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 المتكاملة الإدارة نظام باستخذام الفنذقي الأداء تحسين
 ملخص

ٗعذ ًظبم الاداسح الوزكبهلخ احذس الوذاخل لزحم٘ك الاداسح الوسزذاهخ, ّرحس٘ي 

الس٘بسبد ّالعول٘بد ثبلفٌبدق, ح٘ش رسعٖ الفٌبدق العبلو٘خ الٖ ثٌبء ًظبم اداسٕ 

العْ٘ة, هجٌٖ علٖ لبعذح هشزشكخ هي الاًظوخ هضل هزكبهل ًِّظ شوْلٖ ٗخلْ هي 

 , ISO 14001: 2015 , ًّظبم اداسح الج٘ئخ ISO 9001: 2015ًظبم اداسح الغْدح 

, ُّْ ًظبم اداسح ٗغوع  ISO 45001: 2018 ًّظبم اداسح الصحخ ّالسلاهخ الوٌِ٘خ

هي رحم٘ك  ث٘ي هكًْبد العول فٖ ًظبم ّاحذ هزوبسك, ّرلك لزوك٘ي الوٌشأح الفٌذل٘خ

سغجبرِب ّاُذافِب, ّرلك لزحم٘ك هخشعبد هزو٘ضح ّرحم٘ك الزٌبفس٘خ, ُّزا هب ٗزن 

 الحبلٖ الْضع اسزكشبف إلٔ الذساسخ ُزٍ السعٖ الَ٘ لزحس٘ي الاداء الفٌذلٖ.  رِذف

 ISO ,( الغْدح) ISO 9001: 2015 ّخبصخ( IMS) الوزكبهلخ الإداسح ًظبم لزٌف٘ز

 ّ ,( الوٌِ٘خ ّالسلاهخ الصحخ) ISO 45001: 2018 ّ ,( الج٘ئخ) 2015 :14001

 لغوع اسزجبًخ رطْٗش رن. الوصشٗخ ثبلفٌبدق الوزكبهل الإداسح ًظبم لزٌف٘ز ًوْرط الزشاػ

 هي عٌ٘خ علٔ عشْائٖ ثشكل اسزوبسح 572 رْصٗع رن. الذساسخ لِزٍ الوطلْثخ الج٘بًبد

 علٔ علاّح. للزحل٘ل لحخصب٪( 77.57) اسزوبسح 542 فمط ّالألسبم الألسبم هذٗشٕ

 الوذٗشٗي هسبعذٕ أّ للفٌبدق العبه٘ي الوذٗشٗي هع الشخص٘خ الومبثلاد كبًذ , رلك

 الزٖ الفٌبدق غبلج٘خ أى ًزبئظ الذساسخ أظِشد. هذٗشًا 52 ّعذدُن  الفٌبدق فٖ العبهل٘ي

 فٖ ّهسبعذِٗن العبه٘ي الوذٗشٗي غبلج٘خ ّكزلك هزكبهل إداسح ًظبم رطجك لا فحصِب رن

 هذٗشٕ غبلج٘خ أظِش أخشٓ, ًبح٘خ هي. الٌظبم لِزا هذسك٘ي غ٘ش هحل الذساسخ  الفٌبدق

 ّالسلاهخ ّالصحخ ّالج٘ئخ الغْدح س٘بسبد أى الذساسخ شولزِب الزٖ ّالألسبم الإداساد

 ّ الج٘ئٖ الجشًبهظ هع هزكبهلخ عْدح خطط رضع لا الفٌبدق غبلج٘خ لكي , هْصمخ الوٌِ٘خ

 ُزٍ رطجك , عبم ثشكل. السبثمخ الأُذاف لزحم٘ك الوٌِ٘خ سلاهخّال الصحخ ثشًبهظ

 ّرشغت فٖ ( الوٌِ٘خ ّالسلاهخ ّالصحخ ّالج٘ئخ الغْدح) الضلاصخ الإداسح أًظوخ الفٌبدق

ّكبًذ أُن  .الوشعْح أُذافِب ّرحم٘ك أدائِب رحس٘ي علٔ ٗسبعذ عذٗذ ًظبم إٔ رٌف٘ز

به٘ي اداسٗ٘ي اّ أكضش علٔ رطج٘ك ًظبم رْص٘بد الذساسخ رحف٘ض الفٌبدق الزٖ رطجك ًظ

 الإداسح الوزكبهلخ. 

 الوٌِ٘خ ّالسلاهخ الصحخ , الج٘ئخ , الغْدح الوزكبهلخ, الإداسح ًظبم :المفتاحية الكلمات

, ISO , الفٌذلٖ الأداء. 
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Improving the Hotel Performance by Using 

Integrated Management System: An Exploratory 

Study 

Abstract 

This study aims to explore the current situation of the 

implementation of the Integrated Management System (IMS) 

particularly the ISO 9001:2015 (Quality), ISO 14001:2015 

(Environmental), and ISO 45001:2018 (Occupational Health and 

Safety), and propose a model for the implementation of the 

integrated management system in Egyptian hotels. A 

questionnaire form was developed to collect the data required for 

this study.  A total of 275 forms were randomly distributed to a 

sample of divisions' and departments' managers, only 240 forms 

(87.27%) were valid for analysis. Furthermore, personal 

interviews with hotel general managers or assistant general 

managers in the hotels investigated were 25 General Managers. 

The results obtained showed that the majority of investigated do 

not implement integrated management system and also most 

general managers and their assistants in the investigated do not 

know about this system. On the other hand, most of the surveyed 

divisions and departmental managers showed that the quality, 

environment and health and occupational safety policies are 

documented and maintained, but the majority of investigated 

hotels do not implement quality plans integrated with the 

environmental program and the occupational health and safety 

program to achieve previous goals. In general, these hotels apply 

the three management systems (quality, environmental and health 

and occupational safety) and they did not object to implement of 
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any new system that would help them improve their performance 

and achieve their desired goals. Finally, the recommendation 

could be suggested: stimulating service organizations that apply 

two or more ISO systems to implement the integrated 

management system. 

Key words: Integrated Management System, Quality, 

Environmental, Occupational Health and Safety, ISO, Hotel 

Performance.  

Introduction  

According to Kauppila (2015), the global business environment 

has several characteristics that affect organizations, because of 

many challenges created by different variables in a rapidly 

changing world. Perhaps one of the most important of these 

challenges faced by most organizations is globalization, which 

has gained many dimensions from the information, culture, trade, 

and management, and therefore organizations have found 

themselves operating in difficult competition because of free 

trade and the growing use of modern Information and 

Communications Technology (ICT). This prompted them to 

rethink their competitive strategies and priorities and then their 

future goals and visions, so these organizations chose quality to 

become their competitive weapon to achieve excellence globally, 

especially after the influences drawn by the Japanese experience 

in the minds of industry leaders, trade and money, and the 

relationship of that experience and its outstanding success with 

quality (Asbari et al., 2019). 

Terziovski and Power (2007) noted that the emergence of 

International Organization for Standardization (ISO 9000: 1987) 

was one of the most important international responses to 
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integrate all global quality practices into its specifications. A 

certificate of conformity with these prescriptions has become a 

trade requirement and a condition for competition under the 

WTO Conventions and Supplements. ISO was developed in 

1994, 2000, 2008 and 2015 to be a quality management system 

ISO 9001 (Purwanto et al., 2019).  

Psomas et al. (2011) stated that the quality of product was not the 

only interesting issue in the late last century, but also the issue of 

the environment. The environmental challenges facing the world 

and its problems such as pollution, ozone layer erosion, climate 

change, etc. made industrial enterprises pay close attention to the 

environment and try to improve their levels of environmental 

performance due to the key role of their activities and products in 

the problems faced by the environment, and the ISO initiative, in 

collaboration with many actors in the release of the International 

Specification Series (ISO 14000), was one of the most important 

international responses to this environmental challenge, and then 

it was developed over the years 2004 and 2015 (Orcos et al., 

2019). Its promulgation is an important event in the adoption of 

competitive environmental management strategies and an attempt 

to balance economic growth with environmental protection. 

Economic progress and the well-being of society often have a 

related environmental cost (Martí-Ballester and Simon, 2017). 

According to Sartor et al. (2016), the desire to increase profits of 

commercial and service organizations such as hotels has exposed 

human potential to accidents, dangers and diseases, where a 

person attributed most of them to natural causes and to the 

judiciary and destiny in most cases, but finally it proved that the 

work environment mainly is responsible about them and became 

called occupational diseases. This has led to an increase in the 
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activity of authorities and organizations concerned with the 

health and safety of workers in various fields and businesses, and 

industrial security has become known as occupational health and 

safety (ISO 45001, 2018). Where the International Organization 

for Standardization issued a standard for the Occupational Health 

and Safety Management System, but it was not voted on by the 

majority during these past periods until it was issued in March 

2018 (ISO 45001) and the certificate of conformity to the 

Occupational Health and Safety Management System was 

previously issued on the basis of the British formula OHSAS 

18001:1999, which was amended in 2007. The number of hotels 

adopted and certified with the Occupational Health and Safety 

Management System (OHS) is expected to grow significantly 

with the introduction of ISO 45001 (Orzes et al., 2018). Raišiene 

(2011) and Escanciano and Leticia, (2014) tried to link and 

integrate these three management systems: Quality, environment, 

and occupational health and safety to produce an integrated 

management system whose application in commercial and 

services organizations such as hotels produces could achieve 

many benefits and gains that improve their performance in 

different aspects: human, economic, social, environmental, 

health, and administrative (Daas Azeddine, 2019). 

According to Hassan et al. (2019), the measuring and improving 

performance at the organization level is considered one of the 

main important administrative topics, and it may be considered 

by some to be vague or unfamiliar, due to its relatively newness 

(in use at least), and the limited applications of it, despite its 

distinct importance. The concept of “assessment or evaluating 

the performance of employees” may have acquired the greatest 

attention during the application in previous periods, but it was 
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found through observations and studies of management scholars 

that attention must now be focused on the level of the overall 

organization's performance, without neglecting, of course, the 

individual performance as it constitutes One of the main 

components of the organization's performance, so it is necessary 

to go to the Triple Bottom Line, which aims to measure the 

financial, social and environmental performance of the 

organization. The TBL framework promotes the goal of 

sustainability in business practices, as organizations look beyond 

profits to include social and environmental issues to measure the 

full cost of doing business (Alhaddi, 2015). The main purpose of 

this study is to explore the current situation of Integrated 

Management System implementation in some of five star hotels 

in Sharm Elsheikh city. 

The problem of study 

Numerous studies discussed the topic of the integrated 

management system like (Daas Ezeldin, 2019), (Ragheed 

Ibrahim Ismail, 2010), (Adela Mariana et al., 2015), (Ali 

bu-Kameesh, 2005), (Ekwuemel et al., 2013), (Jozef 

Gasparik, 2009) and (Ahmed Ali Hussein, 2009); after 

stand on all the results of these studies, it is clear that there 

is no study on the integrated management system in the 

hospitality sector. Here, the research gap lies in the absence 

of a study on the dimensions and variables of the current 

study. Also, no study examined the impact of the integrated 

management system on organizational performance and no 

study focused on using modern models to measure 

performance in its three dimensions (Economic, 

Environmental, and Social). Hence the problem of the study 

is that Egyptian hotels need to implement the integrated 

management system. 
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The problem of the study lies in answering on the following 

questions: 
Question 1: What the level of managers' knowledge about 

integrated management system? 
Question 2: What is the extent of implementing Integrated 

Management System in the investigated hotel? 

Review of Literature 

Quality Management System (ISO 9000( 

The emergence of the concept of sustainable 

development at the end of the last century forced service 

organizations to adapt and respond to the requirements 

they had produced in the context of these organizations, 

and they had to not only satisfy the customer, but also all 

the funniest interests with them (Adela, 2015 ( . 

According to Kakouris and Sfakianaki (2018), the 

emergence of current versions such as ISO 9001 for 

quality management system, ISO14001 for 

environmental management system, and ISO 45001 for 

the occupational health and safety management system, 

which has seen a growing demand for service 

organizations such as hotels and others as modern 

management methods that contribute to meeting the 

requirements of all stakeholders and achieving the 

concept of sustainable development. 

Environmental Management System (ISO 14000( 

Zutshi and Sohal (2003) stated that while traditional 

government regulations have led to significant 

reductions in industrial pollution, businesses typically 
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argue that the prescriptive nature of these regulations is 

costly. Additionally, traditional regulations have been 

criticized for establishing a threshold of acceptable 

pollution because facilities typically strive to meet these 

thresholds, but do not reduce their emissions any further. 

These limitations and others have led many governments 

to promote an alternative environmental policy approach 

that encourages voluntary actions to improve the 

environment beyond what is required by law. The 

voluntary approach supplements existing regulations by 

encouraging cooperation between the regulated 

community and government officials (Kakouris and 

Sfakianaki, 2018). 

Occupational Health and Safety Management System 

(ISO 45000( 

According to Väyrynen et al. (2015), as a result of the 

increasing demands of organizations and individuals for 

a suitable workplace in terms of safety and environment, 

organizations have begun to pay attention to managing 

occupational health and safety risks, reducing accidents 

and the financial cost resulting from them, as well as 

continuous improvement of performance. In addition to 

the success achieved by ISO 9001 Quality Management 

System Standard and ISO 14001 Environmental 

Management System Standard, there was a need to 

create an international standard for an occupational 

health and safety management system (Dahlin and 

Isaksson, 2017(. 
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Integrated Management System (IMS  (  

Combining standards, on the other hand, is when you 

want to be certified in multiple standards using the same 

type of management system.  For example, ISO 

9001:2015, AS9100: Rev D, AS9110: Rev C, AS9120B, 

ISO 13485:2016, and IATF 16949:2016 are all Quality 

Management Systems.  Getting certified in more than 

one of these standards together would be a combined 

quality management system (Dahlin and Isaksson, 

2017). 

The Hotel Performance  

The business environment in the hotel industry is 

characterized by fierce competition and ever-changing 

conditions. Each hotel is in direct or indirect competition 

with any other hotel. Managing strong competition 

forces to try to get closer to the wishes of their guests is 

the only way to achieve success (Ivankovi et al., 2010). 

Therefore, it is no wonder that hotel management is 

more and more committed to creating a performance 

measurement to show, in the best possible way, which 

weaknesses are observed in the work and where 

improvements can be made to be able to meet the needs 

of all stakeholders. 

In view of this, it is necessary to look at performance 

from a broader perspective that includes all the details 

surrounding the organization so that the decision maker 

can manage the organization in a professional manner, 

so the most appropriate method for measuring 
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performance and achieving sustainability at the same 

time is the Triple Bottom Line model (TBL) 

(Schmidgall, 2014). 

Research Methodology  
The targeted hotels are selected based on two criteria. 

Firstly, hotels must be formally rated as five-star hotels, to 

assure that all targeted hotels are similar in characteristics. 

Secondly, the number of targeted hotels should represent 

the population of the study. Random samples of 25 hotels 

from 35 hotels were targeted and represent 71.43% of the 

population of the study.  

The researcher has used the qualitative and quantitative 

approach in the study methodology as follows : 

- Qualitative Approach: 
The qualitative approach was used in the study 

methodology to achieve the study objectives as follows : 

 Personal interviews questions with general 

managers and assistant general managers in five-star 

hotels in Sharm Elsheikh city 

-Quantitative Approach 

The quantitative approach was used in the study 

methodology to be appropriate to numerical analysis 

through SPSS program version 22 as follows: 

 Questionnaire forms distributed on departmental 

and divisional managers in five-star hotels in Sharm 

Elsheikh city. 

In order to answer the paragraphs of the first section on 

personal data, there is a set of options from which the 

respondent chooses one option. As for the second and third 

section, the five-point Likert scale was relied upon, which 
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is considered one of the most widely used scales because it 

gives the greatest degree of freedom in answering. 

The section of integrated management system is based on 

the work of (Daas Azeddine, 2019) as references, the 

section of hotel performance is based on the work of (El 

Masoudy and El Masoudy, 2015) as references, and some 

statements were developed during questionnaire reviewing 

with supervisors. 

The questionnaire divided into three main sections. Section 

one: the objective of collecting personal data for the 

respondents. This section included information about 

gender, age, educational level, number of years of 

experience in the hotel and job title. And one question 

about the hotel independent or chain hotel.  

Section Two: The objective of collecting information about 

the reality of the integrated management system for quality, 

environment and health and occupational safety in the 

hotels in the study. This section included 5 dimensions as 

follows: - 

- The policy of the integrated management system from 

No. 1 to No. 4. 

- The planning of the integrated management system 

from No. 5 to No. 8. 

- The implementation and operation of IMS from No. 9 

to No. 18. 

- The examination, the preventive and corrective action 

No.19 to No.24. 

- The management reviewed for IMS from No. 25 to No. 

27. 
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Section three: the goal of collecting information about the 

reality of hotel performance in the investigated hotels in 

this study, and this section included 3 dimensions as 

follows: - 

- Financial performance, it includes paragraphs from No. 

28 to No. 32. 

- Environmental performance from No. 33 to No. 37. 

- Social performance from No. 38 to No. 42. 

Results and Discussion 

Analysis of questions from personal interviews  
 The first part: the hotel general managers' 

background information 

Table 1: Descriptive statistics for the study sample 

according to gender 

Answer Frequency percent 

Male 23 92% 

Female 2 8 % 

Sum 25 100% 

This section is concerned with gender of the respondents.  

Table (1), shows the descriptive statistics for the study 

sample according to gender. Male came first ( 92 %), 

followed by female ( 8 %). 
Table 2: Respondents’ Demographic data and Profile 

Analysis 

Perc. Freq.  

24% 6 Independent Is your hotel independent or 
chain hotel?  

76% 19 Chain 

60% 15 Less than 5 
years 

How long you are in this 
position? 



 

 

15 

 م2023يونيو - 13عدد –مجلة كلية السياحة والفهادق 

 

32% 8 From 5 to 10 
years                 

8% 2 More than 
10 years 

Table 2 shows descriptive statistics for study sample 

according to hotel classification, it came first rank in the 

answer chain hotels the percentage of 76%, and was 

ranked second answer is independent hotels the 

percentage of 24%. 

Notes from Table 1, which shows descriptive statistics for 

study sample according to years of experiences, it came 

first rank in the answer is Less than 5 years the percentage 

of 60%%, came second rank in the answer from 5 to 10 

years the percentage of 32%, came in third rank to answer 

more than 10 years the percentage of 8%. 

 The second part is about Integrated Management 

System 

1. To what extent is the hotel management aware of the 

integrated management system? 

There was some variation in the responses of the 

investigated general managers and assistant general 

managers to what extent the managers are aware of the 

integrated management system. Their responses were as 

follows: 

There are 14 general managers and their assistants 

completely unaware of the integrated management system 

which equals 56% of the investigated hotels, there are 9 

general managers and their assistants partial aware of this 

system which equals 36% of the investigated hotels and 

finally there are 2 general managers and their assistants 
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fully aware of this system which equals 8% of the 

investigated hotels. 

The opinion disagrees with what is confirmed by (Coletto 

and De Monte, 2019), the implementation of one of these 

systems leads the organization to improve its performance 

in one direction, while we find that the integrated 

management system merges all the systems and 

operations in one structure that achieves its objectives 

related to providing a product or service that achieves 

customer satisfaction while maintaining its social 

responsibility to protect the environment maintaining, the 

health and safety of workers and guests and ensuring the 

protection and security of hotel information and data.  

2. What is the level of implementation of integrated 

management system in the hotel? 

There was some variation in the responses of the 

investigated general managers and assistant general 

managers to implementation of the integrated 

management system.  

There are 17 general managers, and their assistants 

indicate that the hotel does not fully implement the 

integrated management system which equal 68% of the 

investigated hotels, there are 6 general managers and their 

assistants indicate that the hotel partially applies this 

system which equal 24% of the investigated hotels and 

finally there are 2 general managers and their assistants 

indicate that the hotel fully implements this system which 

equal 8% of the investigated hotels. 

The result agrees with what is confirmed by (Hampton,  

2014), emphasize that there are many reasons that led to 

not implementation of the integrated management system 
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in the hotel sector in Egypt, because there is no 

cooperation from the employees who will be users of the 

IMS system in the future, Resistance and lack of support 

from top management, also, there is no personal or 

responsible for the IMS, as well as a complete review of 

the process and systems, and finally the failure to adapt to 

changes, routines and work habits 

3. What are the ISO standards applied by the hotel 

management? 

The responses of the general managers and their assistants 

in the investigated hotels varied about the ISO standards 

applied in the hotel. 

The answers of the general managers and their assistants 

were that their hotels apply by 100% the three most 

common systems; quality management system (ISO 

9001), environmental management system (ISO 14001), 

and occupational health and safety management system 

(OHSAS 18001), while the ISO 45001 system, which was 

recently launched by ISO in 2018, is only applied by 

hotels (1, 12). Hotels differ among themselves in the 

implementation of other management systems, where the 

majority hotels (seventeen hotels) apply other 

management systems such as the Energy Efficiency 

Management System (ISO 50001) and the Food Safety 

Management System (ISO 22001), while eight hotels 

apply the HACCP system instead of ISO 22001. 

This result agrees with what was mentioned by (To and 

Tang, 2014). The main advantage of implementing 

quality, environment, and occupational health and safety 

management systems can be the necessity to support this 

procedure with other systems such as the HACCP system, 
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the information technology system, or others. The positive 

impact of investing in management systems are consistent 

with the profit rate and the increase in the market share of 

hotels, as it was found that investing in the management 

systems that prevent bureaucracy in management had a 

greater impact on increasing the profitability rate by 

increasing revenues compared to reducing operating 

expenses, especially supporting sales growth by 

increasing customer satisfaction and customer retention 

rates. 

4. What are the benefits that the hotel gains from the 

implementation of the integrated management 

system? 

When asking hotels' managers about benefits of 

implementation of the integrated management system, 

their answers were as follows:improve business focus, 

manage business risk, less conflict between individual, 

management systems, reduced duplication and 

bureaucracy, effective and efficient, internal and external 

audits, save human resource, decrease management cost, 

decreases complexity of internal management, facilitate 

continuous improvement and time saving. 

This result agrees with what is confirmed by (Gianni et 

al., 2017), who emphasized that many benefits of 

implementing IMS are improving quality to energy 

efficiency, environmental performance of IMS can benefit 

organizations through increased efficiency and 

effectiveness, and reducing costs while minimizing 

disruptions caused by several external audits. It also 

shows a commitment to improve performance, employee 

and customer satisfaction, and continuous improvement. 
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5. What are the obstacles that face implementation of 

the integrated management system in your hotel? 

When asking hotels' managers about implementation 

obstacles of the integrated management system, there are 

many obstacles that limit the effectiveness of the 

integrated management system, which are: 

- Integration of systems requires large financial resources, 

and the system is not managed well, which leads to more 

gaps within the system. 

- Increased complexity of internal operations. 

- Low management efficiency, lack of an appropriate 

organizational culture, and weak acceptance of change. 

These results agree with what was mentioned by (Mashur et 

al., 2020), who claimed that the integrated management 

system does not guarantee its success, because if it is not 

applied correctly, it causes chaos and randomness, and the 

obstacles that may face the implementation of this system 

should be eliminated, represented in the lack of 

competencies, weak information systems structure, 

resistance to change, weak participation culture, and low 

confidence in leadership commitment. 

 The third part is about hotel performance 

6. Does hotel management measure the three 

performance criteria (social, economic, and 

environmental)? 

The responses of the general managers and their assistants 

in the targeted hotels varied about the hotel management’s 

measurement of the three social, economic, and 

environmental performance criteria.  
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There are 6 general managers and their assistants indicate 

that the hotel does not measure at all the three social, 

economic, and environmental performance criteria, as 

they only use the measurement method on the basis of 

profit centers, which equal 24% of the investigated hotels, 

there are 16 general managers and their assistants indicate 

that the hotel partially measures the performance criteria 

economic and environmental, where these hotels measure 

performance by financial and nonfinancial performance 

measures, which equal 64% of the investigated hotels, and 

finally there are 3 general managers and their assistants 

indicate that the hotel measures fully the three 

performance criteria social, economic and environmental 

as it seeks to achieve sustainability, which equal 12% of 

the investigated hotels. 

The previous analytical opinion agrees with what is 

confirmed by (Ekwuemel et al., 2013) who claimed that 

the manner in which a hotel's activities are performed in a 

given month determines the competitiveness of its 

operations in that month. A reliable performance 

measurement system is essential for effective control and 

improvement of hotel operations. Therefore, it is 

necessary to measure the performance of the hotel in all 

its financial, social, and environmental aspects. 

7. How does hotel management measure the three 

performance criteria (social, economic, and 

environmental  ( ? 

Every business has its metrics, which help hotels to 

measure their performance and help them to improve their 

sales. Same goes for the hotel industry. Hotel metrics are 

important components which make it possible to keep 
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track of the revenue stream and understand the 

performance of a hotel. 

1. Divide the hotel’s bottom line into three categories: 

social, economic, and environmental. 

2. Analyze the hotel’s environmental effects of the hotel 

based on its use of renewable and non-renewable 

resources for the second bottom line. 

3. Calculate the flow of these resources based on hotel 

annual operations with the goal of reducing the use of 

non-renewable resources. 

4. Establish the percentage of alternative fuels used by 

dividing the cost of alternative fuels by overall fuel use, 

change management practices so there is a focus on 

increased use of alternative fuels. 

5. Evaluate the social effect based on its involvement in 

the local community, evaluate hotel-driven community 

programs by establishing the number of people or 

programs the hotel helps in the community and create a 

goal to increase these numbers or positively affect 

community change. 

B. Divisions and departments Managers’ 

Questionnaire Analysis 

Table 3: Respondents’ Demographic Profile Analysis 

Percent Frequency  

169 70.4% Male Gender 

71 29.6% Female 

5 2.1% Less than 35 years Age 

95 39.6% 35- 45 years 
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140 58.3% More than 45 years 

150 62.5% Less than 10 years Years of 
Experience 90 37.5% From 10 to 15 years 

0 0% More than 15 years 

81 33.8% Average degree Education 
level 101 42.1% University Degree 

58 24.2% Postgraduate Degree 

Table 3 shows the results obtained from the questionnaire 

distributed to divisions and departments Managers in five-

star hotels in Sharm Elsheikh city, the analysis shows the 

statements along with the mean and standard divisions.  

The previous analytical opinion agrees with what is 

confirmed by (Daas Azeddine, 2019) this is due to the 

nature of the study sample hotels, which needs the male 

more than the female, in addition to the distance of most of 

these hotels from the population centers. 

The previous analytical opinion disagrees with what is 

confirmed by (Daas Azeddine, 2019), the age group 

between 35- 45 years is considered the most in demand in 

departmental leadership positions and is considered a 

positive feature for these hotels that they can benefit from 

because individuals at this stage are ready to keep pace with 

change by applying new management systems. 

Consequently, the majority of the respondents have 

experience in the field of management, which increases 

confidence in the results of the study and agrees with the 

opinion of (Kakouris and Sfakianaki, 2018), that the 

experience of department managers is of great priority 
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when implementing new management systems. The more 

experienced the department manager is, the more he is able 

to implement the new system efficiently. 

Table 4: Departments and divisions Managers’ 

Statements 

 Statement Mean 
Std. 

Dev. 

1. Policies   

1 The quality, environment and health and 

occupational safety policies are documented 

and maintained 

4.15 1.25 

2 

The quality, environment and health and 

occupational safety policies are announced 

to all employees of the hotel and is available 

to all interested. 

3.49 0.81 

3 

The quality, environment and health and 

occupational safety policies are properly 

implemented. 

3.32 1.14 

4 

The hotel periodically reviews the quality, 

environment and health and occupational 

safety policies to ensure its suitability. 

3.53 0.86 

2. Integrated Management System planning 

5 

There is an integration of analysis of quality 

management system processes, 

environmental aspects and impacts, and 

identify and assess occupational health and 

safety risks. 

2.70 0.80 

6 

There is integration between legal and 

illegal requirements in quality, 

environmental and occupational health and 

safety management systems. 

3.45 0.91 

7 The hotel sets integrated goals and 2.62 0.85 
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objectives for quality, environment, and 

occupational health and safety. 

8 

The hotel implemented quality plans 

integrated with the environmental program 

and the occupational health and safety 

program to achieve previous goals. 

2.12 0.52 

3. Implementation and operation of the Integrated 

Management System 

9 

The hotel provided the necessary resources to 

implement the Integrated Management 

System. 

1.96 0.68 

10 

The roles, responsibilities and authorities of 

the employees have been defined to 

implement the Integrated Management 

System. 

1.50 0.82 

11 

The hotel ensures the efficiency of its 

employees who perform tasks that affect 

quality, environment, and occupational 

health and safety. 

3.28 1.20 

12 

Training programs for employees are 

constantly being prepared and made aware of 

quality, environment and health and 

occupational safety. 

3.53 0.86 

13 

The hotel has established internal and 

external communication procedures related 

to the Management System. 

2.00 0.82 

14 
The hotel has documented the Integrated 

Management System 
1.50 0.82 

15 

The hotel implements the procedures for 

controlling the documents required in the 

integrated management system and 

maintained it. 

2.00 0.82 

16 
The hotel controls the records of the 

Integrated Management System. 
2.21 0.64 
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17 

The hotel has controlled the processes and 

activities associated with the integrated 

management system. 

2.00 0.82 

18 

The hotel has appropriate preparation 

procedures for potential cases and emergency 

situations. 

2.83 0.47 

4. Checking 

19 

The hotel implements and maintains 

procedures to monitor and measure the 

performance of the Integrated Management 

System. 

2.17 0.69 

20 
The hotel documents the results of the 

monitoring and measurement procedures. 
2.79 0.40 

21 

The hotel carries out periodic procedures to 

assess its compliance with legal and illegal 

requirements and defines its records. 

2.83 0.68 

22 

The hotel implements and maintains 

procedures for handling accidents and cases 

of non-conformity related to quality, 

environment, and occupational health and 

safety. 

3.45 0.81 

23 

The hotel creates and maintains records of 

conformity with the requirements of the 

Integrated Management System. 

2.21 0.64 

24 

The hotel implements and maintains internal 

audit programs for the Integrated 

Management System. 

1.50 0.96 

5. Management review of the Integrated Management 

System 

25 

Top management reviews the Integrated 

Management System at specific periods to 

ensure its continuity suitability, adequacy, 

and efficacy. 

1.55 0.96 

26 The results of the management review align 2.17 0.69 
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with the hotel's commitment to continuous 

improvement. 

27 

Management review outputs contain 

decisions and possible actions to improve 

quality, environment and health and 

occupational safety policies and objectives 

2.66 0.94 

Source: (Daas, 2019) and (Olaru, and Maier, 2014) 

6. Financial performance 

28 

The hotel achieves an increase in the 

generated economic value (represented in all 

the revenues generated by the hotel during 

the year, which indicate the revenue of the 

service activity, the revenue of the 

commercial activity, the interests, the rents of 

shops and lands, the transfer revenues and 

other revenues. 

4.49 0.93 

29 

The hotel achieves a decrease in the 

distributed economic value (represented in 

all the expenses incurred by the hotel, which 

are indicated by the costs of service and 

industrial activity, administrative expenses, 

and marketing expenses. 

3.63 1.08 

30 

The hotel achieves an increase in the 

economic value retained (this indicator 

equals the economic value generated minus 

the economic value distributed) 

4.08 0.83 

31 

The hotel achieves a return on property (this 

indicator shows the return on profits in 

relation to property) 

4.02 0.87 

32 

The hotel achieves a return on assets (this 

indicator shows the relationship of the hotel's 

profit to its total assets) 

4.50 0.50 

7. Environmental Performance 
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33 
The hotel is concerned with the efficient use 

of raw materials and supplements. 
4.76 0.42 

34 

The hotel is concerned with the efficiency of 

energy consumption (this indicator aims to 

determine the amount of energy consumption 

used in the production and service process) 

4.28 0.64 

35 

The hotel is concerned with the efficiency of 

water consumption (this indicator aims to 

determine the total volume of water 

consumption used in the production and 

service process) 

4.42 0.56 

36 
The hotel is interested in reducing the rate of 

waste production 
4.09 0.95 

37 
The hotel is interested in reducing the 

amount of emissions. 
4.36 0.76 

8. Social Performance 

38 

The hotel contributes in the field of social 

welfare for employees (this dimension aims 

to measure the rate of the hotel’s contribution 

to the achievement of social welfare for 

employees, such as the respect of human 

rights). 

3.79 0.40 

39 
The hotel contributes to reducing the rate of 

occupational accidents. 
4.16 0.47 

40 
The hotel increases the rate of employee 

training. 
3.83 0.47 

41 
The hotel constantly contributes to the 

interaction with the local community  
4.41 0.86 

42 

The hotel constantly contributes to the area 

of product responsibility (by determining the 

costs that the hotel incurred in this regard to 

protect the consumer of the final product) 

4.66 0.47 

Source: (El masoudy and el masoudy, 2015). 

1. Policies of the Integrated Management System  
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Most hotels document and maintain quality, environment, 

health, and occupational safety policies because it is very 

important to achieve the goals of the organization. The 

follow-up of the documentation of these policies by 

management and employees is important and vital for 

continuous improvement of systems. This is consistent with 

(Hampton, 2014) who clarify that all employees of an 

organization should be aware of these policies and maintain 

them in practice. The quality, environment, health and 

occupational safety policies announced to all hotel 

employees so that they are aware of them and apply them in 

a better way. Also, managers’ supervision of employees’ 

implementation of systems policies is an important matter 

that must be continued. This is consistent with (Purwanto et 

al., 2020) who clarify that as a hotel department manager it 

is a basic responsibility to announce the policies of the 

management systems to all hotel employees and educate 

them consistently.  

The results show that the respondents have tendency that 

agree to the quality, environment, and health and 

occupational safety policies are properly implemented 

because respondents' mean is in agree rank according to the 

Likert scale. Quality, environment and occupational health 

and safety policies must be properly implemented. 

Managers follow up the implementation of systems policies 

and train employees on the correct implementation to 

achieve the desired goals. Most hotels periodically review 

the quality, environment, health, and occupational policies 

to ensure their suitability, where the policies are flexible to 

be modified in a way that suits each sub-division and 

during different periods of time to reach the desired goals, 

reviewing policies constantly works to develop and 
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improve performance. This contrasts with (To and Tang, 

2014), who indicated that it is in line with the 

recommendations of the International Organization for 

Standardization (ISO), which must be reviewed periodically 

every five years approximately to keep pace with the 

current developments in the world in their industrial, 

economic, social, and other fields. 

2. Integrated Management System Planning 

There is no enough integration to analyze the operations of 

the quality management system, environmental aspects and 

impacts and identify and assess occupational health and 

safety risks in most of the investigated hotels, and this 

means that most hotels do not seek to integrate the three 

management systems now. This is in contrast (Dahlin and 

Isaksson, 2017), who stated that despite the modernity of 

the IMS, some organizations have already experienced a 

significant reduction in accidents and environmental 

impacts due to the integration of different systems, and all 

organizations that implement the three management 

systems must integrate these systems to achieve 

sustainability and performance improvement. The results 

show that there is integration between legal and illegal 

requirements in quality, environmental, and occupational 

health and safety management systems; because 

respondents' mean is in agree rank according to the Likert 

scale. There is integration between legal and non-legal 

requirements in the three management systems. 

The results show that respondents tend to be neutral 

because the hotel sets integrated goals and objectives for 

quality, environment, and occupational health and safety, 

and also because the average respondents rank neutral 

according to the Likert scale. There is not enough 
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integration of goals and objectives for three management 

systems in most of the hotels investigated. The results show 

that the respondents have a tendency with disagree to the 

hotel’s quality plans integrated with the environmental 

program and the occupational health and safety program to 

achieve previous goals, This is consistent with (Psomas and 

Pantouvakis, 2015) who clarify that provides the necessary 

means to define the correct tasks for all departments in the 

hotel and define them in a way that leads to giving correct 

results through quality planning and integration with the 

environmental program and the occupational health and 

safety program to achieve the previous goals that help the 

employees choose the right thing to perform. 

3. Implementation and operation of the integrated 

management system 

The results show that the respondents have a tendency with 

disagrees to the hotel provided the necessary resources to 

implement the Integrated Management System. This is 

consistent with (Mashur et al., 2020) who clarify that most 

organizations do not provide the necessary resources to 

implement the integrated management system due to their 

lack of knowledge of the system or because the top 

management does not want to implement new systems and 

be satisfied with ISO systems. The results show that the 

respondents have tendency to strongly disagree to the roles, 

responsibilities and authorities of the employees have been 

defined to implement the Integrated Management System, 

because respondents' mean is in strongly disagreement rank 

according to the likert scale. This is consistent with 

Purwanto et al., (2020) who clarify that provides the first 

step in determining the employees' tasks is to clarify exactly 

what the tasks of the top management are first, and then 
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what are the systems that need to be promoted. Then top 

management should prepare a list of all the tasks that need 

to be completed. This will give them an idea of how many 

tasks you will need to delegate, and then write down what 

employees are currently working on, as well as past 

projects. 

The results show that the respondents agree that the hotel 

ensures the efficiency of its employees who perform tasks 

that affect quality, environment, and occupational health 

and safety, because the respondents' mean is in agree rank 

according to the likert scale. The results show that the 

respondents agree that training programs for employees are 

constantly being prepared This is consistent with Psomas et 

al. (2014) who clarify that provides employee training 

programs help improve the knowledge and skills of 

employees to keep pace with various changes in the field of 

work, and these improvements positively affect the 

productivity of workers and employees, which may 

increase the company's profits and efficiency, as some of 

the things that employees may learn through training 

include work ethics and human relations and safety. 

The results show that the respondents have tendency with 

disagree to the hotel that has established internal and 

external communications procedures related to the 

integrated Management System, because respondents' mean 

is in the disagreement rank according to the Likert scale. 

The results show that the respondents tend to strongly 

disagree to the hotel has documented the integrated 

management system, because the respondents' mean is in 

strongly disagreement rank according to the likert scale. 

Most of investigated hotels don’t implementation the 

integrated management system, so these hotels do not have 
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documented IMS. The results show that the respondents are 

tendency to disagree to the hotel implements the procedures 

for controlling the documents required in the Integrated 

Management System and maintained it The results show 

that the respondents are tendency with disagree to the hotel 

controls the records of the Integrated Management System, 

because the respondents' mean is in disagreement rank 

according to the likert scale. Some hotels control the 

records of a system like the integrated management system, 

but this system is not scientific and is not qualified to rely 

on it, so it is considered that most of the targeted hotels do 

not control the records of the integrated management 

system. 

The results show that the respondents have a tendency with 

disagree to the hotel which has controlled the processes and 

activities associated with the Integrated Management 

System. The results show that the respondents are tendency 

to neutral to the hotel has appropriate preparation 

procedures for potential cases and emergency situations, 

because respondents' mean is in neutral rank according to 

the Likert scale. This is consistent with Sartor et al. (2019), 

who clarify that provides in emergency situations, time 

pressure is one of the most severe problems. The goal of 

emergency planning is to achieve a practical level of 

preparedness. This helps reduce exposure to risk and ensure 

a rapid and appropriate response to an emergency, thereby 

avoiding preventable loss of life and minimizing suffering. 

Emergency preparedness begins long before the actual 

response and includes elements such as risk analysis, 

response planning, and preparedness actions. 

4. Checking 
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The results show that the respondents reported that the 

hotels do not implements and maintain procedures for 

monitoring and measuring the performance of the 

integrated management system, because respondents' mean 

is in disagreement rank according to the Likert scale. The 

hotel cannot implement and maintain the procedures for 

monitoring and measuring the performance of the system 

like the integrated management system because it does not 

contain these procedures that can be monitored and 

measured correctly to know the level of performance of 

IMS. The results show that the respondents are tendency to 

neutral to the hotel documents the results of monitoring and 

measurement procedures, because respondents' mean is in 

neutral rank according to the Likert scale. Few hotels that 

implemented the IMS documents the results of monitoring 

and measurement procedures, but the majority don’t 

document that. 

The results show that the respondents are tendency to 

neutral to the hotel carries out periodic procedures to assess 

its compliance with legal and illegal requirements and it 

defines its records, because respondents' mean is in neutral 

rank according to the Likert scale. The results show that the 

respondents tend to agree to the hotel implements and 

maintains procedures for handling accidents and cases of 

nonconformity related to quality, environment and 

occupational health and safety, because respondents' mean 

is in agree rank according to the Likert scale. This is 

consistent with (To and Tang, 2014) who clarify that a 

representative of the management reviews the preventive 

measure, and in case of approval, determines the necessary 

resources in coordination with the concerned authority, and 

then approves it and issue the order for implementation. 
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The entity that is required to implement the preventive 

measure implements the proposed preventive measure in 

the specified time, the team rapporteur follows up the 

implementation of preventive measures and documents the 

results. 

The results show that the respondents have a tendency with 

disagree to the hotel creating and maintaining records of 

conformity with the requirements of the integrated 

management system; because respondents' mean is in 

disagree rank according to the Likert scale. The results 

show that the respondents tend to strongly disagree to the 

hotel implements and maintain internal audit programs for 

the Integrated Management System, because the 

respondents' mean is in strongly disagreement rank 

according to the Likert scale. This is consistent with 

(Hassan et al., 2019) who clarify that the objectives of the 

internal audit are to examine study and analyze internal 

control systems and to assess their adequacy and 

effectiveness. Also, it verifies the existence of the assets of 

the facility, the correctness of its registration in the books, 

and the adequacy of the means to protect it from losses of 

all kinds. 

5 - Review of the Integrated Management System 

The results show that the respondents have tendency when 

strongly disagree to top management reviews the integrated 

management system at specific periods to ensure its 

continuity suitability, adequacy, and efficacy because 

respondents' mean is in strongly disagree rank according to 

the Likert scale. This is consistent with (Pnevmatikoudi and 

Stavrinoudis, 2016) who clarify that provides reviewing a 

new system aimed at examining, analyzing and evaluating 

the achievements of this system to identify weaknesses and 
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shortcomings and work to avoid them through the 

improvements that can be applied. The results show that the 

respondents tend to disagree with management review 

outputs align with the hotel's commitment to continuous 

improvement, because respondents' mean is in 

disagreement rank according to the Likert scale. The results 

show that the respondents are tendency to neutral to 

management review outputs contain decisions and possible 

actions to improve quality, environment and health and 

occupational safety policies and objectives, because 

respondents' mean is in neutral rank according to the Likert 

scale. 

7 - Financial performance 

The results show that the respondents strongly agree that 

the hotel achieves an increase in the generated economic 

value, because the respondents' mean is in strongly agrees 

rank according to the likert scale. This is consistent with 

Raišiene (2011), whoever clarifies that it provides the 

generated economic value that is represented in all the 

revenues that the hotel achieves during the year and they 

are a number of important elements including (revenues 

from service activity, revenues from commercial activity, 

interests, rents of shops and land, transfer of revenues and 

other revenues), The hotel should apply modern 

management systems to increase the economic value 

generated. Implementing an integrated management system 

is very important because it seeks to reduce and rationalize 

expenses. 

The results showed that the respondents tended to the 

neutral level in terms of the distributed economic value, 

because the average of the respondents was in a neutral 

rank according to Likert scale.The results show that the 
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respondents tend to agree to the hotel achieves an increase 

in the economic value retained, because respondents' mean 

is in agree rank according to the Likert scale. The results 

show that respondents are moving toward a strongly 

agreeing indicator that a hotel is generating a return on the 

property, as the average respondent is strongly agreeing 

with the Likert scale. 

The results show that respondents tend to disapprove of the 

hotel's realization of return on assets, as the hotel does not 

utilize the assets in a way that generates a strong return; 

because the average respondents rank disapproval 

according to the Likert scale. The general mean of 

respondents about financial performance was with average 

(Mean= 4.144; Std. Dev. =0.84)". 

8 - Environmental performance 

The results show that the respondents have a tendency that 

strongly agree to the hotel is concerned with the efficient 

use of raw materials and supplements, because respondents' 

mean is in strongly agree rank according to the Likert scale. 

The results show that the respondents have atend that agree 

to the hotel is concerned with the efficiency of energy 

consumption, because the respondents' mean is in agree 

rank according to the Likert scale. The results show that the 

respondents are tendency that agree to the hotel is 

concerned with the efficiency of water consumption, 

because the respondents' mean is in agree rank according to 

the Likert scale. The results show that the respondents are 

tendency that strongly agree to the hotel is interested in 

reducing the rate of waste production, because respondents' 

mean is in strongly agree rank according to the Likert scale. 

The results show that the respondents have a tendency that 

strongly agree to the hotel is interested in reducing emission 
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quantity, because the respondents' mean is in a strongly 

agree rank according to the Likert scale. The general mean 

of respondents about environmental performance was with 

average (Mean= 4.38; Std. Dev. =0.666)". 

9 - Social performance 

The results show that respondents tend to agree with hotels' 

contributions to employee welfare as the hotel pays 

attention to social responsibility towards its employees and 

the community, because the average respondents agree 

according to Likert scale. The results show that the 

respondents are tendency that agree to the hotel contributes 

to reducing the rate of occupational accidents, because the 

respondents' mean is in agree rank according to the Likert 

scale. The results show that the respondents are tendency 

that agree to the hotel increases the rate of employee 

training, because respondents' mean is in agree rank 

according to the Likert scale. 

The results show that the respondents have a tendency that 

strongly agree to the hotel constantly contributes to the 

interaction with the local community, because the 

respondents' mean is in strongly agree rank according to the 

Likert scale. The results show that the respondents are 

tendency to strongly agree to the hotel constantly 

contributing to the area of product responsibility, because 

respondents' mean is in strongly agree rank according to the 

Likert scale. The general mean of respondents about 

environmental performance was with average (Mean= 4.17; 

Std. Dev. =0.53)". 

A Proposed Model 

Based upon the reading from previous literature, and results 

that extracted from the field study, it could be suggested a 

model that help hotels’ managers to improve their hotel 
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performance by using an integrated management system. 

This model assists to make the decision to implement this 

system in a more effective manner. 

 
Action Plan:  

The study reached an action plan for improving hotel 

performance by using IMS, and this action plan consists of (5) 

stages as shown in the following: 

The first stage: identifying the policies of the three management 

systems for the ease of implementing the integrated management 

system. It is intended to facilitate the identification of the policies 

of the integrated management system in order to be able to 
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implement them well by the employees. This information is 

represented in the following elements: 

1. Documenting and maintaining the quality, environment, 

health and occupational safety policy. 

2. Announcing the Quality, Environment, Health and 

Occupational Safety Policy for all hotel employees, and also 

available to all interested. 

3. Proper implementation of the quality, environment, health and 

occupational safety policy. 

4. Constantly reviewing the quality, environment, health and 

occupational safety policy to ensure its suitability. 

 The second stage: Develop integrated plans between the 

three management systems which mean proper planning for the 

proper implementation of the integrated management system. 

This information is represented in the following elements: 

1. Integration of analysis of quality management system 

processes, environmental aspects and impacts, and identification 

and evaluation of occupational health and safety risks. 

2. Integration of legal and non-legal requirements in quality 

management, environment, health and occupational safety 

systems. 

3. Setting integrated goals and objectives for quality, 

environment, health and occupational safety. 

4. Develop quality plans integrated with the environmental 

program and occupational health and safety program to achieve 

the desired goals. 

The third stage: Implementation and operation of the integrated 

management system, which is intended to follow the agreed steps 

for the implementation of the integrated management system and 



 

 

40

 

Improving the Hotel Performance by Using Integrated Management 

System: An Exploratory Study 

to start following its policies and procedures. This information is 

represented in the following elements: 

1. Providing the hotel with the resources necessary to implement 

the integrated management system. 

2. Defining the roles, responsibilities and authorities of the hotel 

employees to implement the integrated management system. 

3. The hotel ensures the competency of employees who perform 

tasks affecting quality, environment and occupational health and 

safety. 

4. Continuously preparing training programs for employees and 

educating them about quality, environment, health and 

occupational safety. 

5. Establishing internal and external communications procedures 

related to the integrated management system. 

6. Documentation of the integrated management system. 

7. Implement and maintain the procedures for controlling the 

documents required in the integrated management system. 

8. Setting the records of the integrated management system. 

9. Controlling the operations and activities associated with the 

integrated management system. 

10. Have appropriate preparedness procedures for potential 

situations and emergency situations. 

The fourth stage: Examination, preventive and corrective 

action, which means constantly checking the performance of the 

integrated management system, following it up, and starting to 

follow preventive and corrective measures when needed. This 

information is represented in the following elements: 

1. Implement and maintain the procedures for monitoring and 

measuring the performance of the integrated management 

system. 
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2. Documenting the results of the monitoring and measurement 

procedures of the integrated management system. 

3. Implementing periodic procedures to assess the compliance of 

the integrated management system with legal and illegal 

requirements and identifying their records. 

4. Maintain and implement procedures for dealing with 

accidents and non-conformities related to quality, environment 

and occupational health and safety. 

5. Create and maintain records of conformity with the 

requirements of the integrated management system. 

6. Maintaining and implementing the internal audit programs for 

the integrated management system. 

 The fifth stage: The management reviews the integrated 

management system constantly and at specific intervals to edit 

plans when needed to reach the desired goals and ensure the 

efficiency and effectiveness of the system. This information is 

represented in the following elements: 

1. Top management review of the integrated management 

system at specific intervals to ensure its continued suitability, 

adequacy and effectiveness. 

2. Management review outputs align with the hotel's 

commitment to continuous improvement. 

3. The management review outputs contain the possible 

decisions and actions to improve the quality, environment and 

occupational health and safety policy and objectives. 

Recommendations  

Based on both the literature reviewed and the field study 

findings, the following recommendations could be suggested: 

1. Stimulating service organizations that apply two or more ISO 

systems to implement the integrated management system 
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2. The necessity for hotels to obtain certificates for the new 

versions of the three ISO standards, in order to facilitate their 

integration because they have the same structure (high level 

structure) and the same main requirements 

3. There must constantly train, educate and edification their staff 

in order to successfully implement the integrated management 

system. 

4. Hotels should offer incentives and benefits to hotels that 

implement the integrated management system. 

5. The necessity of educating all stakeholders and managers 

about the impact of applying the integrated management system 

on improving hotel performance. 

6. It is desirable to combine hotel associations, certification 

authorities and governmental organizations such as the Ministry 

of Tourism and Antiquities to issue certificates that achieve 

sustainability and improve the hotels performance. 

7. Emphasis on the role of top management in developing and 

improving the hotel's performance through training employees 

and increasing their awareness of the integrated management 

system. 

8. Hotel general managers must be committed to implementing 

the policies of the integrated management system in a successful 

and effective manner in order to protect the internal and external 

environment of the hotel. 
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