels of doing so.  

Triggered by internal factors (such as need for efficiency, managerial commitment…) or external 

factors (community pressure, legislation, etc…), the drivers can be as diverse as- cost savings, 

improved image, improved stakeholder relationship, marketing advantage as well as ethical 

concerns and altruism (Kirk, 1998; Bansal & Roth, 2000; Tzchentke, Kirk, & Lynch, 2008; 

Tzschentke, Kirk, & Lynch, 2004; Bohdanowicz, 2005; Thuot, Vaugeois, & Maher, 2010). 

The claims that what is being done by hotels is not enough or satisfactory, have brought 

researchers in a quest to find what limits the diffusion of the principles of sustainable 

development, what are the barriers. A very extensive research is that of (Chan, 2011). In his 

work, the author considers first implications of previous studies made for other industries- such 

as those of (Quazi, 1999) and (Post & Altman, 1994). Chan also revises the work of another 

colleague researcher- R. Hillary, which gives him a base for his own investigation of barriers 

experienced by hotels in Hong Kong. (Hillary, 1999) is one of the first to make investigations on 

barriers for SMEs. In a later study, (Hillary, 2004) continues this work by finding 48 factors, 

divided in 8 dimensions: 

(a) resource, (b) understanding and perception, (c) implementation, (d) attitudes and company 

culture, (e) certifiers/verifiers, (f) economics, (g) institutional weaknesses, and (h) support and 

guidance    
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(Chan, 2008) examines, first, hotels in general (both big and small), and finds six main barriers: 

lack of knowledge and skills,  lack of professional advice, uncertainty of outcome, lack of 

qualified certifiers/verifiers, lack of resources and implementation and maintenance costs. Then, 

in a subsequent paper, (Chan, 2011) focuses more precisely on SMHs and finds that the general 

barriers apply to them, but there are also some specific limitations that differentiate SMHs. The 

author calls them “unique barriers to SMH”- lack of a sense of urgency, ambiguity of EMS 

standards, lack of qualified verifiers/consultants, conflicting guidance, and inconsistent support. 

In an overall, from the general barriers, the most agreed on and most influential ones are 

implementation and maintenance costs and at a second place- lack of knowledge and skills.  

Another study, that of (Hobson & Essex, 2001), summarizes the findings of the literature on this 

topic and confirms the existence and importance of  barriers such as- lack of understanding and 

awareness, fear of extra costs, skepticism of impracticality of the concept of sustainability. With 

their own study of accommodation businesses in UK, (Hobson & Essex, 2001) add as well some 

other factors to the group of barriers- lack of interest and time for environmental issues. Another 

important revelation, that corresponds and supports Chan’s finding about lack of knowledge, is 

that half of the respondents in their survey consider as a barrier for action the lack of information. 

A paper by (Thuot, Vaugeois, & Maher, 2010) also provides support for most of the main barriers 

discussed by now. A recap of all barriers is presented in Table 2, so the information can be more 

easily comprehensible.  

 Barriers 

For other 

industries 
For the hotel industry 

 (Quazi, 1999) (Chan, 2008) 
(Chan, 2011) 

for SMH 

(Hobson & Essex, 

2001) 

(Thuot, Vaugeois, 

& Maher, 2010) 

complexity of ISO 

standards 

lack of 

knowledge and 

skills 

lack of a sense 

of urgency 

lack of 

understanding and 

awareness 

Lack of knowledge 

how to change 

legal ramifications 

lack of 

professional 

advice 

ambiguity of 

EMS 

standards 

the lack of 

information 

Lack of available 

information 

 

lack of incentives to 

implement 

EMS 

uncertainty of 

outcome 

lack of 

qualified 

verifiers/consu

ltants 

skepticism of 

impracticality of the 

concept of 

sustainability 

Concerns about costs 
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lack of management 

commitment 

lack of qualified 

certifiers/verifiers 

conflicting 

guidance 

lack of interest and 

time for 

environmental issues 

Complexity of the 

issue 

lack of total 

employee 

involvement 

lack of resources 
inconsistent 

support 
fear of extra costs Lack of support 

cost of 

implementation 

implementation 

and maintenance 

costs 
   

unclear employee 

responsibilities 
    

 

Table 2 Barriers for adoption of environmental practices and management systems, Source: Own 

development, 2012 

 

In Table 2 it can be seen that there are repetitions of some similar themes. With color and italic is 

shown one that appears in all result findings. Each of the authors has found a barrier that relates 

to the problem of understanding, awareness, knowledge and information. It is logical to assume 

that, if managers have pointed these obstacles, it is because they see environmental management 

as an ambiguous task, from an area that they are not very familiar with. The results also convey 

an implication that managers experience confusion about the eco-standards and measures, and 

their implementation.  

A conclusion can be made that a top concern for managers in regards to eco practices are the 

economical barriers and this is common for all hotels. However, there is another important 

problematic area. The lack of information and knowledge among hoteliers indicates that there 

may exist problems such as- managers are not interested enough in information on sustainability 

and environmental responsibility because they do not find it practical and applicable for their 

business cases, or they cannot easily find information, or there are communication problems 

between interventionist and business, and thus hoteliers are not reached by the relevant activities 

and disseminated information. Whatever the reasons are, such lack of information and knowledge 

can cause low awareness and indifferent attitude, and can make managers unable to recognize a 

role for their hotels as contributors in the process of sustainable development.  
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2.2. The role of the manager for adoption of environmental practices 

When analyzing SMEs, in this case small and medium hotels (SMHs), it is very important to 

always consider their specificities. One such specific characteristic is the special role that 

managers have in the organization and governance of the hotels. Then, to understand how small 

firms make decisions and consequently determine their environmental response, it is needed to 

know more about the manager’s logic and what may influence his/her approach towards issues of 

sustainability.  

 

2.2.1 The manager as decision- maker 

In “Theory of the Upper echelons” D. Hambrick stresses on how important the manager is by 

saying: “If we want to understand why organizations do the things they do, or why they perform 

the way they do, we must consider the biases and dispositions of their most powerful actors- their 

top executives.” (Hambrick, 2007, p. 334). This view will serve as a starting point for the 

following discussion on the role of the manager in a company. 

In addition to their everyday activities, the organizations confront many societal issues, however 

they often experience difficulty in prioritizing these issues and identifying the most relevant ones 

that should be addressed. The manager is the one that processes the huge volume of information 

that reaches the organization on a daily basis and determines the organizational response- 

“…their interpretations form the basis for organizational decisions.” (Maon, Lindgreen, & 

Swaen, 2008, p. 417).  

Strategic organizational choices reflect to some extent the idiosyncrasies of the decision maker 

(Hambrick & Mason, 1984). The decision maker (the manager) brings his/her cognitive base and 

values, which affect how the information and situational context will be perceived, interpreted, 

and finally what a decision will be taken (Hambrick & Mason, 1984; Maon, Lindgreen, & Swaen, 

2008). The perceptual process can be visualized through the following graph: 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1 Strategic choice under the conditions of bounded rationality, 

Mason, 1984) 
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2.2.2 SMHs and decisions for environmental management

For SMHs, particularly, the link between manager and organizational decisions is even stronger 

as the smaller scale of the business allows personal contact between owner/manager and 

employees, as well as brings near the business strategic and operational centers

Soparnot, 2012, p. 99). Authors like 

Andrea Revell, 2008; Horobin & Long, 1996)

issues strongly depends on how the hotel manager s

that, researchers have found that among the most important motivational factors for 
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Authors like (Bohdanowicz, 2005; Tzchentke, Kirk, & Lynch, 2008; 

Horobin & Long, 1996), discuss that SMHs’ response to environmental 

issues strongly depends on how the hotel manager sees environmental problems. 

, researchers have found that among the most important motivational factors for 

implementation of CSR practices in SMEs are “personal reasons” of the owner/manager

2012). Such personal reasons can be: altruism, environmental concern, 
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moral duty, values…etc. (Revell, Stokes, & Chen, 2008; Thuot, Vaugeois, & Maher, 2010). 

Furthermore, SMEs directors are often more prone to apply an ethical rather than economic logic, 

and their decision-making is likely to be more intuitive than strategic when considering CSR  

(Maon, Lindgreen, & Swaen, 2008; Tzchentke, Kirk, & Lynch, 2008), which once again puts 

emphasis on the personality of the manager. 

 

2.2.3 The attitude-behavior gap 

Most studies have found that hoteliers, generally, possess certain level of awareness and express 

positive attitude, as well as concern for the environmental condition and preservation (Horobin & 

Long, 1996; Bohdanowicz, 2005). They are stating that- “…the hotel industry would do well to 

be more environmentally conscious.” (Bohdanowicz, 2005, p. 188) . However, there exists a 

discrepancy between hoteliers’ positive stance toward the environment and the actual protective 

action taken. This is the so called “gap” that is discussed by a number of authors- (Kasim, 2009; 

Schaper, 2002; Horobin & Long, 1996; Hobson & Essex, 2001; Tzchentke, Kirk, & Lynch, 

2008). Some of them call it “value-action gap” (Revell, Stokes, & Chen, 2008) or “attitude-action 

gap” (Tilley, 1999; Schaper, 2002), others name it “discrepancy between the level of concern and 

the protective action taken” (Axelrod & Lehman, 1993) , but in general the authors refer to the 

same thing- the inability to translate environmental ideas and aspirations into a concrete action 

behavior.  

It can be said that the gap is of a complex nature. It can be a result of the influential general 

organizational barriers discussed in the previous section or it can be caused by a rather different 

set of factors- such that work on the individual level, influence managerial decision-making and, 

thus, have a potential to stimulate or hinder the pro-environmental action. Under certain 

conditions they can become more or less significant and can narrow or widen the gap. If the gap 

is being widened, the factors hinder the dissemination process of sustainable development and 

thus represent obstacles that need to be overcome. 

The next section will go through the findings of the literature on what can influence the 

individual behavior in order to reveal the potential of some individual motivational variables to 

cause intention to act and stimulate pro-environmental behavior, and consequently narrow the 

gap.  
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2.2.4 Individual factors 

As seen, upper managers play an especially decisive role in articulating the strategic posture of an 

organization (Maon, Lindgreen, & Swaen, 2008). In addition to cognition and values, other 

characteristics also influence managerial decisions. Personal characteristics, become important 

for the strategic responses towards environmental issues (Wood D. J., 1991; Hambrick & Mason, 

1984). 

Consequently, a logical question has arisen among researchers and scientists– which 

characteristics of the owners/managers can be indicators of a propensity to adopt environmental 

strategies?  In order to start a discussion on that, some general findings from the literature on the 

most influential factors will be summarized and exposed in Figure 2: 

 

 

 

Figure 2   Factors that influence individual decisions, Source: Own development, 2012 

 

As it can be seen, managers’ decisions may be influenced by personal characteristic such as the 

socio-demographic background (Schaper, 2002; Kasim, 2009; Maon, Lindgreen, & Swaen, 

2008). Commitment to CSR may also depend on managerial perceptions of internal resources and 
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while (Bohdanowicz, 2005) stresses the importance of manager’s attitude and knowledge for 

willingness to act pro-environmentally. Elaborating on the same topic, (Byers, 1996) claims that 

together with knowledge and values, skills is also an influential factor- the possession of skills 

becomes a facilitator, while lack of it – an obstacle for pro-environmental behavior. 

 

All these variables are factors and have a different degree of importance and strength to influence 

decision-making. However, in the studies of pro-environmental and conservation behavior, 

researchers often focus on three main ones that are considered predictors of behavior and factors 

for changing it. These are: attitudes (often related with knowledge), values and self-efficacy 

(related to skills). 

• Using the theoretical underpinnings of the work of (Ajzen & Fishbein, 1980), authors like 

(Axelrod & Lehman, 1993) and (Vining & Ebreo, 2002), investigate general attitudes as 

predictors of pro-environmental behavior. Even though attitudes can have an effect on the 

desire to act pro-environmentally, researchers find that they are not very strong predictors 

of actual behavior and if acting alone are not sufficient for behavior change (Ajzen & 

Fishbein, 1980; Axelrod & Lehman, 1993). In relation to this, (Byers, 1996) comments 

that even if people know about the negative consequences of their behavior and possess a 

positive attitude to the environment, they may not undertake any conservation action and 

may continue to do thing the way they do as always.  

 

• Some authors have preferred to examine values, but the findings are controversial. 

According to (Revell, Stokes, & Chen, 2008), they play a significant role in influencing 

behavior. (Karp, 1996) claims that because values are few in number and are relatively 

stable, they are a better indicator/predictor of behavioral intentions than attitudes. On the 

contrary, other researchers say that values are weakly related to conservation behavior  

(Neuman, 1986; Vining & Ebreo, 2002). Nevertheless, those who say values do not 

directly influence behavior, establish a dependence relation- values are determinants of 

attitudes and thus affect them (Vining & Ebreo, 2002; Stern & Dietz, 1994; Byers, 1996; 

McCarty & Shrum, 1994) 
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• Researchers’ attention has been drawn by one more factor- self-efficacy. Self-efficacy 

relates to the way people feel about themselves, their perceptions of being able to handle a 

task, their preparedness and knowledge of the area. A link has been established between 

changes in self-efficacy beliefs and changes in behavior by a number of research studies 

(Bandura A. , 1986; Maddux & Rogers, 1983). As said in (Axelrod & Lehman, 1993, p. 

150)- “…individuals' beliefs about what they can do are seen as important determinants of 

what they will do.” 

Main components of self-efficacy are actual and perceived skills. In regards to this, it is 

claimed that skills and experiences have more potential as motivators of behavior than 

attitudes (De Young, 2000). If self-efficacy is a factor that can predict and motivate 

behavior, then it can influence as well the willingness of individuals to engage with pro-

environmental initiatives and the particular choice of environmental action strategies. A 

sense of efficacy has been found to differentiate between those who are environmentally 

active and those who are not (Sia, Hungerford, & Tomera, 1986; Hines, Hungerford, & 

Tomera, 1986/87) 

 

Following the above discussion, it is concluded that self-efficacy has is a prominent motivational 

factor and there are indicators that it exceeds attitudes and values in regards to power to 

predetermine behavior. Therefore, the current research will focus on the concept of self-efficacy 

and will further examine its implications. 

However, no single factor is sufficient to initiate behavior or cause behavior change. For this 

reason, after discussing self-efficacy which is a rather specific concept, it will be introduced 

another concept that is a broader one. The concept of environmental literacy is closely related to 

pro-environmental behavior and is a powerful factor, as it represents a combination of the 

previously discussed attitudes, values and beliefs, skills. Although, separately these constructs 

may not be enough for creating an intention to act, united under one overarching concept they 

become a base on which predispositions for pro-environmental behavior are formed.  
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2.3. Self-efficacy 

 
The behaviorists and psychologists have found many concepts that revolve around the idea of 

possessing capabilities for solving a problem or completing a task. Often these concepts 

intertwine, as there is no clear distinction in their meanings (Pajares, 1997). In general they can 

be put under the category of “self-beliefs”, or otherwise said- expectancy beliefs, and thus most 

of them have a common ground with self-efficacy. “Perception of abilities” is one of the 

elements that make up an intention to act (Monroe, 2003) and is important because it may 

stimulate managerial pro-environmental action. Similarly, “skills” (perceived and actual) are 

claimed to be a key determinant of environmental behavior and thus represent a category of 

barriers/facilitators (Byers, 1996). Self-efficacy incorporates, in itself, both - abilities and skills, 

as well as the perception about them.  

Another related construct is that of competence. It is presented in detail in the work of (White, 

1959). Some years later competence is analyzed by (De Young, 2000) as being relevant for the 

empowerment of people and their responsible environmental behavior (REB). The main idea of 

the relation between the construct and REB is that, when people do not know how to proceed 

with a behavior, they may feel stressed and helpless. This becomes a reason for them to avoid 

involving in the particular behavior “regardless of genuine concern, positive attitude, strong 

social norm, or external inducement.” (De Young, 2000, p. 522). It can be seen how influential is 

perceived competence if it can override the other listed factors. Therefore, (De Young, 2000, p. 

512) defines it as a basic human concern and a primary source of motivation. Once again a link 

has been established between self-efficacy and competence- first (Geller, 1995a) relates the two 

in his work on the actively caring hypothesis, and then (Hughes, Galbraith, & White, 2011) state 

that self-efficacy actually contains perceived competence. 

 

2.3.1 The concept of self-efficacy 

Self efficacy is defined as “…the belief in one’s capabilities to organize and execute the courses 

of action required to manage prospective situations.” (Bandura A. , 1995, p. 2). The concept is 

embedded in the theory of human social cognition and, as (Bandura A. , 1995) says, these beliefs 

can determine the way people think, feel and act. Perceived self-efficacy is generally accepted to 

be domain-specific factor and can be predictive of individual behavior related to a concrete task 
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or context situation. (Bandura A. , 1997) Nevertheless, some authors claim that the construct of 

self-efficacy may also be generalized (Judge, Thoresen, Pucik, & Welbourne, 1999). This bears 

important implications for choices of assessment approach, as the type of measurement scales 

and the exact formulation of the questions differ depending on what is being measured- general 

or specific efficacy. In general, perceptions of self-efficacy can be extracted by asking “can” 

questions and by examining the judgments of how confident the respondents are they possess the 

needed capabilities and will be successful in the performance of a specific task. This will be taken 

into consideration when forming the interview questions for the investigation in the current 

research. 

There is also a difference between what is actual and perceived self-efficacy. One’s judgment of 

his/her capabilities, his/her confidence of being able to complete a concrete task, may not always 

correspond to the actual attained skills and abilities of this person. If the overestimation 

represents a slight discrepancy, then it can be considered a benefit as it inspires people to go 

beyond their immediate reach and stimulate them to put more effort to surpass their ordinary 

performances (Bandura A. , 1994). However, the discrepancy between actual and perceived self-

efficacy should not be too big, because: “Errors in judgment regarding one's performance, 

whether too optimistic or too pessimistic, may result in significant consequences… overly 

optimistic efficacy expectations may prove disastrous.” (Gage & Polatajko, 1994, p. 455) 

It is important to mention, that although perceived self-efficacy is a strong predictor of behavior, 

when capabilities are lacking, only the expectations of the individual will not produce the desired 

performance  (Bandura, 1997). 

 

Furthermore, Bandura finds four main sources of efficacy beliefs: mastery experiences, vicarious 

experiences, social persuasion and physiological and emotional states (Bandura A. , 1995). From 

these, mastery experiences are found to be the most effective source for creation of efficacy 

perception and boosting efficacy level. Mastery experiences can be previous experiences in a 

specific area in the form of knowledge of the issues, practices, procedures or practical 

experiences with a concrete task that has been dealt with success and therefore enhances the 

sense of efficacy - “…when one does perform successfully, the performance raises the level of 

one's efficacy expectations for the next task to be performed.” (Pearlmutter, 1998, p. 26).  
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2.3.2 Implications of perceived self-efficacy and decisions for adoption of pro-

environmental practices 

It is found that beliefs of self-efficacy can contribute to the motivational process and decisions for 

behavioral change. This is so, because such beliefs affect the choice of action, how much effort 

will be put in an endeavor, how long people will persist when confronting obstacles and the type 

of goals that will be set. (Wood, Bandura, & Bailey, 1990, p. 183)  Further elaboration on the 

concept can be found in (Pearlmutter, 1998), where the author considers the influence of self-

efficacy on leader managers in their role of change agents. (Pearlmutter, 1998) finds that 

perceived self-efficacy influences managers’ readiness to promote change and innovation, as well 

as their level of motivation and commitment. The main implication is that- if people believe they 

can succeed in the performance of a task, they will become involved in the particular activity and 

will behave with assurance, while if they think they cannot succeed, they will avoid the activity.  

Someone can doubt the potential of self-efficacy to influence the decisions and behavior of 

managers, arguing that managers have reached this work position precisely for that they are 

confident persons, capable to run the business and thus self-efficacy is not a factor for them. It 

should not be forgotten, though, that the manager is still an individual with own self-doubts and 

limits, and his/her knowledge and abilities cannot cover every field of activity. As F. Tilley says - 

“Although owner-managers may have expert knowledge in the industry in which they trade, this 

does not necessarily mean they also have the requisite environmental expertise.” (Tilley, 2000, p. 

35). Consequently, if managers who are not well familiarized with the essence of environmental 

management and sustainability practices and do not have previous experience in the area, can 

hold low perceptions of efficacy. Then, the effect of efficacy impedes their desire to engage with 

such initiatives, or with other words, this could suppress their motivation for development in this 

direction. 

The concept of self-efficacy has been applied to different areas like school achievements, 

emotional disorders, mental and physical health, career choice, etc (Bandura A. , 1997; 

McCormick, Tanguma, & López-Forment, 2002). Although, self-efficacy is relevant also to 

conservation and pro-environmental behavior, the research work on this relation is scarce 

(Axelrod & Lehman, 1993; Hines, Hungerford, & Tomera, 1986/87; Sia, Hungerford, & Tomera, 

1986; Maddux & Rogers, 1983; Geller, 1995a).  



Page | 29  

 

Environmental management can be considered a complex task and benefits from it are usually 

long-term ones that rarely show quick results. Relevant to this, (Pearlmutter, 1998) finds that 

when faced with a complex dilemma, managers with higher perceived self-efficacy are more 

prone to look for solutions to problems, instead of giving up easily. In addition,(Wood, Bandura, 

& Bailey, 1990) reveal that managers with higher self-efficacy beliefs persevere in their efforts, 

even in the absence of quick results. Logically, managers that possess a higher self-efficacy will 

be more willing to implement eco-practices and introduce this new philosophy into their 

businesses. 

 

2.4. Environmental literacy  

2.4.1 The concept of environmental literacy 

Environmental literacy is a concept that has first appeared in 1968 by the author Charles Roth 

and was later refined in 1992. During the years, there have been many definitions of 

environmental literacy that differ from one another and create confusion. Currently, it has been 

agreed that environmental literacy includes four main strands- knowledge, skills, affects and 

behavior (Disinger & Roth, 1992). It is also suggested that the best way to represent 

environmental literacy is by a continuum from zero ability to advanced skills. (Roth, 1992, p. 25). 

Another proposition is to illustrate it by a broad spectrum “… from total ignorance or 

unawareness to deep, thorough understanding and concern…from unintended carelessness and 

wanton disregard to personal dedication and life-long commitment.” (Roth, 1992, p. 21) 

(Rockcastle, 1989). Thus the question with environmental literacy is not whether it exists or not, 

but rather the extent to which it is present, the depth of the concept is important for its display. 

 

A characteristic of environmental literacy is its action perspective: “Environmental literacy is 

essentially the capacity to perceive and interpret the relative health of environmental systems and 

take appropriate action to maintain, restore, or improve the health of those systems...” (Disinger 

& Roth, 1992, p. 3). Following this definition, eco-literacy can be determined and defined in 

terms of observable behaviors such as knowledge of key concepts, acquired skills, disposition 

and sensitivity toward issues of sustainability and environmental protection (Roth, 1992). These 
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Figure 3  Behavior flow chart: major and minor variables involved in environmental citizenship 

behavior, Source (Hungerford & Volk, 1990)

 

 

 

Figure 4 Levels of environmental literacy
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Functional

• A broader knowledge 
and understanding of  
the nature and the 
interactions between 
human social systems 
and other natural 
systems.

• Progress beoynd 
functional literacy both 
the breadth and depth of 
understandings and 
skills.

Ownership

variables

•Major variables

•In-depth 
knowledge 
about issues

•-Personal 
investment in 
issues and the 
environment

•Minor variables

•Knowledge of 
the 
consequences 
of behavior -
both positive 
and negative

•A personal 
commitment  to 
issue resolution

Empowerment

variables

•Major variables

•Knowledge of 
and skill in using 
environmental 
action 
strategies

•Locus of control 
(expectancy of 
reinforcement)

•Intention to act

•Minor variables

•In-depth 
knowledge 
about issues
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observable signs serve to examine and determine the level of environmental literacy of an 

In the literature different authors propose different scales to represent the levels of environmental 

entry level, ownership, empowerment 

, while the creator of the concept of environmental literacy Ch. Roth 

- Figure 4. As it can be 

seen, despite they differ in the number of levels, the scales are pretty similar. 

flow chart: major and minor variables involved in environmental citizenship 

 

Operational

Progress beoynd 
functional literacy both 
the breadth and depth of 
understandings and 
skills.

Citizenship 

behavior
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2.4.2 Implications of environmental literacy and decisions for adoption of pro-

environmental practices 

Empirical findings from relevant literature show that low eco-literacy standard is common among 

small firm owner-managers and this impacts their awareness of the environmental issues (Tilley, 

2000). Another team of researchers- (Revell, Stokes, & Chen, 2008), claim that owner-managers 

have a poor understanding of the knowledge and skills required for environmental management. 

Not only that, but hoteliers are still unaware or not interested in their operations’ impact on the 

environment (Sloan, Legrand, & Chen, 2005). An explanation could be that the requirement to 

address stakeholders’ concerns for the environment is a recent one and as a result managers 

experience ambiguity about such issues and their business implications, as well as often do not 

know how to respond (Sharma, 2000).  

 

Most academics relate literacy with cognition. Therefore, knowledge, the first component of 

environmental literacy is “…a necessary precondition of thoughtful behavior and action.” 

(Disinger & Roth, 1992, p. 2). Therefore, knowledge is necessary for managers make informed 

decisions about adoption of eco-practices and for initiation of action. In relation to this, (Byers, 

1996) explains that when an individual does not realize what are the negative consequence to the 

environment from a particular decision or practice (e.g. the individual is lacking knowledge and 

awareness), this prevents him/her from adopting a more sustainable behavior.  

The data in Table 2 and the discussion on barriers revealed a serious problem- lack of 

understanding, awareness and interest. All these result from an existing of lack of knowledge. 

The availability and quality of relevant information contribute to the possession of certain level 

of knowledge. However, the findings of researchers are rather disturbing- 59% of the managers in 

a study on sustainability in small tourism firms “…had no information at all on the subject and 

most had made no attempt to search for information” (Horobin & Long, 1996, p. 17) . In 

addition, 81% of hotel managers did not have any of the five major UK publications on 

sustainable tourism they were asked about, nor did they know that guidelines exist to help with 

the practical application of the ideas (Horobin & Long, 1996).  This indicates a barrier that 

diminishes managerial commitment, as it is strongly influenced by the availability of information 

(Kasim, 2009; Kechiche & Soparnot, 2012). 
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General and procedural knowledge on issues of sustainability (and particularly on environmental 

management) is extremely important for the process of sustainable development. Knowledge can 

be a result of own information search, or can be acquired through education or previous practice 

in the subject area (practical knowledge). These are its sources and by assessing them can be 

examined the level of knowledge that managers possess. Therefore, questions inquiring 

education, previous work experience, individual informational search, familiarity with 

environmental and related terminology, will be included in the interview questions to examine 

the current level of understanding and knowledge. 

 

The other main component of the concept environmental literacy is skills. In the area of 

environmental conservation feelings of helplessness are considered a barrier for environmental 

action. Such feelings, however, are often found to exist. Their source can be the belief of the 

individual that he/she does not possess the required skills to be successful. A finding from the 

study of Kaplan reveals that: “…people who feel helpless, who feel that their behavior would not 

make a difference, are less likely to participate in ERB.” (Kaplan, 2000, p. 499). On the other 

hand, the possession of skills or the perception of being able to cope with a certain behavior 

empowers the individual (Byers, 1996). (Monroe, 2003) refers this to the concept of 

environmental literacy as a whole, saying that cultivating environmental literacy (higher levels of 

knowledge, skills, affect and behavior) can counter very effectively the broader feelings of 

helplessness and lack of ability when dealing with environmental issues. 

 

Finally the two other strands of literacy- affects and behaviors also need to be examined. 

However, as they are regarded secondary in importance, they will not be in the centre of the 

research focus. Affect and behaviors often are a result from the previous components. This is so, 

because affects (attitudes and values) are influenced and sometimes formed by the knowledge. 

Similarly pro-environmental behavior, occurs when the individual understands the problem, 

knows how to act and possess the skills to apply action strategies.  
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complex strategic choices that are of major significance to the firm as a whole (Hambrick & 

Mason, 1984, p. 194). In complex and dynamic environments, when the manager needs various 

cognitive skills to interpret the upcoming new information, choose from available action options 

and determine organizational performance (Wood, Bandura, & Bailey, 1990), self-efficacy plays 

an important role. As stated by S. Pearlmutter, when the individual possess the set of skills that 

are needed for action and there exist incentives for performance “…it is one's perceived self-

efficacy that influences that performance.” (Pearlmutter, 1998, p. 26). 

The two concepts have a common component - capabilities (that includes skills and knowledge of 

action strategies). For this reason in Figure 5 they are related. Environmental literacy can have a 

direct effect on intention to act and the following behavior. However, literacy can also influence 

efficacy. For example, high eco-literacy enhances the level of actual efficacy and consequently 

the perceptions of efficacy.  

 

The underlying idea of the framework is that, at the first phase of the process toward REB in 

SMHs, there is the need to achieve certain levels of eco-literacy among managers. This literacy 

will then create the base on which the manager builds his/her confidence about possessing the 

required capabilities for a successful performance. At the second phase, a powerful motivator 

becomes this perceived efficacy. It provides managers with the courage and perseverance needed 

to engage with new and complex initiatives, such as environmental management. 

 

It is important to find out if the two factors exist and the current research will investigate this. 

However, it is even more important to know the depth of each factor and its display. The higher 

the level of the individual factors, the more they positively affect the responsible environmental 

behavior. In the particular case of the small and medium hotels, high levels of REB means more 

eco-practices in the property to address as much areas (energy and water consumption, waste 

management, suppliers) as possible, or even the implementation of an environmental 

management system, a holistic strategy that includes a formal policy that shows commitment to 

environmental conservation. 
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2.5.1 Critical view on the framework 

It is important to note that with the proposed framework, the researcher does not claim that 

environmental literacy and self- efficacy are the ultimate solution to the problem of how to make 

hotels implement environmental management and adopt the philosophy of sustainable 

development. However, together these two concepts can stimulate or even initiate the change. 

There will always exist “situational factors” and sometimes these will exert rather negative 

influence, thus, playing the role of a barrier. Despite that, if in place, the two individual variables 

can counter the situational factors, by provoking strong internal impetus in managers to find 

solutions and overcome these external to their organizations limitations.  
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Chapter 3 Methodology 

The following chapter elaborates on the chosen research design with regards to the research 

question of the thesis. The chapter begins with an outline of the utilized methodological approach 

and the concrete research method, then it discusses the advantages and disadvantages of the 

alternatives and why the particular choices have been made. The chapter continues by presenting 

the cases and explains how the results will be interpreted. Finally it provides a critical overview 

on the applied approach. 

In order to answer the posed questions and acquire reliable findings the research needs an 

appropriate design. The research design will show the way of thinking, the leading structure and 

strategy for the process of investigation. It is important to distinguish between a research 

methodology and a research method – “A research method is a way of conducting and 

implementing research. Research methodology is the science and philosophy behind all 

research.” (Adams, Khan, Raeside, & White, 2007, p. 25) 

 

3.1 Methodological approach and philosophy 

As said in (Pihlanto, 1994, p. 373) : “…it is crucial to clarify the scientific approach adopted in a 

particular study, and to execute the study accordingly.”. Therefore, in this thesis it is adopted the 

action-oriented approach, proposed by Pihlanto, as a way of thinking and leading the 

investigation. The action-oriented approach is based on hermeneutic philosophy and aims “…to 

achieve a profound understanding of the behavior of people in real-world organizations;…” 

(Pihlanto, 1994, p. 373). At the center of its ontological, epistemological and human nature 

assumptions, is the human being, with its sense making of the world, the subjective experiences 

and the free will over the choice of action. It can be said then, that the approach of this study will 

be built upon Idealism, Anti-positivism and Voluntarism. 

Action-oriented approach is very suitable for “…management studies with a practical orientation, 

especially when the aim is to achieve a profound understanding of management actions.” 

(Pihlanto, 1994, p. 370). Furthermore, (Perren & Ram, 2004) claim that it is helpful to use an 

approach based on voluntarism and subjective interpretations, when the entrepreneur/ manager 

evaluates an event or a problem as critical and important because of emotional or personal 

reasons. The action-oriented approach, therefore, can be applied when examining what personal 
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variables/predispositions affect managerial decision-making and actions for environmental 

protection. In the current research the focus will be on the managers’ understanding of issues of 

sustainability, the subjective apprehending of some novel challenges (such as environmental 

management) and the potential of environmental literacy and managers’ self-efficacy as factors to 

create intention to act and motivate behavior. 

 

3.2 Research strategy 

This research will be executed is by using case study. Case studies can be defined in many ways 

and below are presented two definitions that best explain its nature:  

‘‘…an empirical inquiry that investigates a contemporary phenomenon within its real-life 

context, especially when the boundaries between phenomenon and context are not clearly 

evident’’ (Xiao & Smith, 2006, p. 739) ,  

 “Case studies are analyses of persons, events, decisions, periods, projects, policies, institutions, 

or other systems that are studied holistically by one or more methods.” (Thomas, 2011, p. 513) 

 

As every research strategy, case studies have both advantages and disadvantages. As an 

advantage, it can be seen: the possibility for close collaboration between researcher and 

participant and the description of the reality from the participant’s view point (Baxter & Jack, 

2008) (Tellis, 1997), as well as the provision of in-depth understanding (Lee, Mishna, & 

Brennenstuhl, 2010) and the use of multiple sources of data (Tellis, 1997),which can increase the 

credibility or internal validity of the research method. 

On the other hand, case studies receive criticism on the small sample size and lower levels of 

evidence, which leads to limitations of generalization of findings (Lee, Mishna, & Brennenstuhl, 

2010; Tellis, 1997; Xiao & Smith, 2006). Researchers usually try to overcome this problem by 

applying triangulation. Other authors- (Lee, Mishna, & Brennenstuhl, 2010; Tellis, 1997; Yin R. , 

1984), defend case study method saying that it is not intended for statistical generalization, but 

instead pursue analytic generalization (that is when the empirical results of a case study are 

compared to previously developed theory). In addition to these disadvantages, it can be added 

that case studies, especially multiple case studies, can be time consuming and expensive to 

conduct (Baxter & Jack, 2008). 
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The decision to use case study in the current research is made based on a number of reasons. 

Firstly, this method combines well with the action-oriented approach (and its philosophical 

principles that have been chosen to guide the research) (Pihlanto, 1994). The hermeneutic and the 

way in which nature of action is understood using action-oriented approach, requires a closer 

interaction between researcher and actor. Case study, representing an intensive method, is 

therefore very useful. 

Secondly, case study is suitable for topics like decision-making, individual behavior, 

organizational operations, processes, programs, (Xiao & Smith, 2006), which is concurrent with 

the research topic. 

A third motive for the choice of case study is that it is often applied with the aim to test a theory 

by questioning it and evaluating the efficacy of the particular theoretical framework (Lee, 

Mishna, & Brennenstuhl, 2010; Adams, Khan, Raeside, & White, 2007). The current research 

does not have the ambition to test the Theory of self-efficacy (Bandura A. , 1994), but rather can 

be useful for revealing its practical implications and applicability to hotel managers’ decision-

making.  

 

3.2.1 Type of case study 

In order to know what procedures to follow, the researcher needs to determine what type of case 

study will be employed. (Tellis, 1997) says that: “The research questions framed as "who", 

"what", "where", "how", and "why" determine the relevant strategy to be used.”  

The main research question- “What is the role of hotel managers’ environmental-literacy and 

self-efficacy as factors for decision-making for adoption of environmental practices in SMHs”, as 

well as most of its sub-questions are “what”-type. The nature of questions calls for an exploratory 

study. Such case study is used to explore situations in which the intervention being evaluated has 

no clear, single set of outcomes (Baxter & Jack, 2008). Furthermore, exploratory studies are often 

used as an initial stage of a sequential research process, when it is needed to acquire an 

understanding of the phenomenon under investigation. Usually, this first stage uses a qualitative 

method, which findings can inform and help identify questions for the subsequent stage that can 

be quantitative. The current exploratory study represents an initial investigation that aims to gain 

an insight and, thus, can raise questions to be used in a further in-depth examination (a 

subsequent research). 
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Another basic characteristic of exploratory research is the absence of study propositions (Yin R. 

K., 2003; Baxter & Jack, 2008). Propositions are defined as “…statements concerned with the 

relationships among concepts. A proposition explains the logical linkage among concepts by 

asserting a universal connection between them.”  (Adams, Khan, Raeside, & White, 2007, p. 28). 

However, when the analyzed concepts are related to behavior and decision-making, it should be 

considered that those are very complex in nature and are influenced by various factors 

(psychological, socio-demographic ones… etc.). Therefore, it is very difficult to establish clear 

causal links between concepts. For this reason, the current research does not aim to make causal 

claims, but is rather trying to see the theories apply in practice and to examine to what extent the 

main concepts- environmental literacy and self-efficacy are influential factors for the decision-

making process. 

Furthermore, a multiple case design is chosen for the investigation of the level of environmental 

literacy and self-efficacy of managers in relation to environmental issues and environmental 

management. Multiple cases are suitable when the researcher wants to explore the differences 

between cases (Baxter & Jack, 2008). As said again in (Baxter & Jack, 2008) it is important that 

the cases are carefully selected so that similar or contrasting results can be predicted and 

comparisons can be drawn. Therefore, the chosen cases are representative or typical cases (Xiao 

& Smith, 2006) of small and medium hotels in Bulgaria. The unit of analysis will be the hotel 

manager and with focus on decision-making process.  

 

3.2.2 Research method 

Case studies can be quantitative or qualitative, or both. This is a unique feature of the research 

method, which provides scope for gathering rich source of data and “…allows for 

particularization, i.e., getting to know the uniqueness of the individual case and its context.” 

(Adams, Khan, Raeside, & White, 2007, p. 112).  

For the purposes of the thesis, it has been preferred the qualitative method of research. It is 

claimed to be applicable for exploration of social relations, descriptions of reality as experienced 

by the respondents, in psychology studies or when studying behavior of people (Adams, Khan, 

Raeside, & White, 2007). Consequently, the effect of a psychological motivational factor, such as 

self-efficacy and environmental literacy, on managerial behavior and decisions can be well 
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examined through a qualitative method. Furthermore, qualitative methods are often used when 

the interest is in discovery and interpretation, or when the processes and meanings under 

investigation lack previous thorough examination and measurement  (Noor, 2008, p. 1602), as is 

the case with self-efficacy and managers, as well as self-efficacy and decisions for pro-

environmental behavior.  

This qualitative research will be executed through in-depth interviews. Best argumentation in 

support of this choice is given by (Pihlanto, 1994), who claims that interviews are in line with an 

idiographic methodology such as the action-oriented approach:“This [the idiographic 

methodology] implies methods that allow insight into an actor’s inner world, i.e. a possibility for 

the researcher to get very close to and involved in the everyday actions of the actors studied, in 

order to reveal the nature and characteristics of their world - at best, very intimately.” (Pihlanto, 

1994, p. 377) 

Interviews can be different types- face-to face, telephone or computer mediated ones (e-mail and 

MSN messenger interviews). The dominant interview technique, though, is the face-to-face. An 

advantage of the face-to-face interview is that it is characterized by synchronous communication 

in time and place and, thus, can take advantage of social cues like voice, intonation, body 

language, etc. of the interviewee (Opdenakker, 2006, p. 3).  

 

3.3 Researcher’s considerations 

An important concern for any researcher is to make a study of good quality and as reliable and 

valid as possible. There are some basic criteria that should be taken into consideration, such as 

transferability (external validity), credibility (internal validity), confirmability (construct 

validity), and dependability (reliability) (Lee, Mishna, & Brennenstuhl, 2010) . 

In order to provide enough detail and thus make replication possible, as suggested by (Baxter & 

Jack, 2008), the subject cases, as well as the process and tools used to examine them, will be 

carefully described. In addition, data will be collected through different sources, such as- verbal 

answer from the in-depth interviews, but also observations of the social cues and reactions of the 

participants. These measures address the external validity and reliability of the study, and to a 

certain extent – its construct validity. 
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On the other hand, the construct validity and internal validity can be increased through the use of 

multiple cases (a number of hotel managers and different hotel sites) (Lee, Mishna, & 

Brennenstuhl, 2010). This is so, because the investigation of multiple cases, achieves as a result 

relatively robust and reliable evidence (Baxter & Jack, 2008). Another benefit is that when the 

analysis and conclusions are based on many answers and opinions, it guards against researcher’s 

bias (Lee, Mishna, & Brennenstuhl, 2010; Zivkovic, 2012). In relation to this, in the current 

research the interviewer was careful not to impose her personal assumptions onto the 

respondents. In order to avoid this, the respondents were informed in advance, that what is 

valuable for the research is their own opinion, that there are no right or wrong answers and that 

they will not be judged for the way they answer. The goal was to give them the freedom to 

answer questions in their own manner. 

Finally, strategies as reflection, use of field notes and peer examination of data results are 

included to establish credibility (internal validity) (Baxter & Jack, 2008). 

 

In regards to generalization of the research results to other SMHs in Bulgaria, it is considered 

possible- the context, conditions and factors in place in those SMHs are very similar; the use of 

representative/typical cases also contributes to this matter. However, it is unlikely that the results 

will be applicable to SMHs in other countries, because of the cultural differences, differences in 

the contextual/situational factors, as well as, the varying degree of influence of the behavioral 

factors. 

 

3.4 Research location- country profile 

The research will take place in Bulgaria. This country has been chosen for many reasons.  

⇒ Firstly, tourism is an important industry in Bulgaria as it contributes to the national GDP 

and provides workplace for many natives - in 2001 tourism accounted for 8% of national 

GDP and 8.8% of all working Bulgarians (Paskaleva & Kaleynska, 2001), while in 2011 

it was around 12.9% of GDP and 11.8% of employment (WTTC, 2012).  

The country is gaining popularity among European tourists and in the end of 2010 

Bulgaria has been listed among the top nine global tourist destinations for 2011 in a CNN 

article, recommended by Robert Reid, Pauline Frommer and Martin Rapp (U.S. 

Commercial Service, 2012).  Bulgarian tourism has undergone difficult times in 
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2008/2009 when the world economic crisis took place, but nevertheless the forecasts are 

optimistic (Embassy of Denmark, 2012) and the tourist volumes are increasing with a 

slow, but steady pace- 4.6% growth of incoming international tourists and 3.8% growth of 

revenues from international tourism in comparison to 2009 (Ministry of economy, 2011). 

A consequence of this expected increase, may be an additional negative impact on the 

environment coming from the hotels and their clients, which puts even more emphasis on 

the problem how to make Bulgarian tourism enterprises work in a more sustainable way. 

 

⇒ Secondly, in Bulgaria the numbers, as well as importance of SMEs is increasing. In 2006 

Bulgarian SMEs were more than 230 000, representing 99.7% of all private enterprises 

and contributed to over 80% of turnover in industry sectors as “Hotel and restaurants” and 

“Construction industry” (European Management Centre, 2009). More recent data shows 

this percentage has risen- in 2012 SMEs are 99.8%, their employment share is 75.7% and 

value added- 61.9% (The Small Business Act for Europe, 2012). SBA Fact sheet also 

provides a comparison of the Bulgarian SMEs to the EU SMEs, which shows that 

Bulgarian SMEs tend to be larger across all size classes than their EU peers. On average, 

as share of total number of business, they match the EU, but account for more jobs and 

value added (The Small Business Act for Europe, 2012). Another characteristic relevant 

to the current research is that one third (33%) of the Bulgarian SMEs are family firms and 

70% of them are still managed by their founders (NOEMA, 2012). This shows that in the 

context of Bulgarian SMH the manager (owner) is very important and powerful to induce 

his/her worldviews. 

 

⇒ Furthermore, in their article (Paskaleva & Kaleynska, 2001) argue that in 2001 the idea of 

sustainable tourist industry in Bulgaria is just but a “good wish” and an aspiration of the 

politicians. The authors point some important obstacles: little understanding of the concept 

sustainable development, limited dissemination of information and lack of country-

specific interpretations of the concept, the fact that the majority of entrepreneurs perceive 

this idea as “unrealistic” and, finally, the lack of tourism planning (especially long-term 

one). In addition, according to the (The Small Business Act for Europe, 2012) Bulgarian 

SMEs do not score well compared to EU peers in regards to sustainability- in categories 
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such as “innovations with environmental benefits”, “firms benefited from public support 

for resource efficiency” and “SMEs offering green products and services” the country 

position is low. Another survey, made in 2009 from KUONI group (KUONI,2010), 

showed that Bulgarian hotels experience over-utilization of natural resources (especially 

water), inefficient use of energy, inadequate waste management (70 % do not implement 

water treatment solutions and 61 % do not implement solid waste management), weak 

environmental management systems. More than half of the hotels were not aware of their 

green house gas emissions and around 44% of the surveyed did not consider renewable 

sources of energy.  

It becomes obvious that improvement in this direction is needed because the response of 

Bulgarian hotels to the issues of sustainability is not adequate and measures taken cannot 

compensate their negative impact on the natural environment.  

 

⇒ Finally, an aspect that adds complexity to the country profile and makes it interesting for 

examination, is that Bulgaria is an ex-communist country. Thus, it is related with a 

process of change and adaptation. In the late 80s and the beginning of the 90s Bulgaria’s 

tourism undergoes a decline due to the transition process from centrally controlled to 

market economy (Paskaleva & Kaleynska, 2001). More changes come after the country 

joins the EU in 2007. The accession comes with new requirements and creates an urge for 

development of business in all industries. Consequently, as a tourism destination, 

Bulgaria needs to respond to new challenges such as leveraging its tourism services and 

product offerings to the European standards and reconsidering its business activities in the 

light of sustainable development.  

 

As it can be seen, tourism and SMEs are both very important for the economy of the country and 

do show progress- increase in visitors, numbers of enterprises, revenues, share of employment. 

On the other hand, this progress and increase inevitably endanger the natural environment of 

Bulgaria. Added to that, firms in Bulgaria obviously still lag behind EU general requirements in 

regards to sustainability and environmental protection. Following this data, and considering that 

there is almost no research on SMH with regards to sustainable development, its dissemination 
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and integration in tourism business practices, Bulgaria becomes an interesting location and 

context for an examination. 

3.5 Presentation of case hotels and interviewees 

A total of 10 general managers of hotels have been interviewed. Two of the interviewed 

managers are as well owners of the hotels. It should be noted that none of the hotels have a 

specially assigned person for environmental management. This function is therefore performed 

by the general manager. 

 

Criteria for selection of cases: 

For the purpose of this thesis, the following criteria set by the EU, will be used for defining SME- 

number of employees and turnover (2003/361/EC, 2003). A company can be considered small 

when it has less than 50 employees and € 10 m of turnover, and medium when employees are 

less than 250 and turnover does not go beyond € 50 m. These ceilings apply for individual firms. 

However, when hotels are classified, the number of beds criterion can be applied as some authors 

suggest (Buhalis, 1996; Small Hotels, 2013; Barjaktarovic & Barjaktarovic, 2010)- consequently 

small hotels have up to 30 rooms, while medium hotels - from 30 up to 120 rooms. In addition, 

SMH are also characterized by that the majority of staff are local and there is no international 

“brand name” recognition. 

Following the above the selected hotels can be defined as SMHs as they satisfy the required 

criteria. All ten are individual properties that do not belong to a hotel chain and do not represent 

an international brand. None has been labeled an “eco hotel” or has been promoting itself in the 

market as such. The majority of the hotels are categorized with three or four stars (only one is of 

five star category). Furthermore, the hotels are from an urban type. They are situated in two cities 

that are major tourism centers in the country- six in the capital of Bulgaria- Sofia and the other 

four are from the city area of the second biggest city-Plovdiv. Urban hotels have been preferred 

for the study, because manager from such hotels can be expected to possess a lower level of 

awareness of environmental issues. A mindset of “our impact is minimal and environmental 

management is not a priority” or “what a role we could possibly play for the sustainable 

development?” can prevail in hotels that are not situated right into the nature and are not dealing 
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with environmental problems on a daily basis. These considerations make urban hotels and their 

managers’ standpoint in regards to the environment interesting for examination.  

Because of these criteria and the similarities in the business context in the country, all case hotels 

can be considered typical and, therefore, representative for urban SMH in Bulgaria. 

An additional fact to be presented is that four of the interviewed managers have previously 

worked with a national NGO on sustainable development project in the hotels and for them the 

interview questions were slightly changed. Previous involvement with an NGO or other 

environmental organization pre-supposes an enhanced managerial familiarity and understanding 

of the environmental issues. It is interesting to see, then, if there are any considerable differences 

in the level of self-efficacy of those managers who have been involved in such initiatives and 

have work with a non-governmental organization, and those who have not. It can reveal also the 

contribution of NGOs to the process of adoption of environmental-practices in hotels and NGO’s 

role for behavior change and alterations in the way of thinking of managers. 

 

3.6 Interview design 

In the current research interviews were conducted personally (face-to face) with the managers on 

the site of the hotels. A semi-structured interview form was chosen in order to let the participant 

speak freely and be able to comment on all subjects he/she considers important, while at the same 

time it is still needed to guide the interviewee and keep the focus of the research. Fourteen major 

questions, followed by a sequence of sub-questions for further probing, were carefully designed 

to provide adequate coverage and divided in three main blocks touching upon the areas of 

interest:  

• “understanding of the issues of sustainability and eco-practices and actual practices” – 

In the beginning were asked some introductory questions about general themes such as: 

business priorities, implemented eco-practices, barriers and motives that managers have 

had and experienced. This was done with the purpose to establish the context of Bulgarian 

small and medium hotels in regards to environmental management.  

Then, there were questions that scrutinize the four elements of environmental literacy. By 

asking questions about understanding, attitude and personal interest in eco-practices 

(private life practices; membership in eco-organizations; attendance of seminars and 
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trainings on eco issues) , the researcher was examining the components “affects” and 

“behavior” of managers. On the other hand the purpose of questions about education and 

previous practical experience with such issues, information availability and own 

information search, was to determine the level of actual “knowledge” and relevant “skills” 

possessed by the manager.  

• “questions about beliefs for possessed capabilities and preparedness in regards to 

environmental management”  

• “questions about information availability and expert help”- at the end of the interview the 

managers were asked about the existence of help and guidance of experts, as well as their 

knowledge of, attitude towards and willingness to collaborate with environmental 

organizations and NGOs. This is done with the consideration that such organizations may 

help in enhancing the environmental literacy level of managers and additionally can help 

in improving their self-efficacy. 

The interviewer was very careful to explain, at the very beginning, the purpose of the research 

and to make sure the participants understand the topic (where necessary information or 

explanation on the concepts is provided). It was highlighted that what was needed and 

appreciated in the study was the personal opinion and viewpoint of the participant, not the 

position of the hotel in general in regards to eco practices. To avoid social desirability biases, the 

researcher informed the interviewees that the information from the study would not be exposed or 

manipulated with any other purpose than purely academic one, as well as, they would not be 

judged or criticized for their stance on the issues commented. The interviews lasted for about 

forty-five minutes each and were recorded on an audio device with the permission of the 

participants. Field notes were also taken from the researcher (these notes were later used as 

memos). 

 

3.7 Processing of the data results 
 

The conducted interviews were transcribed and then analyzed by the researcher manually 

(without using any special program or software). The data processing has been made following 

the subsequent stages: 

- familiarization with the data 
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- open coding of the data and creation of conceptual categories (summing up similar codes) 

- filtering categories to determine key themes with regards to the research questions of the study 

- forming of a conceptual framework with the key themes. This framework is then interpreted by 

referencing it to related literature and theory 

- interactions and relationships are sought for and analyzed between these themes and concepts 

In addition to these steps, the main techniques that have been utilized to determine the codes and 

distinguish the key categories, as well as to analyze the data were qualitative content analysis 

(Kohlbacher, 2005), constant comparison of the text and asking questions to identify categories. 

Visual models have also been used to represent major findings and their interrelations. Finally, 

the reliability of the themes was ensured by handing the copy of the interview transcripts to a 

colleague of mine with the same task of identifying common themes. 

 

 

3.8 Critical view on the research method 

There are different ways in which the current research can be executed. In particular, a 

quantitative method, like the survey, could have been applied. In reality, most of the studies on 

self-efficacy and environmental literacy that have been reviewed in chapter one, have used 

quantitative approaches. There are different measurement scales for self-efficacy, recommended 

and discussed by researchers like (Bandura, 2006; Hughes, Galbraith, & White, 2011; Wood, 

Bandura, & Bailey, 1990; Luszczynska, Gutierrez-Dona, & Schwarzer, 2005). Environmental 

literacy’s components have also been assessed through detailed measurement scales that include 

various dimensions (Roth, 1992; Hsu & Roth, 1998; Hollweg, Taylor, Bybee, Marcinkowski, 

McBeth, & Zoido, 2011) Using these scales, a special questionnaire can be prepared and 

distributed to managers by the e-mail, or even personally, and thus levels of managerial self-

efficacy and environmental literacy can be assessed and presented with concrete numbers, instead 

of relying on the researcher’s interpretation of the data result and judgements. 

There is no doubt that quantitative research methods yield more precise results. However, here 

should be noted some important considerations, that have contributed to the research choices 

made.  

• Firstly, and most importantly, the current research aims to explore for a first time the level 

of environmental literacy and self-efficacy of hoteliers in Bulgaria. Thus, its goal is to 
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recognize the indicators (sources) of literacy and efficacy and to provide a general 

understanding of the level the two concepts at the moment of time the research is done. 

Consequently, a precise assessment showing numbers and percentages, is not needed for 

the purposes of the current research. Nevertheless, it was attempted that questions in the 

in-depth interviews encompass and investigate all fours strands of literacy, as well as 

questions about perceptions of capabilities and confidence were designed in consistence 

with most of the existing recommendations (using words as “can” and “how confident”), 

in order to provide a good base for assessment.  

 

• Secondly, it should be considered the time constraints for execution of the research, as 

well as the possibility to find hotel managers, establish contact with them, their 

responsiveness, etc. On one hand, a quantitative study would have required a larger-scale 

than the qualitative one. However, there is no statistic and data on small and medium 

hotels in Bulgaria, as they are not required to register anywhere as small and medium 

enterprises. Therefore, it would have been very difficult for the researcher to find and 

contact a sufficiently large number of SMHs. In addition, representatives from the 

business sector in Bulgaria do not have the practice to collaborate with students, therefore, 

a very low response rate could have been realistically expected. On the other hand, one 

extensive assessment of literacy and self-efficacy represents a considerable amount of 

data that would have been impossible to process within the predetermined time-frame.  

 

• Thirdly, the specific nature of the investigated concepts requires an approach of personal 

contact. Therefore, a qualitative method allows for a better interaction with the 

interviewees in order to extract rich data. In a personal interview, the researcher is able to 

take care to predispose the interviewee, can adjust questions in the process in order to 

obtain the needed information and can take advantage of the opportunity to observe 

reactions to questions or expression of feelings. With a quantitative research method this 

would not have been possible. 
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Chapter 4 Data findings 

In the following chapter, data findings will be presented. The obtained interviews results were 

coded and categorizing procedures were applied. There emerged four key themes with nine 

subcategories. Each of the themes with its subcategories will be presented in great detail in the 

following section. 

 

4.1. Contextual situation in regards to environmental management in 

Bulgarian hotels 

 

4.1.1 Business priorities 

When asked about their business priorities and what is most important for them, hotel managers 

were unanimous that, as happens with every other business, the most important thing is to be 

profitable. On a further elaboration, managers mentioned as priorities- satisfied clients, quality of 

service/product, competitiveness. Four of the interviewed managers didn’t mention at all the 

environment as a priority for them, which means that it is not considered as such. Together with 

those, tree other managers sincerely admitted that the environment currently is not a priority for 

their businesses. Only tree of all ten interviewed commented that they consider the environment a 

part of their business focus. 

 

4.1.2 Practices in the hotels 

An important thing to state here is that the researcher observed that the majority of managers 

experienced initial difficulties in recognizing and naming eco-practices in their hotels. Managers 

were hesitant and uncertain about what exactly is considered an eco-practice. By giving examples 

and asking about concrete practices, the interviewer helped managers to get oriented and to share 

the needed information. 

In all hotels there were implemented some type of solutions for energy efficiency- key cards to 

initiate the electricity in the rooms, light photo cell in the corridors and common areas, led bulbs, 

computer systems to control heating and cooling temperatures (chillers), low energy-consumption 

utilities , solar panels for heating water (at two of the sites). Four hotels have implemented water 

economy measures such as water aerators, half- flush toilets, special faucets etc. , while only two 
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hotel managers mentioned that they use bio-chemicals for cleaning up to 90% of the hotel, and 

when supplying the hotel prefer buying eco-materials. 

In the conversation about eco-practices, tree managers (3 hotels) shared their overall view by 

saying that everything that has been done is not considered as eco-practice, but rather was 

implemented for cost-saving reasons and that few managers realize the benefits to the 

environment that come as an addition from such initiatives. This notion was perceived by the 

researcher for the majority of other hotels as well. 

 

4.1.3 Barriers and motives for implementation of eco-practices in hotels 

Questions regarding barriers were addressed to all of the ten managers. Some of the hotel 

managers had been previously working with an NGO and/ or had implemented a set of practices. 

Because of this, questions in regards to motivation were designed in such a way to ask for the 

motives of those who had done something already and, on the other hand, to ask what could be a 

stimulus for those who had not yet worked in this direction.  

 

As a result to the question – What obstacles there are and what limits further action?, a variety of 

answers were obtained. Most frequently mentioned were- the way of thinking/ the consciousness 

of the people in general, of the staff, of the owner; the lack of incentives (mostly financial ones, 

like some discounts in taxes or subsidies/funds for eco-practices); the lack of conditions for being 

environmentally responsible (no systems for recycling; uncompleted processes between 

government-municipality-businesses). Furthermore, four managers commented on that there is no 

control or strict governmental regulations to oblige them to take care of the environment and 

other four said that lack of time prevents them from getting better informed about eco-practices. 

Other barriers that were mentioned were lack of interest/demand from clients (tree managers), 

existing bureaucracy and corruption (two managers), cost of implementation (tree managers).  

Single were the cases to name lack of long-term planning and lack of information as 

barriers/obstacles for more eco-action. 

 

The managers of hotels with a higher level of implemented eco-practices (4 hotels), which were 

also the ones who had worked with an NGO, claimed that they engaged in such initiatives led by 

personal motivation, derived from their convictions and beliefs. Those managers often used the 
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phrase “I believe that this is the right way to do business”. Another reason that motivated 

managers was personal interest and desire to know more about eco-practices and their utilization 

in combination with the other business practices (3 hotels). Five managers mentioned as a motive 

the possibility to achieve economies.  

As a stimulus to implement eco-practices or to further develop in this direction, managers named: 

demand from clients and subsidies/funds, which coincide with what they said for barriers. 

Managers also said that if they have more information and are shown examples of other similar 

hotels that have succeeded by implementing eco-practices, this would be a strong stimulus for 

similar action from their part. 

 

 

4.2. Environmental literacy  

 

4.2.1 Understanding of the main concepts 

All ten managers were asked to define or explain in their own words- what is sustainable 

development and what are eco-practices. The interviewer noted that some managers experienced 

difficulties in providing a definition (in six out of the ten cases). There were long pauses before 

answering and insecure intonation. The manager of one of the hotels- Ego, had a confused 

understanding about what is sustainable development. Nevertheless, this manager demonstrated a 

detailed knowledge on eco-practices and in the particular hotel there were many implemented 

eco-practices. Some managers restrained from giving a clear answer to this question (4 hotels). 

 

The majority (six managers) commented on the above two concepts, saying that these are popular 

and modern terms nowadays, but little understood by people, and more precisely by people in 

Bulgaria. Bulgarian hotel managers relate eco-practices and sustainable development with 

minimization of negative environmental impact of the hotel (five managers said this), use of 

alternative/renewable energy resources (tree managers perceived this as the most obvious 

initiative for sustainability) and harmony between business and local community and its culture 

(opinion of two managers). In addition to these, few other things were mentioned attribute to the 

nature of eco-practices and the process of their implementation such as: planning, organizing, 

long-term investment. 
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4.2.2 Attitude 

When asked about their attitude in general - Do you approve of eco-practices and how do you see 

their utilization and contribution to hotel’s business?, all ten managers expressed a positive 

attitude relating it with the economic benefits often achieved through eco-practices. Nevertheless, 

when sharing their opinion on the utilization of such practices in their own properties, managers 

expressed a different stance. More than half of the interviewees (six managers) said that they do 

not believe eco-practices can contribute to image improvement, attraction of new clients or that 

such initiatives can be used as a marketing tool for advertising the hotel at the present moment 

and in the current situation of the market in Bulgaria. Furthermore, a commonly supported 

opinion revealed that eco-practices are not considered that applicable for older hotels, individual 

hotels and those from urban type (five managers mentioned this). 

In addition to these, some other opinions showed that managers perceive certificates for 

environmental management to be too expensive and often consider them as a waste of money 

(four have said this). Two out of ten managers admit that they see environmental management as 

a hard/difficult task. 

 

 

4.2.3 Information availability  

A number of questions in the interview were aiming to examine the availability of information on 

the subject matter, the opinion of managers on the usefulness of the information and how this 

information reaches the managers (though own info search; disseminated by organizations/NGOs 

or other). 

Answers here differed, as five managers claimed that there is not enough information on the 

subject, while four other said, on the contrary, that there is enough information for those who are 

interested. Nevertheless, when asked if they had personally searched for info on eco-practices and 

sustainability in hotels six managers answered negatively (6 hotels), saying they had heard 

something and read bits of info, but had never made a detailed search. It can be noted that two of 

the managers that claimed there is enough information, had not search on their own or read 

detailed information. All ten managers said that no brochures, articles, guides or similar had ever 

been sent to them as an information material on eco-practices and environmental management.  
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When talking about the existing information, managers expressed an opinion that it is not very 

useful and practically oriented. They also experienced difficulty with the information as it is too 

general, not adapted to the country context, nor is it translated in Bulgarian (most of the existing 

information is in English). 

 

4.2.4 Manager’s profile  

Through a group of questions asking about relevant education, previous experience, practices in 

private life, participation in seminars or membership in eco-organizations etc.(things that may 

have contributed to forming an understanding or skills), the interviewer attempted to make a 

profile of the managers in regards to their experience and preparation for environmental 

management, as well as to examine their environmental behavior as a component of 

environmental literacy. Thus, can be formed three main profiles, presented in Table 3- a high 

profile (managers who are experienced and well prepared for managing environmental issues; 

have answered positively to most of the questions), an average profile, and lastly, a low profile. 

The latter group, are characterized by that, they have responded negatively to most the questions. 

Thus, it can be considered that managers from this low profile do not possess the required 

capabilities, or possess an unsatisfactory level of capabilities.. In the table are added a column 

with the results from previous questions about understanding and knowledge of main concepts, as 

this information contributes as well to the profiles. 

 

In summary, the results show that nine of ten managers had not studied in a specialty or had had a 

subject related to sustainability or ecology; none had have a previous work experience with eco-

practices; none is a member of an environmental organization or similar. Managers said they did 

not normally attend seminars or trainings in environmental management. Only two managers said 

they do have a practice in their private lives to be environmentally responsible. Tree managers 

mentioned that they had an experience from abroad: two had studied abroad and one had lived 

abroad, and therefore had been exposed to a different culture- more advanced in sustainable 

development and with stricter regulations on eco-responsible behavior (like Germany). 
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Hotel’s 

name 

Manager profile 

Understanding of 

the issues of 

sustainability 

(advanced-good- 

-shallow) 

Education on 

sustainability 

and eco-

practices 

(in Bulgaria) 

Previous 

work 

experience 

with eco-

practices 

Experience 

from abroad 

(lived 

abroad; 

Studied 

abroad) 

Personal interest in 

eco-practices: 

-private life practices 

-membership in an 

ecological 

organization 

-attendance of 

seminars/training on 

the topic 

Arena di 

Serdica 

good No No Yes-studied 

abroad 

-yes 

-no 

-yes 

Central 

Forum 

good No No - -no 

-no 

-would like to 

Lion 

shallow No 

(marketing) 

No - -no 

-no 

-would like to 

Maria 

Liuza 

shallow No No - -no 

-no 

-would like to 

Boris 

palace 

shallow No 

(engineering) 

No - -No 

-No 

-No and would not 

Elegance shallow Yes 

(Tourism) 

No - -no 

-no 

 

-no 

Mirena Not familiar with No 

(International 

tourism) 

No - -No 

-No 

-No 

Ego Sustainability- 

shallow 

Eco-practices- 

good  

No No - -Yes 

-No 

-no, but would like to 

Silver 

house 

good No No Yes-lived 

abroad 

-No 

-no 

-no, but would like to 

Crystal 

Palace 

good No 

(economic 

development) 

No Yes-studied 

abroad 

-no 

-no 

-would like to 

 

Table 3 Managerial profile, Source “Own development” 
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4.3. Perceived Self-efficacy 

In the interviews there were questions designed to assess managers’ self evaluations of 

capabilities to handle novel tasks such as environmental management and all issues related to it. 

When asked how they feel about managing problems related to the environment, most of them 

responded with phrases like: “There is nothing that I cannot do or achieve if I am committed to 

it”, “Well, I believe I can manage novel tasks like environmental management and be successful 

in it”. Only three of the managers were a bit more hesitant, but in general also demonstrated a 

good level of confidence in themselves and their capabilities. 

Managers were also asked if they think they need more information and expert help/guidance, in 

order for them to manage successfully environmental issues in their properties. Six respondents 

commented that help is needed and welcomed in the process of adoption and implementation of 

eco-practices, nevertheless the answers of the rest were disproving this. With some impressive 

statements, those managers were revealing their opinions further demonstrating a strong belief in 

their capabilities: “I can determine myself as a universal specialist”, “I think I am better prepared 

and more familiar with eco-practices, than the experts from NGOs in Bulgaria”, “I can do this on 

my own and I don’t need external help”. 

.  

4.4. External support (Knowledge of and attitude toward eco- organizations and NGOs) 

Managers were asked if they had been contacted by an environmental organization or NGO that 

deals specifically with environmental issues and can offer assistance (as well as if they have 

heard of SERC). The majority responded negatively, saying they had never heard of such 

organizations and that no one had ever tried to contact them by sending info materials or 

invitations for activities. The four managers from hotels who had worked with the non-

governmental organization SERC also said they had not heard of any other such organization in 

Bulgaria.  

The common opinion was that NGOs in Bulgaria are not active enough and that there is no 

objective/impartial help from experts for those who want to do something about environmental 

management and implementation of eco-practices. An often used phrase was: “I do not know 

whom to ask for help and guidance”.  
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Most managers said they think the role of an NGO should be of an agent helping with the change 

process toward sustainability. Nevertheless some expressed a certain amount of doubt in the 

actual preparation of those experts and the practically of their suggestions (3 managers). 

All managers confessed that they do not normally attend seminars or trainings on environmental 

management, but the majority (eight) explained they are willing to do so on the condition these 

seminars are not too expensive and they are practically oriented with real-life examples of 

success cases. This positive tendency was supported also by the answers of five of the managers 

who said they are willing to cooperate with an NGO or an eco-organization in a common project 

for their properties. 
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Chapter 5 Analysis 

In this chapter the empirical findings from the chosen case hotels, obtained from in-depth 

interviews, are analyzed. Furthermore, the results are discussed in the light of related academic 

theories, seeking to clarify their implications and thus to answer the sub-questions posed in the 

research. The Framework is applied and its implications revised in relation to the data from 

hoteliers. 

 

5.1 Contextual situation in regards to environmental management in the 

Bulgarian hotels 

Data presented in the subcategories of the first theme provides information with which an 

analysis of the context situation of hotels in Bulgaria in relation to environmental management 

can be made.  

• Responses of the interviewed hoteliers reveal that the environment is not considered as an 

element of the business focus and responsibilities in general.  None of the hotels has 

defined and communicated a mission or vision statement to include preservation of the 

environment, nor has tried to integrate it in the company’s values and culture. If any, 

decisions for conservation are usually cascaded downward to the staff with no detailed 

explanation for the motives or how the new initiatives will contribute to the business and 

the surrounding areas. Among hoteliers prevails uncertainty and ambiguity of what 

exactly eco-practices are. In the ten hotel properties there are just simple cost-saving 

solutions for management of energy and water consumption. Most measures are 

introduced ad hoc with no strategy to encompass all activities and it becomes obvious that 

these practices are not understood and perceived as eco-practices, but are rather done with 

the goal to achieve economies. The benefit to the environment comes as an addition and is 

often not realized, searched for or appreciated. 

 

• Furthermore, managers take a controversial stance when it comes to their attitude and 

opinion about eco-practices in hotels. On one hand, they claim to be positive about this 

new ecology trend that is slowly coming to Bulgaria. On the other hand, most hoteliers 

share that they do not believe, in the context of Bulgaria, environmental management can 



Page | 59  

 

bring benefits such as image improvement, client attraction, etc. and rather talk about the 

numerous obstacles that limit their action. Hoteliers say they do not feel motivated to 

undertake such initiatives and even express a doubt about the applicability of eco-

practices. They often express the assumption that eco-practices are applicable, but for new 

hotels, rural hotels and those that belong to a big hotel chains. All these statements 

illustrate rather unfavorable managerial predispositions that restrain environmental action 

and lower motivation for development in sustainable direction. 

 

• In regards to barriers and motivation managers mention both external and internal ones. It 

can be seen that managers name diverse barriers, the predominant being external obstacles 

and limitations. Motivators are just few. Interesting here is that managers, who are 

familiar with environmental issues and whose properties employ more eco-practices, 

point personal (internal) motivation as a leading force for their action. This demonstrates 

that, as limited as they might be, the first attempts for sustainable development in hotels 

can be stimulated by managers inspired by personal convictions, beliefs or interest in the 

issue. As found in (Bansal & Roth, 2000) a major motive for going green and ecological 

responsiveness is, among others, the top-management initiative and commitment. 

Therefore, the manager can be the driving force that will help in finding ways to 

overcome existing obstacles and limitations.  

 

• External support 

The part about availability of external help, adds to the characteristics of the context 

situation of Bulgarian hotels. From managers’ answers it becomes obvious that there is no 

one that actively propagandizes and disseminates information about what is sustainable 

development and why it is important for the business of tourism enterprises. This data is 

similar to findings from German hotels that show communication about environmental 

initiatives between hoteliers and environmental organizations is not effective (Sloan, 

Legrand, & Chen, 2005). 

Furthermore, according to the interviewed managers, the few of them that realize they 

bear a responsibility to the environment and are willing to do things in this direction, are 

left on their own with no support and expert guidance. Managers are unanimous about 
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that NGOs and other environmental organizations are not sufficiently active or useful and 

that they should do more to help SMHs. In addition to not knowing whom to ask for help, 

there exists a feeling of mistrust and suspicion about external experts, because it is not a 

common practice for business in Bulgaria to collaborate with NGOs or eco-organizations. 

Nevertheless, the majority of managers demonstrated willingness to cooperate, be advised 

and guided, and a desire to enhance their knowledge base through attendance of seminars 

and trainings. Once again, these findings are consistent with previous research. F. Tilley’s 

investigation among SMEs in the UK revealed that awareness of available support for 

business- environmental problems is very poor, but the small firms realize they need 

external assistance to overcome these problems (Tilley, 1999). These results toward 

cooperation are a positive indicator. The benefits from business-NGOs collaborations will 

be addressed and considered again more into detail in Chapter 6- Discussion. 

 

In an overall, using the context indicators (business priorities, implemented practices, attitudes, 

barriers and motives), as well as the data for external support systems, it can be concluded that 

the context of hotels in Bulgaria is relatively low responsive to adoption of eco-practices, 

managers are weakly motivated to be more active and when some eco initiatives are actually 

done it is a result of a combination of the common sense to make economies and existing 

personal convictions.  The results obtained are very similar to the results from a large-scale study 

made by (Bohdanowicz, 2005) on hoteliers’ environmental attitudes and encompassing 610 hotel 

properties around Europe- 29.8 percent of them independently owned and 70.2 percent chain-

affiliated hotels. The similarities are in that managers say the environment is important, but they do 

not think environmental commitment can be used as a marketing advantage since customers are 

not very interested in environmental issues, as well as it revealed hoteliers are not well informed 

of the environmental associations that exist. This leads to the conclusion that the current 

investigation, despite being a small-scale one, has captured well the main characteristics of the 

context and that the circumstances of SMHs in Bulgaria are not very different from those of 

SMHs in other European countries (including more developed ones).  
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5.2 Level of environmental literacy 

To determine the level of environmental literacy of hotel managers it is needed to assess first 

each of its four components. A person is regarded eco-literate when he/she possesses a positive 

attitude for conservation and protection, profound knowledge of the issues related to the 

environment, skills for action (for finding solutions, implementing and maintaining them), and 

behavior that demonstrates the care and personal involvement with the issues. The components 

are interactive, but of primary importance for the assessment of environmental literacy are 

knowledge and skills (or otherwise said the competencies) (Hollweg, Taylor, Bybee, 

Marcinkowski, McBeth, & Zoido, 2011).  

 

The component knowledge has been examined through different indicators such as: 

understanding of main concepts, education, information availability and own info search (that 

show interest in environmental management). The results demonstrate that managers have 

difficulties in providing a definition or an explanation of the two main concepts- sustainable 

development and eco-practices. The term sustainable development is often related only to the 

economic profitability of the enterprise. Only after mentioning eco-practices, managers realize 

the actual scope of the question about sustainable development, which shows confusion about the 

meaning of the concepts. Hoteliers have named minimization of negative environmental impact 

and utilization of alternative energy resources as the main characteristics of sustainable 

development, but have not been able to elaborate further and provide some additional details. 

Only three managers out of ten were better familiarized, demonstrated confidence when 

answering and proposed a broader view on the issues of sustainability. Furthermore, only one of 

all managers has ever studied a subject related to ecology and sustainability during his education. 

If possessed, relevant education (bachelor or master that includes subjects on sustainability, or 

relevant courses) is a source of general as well as specific knowledge on the issues and the 

possible action strategies for environmental protection that can be applied in the hotels. Despite 

interviewed managers express different opinions about information availability on the topic of 

sustainable development and eco-practices, almost all agree that existing information is not very 

useful. The lack of information with practical suggestions, translated into the native language, as 

well as the lack of own information search and interest by the managers explains the limited 

knowledge and the wrong assumptions they often hold about environmental management. If 
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managers do not educate themselves and acquire specialized information, they cannot make 

informed decisions, because they will not understand the essence and importance of sustainable 

development, as well as the potential benefits of eco-practices for their businesses.  

As a conclusion from the data results, the interviewed managers do not possess relevant 

education, nor are they very interested in environmental management and acquiring information 

about it. Consequently, hotel managers possess a certain level of knowledge on the topic of 

environmental problems, but nevertheless a relatively shallow understanding of tourism-

environmental interactions.  

 

The second component skills is measured through the relevant experiences and abilities in the 

area of environmental management. These skills can be attained, for example, through different 

courses, trainings, etc. or when the manager has dealt with environmental problems in his/her 

previous work positions. Most managers in the research confirm they have not worked with eco-

practices and environmental management in previous work positions, nor in their current position 

as hotel managers. Exceptions are those who have collaborated with the Bulgarian NGO- SERC, 

as well as hotel Ego that has been implementing eco-practices since its creation in 2007.  

From the managers’ profiles it can be seen that the majority of managers belong to the “low 

profile” – they have not attended seminars or trainings, nor have experienced other country 

culture in regards to environmental preservation (just two of the interviewed have lived or studied 

in a country where green practices are more widespread, such as recycling and solar energy). The 

seminars and trainings are important, because if education is lacking, they are a means to enhance 

the knowledge and skills base. On the other hand, exposure to another environment (through 

living or studying in a foreign country) has its own contribution to the building of skills by 

providing people with the possibility to hear, see and actually participate in activities related to 

environmental conservation. This factor is taken into consideration since eco-practices are not so 

disseminated in Bulgaria. As it is found “…exposure to the values of countries with a more 

explicit environmental culture had been crucial in awakening a sense of responsibility and desire 

to contribute…” (Tzchentke, Kirk, & Lynch, 2008, p. 129) 

With this being said, it can be concluded that at the present time the level of knowledge and skills 

of the interviewed managers in regards to environmental management is relatively low.  
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The third component affects (attitudes, values) is related to and affected by the level of 

knowledge possessed by the person. When hoteliers are just vaguely informed and do not realize 

their responsibilities nor the potential benefits from managing the environment, they cannot form 

an adequate positive attitude for conservation. This was seen above when the context of the 

hotels was analyzed. It should be kept in mind that managers may state a favorable attitude for 

protection of the environment due to a desire to be politically correct, as concluded in other 

studies like that of (Kasim, 2009). The numerous obstacles that limit managers’ action, as well as 

their low motivation and doubt in the applicability of eco-practices, create a higher probability for 

a negative attitude, thus refuting the positive one that has been claimed. 

In addition to that, all interviewed have said that in their position of managers the most important 

thing for them is to bring profits to the hotel. This means that whatever values managers may 

hold toward the environment, they are suppressed by the need for economic prosperity. 

Therefore, we conclude that the managers do not possess the needed attitude and values to be 

environmentally more active and responsible. 

 

To address the last component of environmental literacy- behavior, managers have been asked 

for any type of initiative or personal involvement with environmental conservation. Interviewed 

managers confess that they do not participate in eco- campaigns, nor they are members of an 

environmental organization. The majority also say that they do not have any particular eco-

practices in their private lives, such as recycling, buying organic food or chemical-free products 

(only two managers claim to be environmentally responsible in their private lives, but do not give 

more information on how exactly they do so). As said before, the components of environmental 

literacy are interactive and therefore it is logical that when there are lower levels of knowledge, 

skills and affects, the corresponding behavior of the individual will mirror these.  

The findings show that personal investment and responsibility, as well as the active involvement 

of managers are minimal. 

 

In an overall, it has been found that the interviewed hoteliers of SMHs exhibit low to medium 

environmental knowledge, low skills, low to medium affects and low behavior. 
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Using the measurement scales (Figure 2 and 3), the data from the interviews and the conclusions 

made above for the four components (knowledge, skills, affects, behaviors), it can be determined 

the overall level of environmental literacy. The assessment can be made regardless of which 

representation scale will be applied. If Roth’s scale is used, then the level of environmental 

literacy of the interviewees will be positioned between nominal and functional literacy. This is 

so, because the managers are not utterly ignorant on the topic, but still have not achieved the 

broader knowledge and understanding that characterizes the functional level. And similarly, if 

environmental literacy is measured by the scale of Hungerford and Volk, it can be determined as 

an intermediate between entry level and ownership level for the same reasons as with Roth’s 

scale. The resulting level of environmental literacy of hotel managers in Bulgaria supports 

previous findings about low literacy standards among hoteliers (Tilley, 1999), as mentioned 

before in the literature review chapter.  

 

 

Finally, using data from the interviews, it can be concluded that the level of implementation of 

eco-practices in the hotels and the integration of the environment in firm’s culture and 

philosophy (used as indicators for REB) is generally low – in only few cases it reaches medium 

level. However, it is observed a slight difference in the level of practices. In hotels, where the 

manager is more literate (familiar with the subject matter, have searched and read information, 

has been involved professionally and personally in activities related to environmental 

conservation, has collaborated with NGOs), there are more initiatives and implemented eco-

practices. In addition to that, these managers generally express a willingness to do more in future, 

instead of being indifferent like the others.  

Consequently, there exists a relation which justifies the conclusion that environmental literacy of 

managers is a factor for pro-environmental decisions. The higher it is, the more intention to act it 

creates and consequently motivates responsible environmental behavior in managers and their 

organizations- the hotels. Thus, the level (depth) of the concept determines the strength of its 

influence. 
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5.3 Level of self-efficacy 

In order to assess self-efficacy it is needed to examine the perceptions managers hold about their 

efficacy in regards to environmental management. Main questions to be answered are: “How 

capable managers think they are?” and “Do managers believe they can successfully manage tasks 

related to the environment?”. These perceptions are subjective and may or may not correspond to 

the actual efficacy of the individual.  

The received data demonstrates that hoteliers firmly believe they can handle environmental 

management, that they are not afraid of novel tasks and challenges. Managers also claim that if 

they are personally motivated they can bring such eco-initiatives to a successful end 

(implementation and subsequent maintenance). In general, most of the interviewees do not 

consider environmental management as a difficult task. Probably for this same reason most of 

them are convinced they can manage it on their own (only few of the managers said they may 

need an external assistance). 

In answering questions, managers often utilized words as confident, believe, sure about, be 

successful, which furthermore stresses the inner convictions in their abilities in general and in 

relation to environmental management. In an overall, the results from the in-depth interviews 

reveal that managers hold high perceptions of self-efficacy. Once again, it should be noted that 

the assessment of self-efficacy through interviews serves for a general orientation about its level 

and satisfies the purposes of this study, but cannot yield a measurement as precise as if a 

quantitative method is used. 

 

5.3.1 The discrepancy 

It is known that managers who possess low self-efficacy and are not committed to a challenging 

goal “…will be more likely to adopt avoidance strategies, such as procrastination and wishful 

thinking, rather than using their cognitive resources to solve problems they encounter.”(Wood, 

Bandura, & Bailey, 1990, p. 197),(Janis & Mann, 1977) also support this. However, the 

interviewed hotel managers demonstrated high self-efficacy beliefs and, consequently, it can be 

expected that when dealing with sustainability and environmental management (which are rather 

challenging goals), they will not negate it as an option for development, will try to find solutions 

to the obstacles and will be more willing to initiate the process of implementation. Therefore, at a 

first glance, these research results (high managerial perceptions of self-efficacy) can be assumed 
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encouraging and optimistic with regards to future behavior change and propagation of sustainable 

development among hoteliers. However, after reviewing the data in Table 3 “Manager’s profile”, 

important questions arise, such as- “How realistic are managers’ self- evaluations?” And “Do 

managers admit their limitations?”.  

 

The interview questions were carefully designed to investigate the possible sources of efficacy in 

regards to environmental management. The “low profile” of managers in regards to skills and 

behavior, as seen in previous analysis, gives ground for doubt about how realistic the evaluations 

are and what are the capabilities (knowledge and skills) that the managers possess for managing 

the environment in reality. The discrepancy between actual and perceived self-efficacy becomes 

obvious. Usually, it is good when results show high perceived self-efficacy and slight 

discrepancies are known to have positive effect on performance. However, when the 

corresponding actual abilities are lacking, the desired performance may not be achieved, as well 

as this may cause negative outcomes (Bandura A. , 1977) such as unrighteous judgments and 

decisions on the part of managers.  

 

Self-efficacy plays a role when an organization needs to change, because it influences the leaders 

and transforms them in confident change agents. If managers believe they can manage the 

environmental impact of their hotels with success and keep the profitability of the business, they 

will be willing to promote the needed “change” and innovate the practices in their firms. 

However, successful change leaders are not only highly efficacious, but also able to identify their 

personal barriers/ limitations, often embedded in their mental models (Pearlmutter, 1998). These 

leaders strive to change their view and expand the range of available possibilities. If managers 

make unrealistic evaluations of their capabilities and do not admit their limitations, this may 

hamper their successful performance. In addition, managers can mislead themselves to believe 

they do not need to develop new skills or to enhance the existing ones. This can slacken 

managers’ professional growth and development and can eventually further widen the gap 

between actual and perceived efficacy. Therefore, the obtained results are rather concerning. 

 

There can be different explanations for the high self-efficacy beliefs and the roots of the existing 

discrepancy. On one hand, it should be considered that the examined individuals occupy positions 
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of managers (or are the owners). The work position concentrates, in itself, power, responsibilities, 

demands, trust and in general is related with high expectations. Those who are granted with such 

work positions are supposed to be capable, foreseeing and wise decision-makers. Therefore, it is 

logical that managers will exhibit a belief in their efficaciousness to a certain extent. 

 

On the other hand, it was mentioned that the interviewed hoteliers do not consider environmental 

management as a difficult task. This could be due to misjudgments because of unfamiliarity with 

the subject area. Regardless of the reasons for such evaluation of environmental management, a 

display of high perceived efficacy is expected for tasks that do not represent challenges or are not 

seen as demanding undertakings (Bandura A. , 2006, p. 311). 

 

From a broader perspective, the national psychology and philosophy of life can also contribute to 

the higher perception of self-efficacy. The manager, brought up and raised in a specific cultural 

ambience, is inevitably affected by it in his/her perceptions and worldviews. An indicative sign 

for this can be found in the answers of the interviewees. One of the managers declared himself a 

universal specialist, while the others expressed similar convictions that they are multifunctional 

leaders, which implies they believe they can manage in any given situation and conditions.  

Strong confidence and overstatement of capabilities is not unusual and is somewhat commonly 

accepted as a characteristic of the local people. In support of this, the managers, themselves, 

openly talked about the existing and widespread mentality among people in Bulgaria which can 

be described by that “one believes he/she can handle anything and should be able to learn and do 

most of the things on his/her own”. From these opinions, as well as from personal observations 

and life experience of the researcher who is a native, it can be concluded that people in Bulgaria 

are prone to believe they can handle things alone, meet with different challenges and build 

competences as they go through life. These predispositions boost their confidence and elevate 

perceptions of efficacy. 

 

5.3.2 Display of the factor in regards to decisions and behavior 

Further analysis of the data of this study brings up some more questions of concern. The current 

investigation could not establish relation between level of self-efficacy, willingness to engage 

with environmental management and level of implemented practices in the hotels. Although all 
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managers exhibited similar high perceptions of efficaciousness for environmental management, 

the hotels run by these managers had different levels of implementation of eco-practices (mostly 

low to medium). 

It can be seen that regardless of the possessed efficacy beliefs, eco-practices in hotels are an area 

most often outside the expert knowledge and comfort zone the managers. The researcher was left 

with the impression that most managers are not very interested in the subject matter or willing to 

involve with such new initiatives they often refer to as a “modern trend”. Some hoteliers even 

express drastic opinions, claiming that nothing more can be done and nothing else is needed, or 

that protection of the environment is not relevant or applicable in their business activities at the 

current moment (3 hotels). Therefore, on the base of these observations and data, a question 

comes out – “To what extent managerial perceived self- efficacy works as a factor for 

engagement with environmental management and implementation of eco-practices?”  

 

Referring to the theory and the existing literature over the last two decades, it has been 

established that a consistent relationship exists between self-efficacy and work-related 

performance (Bandura A. , 1997; Stajkovic & Luthans, 1998a; McCormick, Tanguma, & López-

Forment, 2002). It is also confirmed that perceived self-efficacy affects behavior (Bandura A. , 

2006; Gage & Polatajko, 1994) and is an influential factor for decision-making (McCormick, 

Tanguma, & López-Forment, 2002; Wood & Bandura, 1989 b), as well as for decision-making in 

regards to social issues, such as environmental protection (Axelrod & Lehman, 1993; De Young, 

2000; Geller, 1995a; Hines, Hungerford, & Tomera, 1986/87; Maddux & Rogers, 1983; Byers, 

1996; Sia, Hungerford, & Tomera, 1986). It is known that with the increase of confidence in the 

ability to successfully perform an activity, people are more likely to voluntarily participate in that 

activity (Maurer, 2001). This implication is important, because in the absence of strict legal 

regulations or other tools to enforce compliance, when decisions about environmental problems 

are left on the managers’ good will, high perceived efficacy can provoke voluntary pro-

environmental action.  

Since the role of self-efficacy in regards to decision-making and initiation of action is 

acknowledged by a number of renowned authors, there must be an explanation for why it does 

not manifest as a powerful factor in the current research. It should be considered that the strength 
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Two of the national institutions that turn to be very influential are- individualism and uncertainty 

tolerance (Crossland & Hambrick, 2011). In societies that tend to be more individualistic and 

tolerant toward uncertainty executives are granted greater discretion (Crossland & Hambrick, 

2011). Those two institutions, correspond to the culture dimensions developed by G. Hofstede 

(Hofstede, 2001). According to Hofstede’s estimations and examinations of international 

differences in work-related values, Bulgaria is a county with orientation toward collectivism 

(score of 70) and is very low on uncertainty tolerance (score of 15) (Hofstede, 2001). This means 

that managers operating in such societies are expected to take decisions under consensus, 

compromise and consultation, instead of individual initiative and unilateral decision making, as 

well as are expected “…to take strategic actions that are consistent with the past, that do not stray 

far from the central tendencies of the firm’s industry or sector, that are relatively incremental, and 

that hedge against risk.”(Crossland & Hambrick, 2011, p. 801) 

 

In an overall, the national institutions (culture values) in Bulgaria, exert a limiting effect on the 

discretion slack, which on its turn diminishes the projection and power of managerial 

dispositions, such as self-efficacy, in organizational responses and action. It should be 

considered, though, that despite managers in Bulgaria in general possess a limited discretion, the 

interviewed subjects are managers of SMHs, and as such, they dispose with relatively more 

power and discretion than do managers of large companies. 

 

5.4 Framework implications 

The framework, proposed in Chapter 1, presents some straight forward implications. However, 

the empirical results from this research showed that in reality the interaction between the 

different factors is more complex. Furthermore, two interesting specificities were revealed.  

⇒ First, it was found that the strength of self-efficacy as a motivational factor can be influenced 

by the difference between actual efficacy and perceptions of it, by some cultural values and 

the extent of work discretion available to managers. This is the reason why, in the particular 

case, although managerial perceptions were high, self-efficacy was found neutral as factor 

for decisions. 

⇒ Second, it was confirmed that environmental literacy is related to and affects actual efficacy, 

however, it does not affect what perceptions people hold about their efficacy.  
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Therefore, some alterations in the initial framework are needed in order to illustrate this 

difference. 

 

When analyzing the managers from the ten hotels it is observed that, the otherwise influential 

factors- eco-literacy and self- efficacy, do not operate with their full potential as motivational 

mechanisms. The dynamic of the framework shows that, when one of the individual factors, or 

both of them, is weak, they can no longer be a driving force. Since there is nothing to counter the 

unfavorable situational factors (all external barriers mentioned by the managers), they become a 

strong resistant force that take predominance. As a result, the examined small and medium hotels 

implement only few common-sense measures, are not willing to do more and, thus, their overall 

REB is low. 

 

Furthermore, the above situation also illustrates how the “attitude-behavior” gap emerges and 

why hoteliers find it difficult to realize in practice their good intentions and environmental ideas. 

In inimical conditions, managers need some internal motivation (stimulated by the individual 

factors) to help them narrow the gap and translate environmental concern into protective action. 

As it was discussed there exist many environmental strategies that if applied can benefit both- 

hotel businesses and the environment. However, sustainability philosophy and development 

practices are progressing rather slowly among small and medium hotels. 

Finally, during the analysis process each of the four research sub-questions was addressed. 

Through explicit discussions, an answer was provided to explain the contextual situation, the 

level of environmental literacy, the level of self-efficacy, as well as the display of the two 

concepts and their interaction. After this knowledge was obtained, the main research question – 

“What is the role of hotel managers’ environmental-literacy and self-efficacy as factors for 

decision-making for adoption of environmental practices in SMHs?”, was answered as well by 

achieving the following conclusion. The research examination found indicators showing that 

under certain conditions the two individual variables- environmental literacy and self-efficacy, 

can become motivational factors for managers. However, it is important to note that the factors 

should work together and both of them need to exhibit high levels in order to maintain powerful 

and influential, thus to affect positively managerial intention to act and subsequently the response 

(level of environmental management) in their firms- the SMHs. 
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Chapter 6 Discussion 

Chapter six will provide a discussion on the implications of the main findings. It is also offered a 

perspective that involves practitioners (NGOs, environmental organizations) who can, through 

their activities, facilitate the dissemination of sustainable development in hotels. It is discussed 

how the framework can enable them to influence managers and the organizations’ responses. 

 

After the detailed analysis in the previous chapter, it is useful to take a step back and review the 

findings of this research from a broader perspective. 

Once again some questions will be referred- Why small and medium hotels? and Why 

investigation of individual variables? As said before, in Bulgaria, the volumes of tourism are 

expected to increase and with this- the number of hotels and their environmental impact. There is 

no statistic to show what a percentage SMHs are from the total number of hotels in Bulgaria. 

However, in 2012 the total number of accommodation establishments was 2758, of which 2435 

of two and three stars and 323 of four and five stars (NSI, 2013). Even though SMHs are not 

determined by the stars category, it is typical for SMHs (especially for the family hotels) to 

receive two or three stars rating. Thus, this information can give at least a vague idea of their big 

portion. Furthermore, SMEs usually follow well established practices and traditional ways of 

operating their businesses. When a change such as introduction of environmental management 

and eco-practices is needed, SMEs often become resilient. Because of the increasing negative 

environmental impact of SMHs and the fact that they experience serious difficulties in addressing 

this problem, it was needed to find an approach that offers a new understanding and a way to 

facilitate the implementation of sustainable practices in these properties. Instead of focusing on 

change from outside, this research proposes and examines an inside-out approach that takes into 

an account the specificities of the SMHs and the possible sources of internal motivation- two 

individual variables that have effect on managerial decisions. In addition, the results raised a 

concern for the urban hotels, because if not addressed on time, the continuous ignoring of 

environmental problems in these hotels can stray them from the sustainable development process. 

Therefore, the framework for REB, holds important implications for SMHs in Bulgaria, as well 

as offers a hint for its practitioners.  
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Furthermore, the problem of generalization of the results needs to be addressed. As discussed in 

Chapter 2, the aim of the research is to compare the findings to the existing theory and achieve in 

this way an analytical generalization. Nevertheless, it is believed that the findings from the ten 

hotels are to a large extent representative for the rest of small and medium hotels in Bulgaria. 

This is so because the selected hotels are typical, the profile of the managers also proves to be a 

common one and the climate in the country (legal regulations and requirements, incentive 

programs, administrative procedures, information availability, expert guidance availability, etc.) 

is the same for all accommodation establishments. In addition, the interviewed hotel managers 

were unanimous on most of the addressed topics, thus providing a strong indicator for the general 

trends. 

On the other hand, when talking about generalizing the results to SMHs in other countries the 

situation is different. Many cultural influences have intervened to form managers’ opinions, as 

well as to create their literacy and self-efficacy. Logically, different answers and different levels 

of the concepts can be expected of hoteliers from other countries. However, this does not mean 

that the framework for REB cannot be applied to hotels in other countries. It means only that 

further examination in the particular setting will be needed. Indeed, in similar contexts (post-

communist countries or countries facing development challenges) the logic behind the framework 

can be very helpful. 

 

 

6.1 Implications of the research for hotel managers 

It cannot be said that a person is either literate or illiterate. Achieving environmental literacy is 

rather a process of enhancement of all of its components, thus moving from lower levels of 

literacy to the advanced ones. Similarly, self-efficacy being a social cognition is subject to 

change (McCormick, Tanguma, & López-Forment, 2002).  Therefore, as F. Tilley suggests 

owner-managers of small firms “…need the opportunity to develop their own environmental 

knowledge base and add to their practical skills.” (Tilley, 1999). This will make them able to 

increase their awareness and engagement with environmental issues, recognize their own eco-

problems, see a role for themselves in conservation and learn how to apply appropriate solutions 

in their businesses.  
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Empowerment is positively related to conservation behavior (Kaplan, 2000; Hungerford & Volk, 

1990; Byers, 1996; Singh & Rahman, 2012) and feelings of empowerment can result from 

increased levels of literacy and self-efficacy. Thus, cultivating literacy and boosting self-efficacy 

proves to be an efficient long-term strategy for influencing choices and behavior (Monroe, 2003; 

Bandura, 1977; Byers, 1996). 

 

However manager cannot achieve this development on their own. They need help in the process. 

This help can be provided from practitioners (government law-makers, NGOs, eco-organizations, 

etc) in the area. Still, even though empowerment is a useful instrument, it is often neglected in the 

educational practice of NGOs and other environmental organizations (Hungerford & Volk, 1990).  

 

 

6.2 Recommendations 

Practitioners first need to understand the complexities that accompany the small firm- its context 

and the owner-manager who is at the heart of the decision-making process. Then, they should put 

enough effort in encouraging co-operation in order to create mutual support and reliance, 

especially in regards to the unaffiliated hotels. This is needed as companies rarely take the 

initiative to establish a relationship with another agent (NGO, environmental organization) (Valor 

& Merino de Diego, 2009). 

 

The relationship between the NGOs and the business has mostly been characterized by conflicts 

and confrontations. However, lately many researchers find an encouraging trend- a shift toward 

dialog and cooperation (Elkington & Fennell, 1998; Arts, 2002; Kong, Salzmann, Steger, & 

Ionescu-Somers, 2002; Miller, Choi, & Chen, 2004; Valor & Merino de Diego, 2009). The so 

called green alliances that have started to emerge since the 80s-90s, are defined as 

“…collaborative partnerships between environmental NGOs and businesses that pursue mutually 

beneficial ecological goals…” (Arts, 2002, p. 27) and slowly become a popular phenomenon. 

There are different reasons for the collaborations to take place. Companies do it because they 

want to improve their (environmental) performance, enhance reputation or find new business 

opportunities. On the other hand, NGOs understand that collaboration with the business may be 

more achievable and effective than that with the government, as well as they seek to broaden 
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their funding base and gain access to those actors that can contribute to the sustainable change 

(Wadham, 2009; Elkington & Fennell, 1998). There are many examples of such alliances (Arts, 

2002), however, most examples of partnerships come from other industries and involve MNEs, 

rather than the hospitality and SMHs. 

 

NGOs play a particularly important role in regards to CSR - as a source of information and 

because they are granted with more credibility than corporations, governments or mass media, as 

well as attract more sympathies than traditional institutions (trade unions) (Valor & Merino de 

Diego, 2009). NGOs maintain the dialog about CSR and contribute to its theoretical development 

and practical implementation.  

 

Findings from the current research showed NGOs and eco-organizations in Bulgaria are not 

active enough and their influence on the level of adoption of eco-practices in hotels is weaker 

than expected. Managers also complained that NGOs usually tend to be too normative - saying 

how decisions “should” be made, instead of convincing the audience that the issue is relevant to 

them and giving practical examples of successful implementation of eco-practices in similar 

hotels (these results are similar to the conclusions made by other researchers- (Tzchentke, Kirk, 

& Lynch, 2008; Singh & Rahman, 2012). Thus, in order to be more effective, NGOs may need to 

change their approach.  

A mixed approach using a number of tools is more effective in creating or changing conservation 

behavior, than a single one (Monroe, 2003). Consequently, to be able to promote environmental 

sustainability the interventionists have to plan and implement activities to affect several factors 

that influence behavior (Byers, 1996). Through a personal development approach (such as the 

one from the Framework for REB, Figure 5), educators and practitioners can teach current 

managers how to think, increase their capacity to acquire new knowledge and skills, and assist 

them in defining challenges and issues that they have not previously encountered (Pearlmutter, 

1998). This, combined with social marketing and traditional (formal) environmental education 

(Singh & Rahman, 2012), can allow government policy-makers and NGOs to better intervene. 
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Chapter 7 Conclusions and future research 

The final chapter will make a recap in regards to the theoretical base and empirical findings of 

this thesis. Lastly, a number of recommendations for a potential future inquiry are proposed. 

 

The starting point of this thesis has been the notion that tourism industry is attempting to endorse 

the principles of sustainable development, however is experiencing difficulties to translate theory 

into practice (Hobson & Essex, 2001). This problem is distinctive among the SMHs and even 

more so among SMHs in developing countries. On the other hand, a characteristic that is specific 

to SMHs is that the manager (owner) with his personal worldview and convictions plays a 

decisive role in firms’ decision-making and, thus, in forming the hotels’ response to 

environmental responsibility. Thus, arouse the question of which individual variables have the 

potential to influence managers’ intention to act pro-environmentally and willingness to 

implement sustainable practices. 

The current research put its focus on two main concepts that represent at the same time, 

individual variables and behavior motivational factors. Thus, the research question of this study 

was formed around a specific topic- What is the role of hotel managers’ environmental-literacy 

and self-efficacy as factors for decision-making for adoption of environmental practices in 

SMHs? 

It was attempted to reveal the answer to this question through the examination of four areas that 

formed the four sub-questions: What is the context of SMHs in the research? What is the level of 

managerial environmental literacy? What is the level of managerial self-efficacy? And How these 

concepts interact and influence managerial decision-making? 

Main theories that served as foundation of the research are- Self-efficacy theory (Bandura A. , 

1977), (Roth C. E., 1992) explicit elaborations on the concept of environmental literacy, some 

premises from the theory of Upper echelons (Hambrick & Mason, 1984; Hambrick, 2007). The 

work of (Hines, Hungerford, & Tomera, 1986/87) in regards to REB, contributed to the creation 

of a framework that illustrates the leading logic of the investigation. This framework was also 

applied when interpreting the empirical findings. 
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Furthermore, the current research was intended to examine for a first time the levels of eco-

literacy and perceived self-efficacy of hoteliers in Bulgaria (as well as the strength of the factors). 

The exploratory study and qualitative research method suited well this goal and further 

contributed to the achievement of the posed objectives. Through in-depth interviews the 

researcher was able to interact closely with the participants, to observe them, to gain rich data and 

understanding on the main areas of interest.  

 

Most of the general findings of the investigation provided a support for the work of different 

authors literature until now- low levels of eco-literacy (low awareness of environmental 

problems, limited knowledge on environmental concepts and related issues, lack of skills for 

action, no personal involvement or interest toward conservation) (Tilley, 2000), lack of 

information (Thuot, Vaugeois, & Maher, 2010; Hobson & Essex, 2001; Kechiche & Soparnot, 

2012; Horobin & Long, 1996), lack of expert help and guidance (Sloan, Legrand, & Chen, 2005; 

Bohdanowicz, 2005), few simple low-cost eco-measures in the hotels  and numerous external 

obstacles for pro-environmental action (Kasim, 2009; Chan, 2011; Hobson & Essex, 2001).  

However, the framework proposed a new and different view on the process of initiation of REB. 

Interesting implications were found in regards to self-efficacy (what influence its display and 

power), as well as about the interaction of the individual (internal) factors and the situational 

(external) ones. The research is valuable and unique, because it strays from the typical direction 

of literature that examines the constraints of sustainable development in regards to external 

barriers and rather sheds light to what can be done within the organization itself, starting from the 

heart of each SMH- its manager. 

   

Finally, the current research is one small step further, one attempt to find what can contribute to 

the initiation of the change that “business of today” needs so much, namely- sustainability. In 

most developed countries this change is already happening- environmental regulations become 

stricter and social pressure harder. Soon it will reach the developing countries too, and they 

cannot afford to ignore these issues any longer. As said by Kasim: “Companies that choose to 

turn their backs on these trends will increasingly face more penalizing regulatory regimes and 

difficulty in raising capital, with the increase of discerning shareholders who will only invest 

where there is greatest market certainty and profits to be made.” (Kasim, 2009, p. 723) 
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7.1 Future research 

The current research was undertaken with the aim to contribute to literature in this area and to be 

useful to anyone interested in sustainable development in SMHs (practitioners such as 

government lawmakers and NGOs). However, it will be even better if this work inspires others 

for further investigation. 

As said in Chapter 3-Methodology, this type of research serves very well as an initial stage of a 

sequential process. Thus, it will be ideal if a following quantitative study is undertaken to 

examine better the causality between the two concepts and the level responsible environmental 

behavior of SMHs. A large-scale (nation-wide) assessment of the level of environmental literacy 

and self-efficacy of hotel managers will be very useful. Improvements in measurement of the 

concepts (precise measurement scales, questionnaires, anonymous surveys to avoid biases of the 

self-reports) can further contribute to their examination. 

Another line of research could be in regards to managerial discretion. Such work can look for 

proof and support to the claims made about how discretion slack and cultural values in Bulgaria 

affect self-efficacy. 
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Interview questionnaire 

 

1. What is your position in the hotel? 

2. From how long do you occupy this position? Do you have previous experience as a manager? 

3. What are the priorities of your business and how you rate them? 

4. What does sustainable development and environmental practices mean to you? 

5. What are you doing in terms of environmental protection? (did you had any practices before 

your collaboration with SERC?) 

6. What are the main obstacles to the implementation of eco- practices in the hotel and on the 

other hand what motivates you to engage in environmental initiatives? 

7. Do you believe that if you engage with environmental management you will be able to bring  

this initiative to a successful end and implement eco-practices in your hotel? 

8. During your education have you  studied a subject / s related to sustainable development or 

eco-practices? 

9. Have you worked  with eco-practices before? 

10. Do you have personal interest related to ecology? 

• Any practices in your private life?   

• Are you a member of any environmental organization or an organization of this type?  

• Do you participate / attend  presentations, seminars, trainings with on such topics? 

11 Do you think there is enough information about sustainable development and eco-practices, so 

that managers can feel well prepared and informed (information materials such as: publications, 

articles, manuals for environmental management)? 
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12. How do you inquire about green initiatives in hotels? 

13. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

14. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

15. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

( How did you decide to work with SERC, how do you evaluate you collaboration and what did 

you learn?) 
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Interviews’ transcripts 

 

Hotel- Arena di Serdica 

 

1. What is your position in the hotel? 

-Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

I am at the manager post since the opening of the hotel in 2007. I don’t have previous experience 

as a manager, but I have experience as head of reception. 

3. What are the priorities of your business and how you rate them? 

I would say: satisfied clients and to be competitive. The environment  is not a business priority 

for now. We are not yet at a level to be able to sell through a policy of sustainability, to advertise 

and attract customers in that way. Most things that can be called eco-practices in the hotel are 

done for economies. 

4. What does sustainable development and environmental practices mean to you? 

Well, things should be done- planed and organized, so as to harm the environment as minimal as 

possible, to spare it. Furthermore, business should be in harmony with the local community and 

culture. 

5. What are you doing in terms of environmental protection? (did you had any practices 

before your collaboration with SERC?) 

We have special software that controls the air-conditioners, key-cards that initiate the electricity 

in the rooms. Most batteries of the sinks are specially selected. However, the hotel does not 
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collect wastes separately. Only toxic waste such as batteries and halogen lamps are collected 

separately. 

In my opinion, ppeople are not mature enough to understand the importance of separate waste 

collection and recycling. I observe my employees who are mostly young people and I see that 

such practices are alien to them and it's hard for them to get used to. That is a pity. I plan to start 

introducing conservation practices slowly, as optional choice in the beginning until they get used 

to it. 

6. What are the main obstacles to the implementation of eco- practices in the hotel and on 

the other hand what motivates you to engage in environmental initiatives? 

I can say that there are no stimuli for development in sustainable direction. We pay huge taxes fro 

garbage and there is no financial incentive to reduce wastes or recycle (such as reduction in the 

taxes and fees) 

Another thing is that there is insufficient government intervention in the form of regulations on 

the environment. 

The way of thinking is an obstacle to the introduction of eco-practices. I often hear from my 

team, "Why should we collect wastes separately, when they pass with the garbage truck and mix 

them altogether again. Everything looses sense." 

Furthermore, each decision must be financially justified in front of owner. So if I want to 

implement environmental management I must present a good proof this won’t hurt our 

profitability, on the contrary will be beneficial. But the way I see it, it is difficult to present such 

proof as if any benefits, they will be long-term ones. 

If we speak about motivation, I am personally motivated and I do it little by little in my hotel 

because I think this is the right way. I take into consideration the environment and want to keep it 

clean. 

7. Do you believe that if you engage with environmental management you will be able to 

bring  this initiative to a successful end and implement eco-practices in your hotel? 

Yes of course, when I take up with something, even if it is a difficult task I usually do not have 

problems to complete it. I'm pretty confident that that if I decide to engage more actively with the 

implementation of eco-practices in the hotel I will handle it with a success .We currently waiting 

for the right moment to involve more with environmental management, but little by little we are 

moving in this direction. 

-Do you like to work with energy efficiency; water conservation; waste management? -

What may be a difficult task for you? 
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I want to know what is our impact on the environment and that is why I am interested in 

sustainable practices. It is not like I have a special interest or preference for this work area. In 

general such tasks do not worry me and I do not evaluate them as difficult ones. The most 

difficult of all areas for me is waste management. 

8. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

No, in my education I have not had subjects that relate to ecology or sustainability. In Bulgaria, it 

was not embedded in my school program. I have studied one semester in Switzerland and may be 

there I have heard something about sustainability, but nothing in detail. 

9. Have you worked  with eco-practices before? 

Only in my position of manager in Arena di Serdica. 

10. Do you have personal interest related to ecology? 

• Any practices in your private life?  – yes (recycling) 

• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend  presentations, seminars, trainings with on such topics?- Rarely. But 

if consider that I can benefit from a seminar, that I will really learn new thing I am willing to 

attend.  

11 Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

12. How do you inquire about green initiatives in hotels? 

These days you can find everything on the Internet. I have searched myself and I have found 

information on the topic. I should mention that I am searching in English, there is little info in 

Bulgarian. 

13. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

I don’t think that there are enough undertakings in this direction. I have been to seminars, but I 

think that the information they provide on such presentations is not practically applicable. May be 

this is the reason why some managers perceive it as a waste of time and are reluctant to attend.  

I would go to such seminars, but only if I do not have to pay for it and if I am convinced from the 

pro-forma I will actually learn something useful. I think that giving practical examples is very 
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useful and the most effective approach to familiarize managers with eco-practices, as well as 

showing how these have been applied in other similar hotels. 

In an overall I think there is insufficient initiative on the part of NGOs. 

14. How did you decide to work with SERC, how do you evaluate you collaboration and 

what did you learn? 

SERC sent us consultants who in my opinion were not well prepared on the subject matter. At 

times I felt like I know more than them. I personally failed to learn something new from SERC. 

For me, this collaboration was not very helpful since I am personally well familiar with the topic 

and what I heard was not new to me. 

Furthermore, I have found other organizations that may be of assistance for certification. But I 

look for such organizations myself. They have never tried to reach us, we have not received 

bulletins or proposals for cooperation from NGOs. Sometimes we are reached by companies, but 

they are sending us commercial offerings-  different environmentally friendly technologies.  

 I don’t think NGOs are sufficiently active in providing assistance and support for managers. 
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Hotel- Central forum 

 

1. What is your position in the hotel? 

-Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

I am the hotel’s manager for 9 years now. I have previous experience as a manager in another 

hotel for 6 years. 

3. What are the priorities of your business and how you rate them? 

Of course at a first place is the optimization of the expenditures. The environment is also 

included as a priority. 

4. What does sustainable development and environmental practices mean to you? 

I relate sustainable development with environmental protection, use of renewable resources and 

optimization of the energy expenses. 

5. What are you doing in terms of environmental protection? (did you had any practices 

before your collaboration with SERC?) 

The main thing are energy optimization, waste collection and recycling, use of eco- materials. 

6. What are the main obstacles to the implementation of eco- practices in the hotel and on 

the other hand what motivates you to engage in environmental initiatives? 

An obstacle is that the process is incomplete in Bulgaria. On site we may introduce some 

practices, garbage can be collected separately ready for recycling, but then the cycle is broken on 

community level. There are no recycling practices in the town.  
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Furthermore, there are no stimuli on the part of the government (such as tax reduction). I have 

heard for opportunities for financing from the program Energy efficiency, but its subjects are not 

the hotels. Another program for financial help is for Eco-hotels, but this one is very difficult to 

get when the hotel is of urban type. 

Our hotel doesn’t have ISO certification ,because it is too expensive for us. 

A motivator me are the world practices in the hospitality. Every manager wants to know what is 

the current  trend, want to be first in his area and to have the know-how. Further motivation is the 

profitability that can follow from the implementation of eco-practices. 

7. Do you believe that if you engage with environmental management you will be able to 

bring  this initiative to a successful end and implement eco-practices in your hotel? 

Yes I think, that if I take up with the introduction of more eco-practices in the hotel I can manage 

it successfully. I f I don’t have an external help it will be more difficult, but nevertheless it is 

possible to achieve good results. 

From 5 years now I am looking in this direction, because I personally believe that that is how 

business should be done. We are intending that our supplies are as ecological as possible- to use 

eco materials, food ,etc. 

I am pretty much interested in sustainable practices, but I experience difficulties working with 

such initiatives. Firstly because there is no consultants in this area and secondly the way of 

thinking is a big obstacle. It is hard to convince the owner in the profitability of these practices. 

8. During your education have you studied a subject / s related to sustainable development 

or eco-practices? Have you worked  with eco-practices before? 

I have graduated from a technical university, but I have never had subject related to ecology or 

sustainability. I may say I have first heard about it in my practice. 

9.Do you have personal interest related to ecology? 

• Any practices in your private life?  – For me, green practices are personal conviction and 

lifestyle. 

• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend  presentations, seminars, trainings with on such topics?  

I am not a member of any environmental organization, because of lack of time. But I support 

different international organizations and I often get informed through the Internet about their 

activities. 
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I want to grow and augment my knowledge, so yes I am willing to attend seminars and trainings. 

The people who organize such events should keep in mind the main questions a manager asks- 

What is my benefit, what will an eco- certificate provide me with? The certificates are not so 

popular in the accommodation sector and their use as a marketing tool, because it is usually the 

brand name that attracts the clients and makes the advertisement. 

10. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

How do you inquire about green initiatives in hotels? 

I don’t think there is enough information that reaches the managers. I usually look for such info 

purposefully on my own. I search for it in English ,as well as Bulgarian. I have noted that in 

Bulgarian there is no information that is adapted, especially about certification. I consider this an 

obstacle. In an overall it is difficult to find useful information. The existing one is more 

theoretical, when we rather need more practical advices. 

11. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

In my opinion, as a whole the NGOs are not sufficiently active in disseminating information 

about this topic. The predominant part of the organized initiatives are directed to the social part of 

CSR, not that much its environmental aspect. 

Other organization than SERC have not reach us with propositions or invitation for events. 

I would like to add that there is not enough expert help in the process of implementation of eco-

practices. There is a lack of organization dedicated to that , and especially to work with hotels. 

I sometimes use the help of technical staff of some trade firm, that sells me things….there is no 

objective and impartial help and advice. If there was guidance from NGOs I believe this will 

make it easier for manager to work in this direction. 

12. How did you decide to work with SERC, how do you evaluate you collaboration and 

what did you learn? 

I wanted to learn more, to get the know-how. The motivation was certainly not coming from 

external stimuli as funds, etc 

I am content with the work of SERC. They were presenting the information clearly, I understood 

what the benefits will be and what can be really achieved. For me this collaboration, was 

efficient, I learned a lot about the world practices and the energy efficiency. I believe that an 

approach with lots of practical examples is a very good one- it makes things clearer. 
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All suggestions that were made by SERC were introduced on the site. For us it was a very fruitful 

collaboration. I think they were very professional. 

13. Do you want to add anything else? 

Our clients do not realize the importance of eco-practices and consequently are not that 

impressed and interested in them. We don’t have information how to reach those special markets 

and target the groups of tourist that may be interested in eco-practices in hotels and will be 

attracted from this. 
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Hotel- Lion 

 

1. What is your position in the hotel? 

-Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

I am a manager in hotel Lion from 2007. I have previous experience as a manager ,but for a 

shorter period. 

3. What are the priorities of your business and how you rate them? 

Our priorities are to offer a better competitive tourist product and to maintain a transparent and 

open policy of management. Unfortunately, the environment is not among our business priorities 

for now.  There are many reasons for that, as for example …the hotel is an old one, it is built 10 

years ago when they did not pay much attention to environmental problems. In my opinion, it is 

far easier to build a hotel from scratch according to all new requirements and making it 

sustainable, rather than trying to transform an old hotel, especially if it is of urban type. 

4. What does sustainable development and environmental practices mean to you? 

Nowadays more and more attention is being paid to such issues, the theme about ecology is very 

modern. Sustainable development can be formulated as a use of renewable energy resources, the 

idea is to live in a unison with the natural environment and our business activity should not harm 

it or at least the negative impact should be minimal. 

For sure there is an effect from such eco-practices, the thing is though that this investment is 

more long-term one and therefore not all owners are up for such ideas. 
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5. What are you doing in terms of environmental protection?  

We use key-cards for the electricity. But we don’t have led-bulbs or separate collection of wastes. 

May be most of the practices are more applicable in the big hotels. 

6. What are the main obstacles to the implementation of eco- practices in the hotel and on 

the other hand what motivates you to engage in environmental initiatives? 

-the financial considerations 

-the clumsy bureaucracy. It is not like we don’t know who to address, but when we try to do 

something we are faced with numerous obstacles. This makes the procedures difficult and hinders 

the enthusiasm. 

-the lack of time to look for information and get better familiar with such practices 

-the owners position on these issues 

7. Do you believe that if you engage with environmental management you will be able to 

bring this initiative to a successful end and implement eco-practices in your hotel? 

I believe that is I am decided I can cope with anything. I consider myself familiar with this area, 

but when it comes to some technical parameters or some specific details, I think I will need the 

help of specialists. 

 8. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

Rather not. I have studied Marketing. 

9. Have you worked with eco-practices before? 

No 

10. Do you have personal interest related to ecology? 

• Any practices in your private life?  – no 

• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend presentations, seminars, trainings with on such topics?- No, but if I 

am invited I would go 
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11 Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

12. How do you inquire about green initiatives in hotels? 

There is information. I have found info also in Bulgarian. 

I've received offers from companies for energy efficiency, but not by non-governmental 

organizations. 

13. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

Well, my opinion is that either they are not active enough or they have not popularized 

themselves, since I am not familiar with such NGOs and I haven’t been reached by any materials 

or brochures from environmental organization. 

14. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

Rather not..i don’t know whom to ask for help. I haven’t heard of SERC. 

15. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

Yes of course I would cooperate with such organization. In this way I can get informed about the 

new tendencies and technologies in our field. For me it would be useful and practical ,because I 

know that if I have an appointment will find the time. While in my every day I often lack time. 
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Hotel-Boris Palace 

 

1. What is your position in the hotel? 

Owner-manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

It has been 3-4  years now. 

3. What are the priorities of your business and how you rate them? 

The offering of a unique product and satisfied clients. 

4. What does sustainable development and environmental practices mean to you? 

The impact onto the environment comes from the wastes, the heating and the way in which one 

hotel is being maintained. I believe that eco-practices can be only of benefit to the hotel, but I am 

not convinced their implementation can become a factor that will bring me more clients. 

Therefore I do not advertise the hotel in such way and I do not public any such activity. 

Advertising the sustainability of hotels will make sense only is it is done massively, for the whole 

area. But a major obstacle is that there is no interest from clients. 

5. What are you doing in terms of environmental protection? 

We have built the hotel- its exterior and architecture, with consideration of all requirements of the 

reserve “Old city of Plovdiv”. 

The interior is also carefully selected. All equipment we buy is chosen with criteria for economy 

and minimal environmental impact. In the kitchen we have grease filters, we have put mills to 

minimize wastes. We have a special system for heating and cooling (chillers) and we use key-

cards for the electricity. 

 We do not apply separate waste collection, but this is a problem of the whole city. 
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I will note though, that in my personal opinion this eco-practices are not applicable for the high 

category and luxury hotels. When a hotel is aiming for a high quality of the services , most eco-

practices are incompatible. In addition to that we are situated in a cultural and historical reserve, 

which places limitations as to what can be done to preserve the environment (as for examples we 

cannot put solar panels, cause it will ruin the façade. 

6. What are the main obstacles to the implementation of eco- practices in the hotel and on 

the other hand what motivates you to engage in environmental initiatives? 

To comply with all requirements it is needed first that the community takes its responsibility to 

build the infrastructures, and at a higher level- the government should created conditions for 

conservation and environmental protection. Furthermore, there should be some reliefs such as 

reduction of taxes, as it is an incentive for the introduction of new technologies. 

I've heard of any programs which allocated funds to support the implementation of sustainable 

practices in hotels… this is a limitation. 

I do not have enough time to devote to studying more detailed sustainable practices and how can 

I apply them on a larger scale in my hotel. 

7. Do you believe that if you engage with environmental management you will be able to 

bring  this initiative to a successful end and implement eco-practices in your hotel? 

When I start something is because I am intrinsically motivated. Therefore I am confident that if I 

want something I can do it and I can bring it to a successful end. My inner energy and enthusiasm 

usually help me to achieve that. I define myself as the universal specialist, because I have dealt 

with many different activities that have given me a broader perspective on things in the hotel 

business. 

8. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

I have graduated an engineering specialty one university in Plovdiv. But no, during my studies I 

have not studied anything related to sustainability or ecology. 

9. Have you worked with eco-practices before? 

I haven’t worked with sustainable practices and systems for environmental management. 

10. Do you have personal interest related to ecology? 

• Any practices in your private life?  – No 

• Are you a member of any environmental organization or an organization of this type? – No. 
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• Do you participate / attend presentations, seminars, trainings with on such topics?- No and I 

would not attend. I think these are waste of time and I do not believe it can be useful to me in any 

way. 

11 Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

There is enough information for anyone who wants to be informed and to keep up with new 

trends, given there is a desire. 

But I cannot say that I have searched for some detailed information on these issues. 

12. How do you inquire about green initiatives in hotels? 

I have never received any brochures or material in relation to eco-practices and sustainable 

development and even less so in relation to hotels. 

13. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

No, I don’t think they are active. And even less so I think they are any useful with their activities. 

For me, these are false specialists who are trained only in theory, but have not had a real touch 

with practices and how things are actually in hotels. There is a need for more real-world 

examples of successful small and medium-sized hotels that have implemented sustainable 

practices and their approach, as well as practically applicable suggestions not theoretically- 

idealistic ideas. 

14. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

No and I have not heard of any NGOs dealing with sustainable development. 

15. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

I would not like to cooperate with such organizations as I do not consider them sufficiently 

competent. I think that I can do well enough myself managing issues related to the environment. 
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Hotel- Elegance 

 

1. What is your position in the hotel? 

Owner-manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

I run the hotel from 5 years. I do not have previous experience in such a position. 

3. What are the priorities of your business and how you rate them? 

Good service, quality product for our clients at a good price. 

4. What does sustainable development and environmental practices mean to you? 

The term sustainable development is familiar to me. How I understand it can be stated like this: 

use of alternative resources. 

5. What are you doing in terms of environmental protection? 

We have installed half-flash toilets, we have limited the number of bulbs used in the hotel areas 

as well as placed energy-efficient bulbs, we use key-cards for electricity in the rooms. 

We do not have the practice to advise clients to save, and to avoid throwing towels for washing if 

they are not dirty, because the clients do not respond well to this. 

We have installed solar panels for warming water. We expect return on investment in 4 to 5 

years. According to the initial calculations we will decrease our consumption of electricity with 

7-9 %. 

But I have to admit that our main considerations for this investment were the cost savings, not 

considerations for the environment and minimizing the impact on it. 
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6. What are the main obstacles to the implementation of eco- practices in the hotel ? 

- Require large investments (financial constraints) 

- Lack of demand from customers (non-responsiveness to eco-practices) 

I think time is not a problem, because if a manager decides that there is sense in such initiatives 

he/she will find the time and will put effort to implement them. 

7. What is your opinion about eco-practices? 

I think eco-practices can be beneficial to the business of a hotel, but Bulgarian clients are not 

open to such practices. Currently foreigners that visiting us are also not interested. 

8. What would motivate you? 

-Subsidies to support the introduction of eco-practices in hotels 

-Any tax reliefs or reduced fees 

- Information with examples of successful practices of hotels would further motivate me 

9. Do you think that with your current knowledge and skills, you can manage difficult tasks 

/ projects related to the environment? 

Yes, I can cope with such tasks successfully 

-Do you need for information or expert help? 

I do not think I need help, I can handle alone problems related to the environment. Regarding 

information- whoever is interested and wants to engage in such initiatives will be motivated 

enough to search and find additional information. I personally, may experience difficulties with 

the management of waste waters. 

10. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

Yes, I have studied subjects related to sustainable development. I have graduated from a specialty 

in Tourism. 

11. Have you worked with eco-practices before? 

Specifically with sustainable practices and systems for environmental management I have not 

worked. 

12. Do you have personal interest related to ecology? 

• Any practices in your private life?  – No 
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• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend presentations, seminars, trainings with on such topics?- Until now I 

have not. 

13. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

I would say rather that there is not enough information on sustainable development and eco-

practices application in hotels. 

I have not been sent any brochures, manuals, or similar materials. Only commercial companies 

get in touch with us to offer their products. 

14. How do you inquire about green initiatives in hotels? 

I must say I have not search much for information about it. 

15. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

No, not really. If I have not been reached by any of these NGOs and I have never received an 

invitation for seminar or something, I believe they are not active and effective enough. 

16. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

No, I have no idea to whom I can turn to when I need help. 

No, I have not heard of SERC. 

17. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

Yes, why not! I would work together with an NGOs. 
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Hotel- Mirena 

 

1. What is your position in the hotel? 

Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

I run the hotel from 4 years.  

3. What are the priorities of your business and how you rate them? 

Satisfied clients. 

4. What does sustainable development and environmental practices mean to you? 

These terms are used very often lately, but I am not familiar with them. 

5. What are you doing in terms of environmental protection? 

Solar panels, light sensors, key cards… 

But the basic things are being done with a view to achieve savings, not for minimization of the 

environmental impact. 

6. What are the main obstacles to the implementation of eco- practices in the hotel? 

Wastes are not separated and collected for recycling. 

This discourages us…If the municipality creates the needed conditions we would also pay 

attention to these problems. 
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7. What is your opinion about eco-practices? 

I think eco-practices are most relevant for eco-hotels. 

About the certificates such as ISO 14000, I think it is just collecting money, without any special 

the benefits to the hotel. I also think that if such things will be done , they should considered and 

implemented since the construction of a hotel. 

I do not think, however, that eco-practices would be beneficial to our hotel, even image wise ... 

since customers are not interested, less so in the city of Plovdiv and taking into account that we 

are an urban hotel. 

8. What would motivate you to do more? 

I think we are doing enough. I do not know what could be done more than that and there is no 

need. 

9. Do you think that with your current knowledge and skills, you can manage difficult tasks / 

projects related to the environment? 

-Do you need for information or expert help? 

I do not see what more could be done ... 

10. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

No I have not studied subjects related to sustainable development and eco-practices. 

I studied International Tourism in Burgas. 

11. Have you worked with eco-practices before? 

No I have not. 

12. Do you have personal interest related to ecology? 

• Any practices in your private life?  – No 

• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend presentations, seminars, trainings with on such topics?- Until now I 

have not, but I would like to visit because I think it is something useful 
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13. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

I personally cannot say as I'm not aware, and I do not know whether there is sufficient 

information and I have not searched for such info. 

I have not been sent any brochures, manuals, or similar materials. 

14. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

No, I don’t think so. If I have not been reached by any of these NGOs and I have never received 

an invitation for seminar or something, then they are not active enough. But that does not 

surprises me much, since we are just a small hotel.. 

15. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

No, I have no idea to whom I can turn to when I need help. 

No, I have not heard of SERC. 

16. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

Yes! I would work together with an NGOs. 
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Hotel-Ego 

 

1. What is your position in the hotel? 

Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

It is 8 years now. I do not have previous experience as a manager. 

3. What are the priorities of your business and how you rate them? 

At a first place is the profit , of course. Then comes the development of tourism in Plovdiv, staff 

training and satisfaction, minimization of the negative impact on the environment. 

4. What does sustainable development and environmental practices mean to you? 

Yes, I'm familiar with the concept of sustainable development. 

I would define it as conducting such an economic policy of the firm, so you always have a 

minimum profit growth, or at least keep it on the same level. 

Yes, I'm familiar with eco practices and their application in hotels. Our hotel can be designated as 

a green hotel. We have developed energy policy and an implemented system on site. 

5. What are you doing in terms of environmental protection? 

- Built in Energy Policy and Energy Efficiency  

- Key cards, sensors in the corridors  

- Since construction, the building complies with the requirements of efficiency (insulation and 

windows) 
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- Policy toward customers. We ask them to use less water and not to throw clean towels for 

washing. We use a personal approach with some compliments and gifts. 

 - We use organic cleaning up to 90% with Bulgarian bio-products.  

- Specially constructed water softener installation greatly reduces the consumption of water and 

chemicals. 

 - We do not collect waste separately and do not recycle them. But we are ready to start such 

practice, if the municipality offers us suitable conditions. 

6. What are the main obstacles to the implementation of eco- practices in the hotel? 

In Bulgaria there is no tradition of caring for the environment. 

I have no external stimulus, such as reduction in taxes or fees, no financial incentives or 

favorable terms for loans. 

There are European funds, but these practices are flawed in Bulgaria, there is corruption resulting 

in that money hardly ever reaches us. 

Everything that is done for environmental protection is because of the good faith of owners. 

7. What is your opinion about eco-practices? 

- Eco-practices bring us benefits and we can achieve savings. However, improved image and 

attraction of customers is not really resulting from such initiatives. Because of this we do not use 

it as a marketing tool, do not advertise it. The information is not exposed in the media. 

Eco-practices are something new and useful ... so in general I favor such undertakings. 

8. What would motivate you? 

- Our customers who are interested in such practices. (they are mostly European tourists who are 

more aware of these problems) 

- Our personal beliefs. We think it has to be done this way and we want our business to be 

responsible and clean. I, as a manager, and the owners are unanimous on these issues. 

I believe that we can and should serve as an example that teaches others. 

- We hoped that after 5-7 years, especially after the EU accession, these eco-practices will 

penetrate also in Bulgarian context and we will be one step ahead of others. But nothing 

happened, there was no change. 

9. Do you think that with your current knowledge and skills, you can manage difficult tasks / 

projects related to the environment? 
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Environmental management is a very difficult task and in addition, we work in Bulgaria in a 

hostile environment. 

But for me personally, I think I can deal with initiatives in the field of eco-practices. It is a 

permanent process, and managers grow along with it ... so I personally am not scared, I'm rather 

motivated to do it. 

-Do you need for information or expert help? 

Yes, help in the process of introducing such practices is needed. I would like to know more about 

how to fund such projects. Information on this issue would be helpful to me. 

10. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

No, I have not studied such a subject. I am familiar with the sustainable development from my 

practice. The philosophy of protecting the environment is a really new one, it has been 

disseminated maybe from 10-15 years. 

11. Have you worked with eco-practices before? 

Only in my work for this hotel. 

12. Do you have personal interest related to ecology? 

• Any practices in your private life?  – Yes. I try to live in a clean way. I use environmentally 

friendly products. I participate in activities and initiatives related to the environment. 

• Are you a member of any environmental organization or an organization of this type? – No, I do 

not like campaign work. There should be a change in the mentality and values of the nation, and 

this cannot be achieved by campaigns, but rather through education. 

• Do you participate / attend presentations, seminars, trainings with on such topics?- Until now I 

have not.  

Even if there are such seminars, I will most probably not be able visit them because of lack of 

time. But maybe I will find time to go to trainings, if the things that are presented are workable 

solutions and with a beneficial economic impact. 

13. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

There is not enough information. And the available information is of a legislative character, it is 

too theoretical. 
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14. How do you inquire about green initiatives in hotels? 

To me, it is an interesting topic and I search for articles and I read in magazines. 

In English I find much more information. In Bulgarian there is information, but not much. 

It will be good to have information adapted and applicable to the Bulgarian context. 

I have never met guidelines for assessment of environmental impact. 

15. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

We hear them and see them more and more, though they are few. For now I evaluate their work 

as weak and not active enough. 

No NGO or organization has contacted with us. We have not received brochures, invitations to 

seminars or training. 

16. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

No, I have no idea to whom I can turn to when I need help. 

There is insufficient support for managers who want to engage in the implementation of 

sustainable practices. 

No, I have not heard of SERC. 

17. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

Yes, why not, I worked with an NGO. I'd love to accept help, advice or consultation, but what 

they present to me should be directly relevant to our work. 
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Hotel- Silver house 

 

1. What is your position in the hotel? 

Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

It has been 5 years now. 

3. What are the priorities of your business and how you rate them? 

-To realize the highest possible income with the least cost  

-to attract new customers 

But nowadays you cannot attract customers only with the price, that is not enough (we have 

begun to offer many of the additional services together with the base product). 

4. What does sustainable development and environmental practices mean to you? 

Yes. Daily application of consistent practices that lead to improved efficiency, quality of service 

and at the same time cause minimum environmental damage. 

5. What are you doing in terms of environmental protection? 

Our hotel possesses large green areas that we ought to maintain (nearly half an acre). We realize 

it is necessary to pay attention to our impact on the environment. 

We have put effort to be as eco-responsible as possible, but unfortunately it is not appreciated by 

customers until now. This may be due to the fact that we are a city hotel. 

- We have removed all glass bottles. They have been replaced with the cardboard that can be 

recycled. 
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- In the corridors we have photocells, and in the rooms there are key cards that regulate 

consumption. 

- We replaced all appliances with a high energy class. 

-  For cooling we use a chiller-system. 

- The green areas outside the hotel are irrigated with rainwater that is collected in a special tank 

- We are considering to apply for a funding for solar panels from a European program 

-We pay to a firm that every month collects our biological wastes from the kitchen. So in reality, 

we do not throw bio wastes. The used oil is also bought by another firm. 

-We have also put signboards in every bathroom, to ask clients not to throw towels for washing if 

not dirty. 

- All our employees are using recycled paper.  

I have to admit though, that things we do are mostly for economies. 

6. What are the main obstacles to the implementation of eco- practices in the hotel? 

The main obstacle is the cost. If I want to introduce bio food in the hotel, this is more expensive 

and will elevate also the price of the whole product we offer. Especially, in time when we have to 

be competitive. 

The other thing is that the client in Bulgaria do not look for such eco-practices in hotels. 

A third thing is that the planning is done in short-term by the owners. 

7. What is your opinion about eco-practices? 

The certificates are more appropriate for chain hotels like Radisson, Hilton. We are an individual 

hotel and cannot afford it. At the current moment eco-practices are not bringing me a real benefit. 

No one is interested if the juice is in a cartoon bottle, if the linen on the bed from organic cotton, 

etc. Our clients are mostly corporate business clients, coming for one or two days and they just 

want to sleep comfortably and to use the Internet. 

In general I do not seen environmental management as a difficult task, but there is just no 

appropriate conditions in Bulgaria for implementing it. 

I am not very convinced that what is being done is consciousness and way of thinking, it is rather 

a modern trend. In Bulgaria this way of thinking for “preserving the environment” is not yet 

present. 
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I have lived in Germany and there they have very strict regulations. But me and my kids can not 

follow this practices in Bulgaria…I do not have from where to buy even the garbage bins for 

separate collection of wastes. I see that there is no real control for wastes- you can throw your 

cigarettes leftovers on the street with no penalty.  

9. Do you think that with your current knowledge and skills, you can manage difficult tasks 

/ projects related to the environment? 

-Do you need for information or expert help? 

The information I have currently will be useful to me just to start, but of course I will need more 

detailed info and expert help for the successful implementation of eco-practices. I believe that 

every hotel needs expert help. In my opinion, most of the managers are unfamiliar and do not 

have information about these issues. 

10. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

No, I haven’t  

11. Have you worked with eco-practices before? 

I have lived in Germany and I got familiar with eco-practices in my private life, not my work 

practice. 

12. Do you have personal interest related to ecology? 

• Any practices in your private life?  –I try to live in a clean way 

• Are you a member of any environmental organization or an organization of this type? – No 

• Do you participate / attend presentations, seminars, trainings with on such topics?-No 

13. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

If every manager needs to pay to a consulting firm for any project, then there is not enough info. 

If there was enough info we would have been able to do most of the things alone. 

I have not received any brochures or materials. 

14. How do you inquire about green initiatives in hotels? 

I search on my own and inquire about new things in this area, new regulations and so on. But I do 

not usually read for eco-practices. 
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15. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

I think they are not active at all. I have been to different seminars and everything is so 

hypocritical. They do thing just to get the money from the European funds. Usually there is no 

effect from such meetings. 

 

16. Do you know whom you can address for advice and help if you decide to involve with 

sustainable development in your hotel? (Have you heard SERC?) 

No, I have no idea. I only know the private commercial firms I work with… 

No I have not heard of SERC. 

17. Would you be willing to cooperate with NGOs in order to get help in the process of 

introducing eco-practices? 

I do not believe that in Bulgaria there is an NGO that can give me the information I need , or 

even help me with my projects. I do not trust in them. 
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Hotel-Maria Luiza 

 

1. What is your position in the hotel? 

Manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

The hotel has been created in 1996. I am the manager of the hotel for 7 years now and I do not 

have previous experience as manager. 

3. What are the priorities of your business and how you rate them? 

For sure it is satisfied clients. The environment is not insignificant to us, but in the current 

moment is not among our business priorities. 

4. What does sustainable development and environmental practices mean to you? 

I got familiar with sustainable development and eco-practices from my work with SERC. They 

invited us to participate in this project for evaluation of hotels and their environmental impact. 

We wanted, in a way, to figure out if it is applicable to us. Beside that we thought that it will be 

interesting to learn more. We believe this is something good and could be the future direction for 

development of hotels. 

Before this collaboration with SERC we haven’t really done anything for environmental 

preservation. To my knowledge these things are pretty new for Bulgaria as a whole. 

 5. What are you doing in terms of environmental protection? 

I think that most problematic for the hotels in Bulgaria is the management of wastes. There is no 

separate collection and recycling.  

We are considering as an option, the introduction of stickers for the use towels with the purpose 

of saving.We've put energy saving bulbs and at places where it is possible- photocells. 
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To reduce water consumption are installed aerators. 

6. What are the main obstacles to the implementation of eco- practices in the hotel? 

Sustainable practices could easily be implemented in new hotels. For a hotel that works for 20 

years is much more difficult to change the process and way people work. 

7. What is your opinion about eco-practices? 

I believe that the application of these practices may contribute to the image of the hotel. 

I am very positive about eco-practices in the hotels. There is return on investment especially from 

those measures that bring savings of energy, water etc ... 

8. Do you think that with your current knowledge and skills, you can manage difficult tasks 

/ projects related to the environment? 

-Do you need for information or expert help? 

I would need more information. I believe that expert help is important in the process of 

introducing such practices. 

I do not think environmental management is a very difficult task. A person should have the desire 

to do it and should be motivated. 

9. During your education have you studied a subject / s related to sustainable development 

or eco-practices? 

No 

10. Have you worked with eco-practices before? 

No, I haven’t. 

11. Do you have personal interest related to ecology? 

• Any practices in your private life?  – No 

• Are you a member of any environmental organization or an organization of this type? – No. 

• Do you participate / attend presentations, seminars, trainings with on such topics?- I have only 

attended those organized by SERC. 

12. Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 
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I think that in overall, no, there is not enough information. My personal opinion is that very few 

managers in Bulgaria are familiar and aware of the opportunities such practices offer. 

13. How do you inquire about green initiatives in hotels? 

I have not searched information on my own. 

Other NGOs have not contacted us, just SERC. I have not received any materials on the subject 

matter. 

14. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

I think NGOs are not sufficiently active. I have not heard of any similar organization. If I may put 

it in this way- "everyone is left to fend for himself." There is no interference from the state either. 

15. How do you evaluate you collaboration with SERC and what did you learn? 

The recommendations and suggestions we received from SERC were approved and some of them 

implemented. 

The others are being considered for implementation within a specified time in the future. 

Our work with SERC was very useful as a man do not know where to learn all these things from. 

 

From a technical point of view, some things we have been known to us, but an external opinion is 

always important. 

16. In future would you be willing to cooperate with NGOs again in order to get help in the 

process of introducing eco-practices? 

I would attend seminars and trainings, but if the fees are not too high. 

It would be useful to give us insight into what happens to similar hotels abroad, not only in 

Bulgaria. Some real examples of good practice. 
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Hotel-Crystal palace 

 

1. What is your position in the hotel? 

manager 

2. From how long do you occupy this position? Do you have previous experience as a 

manager? 

5 years 

3. What are the priorities of your business and how you rate them? 

Of course at the first place is being profitable and the satisfied clients. However the hotel is 

inextricably bounded with its surrounding nature, so we believe we should take care of it. 

4. What does sustainable development and environmental practices mean to you? 

I think these concepts are not recognized by the majority of people in Bulgaria. It is related to the 

conservation practices. 

5. What are you doing in terms of environmental protection? (did you had any practices 

before your collaboration with SERC?) 

We have one of the ISO certificates. Of course we use key-cards, led bulbs, sensors in the 

corridors  as well as we have a special isolation of the walls. We have introduce separate 

collection of some wastes. 
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6. What are the main obstacles to the implementation of eco- practices in the hotel and on 

the other hand what motivates you to engage in environmental initiatives? 

There is no developed system for recycling in the city of Sofia. There is no stimuli (incentives) 

on the part of the government. And last, but not least is the way of thinking of people, they don’t 

have this type of consciousness. Information  on this subject is also lacking. 

-what motivated you to start paying attention to the environment? 

Well, mostly my personal interest and inner motivation. For thing to go ahead , and for the 

growth of business, it is needed that the manager is creative and open for innovations. 

We do have interest from our clients about eco-practices. Our clients react very well to any 

initiative in this direction , even ask questions. 

7. Do you believe that if you engage with environmental management you will be able to 

bring  this initiative to a successful end and implement eco-practices in your hotel? 

Yes. I am pretty sure that if I decide to do this I can achieve it. There is nothing impossible , 

when there is good will. 

8. During your education have you  studied a subject / s related to sustainable development 

or eco-practices? 

Rather not. I have studies also in Germany in a specialty of economic development. 

9. Have you worked  with eco-practices before? 

No 

10. Do you have personal interest related to ecology? 

• Any practices in your private life?  -No 

• Are you a member of any environmental organization or an organization of this type? -No 

• Do you participate / attend  presentations, seminars, trainings with on such topics?- I have 

not been to seminars until now. But I will attend if someone organize one. 
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11 Do you think there is enough information about sustainable development and eco-

practices, so that managers can feel well prepared and informed (information materials 

such as: publications, articles, manuals for environmental management)? 

There is information, however it is not adapted to the Bulgarian context and in reality is not very 

practical and applicable. 

12. How do you inquire about green initiatives in hotels? 

I search for information on my own. But I search mainly in Bulgarian. 

 

13. Do you think that NGOs are active enough and useful to managers on sustainable 

development (with initiatives like forums, presentations, seminars, training)? 

NGOs  are just awakening in Bulgaria. However they do not collaborate with the business, nor 

offer any help. 

Their help is needed, but still I think they are rather not active enough. 

15.  How did you decide to work with SERC, how do you evaluate you collaboration and 

what did you learn? 

Well ,I am interested in such initiative and I want this hotel to develop in this direction. I am 

looking at the new tendencies and sustainable development is one of them. I f we want to 

maintain the level of our service we need to correspond in some way to this. In our team here, we 

are always open for new ideas and we analyze the alternatives, so we don’t cast out challenges 

just like that without any consideration. 

 

 

 

 


