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The communication of sustainable products also pursues the classic communication goals:

- Conveying information

- influencing attitudes

- and triggering actions

1. To increase brand awareness and reputation

2. To create interest  and to generate sales 

3. To make customers feel good and come back

4. To raise awareness and change behaviour

Why?
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To make a… 



KNOW YOUR TARGET GROUPS
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Booking.com Sustainable Travel Report 2023

Awareness increases
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Forschungsgemeinschaft Urlaub und Reisen e. V.: Travel Analysis 2020 

Attitude Behaviour

My holiday should be as socially 
acceptable and/or environmentally 
friendly as possible

Sustainability label of accommodation 
or tour operator

Co2 offsetting for arrival/departure or 
holiday stay

Attitude–Behaviour Gap
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Priskin et al., 2019. A Barometer for Sustainable Travel and Tourism to track responsible consumer behaviour. Insights from Canada, Russia, Switzerland, and 
the USA travel markets
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Priskin et al., 2019. A Barometer for Sustainable Travel and Tourism to track responsible consumer behaviour. Insights from Canada, Russia, Switzerland, and 
the USA travel markets
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Google trend: «Sustainability»
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Google trend: «Sustainable hotel»

Your search does not 
contain enough data.
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Conscious consuming
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Weber (2013). Consumer segmentation. Fair Trade Tourism: Switzerland.
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A STRONG PRODUCT
IS THE BEST MARKETING
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Make it an experience!
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Travindy (2017). The Essential Guide to Marketing & Communicating Sustainable Tourism. Written by Xavier Font.May 5, 2023 Page 13
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Make it easy!
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MAKE YOUR ENGAGEMENT VISIBLE
AT ALL TOUCHPOINTS!
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Make it visible!
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Hotel Stadthalle, Vienna



Make it visible!
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Photo by Jasmin Brunner on Unsplash

Photo by Jason Jarrach on Unsplash
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PEOPLE PAY FOR EXPERIENCES,
NOT FOR SUSTAINABILITY!
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•

Willingness to pay for sustainability
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Willingness to pay
0 – 20 %
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Booking.com Sustainable Travel Report 2023



− if the key quality, location and convenience 

attributes are met

− the better the product (value added)

− the more the customer know about the

product (and where the money goes)

− if it makes the guests feel good

Willingness to pay is
higher…
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BE HONEST AND POSITIVE!
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→the exaggeration of the environmental performance or benefits of products with the aim of 
misleading consumers. The term greenwashing was coined to describe sustainability 
communication without the underlying and necessary sustainability practices.

Red Flags:

−Unclear & vague

−Omits important information

−No evidence for claims

− Irrelevant

− False claims

St. Moritz blamed for eco-skiing

Be sure to avoid greenwashing!
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Greenhushing - The opposite of greenwashing

- Businesses are not aware

- Businesses think no one cares

- Businesses don’t know how

- Businesses are afraid

Take the risk of 
communicating!
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Be positive and make your guests proud!

Positivity works

Negativity doesn’t work
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Involve your guests!
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Whether you are a resident, 

a guest or a service provider, 

share with us your vision of 

Arosa 2030. How should 

Arosa develop in terms of 

sustainability over the next 

ten years?

Get involved now!
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Make use of guest reviews!
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«The hotel is a pearl, a jewel!

It's like Agatha Christie's Hotel 
Betram, but without an affair :-) 
Everything was tip-top and 
more!»

Make use of guest reviews!
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BE ON THE RIGHT CHANNELS!
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Use certifications & reporting for B2B!
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Increase visibility of your efforts!
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Meet your target groups where they are!
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YOUR STAFF IS CRUCIAL IN 
MARKETING AND COMMUNICATING 

SUSTAINABILITY!
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“Recycling –Enthusiast”
Marianne

Make it personal!
“Ski tour developer”

Sven

“The climate-friendly print 

queen”

Michelle
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Share your philosophy to attract employees!
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You appreciate the challenge and on top of that: in a 
sustainable hotel businessWe attach the greatest importance to personality, sustainability and 

the latest technology.
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CHANGE BEHAVIOUR WITH NUDGES!
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Use social norms!
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Provide information and incentives!
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Simplify sustainable decisions!
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WRAP-UP
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1. Make sustainability an experience

2. Be transparent, credible and authentic - avoid greenwashing

3. Take the risk of communicating. Be honest and positive 

4. Engage your customers

5. Chose the right message and channel for your target groups

6. Make it personal

7. Share your philosophy to attract employees

8. Make it easy

9. Embrace experiments

Summary
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Educate – Inspire – Motivate!
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Lucerne School of Business
Institute of Tourism and Mobility ITM
Prof. Dr. Fabian Weber
Lecturer

Phone direct +41 41 228 99 33
fabian.weber@hslu.ch

Thank you!
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