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A materiality assessment in the context of tourism and travel involves identifying and 

prioritizing the environmental, social, and economic issues that are most significant to 

stakeholders and the business. This process helps companies focus on the areas where they can 

have the greatest impact and ensure that their sustainability efforts are aligned with stakeholder 

expectations. 

For tour operators, a materiality assessment follows a similar framework but with specific 

considerations relevant to their operations. Here's a detailed guide tailored for tour operators: 

 

1. Define the Scope and Objectives 

• Scope: Determine which parts of the business are included (e.g., specific destinations, types of 

tours). 

• Objectives: Define what the company aims to achieve, such as enhancing sustainability, 

improving customer satisfaction, or ensuring compliance with regulations. 

 

2. Identify Stakeholders 

• Internal Stakeholders: Employees, management, and shareholders. 

• External Stakeholders: Travelers, local communities, suppliers (e.g., hotels, transport 

providers), regulatory bodies, NGOs, and industry associations. 

 

3. Collect Information 

• Surveys and Interviews: Conduct surveys and interviews with stakeholders to gather insights 

on key issues. 

• Document Review: Analyze existing sustainability reports, policies, and industry guidelines. 

• Benchmarking: Compare practices with other tour operators and industry standards. 

 

4. Identify Potential Material Issues 

Consider issues across environmental, social, and economic dimensions: 

Environmental 

• Carbon Footprint: Emissions from transportation and accommodations. 

• Biodiversity: Impact on natural habitats and wildlife. 

• Resource Use: Water and energy consumption, waste generation. 
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Social 

• Community Impact: Economic and social effects on local communities. 

• Cultural Preservation: Respect for local cultures and heritage sites. 

• Customer Experience: Health, safety, and satisfaction of travelers. 

• Labor Practices: Fair wages, working conditions, and employee wellbeing. 

 

Economic 

• Financial Performance: Revenue, profitability, and cost management. 

• Market Presence: Brand reputation and market share. 

• Innovation: Sustainable travel products and services. 

• Risk Management: Identifying and mitigating business risks. 

 

5. Prioritize Material Issues 

• Impact on Business: Assess how each issue affects the tour operator's success and long-term 

viability. 

• Stakeholder Concerns: Evaluate the importance of each issue to different stakeholders. 

• Matrix Development: Create a materiality matrix to visually represent the significance of 

issues to both the business and stakeholders. 

 

6. Validate Findings 

• Internal Validation: Review the materiality matrix with senior management and relevant 

departments. 

• External Validation: Share the findings with key stakeholders for feedback and validation. 

 

7. Develop Action Plan 

• Strategic Goals: Set specific, measurable objectives for addressing each material issue. 

• Implementation: Define initiatives, assign responsibilities, and allocate resources. 

• Monitoring and Reporting: Establish key performance indicators (KPIs), track progress, and 

report outcomes. 

 

8. Communicate Results 

• Internal Communication: Share the assessment results and action plan with employees and 

management. 
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• External Communication: Communicate the findings and plans with stakeholders through 

sustainability reports, websites, newsletters, and social media. 

 

Example Issues for Tour Operators 

1 Reducing Carbon Emissions: Implementing carbon offset programs, promoting low-carbon 

travel options, and improving operational efficiency. 

2 Supporting Local Communities: Partnering with local businesses, investing in community 

projects, and ensuring fair economic benefits for local populations. 

3 Promoting Sustainable Practices: Educating travelers on sustainable practices, working with 

eco-friendly suppliers, and minimizing environmental impacts. 

4 Ensuring Ethical Labor Practices: Upholding high labor standards, providing fair wages, 

and ensuring safe working conditions for all employees and partners. 

5 Enhancing Customer Experience: Ensuring the health and safety of travelers, offering 

authentic and responsible travel experiences, and addressing customer feedback. 

 

Benefits of Materiality Assessment for Tour Operators 

• Focused Strategy: Concentrate on the most critical sustainability issues. 

• Stakeholder Engagement: Build trust and credibility with stakeholders. 

• Competitive Advantage: Differentiate the brand through sustainability leadership. 

• Risk Mitigation: Identify and manage potential risks effectively. 

• Long-term Success: Align business practices with sustainability for long-term growth and 

resilience. 

By conducting a materiality assessment, tour operators can align their business strategies with 

the most important sustainability issues, ultimately leading to more responsible and sustainable 

tourism practices. 

 

Below is a simplified example of a materiality matrix for a tour operator. This matrix plots 

various sustainability issues based on their importance to stakeholders (y-axis) and their impact 

on the business (x-axis). 

Example Materiality Matrix 

High Importance to Stakeholders / High Impact on Business 

• Customer Health & Safety 

• Carbon Emissions Reduction 

• Ethical Labor Practices 

• Community Impact & Support 
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High Importance to Stakeholders / Medium Impact on Business 

• Cultural Preservation 

• Environmental Conservation 

• Transparency & Reporting 

 

Medium Importance to Stakeholders / High Impact on Business 

• Innovation in Sustainable Travel 

• Financial Performance 

 

Medium Importance to Stakeholders / Medium Impact on Business 

• Waste Management 

• Resource Efficiency (Water & Energy) 

 

Low Importance to Stakeholders / Low Impact on Business 

• Internal Office Sustainability Initiatives 
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Visual Representation of the Matrix 

Here's a visual representation of how these issues might be mapped on a materiality matrix: 

 

Stakeholder Importance 

       |                               High 

       |                                | 

       |                                | 

       |                                | 

High   |    1   2   3                   |    4 

       |         6                      |         5 

       |                                | 

       |                                | 

       |--------------------------------|------------------

--------> 

       |    7                           |     8 

       |                                | 

       |         9                      |          10 

       |                                | 

       |                                | 

Medium |-------------------------       |------------------

------- 

       |                                | 

       |                                | 

       |                                | 

       |                                | 

       |                                | 

       |                                | 

Low    |                                | 

       |--------------------------------|------------------

--------> 

            Low           Medium       High               

Business Impact 

 

Legend: 

1. Customer Health & Safety 

2. Carbon Emissions Reduction 

3. Ethical Labor Practices 

4. Community Impact & Support 
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5. Cultural Preservation 

6. Environmental Conservation 

7. Transparency & Reporting 

8. Innovation in Sustainable Travel 

9. Financial Performance 

10. Waste Management 

11. Resource Efficiency (Water & Energy) 

12. Internal Office Sustainability Initiatives 

 

Interpretation 

• High-High Quadrant (Top Right): Issues in this quadrant are of high importance to both 

stakeholders and the business. These are the most critical issues and should be prioritized 

in the company's sustainability strategy. 

• High-Medium Quadrant (Top Middle): Issues here are very important to stakeholders but 

have a moderate impact on the business. These should also be addressed, focusing on 

stakeholder communication and engagement. 

• Medium-High Quadrant (Middle Right): These issues have a high impact on the business 

but moderate importance to stakeholders. These are strategic issues that can drive 

business performance. 

• Medium-Medium Quadrant (Middle): Issues in this quadrant are moderately important to 

both stakeholders and the business. These should be addressed but may not be immediate 

priorities. 

• Low-Low Quadrant (Bottom Left): These issues are of low importance to both stakeholders 

and the business and can be considered lower priority. 

This matrix helps tour operators focus on the most significant sustainability issues, ensuring they 

address the areas that matter most to their stakeholders and have the greatest impact on their 

business. 

Tracking sustainability metrics is crucial for tour operators to measure their performance, set 

targets, and communicate progress to stakeholders. Here are some key metrics across 

environmental, social, and economic dimensions: 

Environmental Metrics 

1 Carbon Footprint 

◦ Total CO2 emissions (tons/year) 

◦ CO2 emissions per tourist (tons/tourist) 

◦ Percentage of tours using low-carbon transportation options 

◦  

2. Energy Consumption 

◦ Total energy use (kWh/year) 

◦ Energy use per tourist (kWh/tourist) 

◦ Percentage of energy from renewable sources 
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3. Water Usage 

a. Total water consumption (liters/year) 

b. Water use per tourist (liters/tourist) 

c. Percentage of water recycled or reused 

 

4. Waste Management 

a. Total waste generated (kg/year) 

b. Waste per tourist (kg/tourist) 

c. Percentage of waste recycled or composted 

 

5. Biodiversity Impact 

a. Number of tours in protected areas 

b. Percentage of tours with environmental education components 

c. Funding or support for conservation projects 

 

Social Metrics 

1 Community Impact 

◦ Local employment rate (percentage of staff from local communities) 

◦ Percentage of tour spend that benefits local communities 

◦ Community development projects funded or supported 

 

2 Cultural Preservation 

◦ Number of tours promoting cultural heritage 

◦ Partnerships with local cultural organizations 

◦ Funds allocated to cultural preservation 

 

3 Customer Experience 

◦ Customer satisfaction score (survey ratings) 

◦ Number of repeat customers 

◦ Customer health and safety incidents 

 

4 Labor Practices 

◦ Employee satisfaction and engagement scores 

◦ Training hours per employee 

◦ Employee turnover rate 

◦ Compliance with labor standards and fair wage policies 

Economic Metrics 
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1 Financial Performance 

◦ Revenue growth 

◦ Profit margins 

◦ Cost savings from sustainability initiatives 

 

2 Market Presence 

◦ Market share in key regions 

◦ Brand recognition and reputation scores 

 

3 Innovation 

◦ Number of new sustainable products or services launched 

◦ Investment in sustainability-related R&D 

 

4 Risk Management 

◦ Number of risk assessments conducted 

◦ Incidents of non-compliance with environmental or social regulations 

 

Example Dashboard 

To effectively track these metrics, tour operators can use a sustainability dashboard. Here’s an 

example of how such a dashboard might be organized: 

Environmental Performance 

• Carbon Footprint: 1,000 tons CO2/year, 0.5 tons CO2/tourist, 40% low-carbon tours 

• Energy Consumption: 500,000 kWh/year, 250 kWh/tourist, 60% renewable energy 

• Water Usage: 200,000 liters/year, 100 liters/tourist, 20% recycled water 

• Waste Management: 50,000 kg/year, 25 kg/tourist, 70% recycled waste 

• Biodiversity Impact: 50 tours in protected areas, 80% tours with environmental education, 

$10,000/year for conservation 

 

Social Performance 

• Community Impact: 70% local employment, 30% tour spend to local communities, 10 

projects funded 

• Cultural Preservation: 20 heritage tours, 5 cultural partnerships, $5,000/year for preservation 

• Customer Experience: 4.5/5 satisfaction score, 30% repeat customers, 2 health and safety 

incidents 

• Labor Practices: 4.2/5 employee satisfaction, 20 training hours/employee, 10% turnover rate, 

100% compliance 

 

Economic Performance 
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• Financial Performance: 10% revenue growth, 15% profit margin, $50,000 cost savings 

• Market Presence: 20% market share, 80% brand recognition 

• Innovation: 5 new sustainable products, $20,000 investment in R&D 

• Risk Management: 10 risk assessments, 0 compliance incidents 

By regularly tracking these metrics, tour operators can monitor their sustainability performance, 

identify areas for improvement, and communicate their progress to stakeholders. This approach 

helps ensure that their sustainability initiatives are effective and aligned with their overall 

business strategy. 

 


