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HOW TO THINK iN THE DIRECTION OF “SUSTAINABLE TOURISM*’ AND
HOW SUSTAINABLE THINKING CAN AMELIORATE SERVICE IN THE HOTEL
INDUSTRY

Nurgali A. N.
L. N. Gumilyov Eurasian National University,
Nur-Sultan, Republic of Kazakhstan
E-mail: nurgaliabylaikhan@gmail.com

Nowadays, the issue of sustainable development is relevant and this issue is important in all
areas, and is related to the pressing problems of our time. Of course, this issue will not bypass the
tourism sector. Currently, all figures in the tourism sector are looking for and putting on the agenda
the issue of sustainable tourism. This article will address the issue of how sustainable tourism can be
achieved, and most importantly, who is the fundamental link in the development of sustainable
tourism. First there should be an understanding and conveyance of general information about what
sustainable tourism is and why it is so relevant.

Starting from the 1995 World Conference on Sustainable Tourism in Lanzarote, the concepts
of “sustainable tourism” and “sustainable tourism” have continuously appeared on the political
agenda of the United Nations and the United Nations World Tourism Organization (UNWTO),
resulting in significant declarations, guidance documents and initiatives and becoming essentially a
priority for UNWTO. At the same time, in UNWTO documents, the aforementioned concepts often
began to be used as synonyms [1].

In general, recommendations on the development of sustainable tourism and sustainable
management practices are applicable to all forms of tourism in all types of tourist destinations,
including various segments of tourism, including mass tourism. Sustainability principles relate to the
environmental, economic and socio-cultural aspects of tourism development, and to ensure long-term
sustainability, a balance must be struck between these three dimensions [2].

Therefore, sustainable tourism should:

1) to ensure the optimal use of natural resources, which are the main element of tourism
development, supporting significant environmental processes and helping to preserve natural
resources and biodiversity;

2) respect the socio-cultural characteristics of host communities, preserve their cultural
heritage and traditional values, and promote intercultural understanding and tolerance;3) guarantee
viable, long-term economic operations, providing and fairly distributing social and economic benefits
for all participants - sustainable employment and income opportunities, social security in host
communities, thereby contributing to poverty reduction.

The development of sustainable tourism requires both the informed participation of all
relevant stakeholders and strong political leadership to expand the circle of participants and reach
agreement. Tourism is an ongoing process and requires constant monitoring of its impacts in order to
take preventive and / or corrective measures whenever necessary. Sustainable tourism should
maintain a high level of tourist satisfaction and ensure that they gain significant experience [3].

UNWTO has formulated the following priority goals for sustainable tourism development.

1. Economic viability - to guarantee the viability and competitiveness of tourist destinations
and enterprises so that they are able to continue their prosperity and ensure their long-term benefits.

2. Local prosperity - to maximize the contribution of tourism to the prosperity of destinations,
including maintaining the proportions of the tourist load on the region.

3. Quality of employment - to increase the quantity and quality of local jobs created and
supported by tourism, including the level of remuneration, conditions of service and accessibility for
all without discrimination on the basis of gender, race, disability or other reasons.

4. Social justice - seek to disseminate widely the principle of sharing the economic and social
benefits of tourism throughout the host community, including the improving opportunities, incomes
and services available to the poor.
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5. Affordable tourism - to provide safe and comfortable tourism for all visitors regardless of
gender, race, physical ability, etc.

6. Local control - involve local communities in planning and authorize them to make decisions
on the management and future development of tourism in the region (after consultation with other
interested parties).

7. Welfare of society - to maintain and improve the quality of life in local communities,
including social structures and access to resources, amenities and life support systems, avoiding any
form of social degradation or exploitation.

8. Cultural wealth - respect and enhance the historical heritage, genuine culture, traditions and
characteristics of host communities.

9. Physical integrity - to maintain and improve both urban and natural landscapes, to prevent
their visual or physical destruction.

10. Biological diversity - to support the conservation of natural areas, habitats and wildlife
and minimize the damage caused to them.

11. Resource efficiency - minimize the use of insufficient and non-renewable resources in the
development of tourism and tourism activities.

12. Ecological cleanliness - to minimize the production of waste and pollution of air, water
and land by tourism enterprises and visitors.ing their understanding of sustainability issues and
promoting sustainable tourism practices [4],[5].

As mentioned in “12 Goals of Sustainable tourism”, every aim is closely connected with
people, actually has to be regulated and promoted by locals, government and tourists. Additionally in
this article it is shown how it is vital and has a crucial role of human recourses in touristic destinations,
mostly in the hotel enterprises and how we can ameliorate service in hotel industry in collaboration
with sustainable tourism. Based on the foregoing, with the idea of achieving sustainable tourism
starting with the company's staff, tourist areas should understand that sustainable development in
tourism can only be achieved with the help of an employee who is satisfied and understands the goals
and ethical codes of the company. The issue of sustainable tourism is resolved with a smooth
transition to sustainable development and then on the topic of understanding the staff of sustainable
development and how to balance the ethical code of the company with the goals of sustainable
tourism. Firstly, as a topic is going regarding human recourses, we need to recognize and explain
what is “sustainable thinking”. And there is we can also add idea ethical thinking, because
aforementioned two ideas are connected. To be able to think ethical and sustainable means to assess
the consequences and impact of ideas, opportunities and actions. Ethical and sustainable thinking is
a matter of the attitudes, behaviours, values and mindset that an entrepreneur should have to take
ethical decisions and act sustainably.

o Assess the consequences of ideas that bring value and the effect of entrepreneurial
action on the target community, the market, society and the environment

o Reflect on how sustainable long-term social, cultural and economic goals are, and the
course of action chosen

o Act responsibly and make correct nudges to employees

While retention is a cornerstone of success and healthy work culture, the cultivation of
sustainable employees protects the longevity of a business while driving it toward future success.
When your team isn’t on board with the mission, the whole company lags behind. Culture suffers.
Focusing on building a sustainable workforce is a must if a company aims to connect and produce
results authentically and successfully. Company sustainability typically looks at its impact on the
community locally and globally, but sustainability starts with the people behind the scenes. It unites
them to create a better work culture, work-life balance and contributions to customers and the world.

Growth, Learning and Passion Engage Employees. A 2018 Gallup study revealed 85
percent of employees function below their potential and don’t feel engaged at work. Continual
development and growth matter to an organization, and that includes an individual’s personal
development. Globally, that means most workers function on autopilot, even at home. Many factors
contribute to an employee’s lack of interest and contribution at work. They come to do their job and
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get their paychecks, but what else? Employees don’t feel inspired or motivated due to a lack of
development or growth opportunities. They may not receive recognition or fair benefits and wages.
It’s normal to become complacent over time when exposed to the same stimuli and expectations —
or lack thereof. Sustainable performance includes a human element, and its cornerstones are passion
and learning. When you unite the two, you have the drive and know-how to make great progress and
innovation. Leaders should strive to cultivate both within their work culture.

Sustainable Employees Must reveals the momentous aim. Employees should feel
connected to the mission. Often the mission is a statement on the website and other corporate
materials, but what does it mean to each employee? Do business strategies accurately reflect the
overall mission? What are current and long-term goals of the company? How do leaders show
employees how their efforts impact and achieve the mission? When teams share information and
successes, it creates a culture of positivity and progress based on service and working together.
Employees also know they matter on an individual level. It’s easier for them to relate to each other
and the company at large. Companies communicate progress through statistics and data, but a more
organic approach is necessary. Find the context. Make it relevant to all teams. Communicate meaning.
Do this by holding regular meetings, conducting anonymous surveys and giving employees more
authority.

Minimize or avoid Negative Work Culture. You may think politics is one of the main part
of corporate interaction and work culture. Review the course of your career and consider how much
more productive and innovative your efforts may have been if you encountered less negative work
culture. Perhaps the bifurcations of negative work culture were discussed and workshops conducted,
but management continues to sweep negativity under the rug. How often are workers expected to
suck it up and do their jobs before they burn out or feel like their company doesn’t care at all? Nip
negative work culture in the bud. Expect the same level of professionalism, openness, positivity and
transparency from all workers — from entry level to management. Negativity is contagious, since
feelings fluctuate in patterns comparable to epidemiological disease models. Even a small degree of
negativity processed by the brain leads to a weakened immune system. It’s better to pick your battles
when faced with a negatively oriented person, but a company possesses a greater responsibility to its
employees to create a positive environment. This leads to a sustainable work culture that directly
impacts staff. Policies and ground rules must be expressed and carried out so employees maintain
energy levels and enthusiasm directed toward the mission. Leaders shouldn’t sit back — they must
participate in active roles within the team as team members themselves. Building a more positive and
sustainable work culture means opening up and creating opportunities for professionals to get to know
each other. It means nurturing their growth and development and giving them constructive and
positive feedback. Most workers don’t feel engaged at their job because they lack a sustainable work
culture. Its absence significantly impacts the work ethic, performance and potential of employees.
When sustainable work culture is nurtured, employees arise to actively steer the company toward its
mission with passion and innovation, promoting its longevity and success [6].

In conclusion, we can say that achieving absolute sustainable tourism is a very time-
consuming process, and depends on so many factors. In this article it was shown and explained how
to get as close as possible to sustainable tourism by influencing and nudging the staff, showing them
that they are part of the big goal, they are responsible for every work done and the decision made, it
is noted that it is important to understand ethical codes and social responsibility and it is indicated
that managers are the initiator of the process and staff will move towards sustainable tourism.
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KOHAK Y KOCIITIOPBIHJIAPBIHBIH KIKTEJIYI

Hypmyxan 3.b.
JL.H. T'ymuneB ateianarsl Eypa3ust YITTHIK YHUBEPCUTETI ,
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Konakyiinepait KiKTellyl XaJblKapasblK KoHE YITTHIK JEHIeiiepie, COHbIMEH KaTap KOHAK
yiutep jkemniiepi, KaybIMAACThIKTap, 0J1aKTap asChIHIA pETTeNel. OIemMae KOHAKYHIepaiH OipbIHFaii
KIKTETylHe  YITTBIK  JISCTYpJiep, MEMJIEKeTTEep  apachlHOarbl  MOJEHHM  KOHE  TapuXu
alfBIpMaIIbUIBIKTap, cama emmemzepi xoue T.0. kenmepri kentipyzae. JACY, Eyponansik OnakTsig
Konak yil >xoHe MeipaMxaHa WHIYCTPHSCHI KOHIHIETT KOMHUTETI, XalblKapajiblK KOHAaK Yiliep
KaybIMJIACTBIFbI KOHAKYWJIEPTiH OipBbIHFai XKIKTEYIIIIH CHT13y OPEKETTEPl OH HOTHUKETE OKEIITSH KOK.

MingerTep MeilniHIle KUbIH, OTKEHI KOHAK YiJiep/ieH 0acka KenTereH 0acka OpHaIacThIpy
OpbIHAApHI Oap (MOTeNbEp, KEMIIUHITED, poTeanap, O0TeNbAEp, JIareph ajlaH1aphl KoHE T.0.).

JACY xoHakyiiiep MEH yYKcac KOCINOpPBIHIAP TOPT YJKEH TONTHIH OipeyiH KypanuTbiH
OpHAIACTHIPY OOBEKTUICPIHIH CTAHIAPTTHI KIKTEMECIH kacasl (1-cyper).

TypucTep MeH cagxaTHIbLIAPAbl OPHAJIACTBHIPY KYpPaJaapbl
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1-cypet. JICY yChIHATBIH OPHAJIACTBIPY KYPAJAapbIH KiKTey
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