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[bookmark: _Toc43455281]                                                  Introduction 


     Sustainability is the key concern in the service sector like tourism where the businesses are competing in ensuring to get the best possible competitive position (Hawkins and Bohdanowicz 2011). This report has covered the sustainability concern regarding the revenue generation of the tourism business named Sykes Holiday Cottages (Pforr, 2019). The report has discussed the sustainable tourism and development of this organisation by assessing the relevant literature and the assessment of this case to provide a conclusion from it.


[bookmark: _Toc43455282]                           Case of The Sykes Holiday Cottages


     Sykes Holiday Cottages is one of the leading cottage business in the UK with having the shared cottage business where 8000 houses are rented from the different owner. 
[image: Sykes Holiday Cottages private equity investment]
[bookmark: _Toc43455289]Figure 1: Logo of Sykes Holiday Cottages
Source: Tesone, 2019)
Sykes has been working with 14500 cottages where 8000 cottages of it are managed by contacting other owners. Sykes is facing the service gap issue for the past two years where the customers isn’t getting the proper satisfaction for having the lacking in the expected and the perceived service form it. It has established a luxurious image to its customers that has attracted them to visit it from time to time. It has 30 years’ experience which enables to ensure a sustainable profit by ensuring the proper innovation and customer satisfaction (Tesone, 2019). But failing to match customer expectation is reducing its customer turnover and satisfaction that has decreased its organic revenue and become the major concern for its operation.


[bookmark: _Toc43455283]                             Principles of Sustainable Tourism 

     Sustainable tourism needs to focus on various things that make the business getting support from the stakeholders in getting success in its operation (Halisçelik and Soytas, 2019). 
[image: ]
[bookmark: _Toc43455290]Figure 2: Principles of Sustainable Tourism 
Source: (Halisçelik and Soytas, 2019)
     The sustainable use of the resources and the reduction of the overconsumption by ensuring the lean is the main concern for ensuring the sustainability in tourism. When diversity will be maintained properly, sustainability will be ensured by tackling all kind of changing situation. Blowfield, (2013) mentioned when the business will integrate tourism into business planning in getting long term success by supporting and involving the local economics, it will get a sustainable profit. Liburd and Edwards (2010) mentioned the focus on the stakeholders including focusing on the customer; the training staff and responsible tourism ensure that the business will acquire a sustainable one.
     Sykes Holiday Cottages has made sure that the highest efficiency can be ensured by serving the customers by focuses on the training of the employees. The continuous assessment of the market made it changing the strategy quickly so that the customer's demand can be addressed and solved properly. But the customer demands are increasing continuously by the word of mouth expression which is increasing the pressure on its operation (Tesone, 2018). The customers are showing much interest in increasing the facilities which are becoming a burden for its operation where the gap is increasing continuously that should be tackled properly. 
     Reid (2017) mentioned that Sykes Holiday Cottages is having the organic revenue generation issue for not matching with the customer expectation which is reducing its acceptance lately. Khewika Sukiam (2018) also added that the focus on sustainable revenue generation is increasing the cost and quality pressure on Sykes. Day (2018) mentioned that the focus on the quality is making the customers having a high expectation in getting service which is creating the service gap for not increasing its capabilities. Henderson (2018) argued that for the last 2 years, it is facing a decrease in the revenue for the increasing service gap that is hampering its sustainability in the hospitality industry. Pedercini (2018) also argued that the lack of capabilities in fulfilling the customer demand for the increasing cost and quality concern has hampered the revenue generation.
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     According to Curtin (2012), the suitability is a great concern for the business which ensures that the long-term growth can be attained by the operation properly. When a business conducts the operation by using the resources by focusing on the long-term orientation, it can ensure the sustainable development (Dredge et al., 2019). 
[image: ]
[bookmark: _Toc43455291]Figure 3: Principles of Sustainable Development
Source: (Dredge et al., 2019)
[bookmark: _GoBack]     The sustainability lies in the organisation external limits which make the business competent in increasing its revenue continuously. That’s why sustainable development is the main concern for every business in remaining competitive by matching with the external environment. Promotion of good governance and using the sound science ensures that sustainability is maintained properly (Weaver, 2006). Goodwin and Font (2011) mentioned society maintenance can ensure that the business is making a continuous development that confirms a sustainable returned is attained by the operation. 
     Sykes Holiday Cottages has been working on ensuring that the service efficiency is improved in its operation to remain on the competition by utilising the resources (Font, 2017). It takes care of the environment to make the sustainability attainable by focusing on the society and the surroundings in its operation. It has been maintaining the profit margin properly till now with the organic sales revenue through the last two years has been providing reduced flow. The lack of proper control over the cost is increasing the service gap which is hampering the sustainable goal attainment of its operation.
     According to Backman (2017), Sykes Holiday Cottages is continuously developing its operation that is increasing the customer expectation in getting developed service from it. Papatheodorou (2018) argued that the increased customer expectation has become the double-edged source which is creating the cost pressure on Sykes’ operation in remaining competitive. Schweinsberg et al. (2019) also argued that failing to match the customer expectation recently for the increasing cost is hampering its operation success in serving them in Ireland and England. Fermani et al. (2020) mentioned that if it can make sure that the best possible service is ensured to the customers by using the resource properly by eliminating the service gap, it will be increasing the organic revenue properly. Increasing the innovative service to the customer can increase the growth in the sustainability potential for Sykes again.


[bookmark: _Toc43455285]                                           Literature Review 

     Sustainability has become a major concern in the current world for focusing on the long-term gain increasingly rather than focusing on making short term profit (Agyeiwaah, 2020). The businesses are showing a trend in increasing customer acceptance by showing interest and developing a strategy which is increasing their bargaining power in the service sector. Reid (2017) added that the long-term relationship with the customers and the other stakeholders in making the business getting long-term success by engaging with them emotionally. 
[image: Model for sustainable tourism development for Least Developed ...]
[bookmark: _Toc43455292]Figure 4: Models Related to Sustainable Tourism
Source: (Halisçelik and Soytas, 2019)
     Halisçelik and Soytas (2019) mentioned when the business fails to make sure the highest efficiency to serve its customers properly, the sustainable development goal gets hampered. 
[image: Sustainable Development - An Introduction to Two Theories ...]
[bookmark: _Toc43455293]Figure 5: Models Related to Sustainable Development
Source: (Schweinsberg et al., 2019)

     Tesone (2018) argued that the customer or social rejection turns a business into a failed one which indicates it should focus on sustainable development in the service sector. Schweinsberg (2019) mentioned that sustainability in the tourism sector is determined by the response of the customer. Pforr (2019) mentioned that the principle of sustainable tourism focuses on the lean service and cost reduction while taking the product or service decisions. Wikhamn (2019) explained that diversity maintenance ensures the service productivity and the risk diversion to help in sustainable tourism and development for the continuous change in the market.        Dredge (2019) argued with Wikhamn (2019) statement by pointing that the customers are getting continuous support from the competing firm which is making sustainable development and tourism more challenging for everyone.  Koukiasa (2019) also mentioned that the focus on lean production and the stakeholder are aiding the businesses in getting the development of return on investment for focusing on the long-term. Halisçelik and Soytas (2019) supported by mentioning that the long-term focus is helping in ensuring the goal attainment properly though the positive impact. Agyeiwaah (2020) reviewed the quick fluctuation in the demand is becoming a challenge in managing sustainable development in the service sector in maintaining a competitive advantage. The long-term goal attainment by ensuring sustainable development in the tourism industry is a challenge for the businesses that are making the turbulent change in it. When the customers will get the proper support from the business continuously, it can ensure the sustainability by complying with their need. But the cost and quality concern are damaging the efficiency of business continuously which has become a prominent challenge and authority need to take steps to improve the condition. 


[bookmark: _Toc43455286]                         Case Study Analysis and Discussion 
     The case is about the reduction of the organic revenue of Sykes Holiday Cottages which has been operating in the tourism industry of the UK and Ireland for more than 30 years. Backman (2017) mentioned that the customer and the other stakeholders are becoming more important to the business and it has increased the bargaining power of the customers. Sykes Holiday Cottages is facing a decrease in the organic sales revenue for the last two years for the increasing complaint from the customer side for not fulfilling their expectation properly. The customers are showing much resistance towards its strategic direction. The customers are facing service gap which is increasing the pressure on the business revenue generation. The service gap will be reduced to the minimum to its operation by focusing on the principle of the sustainable tourism. Sykes should train its employees and make its strategy by focusing on the stakeholders rather than using the push strategy in it. When the custeomrs will be getting the proper service according to their expectation by the intergrated tourism planning, the service gap will be diminished continuously.     Koukiasa (2019) presented a similar view in his study that the retention rate on attracting and making them the permanent customers can ensure the sustainable growth which can solve this problem faced by Sykes. The customers have given feedback that the services are not valuing their expectation for not being much customer engaged. Though Sykes Holiday Cottages is continuously working on maintaining that the cost and quality are balanced properly, the promotion of good governance is much needed. When the good governance of the customer decision and the focus on the healthy society can be ensured by Sykes, the service gap will be reduced in its operation. The other firms are maintaining a competitive edge over as they were for having their owned cottage and apartments that is creating the service gap by creating cost pressure on it. Living with the environment limits and training the staffs in showing the responsible behaviour will ensure both the sustainable tourism and development for Sykes. Fermani et al. (2020) mentioned preparing the internal resources according to the change in the customers and the external environment will be ensuring the sustainable development in its operation. Sykes needs to ensure that the integration with the local economy and using the resources sustainably can ensure the sustainable development in the tourism industry in remaining competitive.
[bookmark: _Toc43455287]                                                Conclusion


     Sykes Holiday Cottages is focusing on ensuring the service efficiency in getting customer acceptance, especially in the service sector in gaining competitive position. The highest efficiency in serving the customers makes sure that sustainable goal attainment can be ensured by using the resources properly. Sykes Holiday Cottages is ensuring that the customers and the other stakeholders are being properly managed and take initiative to towards them which is increasing the importance of the sustainability issue. Focusing the customer demand and ensuring the service efficiency in removing the service gap will ensure sustainable tourism and development for the Sykes Holiday Cottages which will increase in the revenue in the long-term. 
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