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1. ABSTRACT: The development
of tourism is essential for the economic
growth of maritime or mountainous
areas. Lately, the emphasis is on the
development of sustainable tourism,
which will bring benefits to both the
community and the planet. However, to
achieve this goal, a series of measures
and investments are needed, which must
be applied by all stakeholders.

The purpose of this paper is to analyse 
the relationship between the measures 
that support sustainable travel and the 
tourists’ satisfaction. The results of the 
study show that not all the investments 
and efforts made by the accommodation 
units are favourably appreciated by 
tourists, because they prefer comfort, 
even if it is not necessarily sustainable. 

However, it seems that the investments 
aimed at the dimensions of nature, 
energy and greenhouse gases, and also 
waste are those that positively influence 
the sustainable tourist experience. The 

results of this study may be the starting point for other extensive research, 
as well as directions that the authorities could develop to promote pleasant 
sustainable tourism.
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1. 71

2. INTRODUCTION

In the last 2 years, the Coronavirus pandemic has created global 
problems, affecting not only human health, but also the economic, 
cultural or natural environment (Muhammad et al., 2020). The 
restrictions imposed with the declaration of the pandemic have 
closed many borders, the tourism sector being directly affected by 
these measures. Many people have turned their attention to domestic 
tourism, and have begun to visit more of the tourist attractions in 
their own country. With this phenomenon, there has been a growing 
awareness among consumers, companies, and governments about 
the need to prioritize not only profit but also people and the planet 
(Trends HRB, 2021). A solution could be to ensure sustainable tourism 
strategies that contribute to the promotion of rural and regional 
tourism in the main tourist cities. In addition, in countries such as 
Sweden, Finland, and Austria, sustainable tourism is complemented 
by the development of efficient transport infrastructure and 
alternative forms of travel, with an emphasis on transforming 
traditional accommodation into sustainable ones (Trends HRB, 2021).
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At the European Union level, several projects support 
the growth of responsible and sustainable tourism, some 
of them targeting the development of some training 
programs that teach people to develop their “green” 
and digital skills that can be implemented in tourism, the 
implementation of mechanisms to reduce the impact 
on the environment, to obtain eco-certificates and 
eco-labels to certify the sustainable efforts of the 
accommodation units, to promote the destinations less 
known by tourists, to avoid the overcrowding of certain 
cities (Wall-street, 2019).

In Romania, the creation of a sustainable tourist 
experience is just at the beginning, this being noted 
especially by the potential developed in the area of 
agro-tourism (pottery workshops, visits the sheepfold, 
beekeeping, various craft workshops). Many of the 
houses are transformed into spaces of accommodation 
for tourists, it is practically an approach and a greater 
integration of the tourist in the local life (Life&travel, 
2021). Ensuring sustainable tourism is conditioned by 
the generation of a minimal impact on the environment, 
being necessary to focus attention on the exploitation 
of resources below the limit of its renewal. However, the 
population of Romania is still not very educated in terms 
of sustainability, Romania is spending and wasting more 
than other European countries (Foodwaste, 2016). In 
addition, during travel, unfortunately, tourists do not 
always use trash cans to dispose of food waste, nor do 
they selectively collect waste, or do not behave carefully 
with the environment. However, tourists consider that 
the problem is not necessarily their behaviour, motivating 
the fact that there are not the necessary facilities to 
behave responsibly neither around the tourist objectives 
nor around the accommodation units. Thus, they are 
the ones who signal dissatisfaction regarding the tourist 
experience (Protv news, 2014).

However, in recent years, the owners of accommodation 
units in Romania have started to invest in various methods 
that will contribute to the achievement of sustainable 
tourism (Horeca, 2021). In this context, this paper 
aims to analyze the factors that influence the level of 
tourists’ satisfaction visiting a tourist city in Romania and 
identify those measures to ensure a sustainable trip that 
influences the level of tourists’ satisfaction.

LITERATURE REVIEW

Sustainable tourism
Sustainable tourism refers to all measures taken to 
protect the environment, to improve the quality of 
life, to ensure cultural diversity, and also a dynamic 
economy that can provide jobs and prosperity for all 
stakeholders (The Tourism Sustainability Group, 2007). 
Sustainable tourism is also defined as “all forms of 
activities, management, and development of tourism 
that preserve natural, economic, and social integrity 
and guarantee the maintenance of natural and cultural 
resources” (Niedziolka, 2012). The keywords used 
to describe sustainable tourism are also responsible 
tourism, ecotourism, green tourism, fair trade tourism, 
or conscious tourism (Smith, 2017).

The concept of sustainable tourism is based on 3 important 
pillars: ecological, economic, and social sustainability 
(Lozano & Huisingh, 2011). These dimensions should 
be treated together and not separately, creating a 
unitary framework to support sustainable tourism 
(Voinov & Smith, 2008), minimize the negative tourism 
impacts, and also maximize the positive impact on the 
environment, economy, and society (Mitra, 2018). 
These 3 pillars can also stay at the basis of the tourists’ 
satisfaction. This statement can be supported by several 
studies, which analyze the relationship

between various factors associated with sustainable 
tourism and tourists’ satisfaction. In 2021, Jasrotia et 
al. (2021) analyzed sustainable tourism in India and the 
impact of sustainable tourism on tourists’ satisfaction. 
The results of this study highlighted a positive relationship 
of environmental, sociocultural, and institutional 
sustainability dimensions on tourists’ satisfaction. 
Awang et al. (2018) studied how green practices affect 
customer satisfaction. The results of their study revealed 
that tourists’ educational background moderates the 
relationship between green practices and customer 
satisfaction. Even if the investments in green technology 
can positively affect customer satisfaction, the existing 
organizational culture within the accommodation units 
can play a partially mediating role acting as a significant 
intermediate variable between customer satisfaction and 
investments in green technology (Barbu et al., 2018). 
Thus, the emphasis on employees and the development 
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of an organizational culture based on the values and 
principles of ensuring sustainable tourism can positively 
affect customer satisfaction (Barbu et al., 2018). In 
an official report on Best Environmental Management 
Practice in the Tourism Sector (Styles et al., 2013), 
the following important directions are mentioned 
on which nations must focus if they wish to achieve 
sustainable tourism: environmental education, green 
area management, energy efficiency, water efficiency, 
waste minimization, wastewater management.

Whether or not the accommodation units invest in 
measures to ensure sustainable tourism, they prefer 
to post their offers on tourism platforms due to the 
marketing advantages offered by them (David-Negre, 
et al., 2018). The Booking.com platform is one of the 
favourite platforms for tourists in Romania who want 
to book a stay in the country, or abroad, as they can 
see much easier the availability of the accommodation 
units, their prices, the facilities offered, they can read 
reviews from other tourists and can book the desired 
accommodation at any time. The Booking.com platform 
also offers the possibility to select the properties that 
have made investments to ensure a sustainable trip 
for tourists (Booking.com, 2021). To categorize the 
accommodation units into ones that offer sustainable 
travel, the Booking.com platform analyzed the actions 
undertaken by the accommodation units on 5 main 
categories: Waste, Water, Energy and greenhouse 
gases, Destination and community, and Nature (Booking.
com, 2021).

The case of Constanta, Romania
Constanta is one of the most important cities in Romania, 
being the capital of Constanta county, the 5th in 
Romania in terms of the number of inhabitants (758,186 
inhabitants, on July 1, 2021), in 2020 registering a 
total number of 1,004,521 tourists (Constanta County 
Directorate of Statistics, 2021). The city of Constanta 
has a very important social, economic, political, and 
cultural role for Romania, being also one of the most 
famous tourist cities from the Romanian Black Sea 
coast (Moraru et al., 2021). This is the main attraction 
for tourists both because of the nearby beaches and 
because of the tourist attractions, such as The Holiday 
Village Mamaia, Dolphinarium, Aquarium, Constanta 
Casino, Telegondola Mamaia, Aqua Magic Mamaia, Tomis 
Yachting Club and Marina, Museum of National History 

and Archeology, Neversea music festival. In addition, 
Constanta is also a port city, being the most important 
seaport in Romania, but also the fourth largest in Europe 
(Romania Tourism, 2021).

The beaches of Constanta stretch for about 13 km, from 
Tomis Port to Mamaia resort (Moraru et al., 2021). Both 
due to these beaches and due to the tourist attractions, 
Constanta stands out as an important destination for 
tourists, both for Romanians and foreigners. Regarding 
the number of tourist arrivals in the accommodation units 
in Constanta, it is found that until 2019, the number of 
foreign and Romanian tourists has been increasing since 
year after year, the Romanians continue to visit the 
coast even at the beginning of the pandemic. Instead, 
foreigners were more reluctant to leave the country and 
visit the city of Constanta and the coastal area, their 
number being almost 6 times lower than that recorded in 
2018 (National Institute of Statistics, 2021).

Being such an important city on the map of Romania, the 
city of Constanta went through an analysis process to 
determine the main aspects that could be implemented 
to transform the city into a sustainable one. The process 
is long and difficult, but especially bureaucratic, aimed 
at creating additional green spaces in the city, increasing 
the energy performance of buildings, high-efficiency 
cogeneration, and eco-efficient street lighting, using the 
local potential of renewable energy sources and eco-
urban mobility achieved through intelligent and secure 
traffic management, including the implementation of 
electro-mobility (Covenant of Mayors, 2016). The 
actions carried out by the authorities regarding the 
promotion of the Sustainable Energy Action Plan of 
Constanta municipality, also took into account the 
encouragement of the accommodation units to offer 
sustainable travels (Covenant of Mayors, 2016), by 
reducing water consumption, electricity, food waste 
(Barbu et al., 2018). Thus, the accommodation units in 
Constanta were able to participate individually in creating 
an improved level of sustainable tourism in the area.

METHODOLOGY

The authors’ research consisted of four stages. Firstly, 
the authors conducted secondary research, analyzing 
data on tourism in Constanta on specialized websites 
and in statistical publications related to Constanta 



118http://apc.aast.edu

Vol. 11, Iss. 1, 
A u g u s t 
2 0 2 2http://dx.doi.org/10.21622/MARLOG.2022.11.115

County (e.g. National Institute of Statistics), as well as in 
the papers of other authors who addressed the topic of 
sustainable tourism, consulting international databases 
(e.g. Scopus, Springer). Secondly, the authors 
focused on the online platforms used to book tourist 
accommodation, choosing the Booking.com platform 
for this case study. In this regard, the authors selected 
the accommodations from Constanta that offer 
sustainable travel, collecting data on the appreciation 
and satisfaction of tourists who were accommodated 
in these units. Thirdly, the authors analyze the reviews 
on Booking.com, as well as analyze the descriptions 
and pictures posted on this platform, after which the 
authors determined what were the types of measures 
that the analyzed accommodation units implemented to 
ensure a sustainable trip. Fourthly, the collected data 
were processed and analyzed using SPSS statistical 
software. To analyze the relationship between tourists’ 
satisfaction and sustainable travel measure, correlation 
tests and t-tests for independent samples were applied.

RESULTS

By searching accommodations units from Constanta 
on the Booking.com platform, there were identified 
486 accommodation units. By selecting the filter with 
the properties that have made investments to ensure a 
sustainable trip for tourists, the authors found that out 
of the 486 accommodation units listed on Booking.com, 
only 9 of them implemented practices that ensure the 
sustainability of travel. For the 9 accommodation units 
that offer sustainable travel, the following variables 
were followed: type of property, number of reviews, 
the overall score of satisfaction, the minimum number of 
rooms offered for rent, price per night for 2 people both 
in the off-season, and in peak season, distance from 
the city center, distance from the beach, the average 
rating for the evaluation by tourists of employees, 
location, cleanliness, comfort, facilities, free Wi-Fi, and 
the overall rating for the value for the proposed price. 
For the off-season price, 1-night accommodation was 
analyzed for the period March 22-23, and for the price 
for the summer season, the period July 22- 23 was 
analyzed (Table 1).

Table 1. The characteristics of the 9 accommodation units that offer sustainable travel
Source: adapted from Booking.com, 2021

Note: 1-Victory Sea House, 2-JMR Royal, 3-Relax Eaza - Casa cu Hamac, 4-Pensiune Mirada, 5-City Living Apartments Constanta, 6- Tomis 105, 
7- Casa Goldring, 8-Apartament in Constanta, 9-Constanta Residence Apartments; H- Hotel; Ap-Apartament; Gh-Guest house; R- Reviews; Sc-
Score; Ro- Number of rooms; P.ES-Price per night, off-season; P.S-Price per night, peak season; DfC-Distance from the center; DfB-Distance from 
the beach; S-Staff; L-Location; Cl-Cleanliness; Co-Comfort; V-Value for money; F-Facilities; W- Free Wi-Fi.; The data were valid on 20 December 

2021
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The results show that all 9 units have implemented 
additional measures for health and safety, 2 of these units 
being hotels, 3 guest houses, and the rest apartments. If 
in the case of apartments, the price did not vary much, 
for many remaining even constant, it is noticeable that in 
the case of other accommodation units, the difference 
in season makes the prices increase up to 4 times.

To see if certain actions of the accommodation units 
influence the tourists’ satisfaction (which is analyzed by 
the overall score of satisfaction and the value for money 
score), the correlations between the collected variables 
were analyzed (Table 2).

Table 2. Correlations between the analyzed variables

Note: N=9, **. Correlation is significant at the 0.01 level (2-tailed); *. Correlation is significant at the 0.05 level (2-tailed); R- Reviews; Sc-Score; P.ES-
Price per night, off-season; P.S-Price per night, peak season; DfC-Distance from the center; DfB-Distance from the beach; S-Staff; L-Location; 

Cl-Cleanliness; Co-Comfort; V-Value for money; F-Facilities; W-Free wifi.

Thus, it is found that there are very strong positive 
correlations between the overall score of the satisfaction 
and the value for money score (r=0.819, p<0.01), the 
score for interaction with staff (r=0.894, p <0.01), the 
score for cleanliness (r=0.822, p<0.01), comfort score 
(r=0.980, p<0.01), facility score (0.977, p <0.01) and 
Wi-Fi score (r=0.956, p<0.01). Negative correlations 
(at least strong) can be noticed between the general 
score of satisfaction and the price per night in the off- 
season (r=-0.703, p<0.05) and the distance from the 
center (r=-0.892, p<0.01). 

The value for money is very strongly influenced by 
the grade for interaction with employees (r =0.955, 
p<0.01), the grade for cleaning (r=0.912, p<0.01) and 
the grade for facility (r=0.872, p <0.01). The value for 
money is also strongly influenced by the comfort level 
(r=-0.732, p<0.05) or Wi-Fi (r=0.773, p<0.05). It is 
found that the price, the location, the distance from the 
beach or the city center do not influence the value for 
money, tourists putting more emphasis on the efforts 
that the accommodation units make to ensure a more 
beautiful experience. Regarding the price per night, it 

seems that the accommodation units set these prices 
depending on how appreciated the unit is in terms of 
location (r=-0.726, p<0.05; r=- 0.749, p<0.05), being 
willing to offer a lower price to attract customers faster, 
if they appreciate the position of the accommodation 
unit and not necessarily the other facilities.

Next, the authors focused on analyzing how the tourists’ 
appreciation is influenced by the actions taken by the 
accommodation units to ensure a sustainable trip. 
The tourists’ appreciation was analyzed through the 
general score of satisfaction, but also through the value 
for money score. For the actions related to ensuring 
a sustainable trip, the actions undertaken by the 
accommodation units in terms of 5 important dimensions 
were analyzed: Destination and community, Nature, 
Energy and greenhouse gases, Waste and Water.

For the Nature dimension, the authors analyzed whether 
the overall score of satisfaction and the value for money 
score are influenced by the following 2 variables: 
green spaces such as gardens/rooftop gardens on the 
property, most food provided is organic (Table 3).
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Table 3. Independent Samples Test for the score, value for money, and Nature

Note: E.v.a.- Equal variances assumed; E.v.n.a.- Equal variances not assumed

The results of the t-test (t(5.13) = -2,731, p <0.05) 
indicated that the average overall score of satisfaction 
is higher for those accommodation units that have 
green spaces such as gardens / rooftop gardens on 
the property (M = 9.68, SD = 0.189), compared to 
those who do not ensure green spaces (M = 8.96, SD 
= 0.546).

For the Waste dimension, the authors analyzed whether 
the overall score of satisfaction and value for money are 
influenced by the following 6 variables: recycling bins 
available to guests and waste is recycled, the property 
makes efforts to reduce their food wastage, single-use 
plastic stirrers, straws, beverage bottles, plastic cups/ 
cutlery/plates not used (Table 4).

Table 4. Independent Samples Test for the score, value for money, and Waste dimension
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Note: E.v.a.- Equal variances assumed; E.v.n.a.- Equal variances not assumed

The results of the t-tests indicated that there were 
significant differences between the overall score of 
satisfaction and the following variables: recycling bins 
available to guests and waste is recycled (t(4.375)= 
-3.575, p<0.05), the property makes efforts to 
reduce their food wastage (t(4.375)= -3.575, 
p<0.05), single-use plastic stirrers not used (t(6.572) 
= -2.809, p<0.05), single-use plastic straws not used 
(t(5.585)= -2.65, p<0.05). Thus, these results indicate 
that the average overall score is higher for situations 
where recycling bins are available to guests and 
waste is recycled (M=9.73, SD=0.96), the property 
makes efforts to reduce their food wastage (M=9.73, 
SD=0.096), single-use plastic stirrers are not used 

(M=9.75, SD = 0.071), and single-use plastic straws 
are also not used (M=9.7, SD=0.1) than the overall score 
where the accommodation units would not make these 
efforts.

For the Energy and greenhouse gases dimension, 
the authors analyzed whether the overall score of 
satisfaction and the value for money score are influenced 
by the following 4 variables: most food provided at the 
property is locally sourced, most lighting throughout 
the property uses energy-efficient led bulbs, offsets 
a portion of their carbon footprint, key card or motion-
controlled electricity (Table 5).

Table 5. Independent Samples Test for the score, value for money, and Energy and greenhouse gases
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Note: E.v.a.- Equal variances assumed; E.v.n.a.- Equal variances not assumed

The results of the t-tests indicated that there was a 
significant difference only between the overall score 
of satisfaction and Offset a portion of their carbon 
footprint (t(5.585)= -2.65, p<0.05). Thus, this test 
indicates that the average overall score of satisfaction 
is higher for those units that offset a portion of their 
carbon footprint (M=9.7, SD=0.1), compared to those 
who do not ensure this (M=9.07, SD=0.568).

For the Destination and community dimension, it was 
analyzed whether the overall score of satisfaction and 
the value for money are influenced by the action of the 
staff in the accommodation units in terms of providing 
guests with information regarding local ecosystems, 
heritage, and culture, as well as visitor etiquette (Table 
6).

Table 6. Independent Samples Test for the score, value for money, and Destination and community dimension

Note: E.v.a.- Equal variances assumed; E.v.n.a.- Equal variances not assumed

The results of the t-test indicated that the average 
overall score of satisfaction and the average value for 
money score do not depend on the actions taken by the 
representatives of the accommodation units in terms 
of providing guests with information regarding local 
ecosystems, heritage, and culture, as well as visitor 
etiquette.

For the Water dimension, the authors analyzed whether 
the overall score and the value for money score are 
influenced by the following 4 variables: water-efficient 
toilets, water-efficient showers, the option to opt-out 
of daily room cleaning, option to opt-out of daily room 
cleaning (Table 7).

Table 7. Independent Samples Test for the score, value for money, and water dimension
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Note: E.v.a.- Equal variances assumed; E.v.n.a.- Equal variances not assumed

The results of the t-tests indicated that there were no 
significant differences in averages between the overall 
score of satisfaction or the value for money score and 
the actions taken by the accommodation units to reduce 
water consumption.

CONCLUSIONS

The results of this study present the factors that 
influence the tourists’ level of satisfaction regarding 
their sustainable travel. Firstly, the overall score of their 
satisfaction and the average value for money score were 
analyzed. On one hand, the overall score of tourists’ 
satisfaction was influenced by the interaction with staff, 
the cleanliness of the rooms, the comfort, the Wi-Fi, 
and the facilities offered by the accommodation units 
(in a positive way) but also by the price per night in 
the off- season and the distance from the center (in a 
negative way). On the other hand, the value for money 
was mostly influenced by the interaction with staff, 
the cleanliness of the rooms, and the facilities offered 
by the accommodation units. Furthermore, the value 
for money perception strongly influences the overall 
score of satisfaction. Those results highlight the fact 
that investing in different facilities and maintaining a high 
level of cleaning could be the basis of ensuring a good 
perception in terms of tourists’ satisfaction. Moreover, 
the accommodation units would have a lot to gain if they 
hire friendly staff who are empathetic and attentive 
to the needs of their clients. Even a simple training of 
existing staff could make the difference in terms of a 
pleasant accommodation.

Secondly, the results of this study show that the 
tourists’ perception regarding the value for money is not 
influenced by the sustainable travel measures, however, 
the overall score is the one that can be positively 
affected by these actions. Even though staff plays 
an important role in increasing the overall score and 

the value for money score, it seems that this factor is 
not perceived as being an important part of ensuring a 
pleasant sustainable trip. Thus, even if the employees 
provide guests with information regarding local 
ecosystems, heritage, and culture, as well as visitor 
etiquette, as part of supporting sustainable tourism, 
tourists do not consider this measure necessary in 
assessing their tourism experience. Also, their overall 
score of satisfaction is not influenced by the actions 
taken by the accommodation units to reduce water 
consumption.

Among the factors necessary to ensure sustainable 
travel that could influence the tourists’ satisfaction, the 
following dimensions can be mentioned: nature, energy 
and greenhouse gases, and also waste. The results of 
this study highlight the fact that the overall score of 
tourists’ satisfaction can be positively influenced by the 
following sustainable measures: ensuring a green space 
near the accommodation unit, offsetting part of the 
accommodation unit carbon footprint through various 
investments, providing more recycling bins, recycling 
waste, making efforts to reduce food wastage, 
and replacing all that disposable plastic objects with 
sustainable ones.

Thus, it is found that despite the efforts made by the 
accommodation units in ensuring sustainable travel, 
not all of them are appreciated by tourists. It seems 
that they are more focused on the accommodation 
facilities that offer them comfort, even if those facilities 
are not necessarily the most sustainable. This sad 
situation can also be explained by the lack of tourists’ 
education in terms of sustainability and sustainable 
tourism. If the authorities manage to make some tv-
spots or promotional materials that show the effects 
of sustainable tourism or the difference between 
sustainable and regular accommodation, maybe then 
tourists would appreciate more the investments made 
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by accommodation units that want to ensure sustainable 
travel. Thus, these units would be more motivated 
to implement more measures to offer tourists the 
experience of sustainable travel.
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