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A Tourism Employee and Ethics

From the viewpoint of an employee, treating the customers ethically is as
important as expecting to be well treated by employers in a dynamic environment.
There may arise situations when the morality of an action to be taken becomes the
sole responsibility of the employee, there are times when past personal experiences
may help, and it may also help to follow a role model or just refer to code of conduct
prescribed by an organisation. There can be many paths taken to arrive at a decision.
At times, consequences of the decisions also become important as it can affect the
future of the employee in the organisation.

PREFACE

In a world where morality and morals are frequently debated, people may
talk yet not be empathetic to wrong doings and social injustice. Apathy can be a
result of constant exposure to tragedies or just getting used to injustice. Tourism,
a service based industry, involves working with people and serving tourist whatever
their typology may be.

Ethics thrives in a man-made environment. To ensure that the organisation
is ethical, it is important to be aware of the rules, guidelines and regulations associated
with its environment, and to illustrate this further, we can see it as a relationship
between a tourism employee, its employer and the organisation.

Fig. 1: Interaction between Tourism Employee — Employer and the Organisation
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Tourism Employers

On the other hand, the tourism employers also need to follow proper regulations
related to labour, wages, salary, and other related issues. When it is associated
with manpower management, they also need to take care of the social strata through
corporate social responsibility, and adhere to human rights.

Tourism Organisation

From tourism-based organisation perspective, it is important to follow all the
ethical parameters as the actions of the organisation also influences the social,
environmental, economic, and political systems in which it thrives. The organisation
is also responsible for the economic growth of the area in which it operates and is
equally responsible for the customers who use its services and products.

While tourism products are mostly intangible, there is a need for creation of
infrastructure to support tourism in terms of Air, Car, Hotels, Car Rentals, Cruises
and Trains which may affect the ecosystem. Here again, the regulations related to
coasts, forest, wildlife, environment, rivers and oceans have to be borne in mind
before venturing into building such facilities for tourism purposes. The best approach
would be to assess the social, economic and environmental impact of such infrastructural
development, e.g.,  setup of a new airport, which can mean lease, acquisition of
land, purchase of land, and construction of new infrastructure.

Regulations for Tourism Products

It is also interesting to note that each tourism service provider has its own set
of rules and regulations that they need to follow, e.g., Air travel is governed by
various conventions, freedoms of the air. In India, it is governed by Directorate
General of Civil Aviation (DGCA), while internationally, it is governed by International
Civil Aviation Organisation (ICAO). They set down guidelines that has to be followed
by not only airline industry but also by airports that house them.

Similarly, there are governing rules for other modes of transport as well including
a set of rules for motor vehicles that are used on the road. While start-up of a hotel
is not as simple as it seems there are three major aspects associated with its
commissioning, operations and maintenance; while a basic startup in hospitality
requires around 21 different permissions and licences to legally operate anywhere
in India. But lack of knowledge from both policy makers and the implementers
result in many laws being broken, some inadvertently.



Other Associated Tourism Products

Tourism products do not just end with travel and accommodation products; it
goes beyond even to the extent of historical monuments, museums, and heritage
both tangible and intangible. Treasures, artifacts, and monument of historical
importance are preserved and governed by a set of rules and acts. Wildlife safaris,
bird watching, nature photography, trekking and adventure tourism also requires
use of natural resources for fulfilment of the experience. Here too, environment
related regulations come into picture. Organisation of events also ensures protection
of rights of creators. It could be writers, artists, singers, composers, dancers and
poets. Use of the intellectual property indiscriminately without crediting and providing
royalty to the original creator also can lead to violations of a given set of regulations.

While the above delve into the tourism system, it is the tourist who also needs
to be governed by some rules due to which a tourist may require valid travel documents
such as passport and visas, entry permits, and passes. For Indians born abroad,
they would need a PIO or OCI with a valid passport. Knowledge of where and how
to source the required documents for tourist, and ability to guide them to the right
sources can become a business opportunity for anyone who wants to set up a travel
agency. Nevertheless setting up of a travel agency is also under the purview of
rules and regulations and has a process to follow to set up a legal travel house.

More so with advent of Information and Communication Technology, Information
Technology and Artificial Intelligence, there have been instances of threats to personal
information and its security. There are various laws that protect innocent end-
users from such threats. The travel industry has gone online to the extent of providing
online travel services. These services are further protected by certain organisations
and certifications which if properly displayed on the vendor’s website would gain
the trust of end-users. This becomes very important because the travellers do not
even meet the service providers as they do in a traditional travel agency.

Travel is not free of perils, act of nature, operational issues and political
disturbances, though not intended a person’s entire savings may be at stake at a
holiday destination which is not properly covered by travel insurance. Ability to
guide the customers on the benefits of such coverage is important.

While all of the above speak about tourism, it is also important to note that
land is scarce resource and depleting at a very fast rate, especially in a land like
Goa which is governed by the centuries old Code of Comunidade. On the other
hand, the Tenancy Act, the tussle between the two acts have led to many of the
fertile Khazan lands to lay fallow for years due to conflicts between owners and



tenants. A golden opportunity to tap into the world of Agro Tourism is slipping
away due to these litigations. Knowledge of both could help to identify the core
issues and start a new approach of tourism related to agriculture.

Violations of human rights are also rampant, setting up of non-governmental
organisations in the form of a non-religious trust, can help safeguard culture and
heritage, and also help to obtain rights for the underprivileged. Other rights such
as Right to Information, and Public Interest Litigation can help build informed
tourism professional who can serve the tourism industry better.
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HOW TO USE THIS BOOK?

The book covers all these aspects that are required to start an ethically sound
enterprise or consult anyone who wants to set up a tourism based service. It is
understood that the actual act or regulation may be exhaustive in approach. The
text book follows a ten-point approach to study the acts. For instance, it will begin
with the Introduction of the act followed by:

Name of the act

Year of enforcement

Year when it was amended, if any

Content of the act

Applicable to which social strata, industry or trade

Provision

Governing body or implementer

Beneficiary of the act

Appellate authority to resolve the dispute

Conclusion

The user is provided with the original government issued document available
online for further scrutiny and review by accessing https://tinyurl.com/
elrarepository. Alternatively you may also send in your queries to
elrarepository@gmail.com. However from a student’s point of view, the textbook
will facilitate easier absorption of the content.

Cases and caselets using problem based learning approach is also used in this
textbook in order to promote critical evaluation of a situation and facilitate the
students to come up with workable and practical solutions to problems identified
in the cases.

General Class Activity for Cases

Refer to the online repository of rules and regulations applicable to the case
and identify the act, year of enforcement, industry it is applicable, beneficiary,
who are the appellate authority to resolve the dispute. How will you resolve the
issue?
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1
ETHICS AND ITS SIGNIFICANCE

IN TOURISM

Keywords:

Ethics, Business
Practices, Approaches
in solving ethical
dilemmas

To ensure a substantial load for an
airline, they tend to overbook by fifteen
to thirty per cent. The consequence of these
bookings result in a practice called ‘bumping’
of passengers. Where in the passengers are
denied boarding. Annually in North America
and Europe around five to ten passengers
per thousand passengers are bumped. It
is also reported that in London Heathrow
around eighty to hundred passengers are
bumped daily by around seventy airlines
operating there. It’s a practice that is
prevalent across the aviation industry. Is
there are solution to this practice? Is it
an unethical trade practice?

After completing this module you
will be able to:

1. Identify cases that lead to unethical
business practices in tourism.

2. Define ethics and map it to the tourism
sector

3. Identify the importance of business
ethics.

4. Identify three approaches to solve
ethical dilemmas in business

5. Discuss the global code of ethics in
tourism

6. Identify the international regulatory
bodies associated with tourism
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INTRODUCTION

Ethics springs from the deepest caverns of a person mind, and leads him or
her to make decisions and take actions. The decision could be morally sound and
display a strong character, or could be unethical and display a shady character.
The scenario changes when a company that is represented by an executive who
steers the general direction of the organisation, through the decisions and actions
taken. The business thrives in an environment which includes its employees, society,
vendors, and suppliers. The entire gamut of interactions with its environment results
in the sustainability and the health of the organisation.

Ogranisational Influences: These are made up of ethical codes, culture,
role models, perception of results, reward and punishment.

Cultural Influences is made up of family, education, religion, media or
entertainment.

Individual Influences is through personality, values, morals or principles, and
gender.

External Factors are made up of political or legal, economic, and technological.

Organisation

Cultural

Individual

External

Fig. 2: The Various Influences of Ethics

Source: Cheryl Venan Dias, 2018.
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Cases of Unethical Business Practices in Tourism

The cases listed below will help the learner to identify the various unethical
business practices that are prevalent in the travel and tourism industry some of
the cases are:

Goa a Paradise Lost to Mass Tourism

Goa, a costal state of India is an example of a land where “mass tourism” to an
exotic location has gone wrong. A land discovered in 1960’s by hippies and a western
tourist destination, has now become a capital of Electronic Dance Music (EDM)
festivals, laced with trance, acid parties, drug abuse, and other social injustice.
There are other social issues such as mass consumption by five star properties and
release of sewage into rivers, deforestation, destruction of dunes and fencing, all
leading to the violation of costal regulations by construction of properties close to
the shore and turtle nesting sites. Tourism Concern Survey reports that tourists
are given special treatment, in terms of subsidised water and electricity. While
the fact is that a tourist consumes twenty eight times more electricity and water
as compared to a local Goan. Local festivals such as Carnaval is commercialised
wherein the essence of this festival is lost in advertisements and non-traditional
floats.(Nicholson-Lord, 1993)

Unethical Entertainment

There is a very thin line between use and abuse of tribals when it comes to
folk art as entertainment at hotels and resorts. Ideally the folk art is performed in
their natural settings such as a maand in villages of Goa. Nevertheless it can also
be a source of income for enterprising tribals who would like to perform for tourist.
In one such case as reported by Gomes (2017). As an organiser of entertainment at
hotels, local Kunbi artists were chosen by the speaker to perform at hotels and
resorts, and this used to generate employment opportunities to the local tribal’s
who performed this folk dance. However when one of the managers mentioned
that the Kunbis need to be more beautiful, Mr. Gomes just refused to bring in the
Kunbis to perform for tourist and stopped all the entertainment and future schedules.

At present the evening cruises present pretty ladies draped in Kunbi Sarees
performing for mass tourist on boat cruises, however these performances are not
by ethnic Kunbis. The art form is completely abused as it is not at all beneficial to
the original tribals.
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Extreme Extravagance

Companies are built for sustainability however when extravagance takes over
the core values it loses its purpose, the demise of the Kingfisher airlines speaks of
extreme extravagance. Even after taking over a successful low cost carrier such as
Air Deccan the carrier failed to imbibe the latter’s principle leading to huge amount
of debts and ultimately resulting in the failure of the airline.

Definitions of Ethics as per Eminent Personalities

Ethical principles are universal standards of right and wrong prescribing the
kind of behaviour an ethical company or person should and should not engage in.
These principles provide a guide to making decisions but they also establish the
criteria by which your decisions will be judged by others. (Michael Josephson, 2013)

What you really are makes up your character; whilst your reputation is what
people think of you. Your reputation comes from the thoughts, perceptions of people
about your intentions and actions. Your character is determined and defined by
your actions.

Abraham Lincoln described character as the tree and reputation as the shadow.

Fig. 3: Illustration of Character and Reputation

Source: Google Images, 2018.

Importance of Ethics in Tourism

Tourism a smokeless industry thrives on interactions between people, some
who are service providers while others who receive the service. Tourist who belong
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to the ‘organised mass tourist’ category and prefer the safety of an environment
bubble sometimes do contribute to negative social impact in a destination, as all of
their services are arranged and the tourist may be oblivious to the actual cost in
the destination they visit. These all inclusive services again override the local
communities such as taxi drives, trained local tourist guides and restaurants, causing
a strain and leading to conflicts between tourist and the residents of a destination.
If the governing policies are designed in such a manner that local residents benefit
and sustain their trades it can lead to ethical conduct of business in tourism. A
solution can be sought by mandating the presence of trained residents in these
inclusive services. All this is impossible without educating and training indigenous
people with requisite skills and ethics from the grass root levels, where the governance
takes into account all the service providers and develop them as a corporate organisation
would do.

President Theodore Roosevelt said, “To educate the mind without the moral
is to educate a menace to society.”

While tourism can be effected by ethical issues other disciplines are also not
free of such problems. Josephson (2010) believes that ethics and character count
and recent history confirms this through the destruction of organisations like Enron,
Arthur Andersen and Health South have been destroyed while some others were
seriously damaged for example AIG, Fannie Mae, Freddie Mac by none other than
its own executives with massive ambition and intelligence but no moral compass.
He also believes that in today’s ultra competitive, high tech, interdependent business
world, charisma without conscience and cleverness without character is a recipe
for economic and personal failure of epic proportions. While there are corporate
buzzwords such as competitive edge, ambition, and
innovation which are important for success, however
they have to be regulated by core ethical principles.

Three approaches to solve ethical dilemmas in
tourism business

Immanuel Kant was a philosopher born in 1724
in the Prussian city of Königsberg.

Introduced the concept of Deontology which speaks
about judging the morality of an action which is based
on adherence to a rule or set of rules. In other words
morality is considered to be part of one’s duty (Lacewing,

Image 4: Immanuel Kant
Source: https://www.iep.utm.edu/

kantmeta/
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Aristotle was a Classical Greek Philosopher who made significant contributions
to logic and ethics. He was also empirically focused and he advocated Virtue Ethics,
which meant to refer to an individual’s thinking about morals and character. He
believed it was not necessary to refer to any rule book or guideline as it was possible
to solve issue by self-consultation and reasoning. Also by putting yourself in the
shoes of an ethical role model.

2018), ideally in a corporate scenario it will be the code of ethics which will guide
any person going through an ethical dilemma.

Image 5: Aristotle

Source: https://www.thefamouspeople.com/profiles/aristotle-116.php

Image 6: Socrates

Source: https://donaldrobertson.name/2014/12/23/socrates-the-stonemason/
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Socrates firmly believed in ‘Consequentialism’ or ‘Teleological Ethics’, Ideally
to identify the consequences of an action whether it turns out to be positive or
negative, and judging the best consequence of a decision taken.

Ethics refers to a system of moral principles — a sense of right and wrong, the
goodness and badness of actions, and the motives and consequences of these actions.
As applied to organisations ethics is the study of good and evil, right and wrong,
and just and unjust actions of managers.

BUSINESS ETHICS IN THE LATER 20TH CENTURY

In the late 1980’s, a study was conducted on around 300 corporate executives
globally, The report was then published by Conference Board, the major tenets of
the report indicated the ethical concerns of businesses which can be categorised
into Equity, Rights, Honesty, and the Exercise of Corporate Power these are further
illustrated as:

Equity as per ethical standard refers to general fairness, contra indicators
would be the disparity between executive or managers salaries to the front line
entry level officers. The question would be if it was fair to pay the executive thirty
times more salary than the entry level officers. Eminent researcher of business
ethics and management guru Peter Drucker 1990 proposed that companies would
be just to limit the executive compensation to just 10 times to what the entry-level
worker earns.

While the concept of rights encompasses aspects such as entitlements of Employees,
Consumers, Communities and other stake holders established by law, court rulings,
and social conventions. Rights ideally protect the various entities from activities
of business houses that can limit their freedom, and safety. It further percolates
into matters such as sexual harassment, discrimination and employee privacy.

The broad category of honesty orients itself to truthfulness and integrity of
conducting business through its actions and policies. This could be the conduct of
the company or its employees representing the company. Issues in honesty may
we associated with content used in advertising a product, financial systems, bribery
and gifts, fraud, theft and waste. It also extends to the employee no disclosing
confidential information to competitors.

Corporate power calls for ethically funding and support of political committees;
these may cause social injury but in turn benefit the company. It is observed that
workers who are responsible for safekeeping of goods, machines and products, harmful
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product and processes that compromise environment safety and cause its degradation
are considered to be under the ambit of this class of business ethics

Global Code of Ethics for Tourism (GCET)

This code was adopted by resolution A/RES/406(XIII) at the thirteenth UNWTO
General Assembly, Chile in 1999. It introduced 10 articles which are:

(Art 1) Tourism’s contribution to mutual understanding and respect between
peoples and societies

(Art 2) Tourism as a vehicle for individual and collective fulfilment

(Art 3) Tourism, a factor for sustainable development

(Art 4) Tourism, a user of the cultural heritage of mankind and a contributor
to its enhancement

(Art 5) Tourism, a beneficial activity for host countries and communities..

(Art 6) Obligation of stakeholders in tourism development

(Art 7) Right to tourism

(Art 8) Liberty of tourist movements

(Art 9) Right of workers and entrepreneurs in the tourism industry.

(Art 10) Implementation of the principles of the Global Code of Ethics for Tourism
(UNWTO, 1999)

The principles of the GCET is very clear and it addresses the economic, social,
cultural and environmental components of travel and tourism. If followed rigorously
can contribute to achievement of some of the Sustainable Development Goals (SDG)
identified for tourism as SDG 8, 12 and 17 (UNWTO  and UNDEP 2017). SDG 8
The goal of decent work and economic growth can be achieved by promotion of
cultural tourism activities. SDG 12 Sustainable Consumption and Production can
be achieved by use of renewable resources for travel and responsible consumption
patterns. SDG 17 Partnerships for the Goals can be achieved by collaborating with
international bodies for upliftment of tourism areas.

Conclusion: From the viewpoint of the prominent philosophers of ethics and
various school of thought related to Virtue Ethics, Deontologism, and Consequentialism,
we can conclude that ethics correspond to basic human needs; humans do give
more credibility to values, while values give the management credibility with its
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employees, and thus help in better decision making. Ethics and profit go together.
Law cannot protect society, ethics can.

QUESTIONS

1. What are the cases that lead to unethical business practices in the tourism industry?

2. How do you define ethics, is it associated with the tourism sector?

3. Why is business ethics important in tourism?

4. What are the three approaches to solve ethical dilemmas in business?

5. Global code of ethics in tourism is important for all tourism organisations. Discuss.

6. What are the international regulatory bodies associated with tourism and their
role in regulation of the industry?
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