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5 Sustainable Human Resource 
Management 

Rajka Presbury

Rationale
The cornerstone of sustainable human resources is the recognition that it is the ‘people’ 
input that is of the greatest importance (Baum, 1995, 2006). This is because tourism is about 
people’s experience as guests, and the delivery of the tourism product and service is evalu-
ated by people’s demands and expectations. The delivery of the product and service is also 
by people, and tourism and hospitality employees are part of the product which visitors 
pay for. Therefore investment in people should be a long-term commitment by which all 
actions are guided. Consequently tourism development must include sustainable practices 
in human resource management. 

Unlike many business sectors, tourism is a blend of various industries and sectors offering 
products and services which range from airline and cruise ship travel and accommodation, 
to restaurant meals, entertainment, souvenirs and gifts, park services, recreational vehicles, 
resort development, safaris, leisure and recreational opportunities. Consequently it should 
be understood that small and medium-sized enterprises (SMEs) are a major part of the 
travel and tourism sector. Although the human resource management needs of small 
business are not of the same size or complexity as those of a large organisation, they face 
equally important human resource management issues. As Wager (1998) suggests, small 
firms are best advised to emulate successful large firms in managing their human resources.

The aim of this chapter is to introduce, discuss and analyse the main elements of human 
resource management that reflect sustainable tourism practices. The chapter emphasises 
the critical role of human resource management in promoting sustainable tourism, 
whether it be in a large organisation that has the full resources of an experienced and 
qualified human resource team or a small operation where the owner operator or manager 
has the responsibility for the management of human resources. Although this chapter 
focuses on large tourism operators, many of the policies regarding human resource issues 
can be documented and implemented by even the most modest of business enterprises. 
Furthermore this chapter emphasises the importance of evaluating performance in 
achieving sustainable practice in human resources and addresses future challenges/issues 
associated with the way human resource management can contribute to the sustainable 
development of tourism.
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-

-

Walking the talk.

Keeping up to date.

Telling the truth about the trends, as you see it. 

Sharing information, and credit, with other professionals. -

-

Prioritising cooperation over competition, and impact over income. -

Make referrals to other professionals whenever appropriate. If someone else, 

Tithe to the volunteers

Explain your ethical choices. -

Consider the systemic impacts of your advice and actions.
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Seek to do no harm. 

Sustainable policy
-

-

-

Government regulation

Payroll and taxation

Industry insight: Accor Hotels

Accor’s sustainable policy is incorporated in every level of its businesses. Actions taken 
under this policy include: development of ecolabels; an environmental hotel charter; use of 
‘clean construction’, energy saving measures and solar power at its hotels; dissemination of 
information to its clients; and awareness raising towards sustainability.  The Group has an 
environment department, supported by a network of correspondents on all five continents. 
Accor developed its sustainable policy in partnership with major institutions such as 
ADEME (the French Environment and Energy Management Agency) and ICAEN (the Catalan 
Institute for the Environment). 

http://www.accor.com/en/sustainable-development.html
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Codes of conduct

-

Health and safety

-

Sustainable work systems

-
-

-

-
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Industry insight: Starbucks

Starbucks’ code of conduct framework articulates limiting child labour and supporting 
workers’ access to safe housing and healthy workplaces. Starbucks’ code states that ‘we 
believe in the importance of progressive environmental practices and conservation efforts’, 
‘...wage and benefit levels should address the basic needs of workers and their families’, and 
‘...people have the right to freely associate with whichever organizations...they choose’.

http://www.starbucks.com

Future challenges/issues

-

Review questions
-1

2

3

4
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6

-

Useful websites
u

m

Journals

Journal of Industrial Relations
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