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Abstract

Sustainability in hospitality

Lovisa Paula Clevehorn

Newly refurbished Galomar opened in the summer of 2018 and is awarded the first
self-sufficient hotel in Madeira Island out of renewable energy sources. The hotel
management is highly engaged in sustainability and therefore wants to ensure that
they are doing everything achievable to be as sustainable as possible. The purpose of
this report was to identify and analyse the environmental and sustainability work
performed at hotel Galomar. The basis for identification was performed through a
simplified life cycle assessment. Analysis was performed using the corner stone model,
the United Nations seventeen sustainability goals and quality management tools such
as: GAP-analysis, SWOT and 10M. The methodologies used to collect data was
primarily qualitative through observation of hotel Galomar and interviews with guests
staying at the hotel. Results show that the hotel primarily works to provide to
sustainability in hospitality through engaged management, energy management system,
advanced water system, inclusion of employees and guests and different activities to
contribute to the local community. Results also show that there is a competitive
advantage for a hotel to work with sustainability since this is something that is more
and more desired and required by today’s travellers. Tourism is in a very special
position to benefit from local communities, socially and economically, and to raise
awareness and support for preservation of the environment. Within the tourism
sector, economic development and environmental conservation should not be seen as
opposing forces- they should be pursued hand in hand as aspirations that can and
should be mutually reinforcing. 
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Sammanfattning 

Nyrenoverade Galomar öppnade sommaren 2018 och är det första självförsörjande 

hotellet på Madeira från förnybara energikällor. Hotelledningen är mycket engagerad i 

miljömedvetenhet samt hållbarhet och vill därför se till att de gör allt de kan för att vara så hållbara 

som möjligt. Syftet med denna rapport var att identifiera och analysera miljöarbetet och 

hållbarhetsarbetet på hotell Galomar. Grunden för identifiering utfördes genom en förenklad 

livscykelanalys. Analys utfördes med hjälp av hörnstenmodellen, FN: s sjutton hållbarhetsmål och 

följande verktyg för offensiv kvalitetsutveckling: GAP-analys, SWOT och 10M. De metoder som 

användes för att samla in data var i första hand kvalitativa genom observation av hotell Galomar 

samt intervjuer med gäster på hotellet. Resultaten visar att hotellet främst arbetar med att bidra till 

hållbarhet inom besöksnäringen genom en engagerad ledning, ett energihanteringssystem, 

avancerat bevattningssystem, inkluderande av anställda samt diverse aktiviteter för att bidra till det 

lokala samhället. Resultaten visar också att det finns en konkurrensfördel för ett hotell att arbeta 

med hållbarhet eftersom det här är något som är mer och mer efterfrågat och i många fall ett krav 

från dagens resenärer. Turismen befinner sig i en mycket speciell position för att dra nytta av lokala 

samhällen, både socialt och ekonomiskt, samt att öka medvetenheten och stödet till bevarande av 

miljön. Inom turismsektorn bör ekonomisk utveckling och miljöskydd inte ses som motstridiga 

krafter utan de bör eftersträvas hand i hand för ömsesidigt förstärkande. 

 

Nyckelord: besöksnäringen, hållbarhet, livscykelanalys, miljö, turism. 
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1. Introduction 

In the introduction, the background to the problem that the thesis work is based on is 

presented together with the purpose, research questions and delimitations. 

1.1 Background  

The planet is in ‘ecological overshoot’, meaning more of the Earth’s resources 

are consumed than the planet can regenerate (Legrand, Sloan and Chen, 2017, p. 2). There is 

little scientific dispute that the world is heading towards a warmer and harsher climate, less 

dependable water and energy supplies, less intact ecosystems with fewer species, more acidic 

oceans and less naturally productive soils (Legrand, Sloan and Chen, 2017, p. 7). Climate 

change, water aquifer depletion and natural resource depletion all provide daunting 

challenges to the present and future population. The economy, the human population and the 

Earth’s ecosystems are all inextricably linked (Legrand, Sloan and Chen, 2017, p. 8). 

The boom in tourism and hospitality has given rise to millions of new jobs and 

increased economic prosperity in countries around the world (Legrand, Sloan and Chen, 

2017, p. 16). Tourism represents one of the biggest economy sectors in the world, which 

makes it an important growth opportunity for the least developed countries (Gaval, 2016). 

As the world’s largest service industry, tourism and hospitality contribute and estimated ten 

percent to worldwide gross domestic product (GDP) taking into consideration the direct, 

indirect and induced impacts and it provides one out of ten jobs around the world (UNWTO, 

2018).  

While the economic impacts are significant, the industry has substantial 

positive and negative impacts on society and the environment as well and is therefore faced 

with a range of increasingly pressing challenges. The modern day hotelier requires an in-

depth knowledge in the traditional fields on operations but also in stakeholder relationships 

and increasingly over the past decade: environmental management, ethics and social 

responsibility (Legrand, Sloan and Chen, 2017, p. 17). Tourism is one of the major causes of 

pollution and carbon dioxide production. It is easy to believe that sustainable tourism only 

concerns the environment but the benefits of sustainable tourism are not only environmental, 

but also social and economic. Every year a billion people travel throughout the world and 

this number continues to grow with a forecast that, in 2030, the number of tourists will 
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increase to almost two billion. Sustainable tourism is of primary importance to our planet and 

its future, so much that even the UN dedicated the year 2017 as the International Year of 

Sustainable Tourism. 

In the past few years the demand for sustainable tourism has grown rapidly and 

many consumers expect the tourism provider to supply them with sustainable products 

(Sustaining Tourism, n.d.). The environmental challenge of turning the consumer society in 

a more sustainable direction is tremendous (Dahlin, Persson, Persson, Philipson, 

Ammenberg, Baumann and Tillman, 2016, p. 293). In this context a life cycle assessment 

(LCA) has been brought forward as an important and comprehensive method for analysis of 

the environmental impact of products and services. One of the reasons for undertaking an 

LCA study is that there are growing concerns about a variety of environmental issues 

expressed by public opinion, political bodies and industry (Dahlin et al., 2016, p. 240). 

Hotel Galomar is awarded the first self-sufficient hotel in Madeira Island out 

of renewable sources of energy (Galomar, 2019). The hotel holds a magnificent cliff-edge 

location, premium accommodation services, a seawater outdoor swimming pool and spa and 

it was newly refurbished in 2018. The hotel is situated on the small Portuguese island 

Madeira where tourism contributes to 26, 6% of GDP (DREM, 2018).  

1.2 Problem  

The United Nations (2015) 17 Sustainable Development Goals are integrated 

and indivisible and balance the three dimensions of sustainable development: the economic, 

social and environmental. The United Nations (2015) acknowledge the role of the diverse 

private sector, ranging from micro-enterprises to cooperatives to multinationals. They 

emphasise that the secret to success for the agenda will be that the journey will involve 

everyone from governments, through business and the private sector, to the scientific and 

academic community, it is an agenda of the people, by the people and for the people.  

The hotel management at Galomar is very much engaged in sustainability and 

therefore wants to ensure that they are doing everything achievable to be as sustainable as 

possible, regarding the environment but also when it comes to economic and social factors. 

The hotel management is interested in investigating and measure the hotel’s sustainability to 

see how the hotel can contribute to sustainability in the hospitality industry. This together 

with the corner stone model (Bergman and Klefsjö, 2012, p. 40) where the core is to focus 
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on customers, culminated in the conclusion of performing a life cycle assessment on a guests 

stay at hotel Galomar and weigh the hotel’s sustainability work against the UN Agenda 2030 

(United Nations, 2015).  

1.3 Purpose 

The purpose of this report is to identify and analyse the environmental and sustainability 

work performed at hotel Galomar.  

1.4 Research questions 

1. How does hotel Galomar work to provide to sustainability in hospitality?  

 

2. Are there competitive advantages for a hotel to work with sustainability?  

1.5 Delimitations 

Delimitations have been made so that this report only addresses work and 

impacts of hotel Galomar, not the entire Galo Resorts.  Due to the restriction of time for this 

examination, the life cycle assessment will serve to investigate how the hotel works with the 

environment and not to perform a detailed life cycle impact assessment. Social aspects have 

been included in the life cycle assessment for evaluation reasons. 
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2. Theory 

This section describes the chosen theories that form the basis of the report's theoretical 

framework. Here concepts and knowledge are presented that will be used throughout the 

report. 

2.1 Life cycle assessment  

In an environmental life cycle assessment (LCA), natural resource use and 

pollutant emission are described in quantitative terms (Dahlin et al., 2016, p. 239). However 

LCA is more than that, it can also be described as a whole procedure for how such a study is 

done and interpreted. First, the product to study and the purpose of the LCA are specified in 

the goal and scope definition. Inventory analysis implies the construction of the life cycle 

model and calculation of the emissions produced and the resources used during the life cycle.  

The strength of the LCA is that it studies a whole product system (Dahlin et al., 

2016, p. 241). Since a whole life cycle is studied, a LCA is not site specific, meaning that the 

environmental impact cannot be modelled at a very detailed level. Economic and social 

aspects are not included in LCA other than when used as a basis for weighting. In ISO 14040 

(2006) LCA is described as a technique for assessing the environmental aspects and potential 

impacts associated with a product by: 

 Compiling an inventory of relevant inputs and outputs of a product system. 

 Evaluating the environmental impacts associated with those inputs and outputs. 

 Interpreting the results of the inventory analysis and impact assessment phases in 

relationship to the objectives of the study. 

2.1.1 Goal and scope definition 

Looking at the ISO standard 14040 (2006) the goal definition includes stating the 

intended application of the study and the reason for carrying it out. Before an LCA can be 

performed, the problem formulation needs to be specified more clearly, for example: Which 

are the main environmental problems in this product’s life cycle? (Dahlin et al. 2016, p. 244). 

Part of the goal and scope definition is also to define the context of the study and to whom 

and how the results are to be communicated. Choices related to the modelling are made 

during the goal and scope definition and system boundaries need to be specified in several 

dimensions (Dahlin et al. 2016, p. 269):  
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Depending on hotel size, category, number of rooms, customer profile 

(business/vacation), location (rural/urban, climate zone), in addition to the types of 

services/activities and amenities offered to guests there are substantial differences in energy 

use between different types of hotels (Legrand, Sloan and Chen, 2017, p. 62). It can be 

viewed that a hotel is set up of three distinct zones, all serving distinctly different purposes: 

 The guest room area (bedrooms, bathrooms/showers, toilets) 

 The public area (reception, hall, lobby, bars, restaurants, meeting rooms, swimming 

pool, gym, sauna, etc.) 

 The service area (kitchens, offices, store rooms, laundry, staff facilities, machine 

rooms and other technical areas). 

2.1.2 Functional unit 

It is important that the functional unit is related to the study at question (Dahlin 

et al., 2016, p. 253). The functional unit needs to be relevant for the purpose of the study and 

in this case contribute to clarification. It is also preferable that the functional unit allows for 

fair comparison. In this case it indicates that the functional unit should be applicable if a 

similar study should be performed at another hotel.  

2.2 The Cornerstone model 

Many organisations work actively with quality issues as an integrated part of 

their business (Bergman and Klefsjö, 2012, p. 38). This performance lays the foundation for 

Total Quality Management (TQM) and that implicate to constantly strive for achieving, and 

preferably exceed, customers’ needs and expectations to the lowest possible cost by 

constantly working with improvement where everybody is engaged and that focuses on the 

organisation’s processes. The essence of TQM is to actively prevent, change and improve 

and not to control and repair. The key in TQM is development which implies to constantly 

work with quality as an ongoing work, not a project and that it includes supporting the 

personal development of the people who work in the process. With a committed leadership 

as a foundation a successful quality management can be performed. The culture that this work 

should lean on has its foundation in the values to: 

 Focus on customers 

 Base decisions on facts 

 Focus on processes  
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 Improve continuously 

 Let everybody be committed (Bergman and Klefsjö, 2012, p. 39) 

These values need to integrate and work together to achieve a successful result 

(Bergman and Klefsjö, 2012, p. 39). These values are called cornerstones and need to be 

supported by suitable methodologies and concrete tools, see figure 1.  

 

Figure 1: Self-drawn Cornerstone model for TQM as presented in Bergman and Klefsjö (2012, p. 40) 

Focus on customers. In modern views it is central to focus on customers 

(Bergman and Klefsjö, 2012, pp. 40-41). It is the customer that defines quality and the quality 

should be put in relation to the customer’s needs and expectations. It is therefore of utmost 

importance to understand ones customers and try to view things from the customer’s point 

of view. 

Base decisions on facts. When decisions are to be made they should be based 

on facts and not have random ideas as a determining factor (Bergman and Klefsjö, 2012, pp. 

42-43). To succeed with basing decisions on facts information needs to be gathered, 

structured and analysed. It requires a knowledge of abnormalities and variation together with 

an understanding of knowing how to separate real causes from “noise”.  

Focus on processes. A big part of an organisation is made up by processes 

which are a network of coherent activities that are repeated (Bergman and Klefsjö, 2012, pp. 

44-55). A process transforms input, e.g. information or raw-material, into a service or 

product. The product or service shall satisfy the customer’s needs and wants and at the same 

time use as little resources as possible.  
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Improve continuously. The symbol for constant improvement is Deming’s 

Plan-Do-Study-Act cycle (Bergman and Klefsjö, 2012, p. 46). The biggest room in the world 

is the room for improvement. New development is constantly created through new 

technology and innovation making it fundamental to work with continuous improvement. 

The fundamental rule in quality improvement is that there is always a way to achieve better 

results in the form of a better service or product with higher customer satisfaction, using less 

resources.  

Let everybody be committed. To succeed with quality improvement work it is 

required that the organisation creates prerequisites for commitment (Bergman and Klefsjö, 

2012, pp. 48-49). This cornerstone is of importance to facilitate for employees to be 

committed and actively take part in decision making and improvement work. Important key 

factors are communication, delegation and education. Employees must feel dedication and 

responsibility to perform a satisfactory work achievement.  

2.3 The United Nations 17 sustainability goals  

The 17 Sustainable Development Goals demonstrate the scale and ambition of 

the new and universal 2030 Agenda for Sustainable Development (United Nations, 2015). 

They seek to build on the Millennium Development Goals and complete what they did not 

achieve, for example to realize the human rights of all and equality for all. The goals are 

integrated and indivisible and balance the three dimensions of sustainable development: the 

economic, social and environmental.  

 Goal 1: End poverty in all its forms everywhere 

 Goal 2: End hunger, achieve food security and improved nutrition and promote 

sustainable agriculture 

 Goal 3: Ensure healthy lives and promote well-being for all at all ages 

 Goal 4: Ensure inclusive and equitable quality education and promote lifelong 

learning opportunities for all 

 Goal 5: Achieve gender equality and empower all women and girls 

 Goal 6: Ensure availability and sustainable management of water and sanitation for 

all 

 Goal 7: Ensure access to affordable, reliable, sustainable and modern energy for all 
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 Goal 8: Promote sustained, inclusive and sustainable economic growth, full and 

productive employment and decent work for all 

 Goal 9: Build resilient infrastructure, promote inclusive and sustainable 

industrialisation and foster innovation 

 Goal 10: Reduce inequality within and among countries 

 Goal 11: Make cities and human settlements inclusive, safe, resilient and sustainable 

 Goal 12: Ensure sustainable consumption and production patterns 

 Goal 13: Take urgent action to combat climate change and its impacts 

 Goal 14: Conserve and sustainably use the oceans, seas and marine resources for 

sustainable development 

 Goal 15: Protect, restore and promote sustainable use of terrestrial ecosystems, 

sustainably manage forests, combat desertification, and halt and reverse land 

degradation and halt biodiversity loss 

 Goal 16: Promote peaceful and inclusive societies for sustainable development, 

provide access to justice for all and build effective, accountable and inclusive 

institutions at all levels 

 Goal 17: Strengthen the means of implementation and revitalize the Global 

Partnership for Sustainable Development (United Nations, 2015, p. 14) 

2.4 Tourism and sustainability 

Sustainable development means development that meets today's needs without 

compromising the ability of future generations to meet their needs (Bergman and Klefsjö, 

2012, p. 637). Legrand, Sloan and Chen (2017, p. 22) are on the same track when they claim 

that sustainable development means improving the quality of human life while living within 

the carrying capacity of supporting ecosystems (Legrand, Sloan and Chen, 2017, p. 22). 

According to Bergman and Klefsjö these are the principals for sustainable development:  

 long-term 

 new growth methods 

 constant improvement 

 integration of economic, environmental and social aspects in decision making 

 respect for the boundaries of the ecological system 

 justice between generations and within generations (2012, pp. 637-638) 
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According to the World Tourism Organization (UNWTO, 2005, p. 12) 

sustainable tourism is tourism that fully considers its current and future economic, social and 

environmental impacts, addressing the needs of visitors, the industry, the environment and 

host communities. Looking at the definition of sustainable hospitality, the entire value chain 

and life cycle of an operation has to be taken into consideration when identifying critical 

aspects impacting on sustainability performance (Legrand, Sloan and Chen, 2017, p. 27). 

This includes construction to furnishing; from food and beverage sourcing to production and 

waste management; from management to day-to-day operations, all management and 

operational decisions must be made in harmony with the environment, society and 

operational profitability.  

Over the past decades tourists’ interest in the environment has gradually 

increased with the majority of travellers preferring to choose environmentally friendly hotels 

(Legrand, Sloan and Chen, 2017, p. 257). These days it is not only activists but also the 

informed customer that is involved in the safeguarding of the environment and more 

particularly in sustainable development. It is also argued that a tourist’s demeanour regarding 

environmental issues are highly dependent on where they originally come from. In Europe, 

the Scandinavian countries, Germany, France and the Netherlands are far more concerned 

about environmental questions than the southern or eastern member countries. Research has 

found that the social, economic and formal practices dimensions of sustainability positively 

affect competitive advantage, mediated by customer satisfaction, organisational reputation 

and commitment (Cantele and Zardini, 2018, pp. 166-176). It also showed competitive 

advantage to be a second-stage mediator that positively contributes to financial performance.  

2.5 Previous research 

Legrand, Sloan and Chen (2017, p. 474) present a summary of the case study 

life cycle assessment of the hotel chain Accor’s business activities. The input analysis 

included raw materials, energy and water. The output included energy consumption, water 

consumption, waste production, carbon dioxide emissions and eutrophication (water 

pollution). Accor broke down their operations into eleven distinct areas (cooling equipment, 

energy, water, food and beverage cleaning products, laundry, waste, employee travel, office 

equipment, room equipment and construction materials and created five environmental 

impact families (1-energy consumption, 2-water consumption, 3-waste production, 4-climate 
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change due to greenhouse gas emission and 5-water eutrophication). Each of those impacts 

was assigned a measurement indicator: 

 Energy consumption = megawatt hour (MWh) 

 Water consumption = cubic meter (m³) 

 Waste production = tonnes (T)  

 Climate change = tonnes of carbon dioxide equivalent (TCO₂Eq) 

 Water eutrophication = tonnes of phosphate ion equivalent (TPO₄³⁻Eq) (Legrand, 

Sloan and Chen, 2017, p. 475) 

Legrand, Sloan and Chen (2017, p. 475) emphasises that it is not always that 

all data is available to a company. In the case of Accor who operates hotels in 90 countries 

the collection of data was a huge challenge leading to limitations in quality of the findings. 

Despite this the hotel group managed to map out various areas and their related impact on 

the planet.   
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3. Methodology 

 

This section describes the data collection and implementation to answer the research 

questions. The selection of qualitative methods such as interview and observation are 

explained in more detail. 

3.1 Composition 

This report is based on a qualitative case study where the data collection was 

both qualitative and quantitative. The case study approach was chosen since it enabled the 

student to delve deep into the intricate of the situation in order to describe things in detail and 

provide an account that explores particular aspects of the situation (Denscombe, 2017, pp. 

57-59). It was also made to create a greater depth and to minimize the exclusion of important 

information. Theory and application have been studied through abduction, which means that 

theory has been developed and laid as a foundation, then new theory has been analysed and 

included based on collected data (Patel and Davidson, 2011, p. 24). 

3.2 Collection of data  

Denscombe (2017, p. 56) defines the case that forms the basis of the 

investigation as something that normally already exists. It is not a situation that is artificially 

generated specifically for the purposes of the research. In this study a hotel was chosen as 

the case, since it is a particular instance of a broader category of thing and has specific 

features in common with other hotels. The hotel has provided data relevant to the practical 

problem and the theoretical issue that the researcher wanted to investigate. 

 The case study approach (Denscombe, 2017, pp. 57-59) was chosen because 

the prospect of getting some valuable insight depends on being able to investigate things in 

depth. The strategic decision was made to devote all efforts into researching just one instance 

since this gave a far greater opportunity to delve into things in more detail and discover things 

that might not have become apparent through more superficial research. There was not only 

an interest in what goes on in the hotel but also in explaining why the things occur.  
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3.2.1 Observation 

The collection of data for the LCA was performed through observation by a 

tour through hotel Galomar together with the supervisor. The observation methodology was 

chosen since it allowed the study of behaviours and events in a natural context at the same 

time as they occurred (Patel and Davidson, 2011, p. 91). Before the tour started the student 

and supervisor systematically planned the observation to determine what was to be observed 

and how this would be recorded (Patel and Davidson, 2011, p. 93). With a master’s degree 

in environmental engineering and with years in the tourism industry the supervisor was able 

to give great inputs to all the questions and thoughts that the student presented. The idea was 

to go through all the areas where a guest resides during a stay at the hotel. This meant that 

observation was made for the following areas: hotel room, swimming pool, restaurant, SPA 

and gardens. During the tour for observation the student took notes of what was said and 

seen, see Appendix A, and she also took pictures to remedy the frailties of human memory 

(Denscombe, 2017, pp. 225-227).   

3.2.2 Questionnaire 

When the observation had been performed and recorded and more information 

about sustainability in hospitality had been obtained it was clear that more details were 

needed for the LCA. Denscombe (2017, p. 183) means that a questionnaire should be 

designed to collect information which can be used subsequently as data for analysis. It is a 

tool that does not set out to change people’s attitudes or provide them with information but 

whose purpose is to discover things. To gather more detailed data for the LCA a questionnaire 

was put together, see Appendix B, where the different stages of the life cycle were presented 

and more detailed questions to these stages were asked. 

3.2.3 Interviews 

Denscombe (2017, p. 203) argues that the time and expense of conducting 

interviews is best rewarded when the research wants to explore complex and subtle 

phenomena. These can be: opinions, feelings, experiences or other phenomena where the aim 

of the research is to understand them in depths rather that report them in a simple word or 

two. The question “Are there competitive advantages for a hotel to work with sustainability?” 

is very much dependent on the opinion of the hotel guests. Therefore it was chosen to perform 

qualitative interviews with guests staying at hotel Galomar to include the customer’s point 

of view in the collection of information. The interviews were performed during two days to 
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be able to catch as many clients as possible. The time chosen to perform the interviews was 

between 9.00 and 11.00 in the morning when most clients just have had their breakfast and 

are having some spare time relaxing before going away on the day’s excursion. The intention 

was to perform between five and ten interviews and try to get different nationalities included.  

The student’s subject examiner gave valuable input before the interviews were 

he enhanced that sustainability can be viewed upon differently by different people. Because 

of this it was decided to bring and explanation to each interview, see Appendix L, in the form 

of an illustration of sustainable development. This illustration was shown to each interviewee 

to clarify that sustainability is three-dimensional and covers not only the environment but 

also the social and economic aspect.  

3.2.4 Interview guide 

The interview guide was composed with input from the supervisor and the 

subject examiner. With a solid background in quality management the subject examiner gave 

priceless input to the interview guide. A medium level of standardisation was chosen for the 

interviews where the questions, see Appendix F, where formulated beforehand but the order 

in which they were asked were dependent on what felt appropriate during the interview (Patel 

and Davidson, 2011, p. 76). It was also left open for follow up questions or insert of additional 

information to clarify, if needed during the interview. A relatively low level of structuration 

was also chosen to leave a larger space for the interviewee to respond within. The intention 

was to create open questions that would not steer the interviewee in a certain direction but 

rather let them respond in their own words and way. 

3.3 Data analysis 

3.3.1 How does Galomar work to provide to sustainability in hospitality? 

To create a common picture of what Galomar does to provide to sustainability 

in hospitality a flow chart was designed using the data that was collected to perform the 

inventory analysis (Bergman and Klefsjö, 2012, p. 465). For many processes there is great 

potential for improvement (Bergman and Klefsjö, 2012, p. 465). It is therefore often worth 

the effort to be systematic when the current process is to be described and understood, thereby 

capturing improvement opportunities. An important way to create this knowledge is to map 

the process in a flow chart, where the various activities are identified.  
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By creating the flow chart the process was mapped out and various activities 

were identified. The intention with this was to clarify, identify and create a visualisation. 

Also, because the knowledge created by defining and mapping a process has a great value in 

itself. It is an excellent platform for the improvement work by creating a common picture of 

what is happening or not. The flow chart was a method to facilitate the work of comparing 

the sustainability work performed by hotel Galomar with the United Nations 17 sustainability 

goals. 

3.3.2 Are there competitive advantages for a hotel to work with sustainability? 

 To make sense out of the interviews a check sheet was compiled to see 

similarities between the interviewees’ responses, see figure 2. The check sheet helped 

structure and clarify the different answers and also to clarify there meaning in the attempt to 

answer the research question. This work started with looking for statements in the responses 

that were able to help answer the research question and theses were then presented in the left 

column of the check-sheet. Then all interviews were gone through again, several times, to 

find how many answers that matched each statement.  

 

Figure 2: Self-drawn check-sheet for compiling of interviews. 
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3.3.3 Improvement suggestions from interviews 

To make sense of the three improvement suggestions that emerged from the 

interviews a matrix has been composed, see figure 2, using a combination of current situation 

analysis, GAP-analysis, SWOT and 10M. Tonnquist (2014, p. 66) claims that the current 

situation analysis is an efficient tool for highlighting the benefits that should be utilized in 

the implementation and at the same time becoming aware of disadvantages that could prevent 

the project from reaching its goal. To create an offer that meets or surpasses the customer's 

expectations, an understanding of the customer and an ability to understand the needs and 

expectations of the customer is required (Bergman and Klefsjö, 2012, p. 344).  

Zeithaml et al. (1990, cited in Bergman and Klefsjö, 2012, p. 343) presented a 

model that explains reasons for customer dissatisfaction, this model is called the gap-model. 

The GAP-model was used since this has been developed to illustrate how a negative gap 

between perceived service and expected service arises (Bergman and Klefsjö, p. 343). It is 

excellent to research and define the gap between current performances and desired future 

goal. It is also an important aspect when it comes to identifying what needs to be done in a 

project.  

When performing a current situation analysis the preferred tool is a SWOT-

analysis, where the abbreviation stands for Strengths, Weaknesses, Opportunities and Threats 

(Tonnquist, 2014, p. 64).  

Strengths: Factors within the project and the studied organisation that can facilitate. 

Weaknesses: Factors within the project and the studied organisation that can hinder.  

Opportunities: Factors outside the project and the studied organisation that can facilitate. 

Threats: Factors outside the project and the studied organisation that can hinder. 

A SWOT analysis was carried out to investigate the possibilities of bridging 

the gaps between the current and the desired position (Tonnquist, 2014, p. 64). Strengths, 

weaknesses, opportunities and threats were identified for each area via an application of the 

10M checklist (Isaksson 2016). In this way it emerged whether resources could be matched 

to close the gap or not, which is shown in the maxime column in the matrix. 

The needs and resource analysis consists of 10M (Isaksson 2016) and originates 

in the Fishbone diagram consisting of 7Ms where typical categories for causes to a quality 

problem are proposed. Isaksson (2016) means that the approach can be used for finding 

causes to existing potential, not only in the process dimension of quality, but also in other 
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dimensions. The last M of the matrix maxime, from the Latin word for possible, is the overall 

estimate and represents a limit on whether it is possible to close the gap or not. In this report 

the 10M aims to do an inventory of what resources exist and what needs to be done by 

reasoning about the following issues:  

1 Mission; is the area of improvement measurable and well defined? 

2 Management; is there enough management support? 

3 Method; are there tools, can an improvement be controlled? 

4 Manpower; are there the right skills, motivation and experience? 

5 Measurement; can the improvement be based on facts? 

6 Machine; is there capacity and ability to use the improvement result? 

7 Material; is it a well-established process that will be improved? 

8 Milieu; is the improvement sustainable both in social, environmental and economic terms? 

9 Market; is the improvement relevant to customers and suppliers? 

10 Maxime; is it possible to carry out the improvement? 

3.4 Validity and reliability  

Validity. Validity refers to the accuracy, precision and relevance of the 

collected data (Denscombe, 2017, p. 300). The qualitative studies that have been used to 

answer the research questions have been carried out with utmost accuracy, which has led to 

the right things being measured and examined. For example, a reflection was made after 

interviews about how well the method worked to answer the questions or if the right things 

were collected using the right questions. Such a reflection gave an insight into the suitability 

of the methodology and the possibility of revising the choice of method.  

Reliability. Reliability can be explained as whether a research instrument is 

neutral in its effect and consistent across multiple occasions of its use (Denscombe, 2017, p. 

301). The concept is thus about the fact that things have been measured correctly. A 

methodology for data collection that has good reliability is one that can be implemented again 

and achieve the same results. Before the observation was made a plan for the observation and 

questions were laid down. Before the interviews were performed an interview guide was 

composed and anchored with the supervisor and subject examiner. To enhance reliability 

during the conduction of interviews they were recorded and at the same time the student took 

notes of what was being said. To further ensure that the chosen method led to the 
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measurement being performed correctly, a brief summary of what was perceived was 

formulated at the end of each interview. This was done to give the interviewee a chance to 

intervene and give feedback if incorrect information had been perceived.  

3.5 Ethics  

The ethical standpoints that have been taken into consideration during the study 

include, among other things, objectivity, anonymity, requirement of consent, requirement of 

information, requirement of confidentiality and requirement of use. None of the work that 

has been done in the form of data collection has compromised a person's identity.  

Objectivity. The study has been carried out as objectively as possible during the 

data collection phase in order for all the facts from the organization and interviewees to be 

received with an impartial approach. For example while performing the observation both the 

student and the supervisor tried to “fade into the background” to not disrupt normality 

(Denscombe, 2017, p. 229). Even if it is unlikely, it is worth mentioning that there is a 

possibility that the supervisor could have compromised with the objectivity without the 

student’s knowledge. 

Anonymity. Before each interview it was clarified that the interview would be 

recorded and that this recording would only be listened to by the student (and eventually the 

subject examiner) and after data had been collected all recording would be deleted (Patel and 

Davidson, 2011, p. 74). It was also informed that all participation was completely 

confidential where only the student had access to which answers belonged to which 

respondents.  

Requirement of consent. Participants in a study have the right to decide on their 

own participation (Patel and Davidson, 2011, p. 63). The interviewees have always been 

informed about their participation. They have also been given the chance to decide whether 

the collected material may be used in the study or not. 

Requirement of information. The student must inform the research concerned 

of the purpose of the research task in question (Patel and Davidson, 2011, p. 63). Before each 

interview the purpose of the interviews was clarified to the guests to motivate them to answer 

the questions. Before each interview it was clarified how the individual's contribution would 

be used. Before each interview started the information in Appendix F was presented to the 

individuals participating in the interview. After that the individuals were kindly asked if they 
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wanted to participate or not. A total of ten couples were approached and informed and a total 

of seven couples agreed to participate.  

Requirement of confidentiality. Information on everyone included in a study 

shall be given the greatest possible confidentiality and the personal data shall be kept in such 

a way that unauthorized persons cannot access it (Patel and Davidson, 2011, p. 63). All 

recordings were made on the student’s mobile phone which is locked with a password that 

only the student has access to. This has been taken into account by avoiding collecting 

personal data from participants. The recordings were just named a number from one to seven 

and saved on the mobile phone until this report had been completed and approved. This was 

possible given that the survey mostly required neither name nor other personal data. This was 

possible given that the research no required neither name nor other personal data. 

Requirement of use. Data collected on individuals may only be used for 

research purposes (Patel and Davidson, 2011, p. 63). By asking each participant for the use 

of the material after each interview or observation, this requirement has been taken into 

account. In this way, no material without an approval has been used further in this study. 
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4. Results 

This section presents the results that have emerged from performing the observation of the 

hotel facilities, from the questionnaire and from conducting interviews with hotel guests in 

the aim to answer respective research question. 

4.1 How does Galomar work to provide to sustainability in hospitality?  

Hotel Galomar is a four star hotel that offers a unique holiday experience based 

on the authenticity of the Madeira destination and its greatest assets, Nature and Culture. The 

hotel is beautifully situated on top of a cliff and offers a diversity of experiences and services. 

The hotel has chosen a distinct position and intends to be a reference unit in the environmental 

perspective. The hotel uses solar panels to be 100% self-sufficient regarding energy 

consumption and the selected equipment of low energy consumption e.g., the elevators, the 

heating system and lights assure the sustainable use of energy sources. The hotel also uses 

residual waters from irrigation and reuses it into its sewage system. Galomar want to prove 

that it is possible to live a luxurious life whilst also making better sustainable choices.  

System boundaries 

From the client arrives to the hotel until the client departs from the hotel 

through: common areas, hotel room, swimming pools, restaurants, SPA and gardens.  

Functional unit 

Environmental impact from one client during one week. 

Inventory analysis 

The hotel building is classified with the energy certification A++ and possesses 

LED lights. An energetic management system is used to monitor, control and optimize the 

performance of the energy suppliers (Appendix A). Solar panels on the roof, 542 photovoltaic 

panels (255 W each) for power supply and 77 solar thermal panels for water heating, provide 

100% of the energy used to run hotel Galomar, and even leaves some excess energy that is 

shared with the sister hotel Galo Sol (Appendix B). There are two chargers for electric cars 

that guests can use free of charge and other civilians can use for a small fee. A GCT system 

is used by the management and is a very important tool for a correct consumption 

management (electricity, water, light) and allows us to check where they can improve. It also 
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allows to create consumption averages per room so that the client can see if they are being 

able to stay in the room or not (Appendix B). The management also applies Centralized 

Technical Management, which is used for: 

 Installation of energy-efficient equipment 

 Operational optimization of equipment 

 Proper monitoring and maintenance over the life of the equipment 

 Modernization of equipment when energy efficiency is reduced 

All employees are involved in the hotels environmental and sustainability 

policy. Initial training is given and environmental and sustainability meetings are held every 

year. In the lobby and reception area all the pillars and the wall structure are used from 

recycled material and all material in the refurbished hotel is recyclable (Appendix A). All the 

lights in the hotel are connected to sensors, so when there is no one around, they will 

automatically switch off. When you enter the lifts you will find screens that will make you 

aware that the elevators are solar-driven. The only down side with this is that they sometimes 

have to stop to charge for 15-20 min but considering the hotels is only a few floors high it is 

also easy to take the stairs. Also, every e-mail from the staff includes this message: Please 

think before you print!  

Hotel Room 

Smart TV in every room with all the information about the hotel. The 

receptionist at the check-in explained that the hotel does not provide printed information 

to save paper, so everything can be found on the smart-TV in the rooms (Appendix A). Every 

door is opened electronically with an App which means that the normal (plastic) cards used 

to open most hotel doors are not necessary. The air-conditioning system is programmed so 

that the client can only lower or raise temperature two degrees above or below the natural 

ambient temperature. Worth mentioning is that Madeira beholds a subtropical climate with 

an average day temperature of 25 degrees in August and of 19 degrees in January. The 

Gulfstream provides to the lukewarm temperatures and the sea temperature only differs 

between about 17 and 25 degrees contributing to mild temperatures even at night all year 

around.  

The hotel gives an award to the most sustainable client, this can be viewed by 

a monitor that the client has in the room (Appendix A). All the rooms have Climalit windows 

which is a window with insulation glazing, composed of two or more glasses separated by a 
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distance profile which is defined by a sealed chamber with dewatered air providing excellent 

thermal and acoustic insulation and reduces condensation on the inside of the glass. A water 

saving system has been implemented leading to water savings through the installation of 

reducers of flow in the taps. The taps are also designed so that cold water is preferred to hot 

water. Also, the water that goes to the toilets and irrigation system comes from a tank of a 

Levada (pure rainwater that is channelled down from the mountains) so that potable water 

does not have to be wasted for flushing the toilets.  

Every hotel room has its own bin with waste separation. Towels are only 

changed upon request, meaning when the towel is put on the floor in the bathroom. If the 

guest leaves the towel on the hanger it means he or she is willing to reuse the towel one more 

day. The hotel instructs this to the guests through an information sign placed very visibly in 

the bathroom. Sheets are only changed when the guests want them to be changed, there is a 

sign on the nightstand that the guests places on the bed when this is desired.  

 Water usage: 0,91 m³ / guest / week 

 Energy consumption: 35KWh / guest / week 

 Waste: 0,02 Kg / guest / week 

 Cleaning: 0,05 L Johnson Diversey / guest / week 

 Towel cleaning: external company  

 Lights: automatically switches off when guests leave the room. 

 AC: automatically turns off when balcony doors are opened. 

Swimming pools  

The water to the upper swimming pool comes from the sea and is mixed with 

cleaned water from the air-conditioning system. The water from the sea goes into the air-

conditioning cooler where it works as a cooling factor meaning that fans are no longer 

needed. Afterwards the water goes to the pool and in the pool the water goes to the 

compensation tank and before the pool goes through a filtration system. For sanitary reasons 

this filtration system uses Chlorine, about 18 units (200g) per moth leading to the pool 

containing a minimum amount of chlorine 0,2-0,4 Cl PPM, which is the same amount as in 

drinkable tap water. The water for the lower swimming pool at sea level is pure sea water 

that is pumped in directly from the sea.   

 Water usage: not available 



22 (out of 40) 

 

 

 Chemicals: 0.2-0.4 PPM Chlorine. 0, 46 g / guest / week  

 Energy usage for filtration: 35KWh / guest / week (included in the consumption of 

the rooms) 

Restaurants  

In the hotel restaurants they have policies on how to prepare, handle and serve 

food so that waste is minimized. When serving buffets, as for breakfast it can be clearly 

noticed that there is not served too much food at once, to prevent food waste (Appendix B). 

There are no straws used in the bars and in general there is no single-use plastic to be found 

in the hotel at all. The aim is to always try and use locally or nationally produced products. 

The kitchen separates, weighs and records its food-waste for measurements. Organic food 

remains are separated and collected by a company that then distributes them for animal feed, 

a way of not sending to landfill. There is also a recycling company that comes to collect the 

used oils. 

 Water usage: 0,91 m³ / guest / week 

 Energy usage: 35KWh (included in the consumption of the rooms) 

 Waste: 0,02 Kg / guest / week (included in the consumption of the rooms) 

SPA 

In the SPA area all the products that are used are organic and biologic.  

 Water usage: 0,91 m³/guest/week (included in the consumption of the rooms) 

 Energy usage: 35KWh/guest/week (included in the consumption of the rooms) 

 Quantity of products used for treatments: no data available 

 Products used to clean SPA: 0,05 L Johnson Diversey / guest / week 

 Towel cleaning: External company 

Gardens 

In all the gardens surrounding both hotel Galomar and its sister hotel Galosol 

endemic plants to Madeira and Macaronesia have preference. Instead of lawns there is also a 

preference given to meadows requiring less watering. Recently the hotel also created a 

plantation of fruit trees and local sugar cane. The gardens are irrigated by an automatic 

irrigation system programmed to function at the beginning and at the end of the day. Thus, 
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there is less evaporation of water since there is no sun during these periods. The gardens are 

maintained by an internal team of gardeners.  

 Water usage: 0,91 m³/guest/week (included in room total) 

 Pesticides: no, only organic and biologic  

Social aspects 

The hotel holds annual donation campaigns for clothing and other personal 

items. On the day of the trees the hotel gathered employees and guests to plant trees in the 

mountains of Madeira. On the day of the environment a beach clean-up day was performed 

together with local students. The hotel gives ten meals per day to people in need. Also several 

other social support and environmental activities are performed throughout the year. The 

Quality and Environmental Manager was part of the incentive to star regularly workshops 

with other hotels on the island where different hotels come together to help each other and 

learn from each other to provide to the environment and sustainability in tourism on the 

island.  

4.2 Are there competitive advantages for a hotel to work with sustainability?  

 The interviews performed resulted in many outcomes and the following are 

the ones that help answer the research question if there are competitive advantages for a 

hotel to work with sustainability: 

 

- Seven out of seven interviewees responded that one of the main reasons that 

they choose to come to Madeira was for the beautiful nature.  

- Six out of seven interviewees responded that one of the main reasons for 

choosing hotel Galomar was for its location right by the sea.  

- Four out of seven interviewees responded that one of the main aspects that are 

important to them when booking a hotel in general is that it should be a smaller 

hotel.  

- Two out of seven interviewees responded that they are very unsure about what 

sustainability means.  

- Seven out of seven interviewees responded that they are happy to pay extra for a 

hotel that is environmentally friendly or sustainable and has some sort of 

certification for this.  
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- Three out of seven interviewees responded say that they actively look for 

environmental or sustainable alternatives when booking a hotel. 

- Four out of seven interviewees responded that they find it difficult to find 

information about environmentally friendly or sustainable alternatives when 

booking a hotel. 

- Seven out of seven interviewees responded that their stay at Galomar met their 

expectations as an environmentally friendly hotel. 

- Four out of seven interviewees responded that they do not feel comfortable to 

evaluate Galomar’s sustainability work due to their lack of knowledge 

concerning sustainability.  

Definition of environmentally friendly 

The combined definition for environmentally friendly, in hotel/tourism, 

provided by the interviewees is to take responsibility for the impact that you have on the 

planet by thinking about how one sources energy, sources food and take care of waste and 

residue.  

 

Definition of sustainability 

The combined definition for sustainability provided by the interviewees is to 

think holistic and more long-term ensuring that future generations also can live a quality 

life.    

 

4.3 Improvement suggestions from interviews 

- Three out of seven interviewees responded say that they actively look for 

environmental or sustainable alternatives when booking a hotel. 

- Four out of seven interviewees responded that they find it difficult to find 

information about environmentally friendly or sustainable alternatives when 

booking a hotel. 

- One out of seven interviewees responded that they prefer to take the stairs from 

one floor to another but found this difficult in hotel Galomar due to 

signalisation.  
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- Three out of seven interviewees responded that they are not exactly sure what 

the hotel provides to the locals and they wonder if the hotel collaborate with 

local associations, charity organisations etc. 

- Two out of seven interviewees recommend that the hotel could arrange different 

activities where profit goes to local athletic associations or other activities that 

are beneficial for the local population. 
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5. Analysis 

This section analyses the result and the outcomes of the study in relation to the theoretical 

framework and previous research.  

5.1 How does Galomar work to provide to sustainability in hospitality?  

5.1.1 Inventory analysis 

To succeed with basing decisions on facts, Bergman and Klefsjö (2012, pp. 43) 

suggests that information needs to be gathered, structured and analysed. It requires a 

knowledge of abnormalities and variation together with an understanding of knowing how to 

separate real causes from “noise”. The flow chart presented, see figure 3 on page 28, was a 

tool that helped exclude the noise and bring forward the essentials in hotel Galomar’s 

sustainability work.  

The flow chart, see figure 3, shows that hotel Galomar  contributes to 

sustainability goal number two (United Nations, 2015), end hunger, achieve food security 

and improved nutrition and promote sustainable agriculture, by donating ten meals per day 

to people in need. By providing employees with education, primarily about environment and 

sustainability Galomar contributes to lifelong learning opportunities as presented in 

sustainability goal number four. By providing stable work all year around on an island that 

is dependent on tourism (DREM, 2018) it can be argued that Galomar contributes to 

sustainability goal number one, ending poverty in all its forms everywhere. The flow chart in 

figure 3 also shows that Galomar works to contribute to sustainable management of water as 

presented in sustainability goal six (United Nations, 2015) through the following activities:  

 Water saving system 

 Award to the most sustainable client (including least consumption of water). 

 No straws and no single use plastics 

 Automatic irrigation system leading to less evaporation of water. 

Bergman and Klefsjö (2012, p. 49) mean that to succeed with quality 

improvement work it is required that the organisation creates prerequisites for commitment. 

By offering an award to the most sustainable client every week the hotel makes sure that not 

only the hotel staff but also the client is involved in the work towards sustainability. It can 

also be viewed that Galomar works on contributing to sustainability 
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goal number twelve (United Nations, 2015), ensure sustainable consumption and production 

patterns, through mainly the following aspects: 

 Lights connected to sensors leading to consuming less energy and light bulbs. 

 Water saving system leading to less water consumption. 

 Preparation, handling and serving of food to minimize waste. 

 Award to the most sustainable client (including least consumption of water). 

 Meadows instead of lawns. 

The flow chart, see figure 3, clarifies that Galomar does an extensive work to 

try and make a difference to the climate and to be a role model for other hotels. The incentive 

to perform workshops with other hotels on the island to help each other work for a better 

environment and sustainability in tourism on the island suggests that Galomar works towards 

goal number thirteen (United Nations, 2015), to take urgent action to combat climate change 

and its impacts and sixteen, promote peaceful and inclusive societies for sustainable 

development, provide access to justice for all and build effective, accountable and inclusive 

institutions at all levels.  

Bergman and Klefsjö (2012, p. 46) argue that the biggest room in the world is 

the room for improvement. New development is constantly created through new technology 

and innovation making it fundamental to work with continuous improvement. That the hotel 

management strives to meet other hotel managements to exchange knowledge, 

methodologies and tools can be seen as a good example of constant improvement. It can be 

viewed that Galomar works on contributing to goal fourteen, conserve and sustainably use 

the oceans, seas and marine resources for sustainable development by: 

 Water saving system 

 Award to the most sustainable client 

 No straws and no single use plastics 

 Automatic irrigation system leading to less evaporation of water. 

 Meadows instead of lawns. 

Hotel Galomar works towards goal fifteen (United Nations, 2015), protecting, 

restoring and promoting sustainable use of terrestrial ecosystems, sustainably manage 

forests, combat desertification, and halt and reverse land degradation and halt biodiversity 

loss through the following activities: planting of trees on Madeira island, planting of fruit 

trees and sugar cane in the hotel garden. 
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Figure 3: Self-drawn flow chart of guests stay at hotel Galomar. 
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5.1.2 Summary of inventory analysis 

The analysis of hotel Galomar’s sustainability work weighed against United 

Nations’ (2015) seventeen sustainability goals show that the hotel contributes to or actively 

works against nine of the goals. These goals are presented below. It could very well be that 

the hotel also contributes and/or works against the other eight goals, however this is not 

something that this study can prove.  

 Goal 1: End poverty in all its forms everywhere 

 Goal 2: End hunger, achieve food security and improved nutrition and promote 

sustainable agriculture. 

 Goal 4: Ensure inclusive and equitable quality education and promote lifelong 

learning opportunities for all. 

 Goal 6: Ensure availability and sustainable management of water and sanitation for 

all. 

 Goal 12: Ensure sustainable consumption and production patterns. 

 Goal 13: Take urgent action to combat climate change and its impacts. 

 Goal 14: Conserve and sustainably use the oceans, seas and marine resources for 

sustainable development. 

 Goal 15: Protect, restore and promote sustainable use of terrestrial ecosystems, 

sustainably manage forests, combat desertification and halt and reverse land 

degradation and halt biodiversity loss. 

 Goal 16: Promote peaceful and inclusive societies for sustainable development, 

provide access to justice for all and build effective, accountable and inclusive 

institutions for all levels.  

5.1.3 Is the hotel environmentally friendly and sustainable? 

The combined definition for environmentally friendly, within hotel/tourism, 

that the interviewees provided is: to take responsibility for the impact that you have on the 

planet by thinking about how one sources energy, sources food and take care of waste and 

residue. Looking at this definition, the hotel is environmentally friendly by sourcing all the 

energy needed with solar panels, using saltwater swimming pools, prioritizing local products, 

supplying waste separation in the rooms and by separating, weighing and recording food 

waste for measurements in the kitchen. These are the activities that lead to that the below 

figures, presented in the result section, are as low as they are. The definition of low here is 
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the expression of the student’s common sense since she could not find relevant data to 

compare these figures to.  

 Water usage: 0,91 m³ / guest / week 

 Energy consumption: 35KWh / guest / week 

 Waste: 0,02 Kg / guest / week 

 Cleaning: 0,05 L Johnson Diversey / guest / week 

 Chemicals: 0.2-0.4 PPM Chlorine. 0, 46 g / guest / week  

The combined definition for sustainability, which the interviewees provided is: 

to think holistic and more long-term ensuring that future generations also can live a quality 

life. A very similar definition is provided by Bergman and Klefsjö (2012, p. 637) when they 

define sustainable development as development that meets today's needs without 

compromising the ability of future generations to meet their needs. Looking at this definition 

it is uncertain if the hotel can actually be defined as sustainable even if they certainly work 

with sustainability.  

Legrand, Sloan and Chen (2017, p. 27) argues that the entire value chain and 

life cycle of an operation has to be taken into consideration when identifying critical aspects 

impacting on sustainability performance (Legrand, Sloan and Chen, 2017, p. 27). This 

includes construction to furnishing; from food and beverage sourcing to production and waste 

management; from management to day-to-day operations, all management and operational 

decisions must be made in harmony with the environment, society and operational 

profitability. Since this study has its delimitations it cannot clearly be determined if the hotel 

is fully sustainable or not. It is also relevant to address that data presented in the result section 

and also here could be different if the entire value chain had been studied.  
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5.2 Are there competitive advantages for a hotel to work with sustainability?  

 

Figure 4: Self-drawn check sheet for data from interviews. 

The foundation for Total Quality Management is to actively work with quality 

issues as an integrated part of the organisation (Bergman and Klefsjö, 2012, p. 38). This 

performance implicates to constantly strive for achieving, and preferably exceed, customers’ 

needs and expectations to the lowest possible cost. One of the five corners in the cornerstone 

model presented by Bergman and Klefsjö (2012, pp. 39-41) is to focus on customers. It is 

essential to focus on customers since it is the customer that defines quality and the quality 

should be put in relation to the customer’s needs and expectations. It is therefore of utmost 

importance to understand ones customers and try to view things from the customer’s point 

of view. The results, compiled as a check sheet in figure 4, indicate that the customers really 

value the environment of the chosen destination since seven out of seven interviewees 

responded that one of the main reasons that they choose to come to Madeira was for the 

beautiful nature.  

Looking at the customer point of view the results that emerged from the 

conducted interviews indicate that it is indeed a competitive advantage for a hotel to work 

with sustainability. Seven out of seven interviewees responded that they are happy to pay 
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extra for a hotel that is environmentally friendly or sustainable and has some sort of 

certification for this. So many as three out of seven interviewees responded that they actively 

look for environmentally friendly or sustainable alternatives when they are booking a hotel. 

This goes hand in hand with the theories presented by Legrand, Sloan and Chen (2017, p. 

257) that tourists are increasingly more interested in travelling in an environmentally friendly 

and sustainable way. They emphasises that it is no longer only activists but also informed 

customers that are involved in the safeguarding of sustainable development. Cantele and 

Zardini (2018, pp. 166-176) found strengthening evidence of this in their research showing 

that the social, economic and formal practices dimensions of sustainability positively affect 

competitive advantage, mediated by customer satisfaction, organisational reputation and 

commitment. 

Worth highlighting is that the interviews were performed on guests from 

Sweden, Denmark, Germany and Switzerland. It is argued that so far the Scandinavian 

countries, Germany France and the Netherlands are the countries in Europe that are far more 

concerned about environmental questions than the southern or eastern member countries 

something that can have impacted the results on this study (Legrand, Sloan and Chen, 2017, 

p. 257). At the time of the year the hotel was mostly occupied by Germans and Scandinavians 

leading to these nationalities being the majority of the interviewees. Worth mentioning is that 

if the interviews had been performed during another time of the year other nationalities such 

as Portuguese, English and French would have participated that might had led to another 

outcome from this study.   

5.3 Improvement suggestions from interviews 

Looking at the hotel website www.galoresort.com it is vaguely described that 

the hotel works with environmental and sustainability issues. Coincidentally the responses 

from the interviewees, see figure 4, show that four out of seven find it difficult to find 

information about environmentally friendly and sustainable alternatives when booking a 

hotel. Three out of seven interviewees responded that they actively look for an 

environmentally friendly or sustainable alternative when booking a hotel. It can therefore be 

argued that an improvement could be to clarify on the website and communicate to tour 

operators how the hotel works with sustainability.  

http://www.galoresort.com/
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Looking at the results from the Life Cycle Assessment the hotel ensures that 

they perform many different activities to provide to the local society and sustainability as a 

whole. These activities include: beach cleanings, tree plantings, donations, meal give-aways 

and more. Three out of seven interviewees responded that they are not sure what the hotel 

does to contribute to the social aspect of sustainability. This is indicating that the customers 

are not aware of what the hotel actually does which could mean that the hotel should market 

this better both within and outside its own operations.  

One out of seven guests emphasised that they prefer taking the stairs when 

staying in a hotel, especially when it has as few floors as this one has. However, to be able 

to do so it is important to know where the stairs are, something they found difficult during 

their stay in Galomar where the staircase in the main building has fire signs on it leading 

guests to believe that they are not allowed to go there unless there is an emergency. This is 

also of importance since the elevators regularly need to charge for 15-20 minutes. It could 

therefore be suggested that the indication to use the stair cases in the hotel could be clarified.  

 The below improvement matrix, see figure 5, uses GAP-analysis, SWOT and 

10M to present and sort out these three improvement suggestions.  

 

Figure 5: Self-drawn improvement matrix using GAP-analysis, SWOT and 10M. 
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6. Discussion 

This section assesses the analysed result and this is discussed and opposed to arguments, 

causes and factors. 

The student has worked within tourism in the island for the past ten years 

primarily with Scandinavians. The impression that the student gets is that the majority of 

guests coming to Madeira does so to experience the beautiful nature and the lovely, mild 

climate. She is therefore not surprised that all the interviewed respondents answered that they 

came to the island mainly for the nature. It is a destination that is slightly more exclusive than 

the traditional Mediterranean and Canary Island destinations and she believes that the island 

will never be able to compete with their mass tourism. However, Madeira has something very 

unique to it surrounded by the crystal clear Atlantic and embedded in lush emerald green 

forests and the fact that the island is relatively unexploited.  

It is important that the uniqueness of the island is preserved and that constant 

work is made to ensure this. The student is truly impressed with sustainability work that hotel 

Galomar performs. She is also impressed by their enthusiasm and strive to constantly try and 

improve their work. In her view constant improvement for sustainability is essential to the 

island’s development within tourism. She thinks that it would be interesting for the hotel to 

do workshops for improved sustainability not only with other hotels in the island but also 

with other organisations from other industries.  

6.1 What has been studied 

During this thesis project hotel Galomar has been studied with the purpose of 

to identify and analyse the environmental and sustainability work performed at the hotel. The 

management of the hotel is very much engaged in sustainability and wished to ensure that 

they are doing everything achievable to be as sustainable as possible. It was therefore 

requested that the research should focus on how the hotel contributes to sustainability in the 

hospitality industry. The student has intended to present the hotel's sustainability work and 

working methods as well as customer-based suggestions for improvement based on two 

research questions.  
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6.2 The emerged results 

Initially the intention was to perform a more detailed life cycle assessment and 

see where improvement in the process could be made. The measurement system of the hotel 

gives data for water usage, energy usage and waste clumped together and not yet separated 

per hotel section. This meant that this work was not possible to perform since it cannot yet 

be determined exactly which part of the process (room, kitchen, SPA etc.) has the greatest 

environmental impact. The result was therefore instead focused more on how the hotel works 

to provide to sustainability in a more holistic aspect, what methods and tools they use. The 

interviews resulted in interesting findings and it can be discussed if the interviews should 

have been performed with more structure which is believed to have led to facilitating the 

analysing part but it would probably also have led to a result of poorer content. 

6.3 Connection between results and previous research 

The student has tried to find similar studies but without much success. There 

are life cycle assessments that have been performed at hotels but without including the whole 

holistic approach of sustainability in hospitality and the customer’s point of view regarding 

this. The most elaborated and well described life cycle assessment was performed by hotel 

group Accor (Legrand, Sloan and Chen, p. 475). It is clear that they also struggled with the 

collection of data which was a huge challenge leading to limitations in quality of the findings.  

It is very difficult to exactly determine process boundaries when working with 

living human beings and services compared to when working with producing a product. The 

student finds it much more complicated to study a service process than a production process, 

in this case because guests at a hotel are free living beings that can act very differently 

depending on their origin, culture, the weather, season etc. It is therefore difficult to 

determine if data is reliable and it is problematic to draw conclusions.  

Accor broke down their operations into eleven distinct areas whereas the life 

cycle assessment performed in this thesis project was limited to six areas plus the inclusion 

of social aspects due to the determined research questions. The limitation was set due to the 

time limit of this project and due to the fact that no financial founds were contributed. The 

decision was made not to perform an environmental impact assessment since this would not 

help answer the research questions. However, the student still wanted to present the resulted 

data divided into three impact families (1-energy consumption, 2-water consumption and 3-
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waste production) to clarify how low emissions from hotel actually are. Validating that focus 

should not lay on this but on answering how the hotel works to contribute to this and if this 

makes a difference for the hotel’s long-term success. 

6.4 Connection between results and theories 

In a life cycle assessment natural resource use and pollutant emission are 

described in quantitative terms, but a LCA is more than that and can be described as a whole 

procedure for how such a study is done and interpreted (Dahlin et al., 2016, p. 239). In this 

study there was a combination of both where the observation and questionnaire were the 

methods used to collect data and then a flow chart and the United Nations (2015) 17 

sustainability goals were used to analyse how hotel Galomar works to contribute to 

sustainability. It was clear from the beginning that the system boundaries would be from 

when the client arrives to the hotel until the client departs from the hotel and that the 

functional unit would be the environmental impact from one client during one week.  

 The student believes that the system boundaries were relevant to define the 

context of the study to be relevant for the communication of the emerged results. The student 

argues that the functional unite was relevant for the purpose of the study and it allows for fair 

comparison. The functional unit could easily be applicable if a similar study should be 

performed at another hotel.  

 Now afterwards the student wonders what the outcome would have been if she 

would have had the time to go into detail and thoroughly measure the different environmental 

outputs from the hotel. Since the measurement system provided by the hotel clumps all data 

together it would have been interesting to manually measure to distinguish exactly where the 

impacts come from. Something like this would have taken a lot more time and would not 

have been possible during the time for this thesis project but it is still relevant to ask the 

question: Would the results have been the same or would they have differed?  

6.5 Theoretical or practical nature 

 This thesis project has been a combination of theoretical and practical nature. 

The research questions that this report intended to answer require both a theoretical 

background together with a practical investigation to be answered. Practical regarding the 

working method and the tools that have been used. Theoretical regarding sustainability in 

hospitality backgrounds and quality management theories.    
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7. Conclusions 

In this section conclusions are presented based on the purpose and research questions of 

the study. 

7.1 Conclusions 

7.1.1 How does hotel Galomar work to provide to sustainability in hospitality? 

 Hotel Galomar works to provide to sustainability in hospitality in several 

different ways. Looking at the economic aspect the primary matter is that the hotel 

contributes to stable work all year around for the inhabitants of Madeira. The most important 

ingredient in the sustainability work seen from a holistic point of view is that the management 

is fully committed. Through a management system for energy consumption, an intelligently 

designed water system and an automatic irrigation system it is made sure that energy and 

water consumption is kept low. Other key performances to minimize their environmental 

impact include: no single use plastic, planting activities, beach clean-ups and policies for 

waste management and food handling. Looking at the social aspect the most important 

activities include: education for all employees on a regular basis and donation programs. 

7.1.2 Are there competitive advantages for a hotel to work with sustainability? 

 The interviews clearly suggest that there are competitive advantages for a hotel 

to work with sustainability. All of the interviewees responded that they are happy to pay extra 

for a hotel that is environmentally friendly or sustainable and has some sort of certification 

for this. When it comes to booking a hotel over 40% responded that they actively look for 

environmentally friendly or sustainable alternatives when they are searching for hotels. This 

positive answer is strengthened by the theory presented by Legrand, Sloan and Chen (2017, 

p. 257) saying that tourists are increasingly more interested in travelling in an 

environmentally friendly and sustainable way. They emphasises that customers are becoming 

more and more informed and involved in the safeguarding of sustainable development. 

7.1.3 Improvement suggestions from interviews 

 By clearly stating on the website and communicate to collaborators, such as 

tour operators, that the hotel works actively to improve sustainability in hospitality they 

facilitate for all customers who are searching for such a product. By holding information 

meetings and informing guests in reception upon check-in guests can be more aware of the 
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different activities that the hotel organises to work towards sustainability in hospitality. By 

clearly indicating where the staircases are located and that they are recommended for usage, 

both in writing and verbally, the hotel can facilitate for guests who wishes to take the stairs 

while at the same time reducing the impact on the solar powered lifts.   

7.2 Proposals for continued research 

The first proposal for continued research would be for the hotel to perform a 

more overall life cycle assessment with a detailed environmental impact assessment. This 

assessment would include all processes, products and services that the hotel provides to 

provide an even more holistic picture of the hotels environmental work. This is something 

that would require a lot of resources from the organisation both in terms of staff and time.  

Secondly the student would suggest that the hotel management would organise 

and structure their management to form a management system for sustainability, see figure 

6 on the next page. To increase external and internal customer satisfaction with maintained 

or reduced amount of resources and integrated total quality management system for 

sustainability is highly recommended (Fredriksson and Isaksson, 2016). This system would 

be used in the sense of a network of interdependent components that work together to try and 

accomplish the aim of the system.  

One of the components of TQM is the core values that are the basis for the 

culture of the organisation. Core values are, for example, continuous improvement and focus 

on customers. Values are supported by methodologies which are ways to work within the 

organisation to establish the culture and reach the goals set by the organisation. 

Methodologies are, for example, process management, working with quality circles and 

benchmarking. Methodologies are supported by tools which are used for organising 

numerical or verbal data, to support decision making or to facilitate the analysis of data. Tools 

are, for example, life cycle assessment and process maps. These three components; values, 

methodologies and tools are interdependent and mutually supportive. 
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Figure 6: Own drawing of TQM as a management system based on Fredriksson and Isaksson (2016) 
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Appendixes 

Appendix A: Notes from observation 

Guided tour by João Aragão on February 6 and March 19, 2019. 

 Two chargers for electric cars 

 Wall structure and pillars produced from recycled mat. 

 All material in the newly refurbished hotel is recyclable. 

 Lifts run on solar power 

 Stop for 15-20 min to charge (never at the same time) 

 Staff advised to take stairs as much as possible. 

 No printed info at reception -> Smart TV 

 Every e-mail: Please think before you print! 

 Rooms opened electronically with an APP 

 AC centrally controlled +/- 2 degrees of room temperature. 

 A++ building 

 AVAC system 

 Energetic Management system 

 LED Lights 

 Solar panels -> 100% of the energy to run Galomar and excess to Galosol 

 Award to the most energy efficient client every week. 

 Rainwater to flush the toilets 

 Water from sea -> AC system -> filtered -> swimming pool mixed with sea water. 

Cl = 0,2-0,4 PPM = drinking tap water. 

 Restaurants have policies for measuring, handling and taking care of food and 

waste. 

 Never serve too much food at once. 

 No straws 

 No single use plastic 

 Kitchen separates, weighs and record food waste for measurements. 

 All lights are connected to sensors 

 Solar panels provide all the energy needed to run hotel Galomar. Excess -> Galosol 

 Social aspects: beach cleanings, helping ppl with special needs, forest cleaning, 

planting.  

 GTC Energetic System: installation of energy efficient equipment, operational 

optimisation of equipment, proper monitoring and maintenance over the life of the 

equipment, modernization of equipment when energy efficiency is reduced.  

 

 

 

 

 

 



 

 

 

Appendix B: Questionnaire for data collection for life cycle assessment 

 

1. Overall 

Please further describe the significance of GTC Energetic System? 

The GCT system is a very important tool for a correct consumption management 

(electricity, water, light) and allows us to check where we can improve. It also allows you 

to create consumption averages per room so that the client can see if they are being able to 

stay in the room or not. 

Currently, as we are still in program improvements, some of the potential of the system are 

not yet available. 

How many Solar panels and what kind (brand etc.)? 

Currently we have 542 photovoltaic panels (255 W each) for power supply and 77 solar 

thermal panels for water heating. 

Is there a plan/design available for the water circuits of hotel Galomar? 

In the hotel galomar we have implanted the system of water saving that passes through the 

installation of reducers of flow in the taps. Also the water that goes to the toilets and 

irrigation system comes from a tank of a levada, so we do not waste wasted drinking water 

 

2. Hotel room 

Water usage: litre/guest/week? 130 litres/day for person 

Water usage:  

Energy consumption: KWh/guest/week? 5Kwh/day for person 

Waste: kg/guest/week? 1,2Kg/year for person 

Cleaning: What kind of products are used to clean the room? JOHNSON DIVERSEY 

Cleaning: How much product is used (estimated average)? 275 lts per year 

Towels: In average, how often are the towels changed? Towels are only changed on request 

Towels: What kind of product is used to clean the towels? Towel cleaning service is 

provided by an external company 

Towels: How much product is used to clean the towels (estimated average)? Towel 

cleaning service is provided by an external company 

Air-conditioning is set to only differ +/- 2/3 degrees: from outside temp? The air 

conditioning system is programmed to, in relation to the ambient temperature, the customer 

can only raise / lower 2 degrees 

Water from irrigation goes to water for flushing? The water of irrigation is not of the public 

network, it is of a “levada” 

Does lights automatically switch off when guests leave the room? Yes 



 

 

 

Does the AC automatically turn off when balcony doors opens? Yes 

 

 

3. Restaurants 

Water usage: litre/guest/week? We do not have separate data yet, it is included in the 

consumption of the rooms 

Energy usage: KWh/guest/week? We do not have separate data yet, it is included in the 

consumption of the rooms 

Pre-consumer waste (waste from cooking food): Kg/guest/week? it is included in the 

consumption of the rooms 

Post-consumer waste (any rubbish left once the customer has consumed the meal): 

Kg/guest/week? it is included in the consumption of the rooms 

Packaging waste and operating supplies: Kg/guest/week? it is included in the consumption 

of the rooms 

 

Avoidable food waste (food thrown way that was at some point, prior to disposal, edible): 

Kg/guest/week? 

Unavoidable food waste (e.g. meat bones, egg shells, pineapple skin): Kg/guest/week? 

Is Galomar (or Galo Sol) performing any composting? 

Organic food remains are separated and collected by a company that then distributes them 

for animal feed. It is a way of not sending to landfill. It is more sustainable 

How are oils and fats taken care of? We have a recycling company to collect the used oils 

and make treatment 

 

 

 

4. Swimming pool 

Water usage: litre/guest/week? It is a pool of sea water. It is always renewing with salty 

chiller cooling water 

Energy usage: KWh/guest/week? (for filtration for example) it is included in the 

consumption of the rooms 

Chemicals: 0,2-0,4 PPM Chlorine? How many litres in the pool? Only a residual of 

disinfectant (chlorine) is placed to comply with legislation. We keep the pool in 0.2-0.4 

ppm chlorine. There are tablets, about 18 units (200g) per month 

It was mentioned that the water gets cleaned and filtrated when coming from the AC, please 

further describe this process? The system works as follows: 

The water is drawn from the sea, goes through the chiller to cool compressor (thus no 

longer needs fans) and then goes to the pool. In the pool the water goes to the compensation 

tank which then before going to the pool goes through a filtration system. 

Are there chemicals used in this process and in that case which ones? 

Yes, chlorine 0,2-0,4 ppm 

5. SPA 

Water usage: litre/guest/week? 

We do not have separate data yet, it is included in the consumption of the rooms 



 

 

 

Energy usage: KWh/guest/week? 

We do not have separate data yet, it is included in the consumption of the rooms 

Which products are used? Only organic and biologic 

Are towels cleaned the same way as room towels? Yes, same process 

Which products are used to clean the areas of the SPA? Same that in rooms 

Is there an indoor swimming pool/Jacuzzi? If yes: No 

Water usage: litre/guest/week? 

Energy usage: KWh/guest/week? 

Chlorine? 

 

6. Gardens 

Endemic Plants Garden: are all the gardens surrounding Galomar Endemic Plants Garden? 

Yes, we give preference to endemic plants. we also try not to have lawns, instead have 

meadows (with less need for watering). We also made a plantation of fruit trees and sugar 

cane. 

How are the gardens irrigated? We have automatic irrigation system programmed to 

function at the beginning and at the end of the day. Thus there is less evaporation of water 

because there is no sun in these periods. 

How are the gardens maintained? We have an internal team of gardeners 

Is there any usage of pesticides in the gardens? No, only organics and biologic 

 

7. Social 

How does the organisation provide to the local community? We have some social support 

activity to the local community. We use 10 meals a day for people in need. We have annual 

donation campaigns for clothing, etc. 

Does the hotel provide employee training on responsible business. All employees are 

involved in our environmental and sustainability policy. Initial training is given and 

environmental meetings are held every year. 

Does the hotel provide employee training on sustainable local benefits? All employees are 

involved in our environmental and sustainability policy. Initial training is given and 

environmental meetings are held every year. 

What kind of activities does Galomar and Galo Sol do to give back to local society? 

We have some environmental activities. On the day of the trees we planted trees 

(employees and hotel guests) in the mountains of Madeira. On the day of the environment 

we clean the beach with the help of the local school students. 

  



 

 

 

Appendix C: Sign presented in the bathroom in the hotel room 

 

 
 

  



 

 

 

Appendix D: Interview guide in English and Swedish 

 

Interview guide ENG 

 

My name is Lovisa Clevehorn I am currently studying a 

Bachelor Programme in Leadership - Quality Management - 

Improvement at Uppsala University, in Sweden. During this 

spring I am performing a field study in collaboration with Galo 

Resorts and hotel Galomar to write my final thesis. Galomar is 

named Madeira Island's First energy self-sustainable hotel 

building and the theme for the thesis is sustainability in the 

hospitality industry. It would truly mean a lot to me and to the 

work I do if you could take a few minutes of your precious 

holiday time to answer the questions below. Please feel free 

to be as elaborate as you wish to be by describing, explaining 

and motivating your answers. All answers are and will remain 

anonymous. 

The only one who will listen to the recording is me, and my 

university professor. 

After this report has been handed in and approved all 

recordings will be deleted. 

Is it approved that the interview is being recorded? 

 

1. Why did you choose to travel to Madeira? 



 

 

 

2. Why did you choose to book hotel Galomar?  

 

3. What is important to you when you book a hotel?  

 

4. How would you define environmentally friendly? 

 

5. How would you define sustainability?  

6. When booking a hotel, is it important that it is environmentally friendly 

and/or sustainable?  

 

7. Did your stay at Galomar meet your expectations as an environmentally 

friendly hotel? 

 

If yes, why? 

 

If no, why not? 

 

8. Did your stay at Galomar meet your expectations as a sustainable hotel? 

 

If yes, why? 

 

If no, why not? 

 

9. How was your overall experience of hotel Galomar?  

 

Interview guide SWE (in Swedish, you can ask 

Danish/Norwegians if they prefer Swedish instead of English) 

 



 

 

 

Mitt namn är Lovisa Clevehorn, jag läser för närvarande en 

kandidatexamen i Ledarskap - Kvalitet - Förbättring vid 

Uppsala Universitet i Sverige. Under våren 2019 utför jag en 

fältstudie i samarbete med Galo Resort och hotell Galomar för 

att skriva mitt slutliga examensarbete. Galomar har utnämnts 

till Madeiras första självförsörjande hotell när det gäller 

förnybara energikällor och temat för examensarbetet är 

hållbarhet inom besöksnäringen. Det skulle betyda väldigt 

mycket för mig och mitt arbete om du ville ägna några minuter 

av din värdefulla semestertid till att svara på nedan frågor. 

Svara precis så utförligt som du känner dig bekväm med. Alla 

svar är och kommer att förbli anonyma. 

De enda som kommer att lyssna på inspelningen är jag och 

min ämnesgranskare/universitetsprofessor. 

Efter inlämnat och godkänt arbete raderas inspelningarna. 

Godkänns inspelning av intervjun? 

 

 

1. Varför valde du/ni att åka till Madeira? 

 

2. Varför valde du/ni att boka hotell Galomar?  

3. Vad är viktigt för dig/er när du/ni bokar hotell?  

4. Hur skulle du/ni definiera miljövänligt?  

5. Hur skulle du/ni definiera hållbart?  

6. Är det viktigt vid bokning att hotellet är hållbart/miljövänligt? 

 



 

 

 

7. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

miljövänligt hotell? 

 

Om ja, varför? 

 

Om nej, varför inte? 

 

8. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

hållbart hotell? 

 

Om ja, varför? 

 

Om nej, varför inte? 

 

9. Hur är ditt/ert övergripande intryck av hotell Galomar? 

 

  



 

 

 

Appendix E: Interview 1, questions and answers 

(Swedish couple 50-55 yo.) 

 

1. Varför valde du/ni att åka till Madeira? 

 

Alla som de känner som har varit där pratar väl om ön 

Alla som de känner som har varit där säger att ön är väldigt vacker 

Nyfikna på madeira 

Fina vandringar 

Vacker miljö 

Känns som att ön inte är så exploaterad som många andra platser de varit på 

 

2. Varför valde du/ni att boka hotell Galomar?  

 

Att det bara är för vuxna 

Att det är miljöcertifierat 

Att det är grönt 

Träningsmöjligheter 

Att det ligger vid havet 

Ser väldigt trevligt ut på bilderna 

 

3. Vad är viktigt för dig/er när du/ni bokar hotell?  

 

Det ska finnas någon typ av träningsaktivitet 

Att det är en bra och härlig miljö 

Gärna lugnt hotell 

Nu när barnen är vuxna, att det bara är för vuxna 

Att det är ett mindre hotell 

Inte stor resort med 15 pooler  

Gärna lite högre standard 4+ 

Vill inte ha all-inklusive  



 

 

 

Betalar hellre lite till för att få bra mat, bra läge och lugn och ro. 

 

 

4. Hur skulle du/ni definiera miljövänligt?  

 

Att ta hand om sitt avfall 

Tänka på tvätt 

Hur man tvättar, hur ofta 

Hur man städar, vilka kemikalier 

Hur man transporterar olika saker inom hotellet 

Bassängerna  

Byggmaterial 

 

 

5. Hur skulle du/ni definiera hållbart?  

 

Gästerna har dålig koll på detta 

Här är gästerna inne på miljöaspekten fast mer detaljerat (att hämta mineraler ur backen) 

Att saker och ting ska hålla längre än bara en säsong  

 

Om ni tänker på det sociala, personal etc.? 

 

Väldigt nöjda med personalen 

Inte haft mycket kontakt med dem förutom i receptionen och i restaurangen men tycker att 

all kontakt med personalen varit väldigt bra.  

 

 

6. Är det viktigt vid bokning att hotellet är hållbart/miljövänligt? 

 

I deras ekonomiska situation betalar de gärna lite extra för ett hotell som är miljöcertifierat 

av något slag mot ett annat hotell som inte är det.  



 

 

 

 

 

7. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

miljövänligt hotell? 

 

Om ja, varför? 

 

Byggmaterialen som använts (mannen jobbar i byggbranschen i Sverige) 

Sortering av sopor även på rummen 

Att det är lagom mat på frukost buffen 

Att det är mycket vegetariskt och fisk och inte så mycket kött på middagsbuffén 

Hissen drivs av solceller 

Hissen stod still en dag eftersom den höll på och laddades då många gäster åkt upp och ner 

i samband med frukosten. Mannen skulle ta sig från frukostmatsalen och upp till rummet 

när detta skedde. Först tänkte han ”ska jag bli irriterad över detta?” sen tänkte han att det 

skulle han inte bli. Detta var nionde gången han åkte i hissen under uppehället på hotellet 

och att den 1 av 9 gånger måste laddas när den drivs 100% av solenergi såg han som helt 

ok. Han såg det dessutom som en fördel att ta trapporna (4 våningar) då det gav honom en 

lite motionskick efter frukosten. Ska vi ha hissar med solceller, då är det här en konsekvens 

som är acceptabel.  

 

Om nej, varför inte? 

Inne i hotellets huvudbyggnad finns det inte ett öppet trapphus vilket gör att alla väljer 

hissen.  

Eftersom det finns brandskyltar vid trapphuset får gästerna känslan av att man inte ska gå 

där. 

Gästerna går gärna trapporna i stället för tar hissen men då gäller det att veta var trapporna 

är någonstans.  

 

 

8. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett hållbart hotell? 



 

 

 

 

Vet ej, svårt att bedöma om hotellet valt hållbara material etc.  

 

Sett till det sociala och det lokala samhället på Madeira vet de inte vad hotellet gör men 

tänker att det vore bra om de anordnade olika aktiviteter där gäster kan vara med som också 

gynnar det lokala samhället. Det skulle kunna vara vandringar eller terränglöpningar där en 

del av anmälningssumman går oavkortat till idrottsverksamhet på ön. 

 

9. Hur är ditt/ert övergripande intryck av hotell Galomar? 

 

Bilderna motsvarar väldigt väl verkligheten. 

Väldigt trevlig personal, intresserade av sina gäster. 

Helhetsupplevelsen på Galomar är mycket positiv. 

  



 

 

 

Appendix F: Interview 2, questions and answers  

(Swedish man 25-30 yo.) 

 

1. Varför valde du/ni att åka till Madeira? 

 

Åkte med hit för att fira sin mosters födelsedag 

Visste inte om att Madeira fanns innan 

Första gången han är i Portugal 

 

Hur är intrycket hittills? 

 

Väldigt bra,  

Härligt med klimatet, naturen och närheten till havet 

 

2. Varför valde du/ni att boka hotell Galomar?  

 

Det var familjen som mestadels bestämde men nu när han är här tycker han bäst om 

serveringarna nere vid vattnet. Att bara sitta där och njuta av havet och stillheten, gärna på 

kvällen. 

 

3. Vad är viktigt för dig/er när du/ni bokar hotell?  

 

Service är nummer ett 

Frukosten är väldigt viktig 

Tillgänglighet och läge 

Gym eller annan form av träningsmöjlighet 

 

4. Hur skulle du/ni definiera miljövänligt? 

 

Han begränsar sig till ”inom hotell” 

Saltvattenbassänger 



 

 

 

Hur städning sker 

Hur handdukstvätt sker 

Var energin kommer ifrån 

 

 

5. Hur skulle du/ni definiera hållbart?  

 

Hållbarhet för honom är att något ska hålla längre 

En investering som ska ge avkastning under en längre tid 

Långsiktigt tänk  

En del av hållbarhet är att tänka miljövänligt, och t.ex. använda förnybara källor för energi 

och att återvinna. 

 

6. Är det viktigt vid bokning att hotellet är hållbart/miljövänligt? 

 

Tror att det är få hotell som faktiskt marknadsför sig ordentligt vad det gäller dessa 

aspekter.  

Går du in på en vanlig resebyrås hemsida finns det lite information om ämnet.  

Han kommer definitivt tänka på det vid bokning i framtiden. 

Han arbetar själv inom keramik och klinkerindustrin, de tänker också mycket angående 

miljö och miljöcertifiering och de marknadsför det på ett helt annat sätt då de lärt sig att 

kunden ser det som ett mervärde.  

 

Skulle du betala extra för ett hotell som är miljövänligt/hållbart? 

Ja 

 

7. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

miljövänligt hotell? 

 

Om ja, varför? 

 



 

 

 

Har aldrig varit på ett hotell som har ett så bra miljötänk som detta hotell. 

Väldigt bra att allt drivs av solenergi 

Väldigt bra att de har rutiner för att inte byta handdukarna när det inte behövs 

 

 

8. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett hållbart 

hotell? 

 

Om ja, varför? 

 

Osäker på om han kan göra den bedömningen, men intrycket som han har fått är att hotellet 

är hållbart.  

 

 

Om nej, varför inte? 

 

 

9. Hur är ditt/ert övergripande intryck av hotell Galomar? 

 

När han kollade på nätet och på bilder tycke han att det gav en väldig wow-känsla 

När han kom hit var det fortfarande en wow-känsla men han anser också att det fortfarande 

är en hel del som är under uppbyggnad. 

Han är bara positiv till hotellet och kan se dess framtidspotential men det kunde framgått 

tydligare att det vid sidan om hotellet håller på att byggas något. 

  



 

 

 

Appendix G: Interview 3, questions and answers  

(Swedish couple 25-30 yo.) 

1. Varför valde du/ni att åka till Madeira? 

 

Stod mellan Madeira och Grekland och Madeira kändes mindre ”svennigt” och där det 

fanns mer natur att uppleva. 

 

2. Varför valde du/ni att boka hotell Galomar?  

 

Nära vattnet 

Träningsmöjligheter 

 

3. Vad är viktigt för dig/er när du/ni bokar hotell?  

 

Pris (studenter) 

När vi börjar arbeta och får en mer stabil inkomst känner de att de gärna väljer 

miljövänligt/hållbart framför allt om prisskillnaden inte är enormt stor. 

 

4. Hur skulle du/ni definiera miljövänligt?  

 

Avgränsat till turism/hotell 

Medvetenhet att man tänker på vad man gör för något och vad man bidrar till 

Mycket folk i omlopp 

Att se till att all ”skit” tas om hand på bästa sätt 

Att sortera och ta hand om matavfall 

 

5. Hur skulle du/ni definiera hållbart?  

 

Mer framtidstänk, mer långsiktigt 

Att tänka på kommande generationer 

Det som vi gör nu ska även fungera i framtiden. 



 

 

 

Att vår ekonomi nu ska gå bra men att det också ska fungera för framtida generationer.  

 

6. Är det viktigt vid bokning att hotellet är hållbart/miljövänligt? 

 

Ja men det handlar också om en kostnadsfråga. 

 

7. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

miljövänligt hotell? 

Om ja, varför? 

 

Sopsortering 

Handukstvätt 

Solceller som driver och värmer vatten 

Saltvattensbassänger 

 

Om nej, varför inte? 

 

8. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar för ett 

hållbart hotell? 

 

Om ja, varför? 

De har fått känslan av att hotellet verkar bry sig mycket om ”sin” ö och sin omgivning 

Det märks att de satsar pengar på hållbara projekt när det gäller miljön både inom och utom 

hotellet i form av trädplanteringsaktiviteter etc. 

 

Om nej, varför inte? 

Inget negativt men de är osäkra på vad hotellet gör för det lokala samhället i sig förutom att 

erbjuda arbete till lokalbefolkningen. De undrar om hotellet samarbetar med föreningar, 

välgörenhetsorganisationer etc. 

 

9. Hur är ditt/ert övergripande intryck av hotell Galomar? 



 

 

 

 

 

Normalt sätt brukar de boka privata lägenheter/hus 

Galomar har dock överträffat deras förväntningar 

Uppskattar verkligen närheten till havet, träningsmöjligheter, maten.  

  



 

 

 

Appendix H: Interview 4, questions and answers  

(Danish woman 50-55 yo. and her two children 25-30 yo.) 

 

1. Varför valde du/ni att åka till Madeira? 

 

Hört mycket gott om Madeira 

Aldrig varit där 

Vacker natur 

Alla blommor 

Levadavandringar 

 

 

2. Varför valde du/ni att boka hotell Galomar?  

 

Såg superfint ut på resebyråns hemsida 

Närheten till vattnet 

 

3. Vad är viktigt för dig/er när du/ni bokar hotell?  

 

Bra frukost 

Bra mat generellt 

Bra läge, nära havet, nära till naturen/centrum beroende på semester. På Madeira definitivt 

nära till havet eftersom de är på en ö. 

 

 

4. Hur skulle du/ni definiera miljövänligt? 

 

Att ta ansvar för det avtryck man gör på planeten 

 

  

5. Hur skulle du/ni definiera hållbart?  



 

 

 

 

Att man kan vara mer självförsörjande  

Mer helhetstänk 

Att tänka på framtida generationer och att de också ska kunna leva med samma livskvalitet 

som vi. 

 

6. Är det viktigt vid bokning att hotellet är 

hållbart/miljövänligt? 

 

Det är inte essentiellt men om det finns som valmöjlighet när de väljer mellan olika hotell 

väljer de hellre ett hållbart/miljövänligt alternativ framför ett som inte är det. Framförallt 

om prisskillnaden inte är så stor.  

 

7. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar 

för ett miljövänligt hotell? 

 

Om ja, varför? 

 

Rutinerna för att tvätta handdukar 

Att de inte använder engångsplast 

Att det finns sorteringsmöjligheter 

Att de inte har småflaskor för schampo/lotion utan att de har dispensers på rummen som 

fylls på vilket leder till mindre plastsvinn.  

Saknar inte småflaskorna som annars brukar finnas på hotell 

Saltvatten istället för klorvatten 

 

Om nej, varför inte? 

 

8. Mötte ditt/ert uppehälle på Galomar dina/era förväntningar 

för ett hållbart hotell? 

Om ja, varför? 



 

 

 

 

De tycker det är svårt att bedöma då de inte känner att de har kunskap nog men anser att 

deras intryck av hotellet är att de arbetar mycket med miljö men vet inte hur de arbetar för 

att se till att de sociala och ekonomiska aspekterna involveras i processen. 

 

 

 

9. Hur är ditt/ert övergripande intryck av hotell Galomar? 

 

Väldigt bra intryck 

5+ 

  



 

 

 

Appendix I: Interview 5, questions and answers  

(German woman 55-60 yo. travelling with two friends the same age) 

 

1. Why did you choose to travel to Madeira? 

 

Because I was looking for a hotel or retreat where I could do yoga. 

Madeira is a place I would like to see 

I really like flowers and plants and had heard Madeira has a lot of this to offer. 

 

2. Why did you choose to book hotel Galomar?  

 

Galomar is a very modern, newly refurbished hotel that looked nice on the picture. 

The hotel provides yoga classes. 

 

3. What is important to you when you book a hotel?  

 

Don’t like big hotels, like smaller hotels so size matters. 

 

4. How would you define environmentally friendly? 

 

That you consider and take care of your impacts on environment. 

Thinking about how you: 

source your energy 

source your food (locally produced over imported, more fresh local vegetables and fruit and 

less meat) 

dispose your waste correctly 

  

5. How would you define sustainability?  

Do not really know what that is 

I show her a picture to clarify but she does not feel like she can comment on this. 

 



 

 

 

 

6. When booking a hotel, is it important that it is 

environmentally friendly and/or sustainable?  

 

It is definitely a plus if a hotel is environmentally friendly and have some sort of 

certification for this. 

 

 

7. Did your stay at Galomar meet your expectations as 

an environmentally friendly hotel? 

If yes, why? 

Yes, it is very good that they have recycling for waste. 

I can notice that the portions and buffets in the restaurants are thought trough to not waste 

much food with is something very positive. 

Very good with energy provided by solar power. 

 

 

8. Did your stay at Galomar meet your expectations as a 

sustainable hotel? 

 

Doesn’t feel comfortable to answer this.  

 

9. How was your overall experience of hotel Galomar?  

 

A little bit disappointed that I could not do yoga every day, only three times a week.  

Some of the staff is very friendly others “only do their job”, would like to see more 

consistency. But otherwise very good. 

 

  



 

 

 

Appendix J: Interview 6, questions and answers  

(German couple 55-60 yo.) 

1. Why did you choose to travel to Madeira? 

 

The lady has a connection to Portugal since she studied in Lisbon in the beginning of the 

90s. At that time she also visited Madeira and she remembered it as such a beautiful place 

with magnificent nature. They also try to travel to places where the lady can practice her 

Portuguese that she learned while studying in Lisbon all those years ago.  

They also wanted to go somewhere where the weather is good this time of the year but 

without flying so far from Germany. 

To do some nice activities like walking and hiking.  

 

 

2. Why did you choose to book hotel Galomar?  

The special location, directly at the coast 

The views to the sea from the rooms 

They did not want to go to the capital Funchal because they think it’s too crowded, too 

much like a city. 

 

 

3. What is important to you when you book a 

hotel?  

 

They prefer modern 

Not to big hotels, less than 100 rooms 

Location is important, close to nature and sea. 

 

 

4. How would you define environmentally 

friendly? 

 



 

 

 

Not destroying places where you operate 

To care about the environment 

 

 

5. How would you define sustainability?  

 

Think that it is even more important 

Making sure that the next generation will also be able to live well in a nice environment. 

Sustainability is an issue for everybody. 

Making sure that we can make money and live well while taking care of the planet and the 

people on it. 

 

 

6. When booking a hotel, is it important that it is 

environmentally friendly and/or sustainable?  

 

Not crucial but if there is an environmentally friendly or sustainable alternative that is 

prioritized.  

 

Would you pay extra for such a hotel?  

Yes  

 

7. Did your stay at Galomar meet your 

expectations as an environmentally friendly 

hotel? 

If yes, why? 

They feel like the hotel is run in a very nice way where it seems like the majority of the 

staff is very involved in the environmental work. 

The solar powered elevators are a big plus. 

Waste separation seems very thorough  

 



 

 

 

If no, why not? 

Nothing negative but surprised that the hotel is built directly by the sea on the cliff but 

understand that this was probably done before the “environmental movement” and last year 

it was completely refurbished.   

 

8. Did your stay at Galomar meet your 

expectations as a sustainable hotel? 

 

If yes, why? 

They have the feeling that Galomar works very well with sustainability. 

Of course a hotel provides job to the local population and they have noticed that the 

majority of the staff are Madeirans. 

They feel like the hotel, as described in the previous question, is doing a good job with the 

environment. 

Socially they have seen information in the lobby that the hotel works a lot with the local 

communities, fundraising etc. 

 

 

If no, why not? 

Not looking at the hotel but at Madeira and especially Funchal they felt the capital to be 

overcrowded now compared to when the lady was last here about 30 years ago. They 

understand that the young want tourism, they spoke to a local girl, tour guide, the other day 

that was super positive to more tourism to the island because it brings jobs and money to 

the locals.  

The worry is that if it is being built a lot more it could lead to water scarcity and other 

environmental problems.  

 

9. How was your overall experience of hotel 

Galomar?  

 

Very good, they will definitely be back in the future. 



 

 

 

 

Appendix K: Interview 7, questions and answers  

(Swiss couple 55-60 yo.) 

1. Why did you choose to travel to Madeira? 

The mild climate 

That they and been told that it has a lot of beautiful nature 

That there are plenty of beautiful walks and hikes.  

 

 

2. Why did you choose to book hotel Galomar?  

 

The view 

The closeness to the sea 

If I am on an island I want to be near the sea. 

3. What is important to you when you book a 

hotel?  

Smaller hotel, not too many rooms 

Preferably adult only 

Peace and quiet 

Facilities, swimming pools, sea access, nice outdoor restaurants.  

 

4. How would you define environmentally 

friendly? 

 

Paying attention on how one can support the environment. 

 

5. How would you define sustainability?  

 

Not entirely sure but thinks that it is something that is more long term. 

 



 

 

 

6. When booking a hotel, is it important that it is 

environmentally friendly and/or sustainable?  

 

It is certainly a plus if the hotel works to provide for a better environment and they would 

also be willing to pay a little bit more to stay in such a hotel.  

 

7. Did your stay at Galomar meet your 

expectations as an environmentally friendly 

hotel? 

 

These guests only arrived the day before so they feel like they can’t really do this 

evaluation at this point. However what they have seen so far and read before they book they 

have the impression that the hotel does a good job by:  

Not changing towels everyday 

Saltwater swimming pools 

Bin for separating waste in the rooms 

 

 

 

8. Did your stay at Galomar meet your 

expectations as a sustainable hotel? 

 

The guests do not feel able to answer this question due to their lack of knowledge 

concerning sustainability.  

 

9. How was your overall experience of hotel 

Galomar?  

So far really good 

Lovely views 

Friendly staff 

  



 

 

 

Appendix L: Figure to illustrate sustainability 

 
 


