


	
		×
		

	






    
        
            
                
                    
                        
                    
                

                
                    
                        
                    
                

                
                    
                        
                            
							
                        

                    

                

                
                    	
                            Log in
                        
	
                            Upload File
                        


                

            


            
                
                    	
                            Most Popular
                        
	
                            Art & Photos
                        
	
                            Automotive
                        
	
                            Business
                        
	
                            Career
                        
	
                            Design
                        
	
                            Education
                        
	
                            Hi-Tech
                        


                    + Browse for More
                

            

        

    



    
        
            
                
                

                
                	Home
	Documents

	1 Boutry-Robinot Kuppelwieser Elisabeth Boutry-Robinot 1 Volker Kuppelwieser 2 Peypoch Nicolas...



                




    
        
            
                
                    
                        

                        
                        
                    

                    
                        
						1

14
                        
                    

                    
                        
                        100%
Actual Size
Fit Width
Fit Height
Fit Page
Automatic


                        
                    

					
                

            

            
                
                    
                    
                    
                

                
                    

                    

                    
                        
                         Match case
                         Limit results 1 per page
                        

                        
                        

                    

                

            

            
									
    
        
        

        

        

        
        
            1 Elisabeth Boutry-Robinot Boutry-Robinot 1 Volker Kuppelwieser Kuppelwieser 2 Nicolas Peypoch Peypoch 3 1 Université de Savoie, IAE Savoie Mont Blanc, IREGE, BP 80439, 74944 Annecy Le Vieux, France. Tel : 06 50 71 12 65 Contact : [email protected] 2Rouen Business School, 1 rue du Maréchal Juin – BP 215, 76825 Mont- Saint-Aignan Cedex, France, [email protected] 3 University of Perpignan, IAE, CAPEM, 52 Avenue Paul Alduy, F-66860 Perpignan cedex, France. [email protected] Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study. 
        

        
    






				            

        

    









                
                    1 Boutry-Robinot Kuppelwieser Elisabeth Boutry-Robinot 1 Volker Kuppelwieser 2 Peypoch Nicolas Peypoch 3 1 Université de Savoie, IAE Savoie Mont Blanc,


                    
                                                Download PPT
                        
                        Report
                    

                    
                        	
								Upload

									chrystal-stevenson
								

							
	
                                View

                                    225
                                

                            
	
                                Download

                                    0
                                

                            


                    

                    
                    
                        
                        
                            
                                    
Facebook

                        

                        
                        
                            
                                    
Twitter

                        

                        
                        
                            
                                    
E-Mail

                        

                        
                        
                            
                                    
LinkedIn

                        

                        
                        
                            
                            
Pinterest

                        

                    


                    
                

                

                    
                    Embed Size (px)
                        344 x 292
429 x 357
514 x 422
599 x 487


                    

                    

                    
                                        Citation preview

                    Page 1
						

11
 Elisabeth Boutry-Robinot Boutry-Robinot 1
 Volker Kuppelwieser Kuppelwieser 2
 Nicolas PeypochPeypoch3
 1Université de Savoie, IAE Savoie Mont Blanc, IREGE, BP 80439, 74944 Annecy Le Vieux, France. Tel : 06 50 71 12 65 Contact : [email protected] 
 2Rouen Business School, 1 rue du Maréchal Juin – BP 215, 76825 Mont-Saint-Aignan Cedex, France, [email protected]  
 3 University of Perpignan, IAE, CAPEM, 52 Avenue Paul Alduy, F-66860 Perpignan cedex, France. [email protected]
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on
 satisfaction hotel performance: an International study.
 
 
 
 

Page 2
						

22
 1.1. Introduction Introduction
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 11 . .IntroductionIntroduction2. Theoretical Framework2. Theoretical Framework
 3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 Tourism attraction is a key issue in the efficiency of tourism destinations (Leiper, 1990)
 The accommodation sector is part of this process  (Mill and Morrison, 1992). to add customer value is to implement environmental issues in their
 service.   
 accommodation services has to face new constraints such as environment’s dilapidation.
 Benchmarking analysis is one way to drive hotel managers towards the frontier of best practices (Wöber and Fesenmaier, 2004).
 • different factors contribute to the tourists’ hotel experience .
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 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 Service delivery process (Parasuraman, Zeithaml et Berry, 1985 ; Baker and Crompton, 1999) A good management of these elements => real added value for the consumer as it impacts the
 consumer satisfaction (Hutt and Anderson, 1980; Bitner 1990, Harrell, Parenteau, 1995 ).
 Environnemental considerations in the literature:
 Consumer’s side :
 FEMATOUR report (2000); Chang and Wong (2006) ; Robinot and Giannelloni (2010)
 Producer’s side:
 Buckley 2002, Font and Harris 2004, Kozak 2004, Medina 2005; Stabler and Goodall, 1997; Font, 2002; ; Erdogan and Baris, 2007; Claver-Cortés et al., 2007, Tzschentke et al., 2008
 Satisfaction concept:
 Transaction-specific satisfaction• “An evaluative judgment or post immediate purchase emotional reaction to the transaction with the firm” (Oliver,
 1997 ; Garbarino and Johnson, 1999).
 Relational satisfaction • “A cumulative construct summing satisfaction with specific products or services of the organization.” (Garbarino and
 Johnson, 1999).
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 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 Research hypothesis:
 1) There is a positive correlation between green actions  and hotel’s performance. a. Green hotels have better efficiency score than the classic hotels.
 (2) Transaction-specific satisfaction and overall satisfaction impact hotel performance.
 (3) There is a positive correlation between customers’ transaction-specific satisfaction and overall satisfaction with the hotel.
 (4) There is a positive correlation between overall satisfaction and the ‘green-positioning’ of the hotel.
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 1st stage: DEA (Charnes, Cooper and Rhodes, 1978)
 Output (y)
 C
 Input (x)
 A
 B
 Efficient Frontier
 0
 Production Set T
 • Non parametric approach
 • Efficiency measurement
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
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 Outputs: i) Nights slept ii) arrivals Inputs: i) Number of stars, ii) cleaning personnel, iii) service personnel, iiii) management personnel
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 - Output orientation: the objective is to maximize the number of bed-nights and rooms.
 - Constant returns to scale: homogeneity in the characteristics of the sample.
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
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 2nd stage: Determinants of efficiency (Simar and Wilson, 2007)
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 Outside1 Does hotel’ natural surroundings are respected?
 Outside2 Does hotel use clean or renewable energies (solar, wind power, etc)?
 Inside1 Does hotel use economic energy systems (economic light bulb,automatic lighting)
 Inside2 Does hotel put in place systems that allow papers or bottles recycling?
 Commu--
 nication1
 Does hotel have indented ISO 140001 certification or any labialisations?
 Commu--
 nication2
 Is it possible to find environmental information leaflets? For example in the bathroom, do they have information board about towels’ change?
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 Satisfaction
 Does environmental management influence Does environmental management influence hotels’ performance?hotels’ performance?The Tunisian CaseThe Tunisian Case
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 satisfied
 dissatisfied
 pleased
 displeased
 favourable
 unfavourable
 Unhappy
 happy
 Disgusted
 contented
 Frustrated
 enjoyed
 Please indicate how satisfied you were with the overall service of the hotel. Below you find airs of words describing your feelings. Please tick where you think you fit on the continuum.
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 Does environmental management influence Does environmental management influence hotels’ performance?hotels’ performance?The Tunisian CaseThe Tunisian Case
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework3. Data and Results3. Data and Results
 4. Conclusion and Perspectives4. Conclusion and Perspectives
 In this section, please indicate how satisfied you were with this last stay in the hotel. (Olsen, L. L., & Johnson, M. D. (2003).; Choi, T. Y., & Chu, R. (2001)
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 1st Stage : DEA results
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework
 3. Results3. Results4. Conclusion and Perspectives4. Conclusion and Perspectives
 No.Hotel
 country RankEfficiency
 scoreBenchmarks
 *
 1 France 12 1.407 15 ;162 France 17 1.678 11 ;15 ;163 France 9 1.239 15 ;164 France 16 1.502 15 ;175 France 1 1 (4)6 France 18 1.686 15 ;177 France 14 1.453 5 ;15 ;168 France 13 1.411 5 ;15 ;169 France 7 1.151 5 ;15 ;16
 10 France 15 1.499 15 ;1611 France 1 1 (4)12 France 11 1.337 5 ;11 ;1513 Austria 8 1.179 11 ;15 ;1714 Austria 10 1.27 11 ;15 ;1715 Austria 1 1 (12)16 Austria 1 1 (7)17 Austria 1 1 (4)18 Austria 1 1 (0)
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 Does environmental management influence Does environmental management influence hotels’ performance?hotels’ performance?The Tunisian CaseThe Tunisian Case
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework
 3. Results3. Results4. Conclusion and Perspectives4. Conclusion and Perspectives
 2nd Stage
 Mean efficiency: 1.27
 Benchmarks: only 6 hotels are technically efficient.
 Environmental impacts:
 Variable Coefficient
 O1 none
 O2 +
 I1 +
 I2 +
 C1 none
 C2 +
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1313
 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 No.Hotel
 country
 Overall satisfaction (1-6)
 Transaction specific satisfaction
 (items which are <3)
 1 France3 Expensive ; Parking ; Room
 quiet.
 2 France 4 --
 3 France 4 --
 4 France 3 Reputable chain ; Parking
 5 France 5 --
 6 France 4 --
 7 France 4 --
 8 France 3 Expensive ; Room quiet
 9 France 4 --
 10 France 4 Expensive
 11 France 6 --
 12 France 4 --
 13 Austria 3 Expensive
 14 Austria 3 Expensive
 15 Austria 6 --
 16 Austria 5 --
 17 Austria 5 --
 18 Austria 4 --
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework
 3. Result3. Resultss
 4. Conclusion and Perspectives4. Conclusion and Perspectives
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 Do green actions really satisfy my customers? Evaluating the impact of environmental strategies on satisfaction hotel performance: an International study.
 11 . .IntroductionIntroduction
 2. Theoretical Framework2. Theoretical Framework
 3. Results3. Results
 4. 4. Conclusion andConclusion and
 PerspectivesPerspectives
 Efficiency analysis for the producer and the satisfaction evaluation for the consumer
 Impact of Environmental actions on Performance
 Efficiency is driven by environmental actions
 For satisfaction satistical analysis of the results => need to confirm by methodologicals tools (benefit function).
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