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Postgraduate Certificate in Guest Experience Management in Hospitality and Tourism

Sustainable Hospitality Operations

Adaptive Reuse
Concept: Repurposing existing structures for new hospitality functions.
Related terms: Renovation, Historic Preservation, Circular Economy.
Explanation: Adaptive reuse involves converting an older building—such as a warehouse, church, or factory
—into a hotel, restaurant, or event space while retaining structural elements and reducing material
consumption.
Example: A former railway station transformed into a boutique hotel retains the original façade and
waiting‑room arches, creating a distinctive guest experience.
Practical application: Conduct a feasibility study that assesses structural integrity, heritage regulations, and
potential energy‑efficiency upgrades before design development.
Challenges: Balancing preservation requirements with modern code compliance, managing hidden costs of
retrofitting, and ensuring that the new layout supports operational flow.

Air Quality Management
Concept: Monitoring and improving indoor air quality (IAQ) for guest health and comfort.
Related terms: HVAC Optimization, Ventilation Standards, IAQ Sensors.
Explanation: IAQ management uses filtration, humidity control, and real‑time monitoring to reduce
pollutants, allergens, and carbon dioxide levels in guest rooms, dining areas, and conference facilities.
Example: Installing UV‑light air purifiers in the central air‑handling unit reduces airborne pathogens and
improves perceived freshness.
Practical application: Establish IAQ benchmarks aligned with WHO guidelines, schedule regular filter
replacements, and integrate sensor data into the building management system for proactive alerts.
Challenges: Higher upfront costs for advanced filtration, ensuring maintenance staff are trained, and
aligning IAQ improvements with energy‑efficiency targets.

Biodiversity Conservation
Concept: Protecting and enhancing local flora and fauna within hotel grounds and surrounding ecosystems.
Related terms: Habitat Restoration, Native Landscaping, Ecotourism.
Explanation: Hotels can design green spaces that support pollinators, birds, and small mammals by planting
native species, creating water features, and avoiding chemical pesticides.
Example: A coastal resort establishes a mangrove buffer that provides nursery habitat for fish while
buffering storm surges.
Practical application: Conduct a biodiversity audit, set measurable targets (e.g., increase native plant cover
by 20 %), and partner with local conservation NGOs for monitoring.
Challenges: Limited land availability, potential guest perception of “wild” areas as unkempt, and the need
for ongoing ecological expertise.

Building Envelope Efficiency
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Concept: The physical barrier separating indoor conditioned space from the external environment.
Related terms: Insulation, Glazing, Thermal Bridging.
Explanation: Optimizing the envelope reduces heat loss in winter and heat gain in summer, lowering HVAC
demand and associated carbon emissions.
Example: Installing double‑glazed low‑emissivity windows and high‑performance wall insulation in a new
resort wing cuts heating energy by 30 %.
Practical application: Perform a thermal imaging audit, prioritize retrofits on high‑loss zones, and select
materials with low embodied carbon.
Challenges: Historic buildings may restrict alterations, upfront retrofit costs can be high, and supply chain
constraints may delay material acquisition.

Carbon Accounting
Concept: Quantifying greenhouse‑gas emissions across the hotel’s operations.
Related terms: Scope 1, Scope 2, Scope 3, GHG Protocol.
Explanation: Carbon accounting tracks direct emissions (fuel combustion), indirect emissions (electricity
purchase), and value‑chain emissions (food sourcing, guest travel).
Example: A city hotel reports annual emissions of 2,500 tCO₂e, with 40 % from purchased electricity (Scope 2)
and 35 % from food procurement (Scope 3).
Practical application: Adopt the GHG Protocol, use a reputable carbon calculator, and publish an annual
emissions report for transparency.
Challenges: Data collection across diverse suppliers, allocating emissions to shared services, and ensuring
accuracy without excessive administrative burden.

Circular Economy Practices
Concept: Designing operations to keep resources in use for as long as possible.
Related terms: Waste Hierarchy, Upcycling, Resource Recovery.
Explanation: In hospitality, circularity involves reusing linens, composting organic waste, and converting
food waste into animal feed or bioenergy, thus reducing landfill disposal.
Example: A resort partners with a local farm to turn kitchen scraps into organic fertilizer, which is then
applied to on‑site gardens.
Practical application: Map material flows, set targets for waste diversion (e.g., 75 % by 2027), and train staff
on segregation protocols.
Challenges: Changing entrenched habits, ensuring reliable downstream markets for recovered materials,
and monitoring performance across multiple sites.

Energy Management Systems (EMS)
Concept: Integrated software platforms that monitor, analyze, and control energy consumption.
Related terms: Building Automation, Demand Response, Smart Metering.
Explanation: An EMS collects real‑time data from meters, sensors, and equipment, allowing operators to
identify inefficiencies, schedule load shifting, and benchmark performance.
Example: A hotel installs an EMS that automatically dims hallway lighting after midnight, saving 12 % on
electricity costs.
Practical application: Set KPIs such as kWh per occupied room night, configure alerts for abnormal spikes,
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and conduct quarterly performance reviews.
Challenges: Integration with legacy building systems, ensuring data security, and maintaining staff expertise
to interpret analytics.

Green Procurement
Concept: Purchasing goods and services with reduced environmental impacts.
Related terms: Sustainable Purchasing, Supplier Audits, Life‑Cycle Costing.
Explanation: Green procurement evaluates criteria such as recycled content, energy efficiency, ethical
sourcing, and carbon footprint when selecting vendors for linens, cleaning chemicals, and food.
Example: A hotel adopts a policy to source only certified organic coffee, reducing pesticide use and
supporting fair‑trade growers.
Practical application: Develop a supplier scorecard, require environmental product declarations, and
negotiate contracts that include sustainability clauses.
Challenges: Higher unit costs for premium products, limited supplier options in remote locations, and the
need for cross‑departmental alignment.

Habitat Restoration
Concept: Reestablishing natural ecosystems on or near hospitality properties.
Related terms: Reforestation, Wetland Creation, Ecological Engineering.
Explanation: Restoration projects improve biodiversity, enhance landscape aesthetics, and can provide
ecosystem services such as water filtration and carbon sequestration.
Example: A mountain lodge restores degraded alpine meadows by planting native grasses and controlling
invasive species.
Practical application: Partner with ecological consultants, set measurable outcomes (e.g., increase native
species richness by 15 %), and involve guests through volunteer programs.
Challenges: Long time horizons for ecological recovery, potential conflict with development plans, and need
for ongoing maintenance.

Indoor Water Stewardship
Concept: Managing water use, quality, and efficiency within hotel interiors.
Related terms: Low‑Flow Fixtures, Leak Detection, Grey‑Water Recycling.
Explanation: Strategies include installing aerated faucets, sensor‑activated showers, and monitoring
consumption per guest night to identify waste.
Example: A boutique hotel reduces water use by 25 % after retrofitting all guest rooms with dual‑flush
toilets and motion‑sensor taps.
Practical application: Conduct a water audit, benchmark against industry standards (e.g., 150 L per occupied
room night), and set reduction targets.
Challenges: Guest perception of reduced flow as “inconvenient,” retrofitting costs in older properties, and
ensuring reliable sensor performance.

Life Cycle Assessment (LCA)
Concept: Evaluating environmental impacts of a product or service from raw material extraction to disposal.
Related terms: Cradle‑to‑Grave, Environmental Impact Assessment, Carbon Footprint.
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Explanation: In hospitality, LCAs help decision‑makers choose low‑impact materials for furniture, select
sustainable packaging, and assess the true cost of food items.
Example: An LCA shows that bamboo flooring has 40 % lower embodied carbon than hardwood sourced
from distant forests.
Practical application: Use LCA software to compare alternatives, incorporate results into procurement
criteria, and communicate findings to guests via sustainability reports.
Challenges: Data availability for complex supply chains, need for specialized expertise, and balancing LCA
results with aesthetic or brand considerations.

Marine Stewardship Council (MSC) Certification
Concept: A globally recognized label for sustainably managed fisheries.
Related terms: Sustainable Seafood, Traceability, Eco‑Labeling.
Explanation: MSC certification ensures that fish stocks are harvested at sustainable levels, minimizing
bycatch and protecting marine ecosystems.
Example: A beachfront resort features an MSC‑certified tuna dish on its menu, appealing to environmentally
conscious diners.
Practical application: Source seafood from MSC‑approved suppliers, display the MSC logo on menus, and
train staff on the certification’s significance.
Challenges: Limited availability of certified species in certain regions, higher procurement costs, and the
need for rigorous supply‑chain verification.

Net‑Zero Operations
Concept: Balancing greenhouse‑gas emissions produced by hotel activities with equivalent removals or
offsets.
Related terms: Carbon Neutrality, Renewable Energy, Offsetting.
Explanation: Achieving net‑zero involves reducing emissions through efficiency measures, transitioning to
renewable power, and purchasing high‑quality carbon offsets for residual emissions.
Example: A luxury resort installs rooftop solar panels covering 60 % of its electricity demand and offsets the
remaining emissions through a verified reforestation project.
Practical application: Set a phased roadmap (e.g., 50 % reduction by 2028), conduct annual emissions
inventories, and report progress to stakeholders.
Challenges: Accurate accounting of indirect emissions, securing credible offsets, and aligning net‑zero goals
with financial performance targets.

Operational Water Stewardship (OWS)
Concept: A framework for managing water risk and impact across the entire hospitality value chain.
Related terms: Water Risk Assessment, Water‑Positive, Alliance for Water Stewardship.
Explanation: OWS guides hotels to assess water availability, implement efficiency measures, and engage
suppliers and communities to improve water outcomes.
Example: A desert‑region hotel adopts OWS, leading to the installation of drip‑irrigated landscaping that
cuts outdoor water use by 40 %.
Practical application: Conduct a water risk assessment, develop a water‑action plan with measurable KPIs,
and collaborate with local authorities on watershed initiatives.
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Challenges: Data scarcity in water‑scarce regions, balancing guest expectations for lush amenities with
water constraints, and integrating OWS with existing sustainability programs.

Renewable Energy Integration
Concept: Incorporating solar, wind, geothermal, or bioenergy sources into hotel power systems.
Related terms: On‑Site Generation, Power Purchase Agreements (PPAs), Energy Storage.
Explanation: Renewable integration reduces reliance on fossil‑fuel electricity, lowers operating costs, and
enhances brand reputation for sustainability.
Example: A ski lodge installs a 500 kW wind turbine that supplies 30 % of its annual electricity consumption.
Practical application: Perform a site feasibility study, evaluate options (e.g., solar PV vs. PPA), and design a
system that includes battery storage for peak‑load support.
Challenges: Intermittent generation, regulatory permitting, capital investment requirements, and ensuring
grid compatibility.

Sustainable Food Sourcing
Concept: Procuring culinary ingredients that minimize environmental impact and support social
responsibility.
Related terms: Farm‑to‑Table, Seasonal Menu, Fair‑Trade.
Explanation: Strategies include sourcing locally, selecting organic produce, reducing meat consumption, and
avoiding over‑fished seafood.
Example: A hotel’s breakfast buffet features eggs from a nearby free‑range farm, reducing transportation
emissions and supporting local agriculture.
Practical application: Map supplier distances, set a target for 80 % of food to be sourced within 150 km, and
certify vendors against sustainability standards.
Challenges: Seasonal availability constraints, price volatility of organic products, and maintaining consistent
quality across multiple locations.

Waste Hierarchy Implementation
Concept: Prioritizing waste management actions from most to least preferred: reduce, reuse, recycle,
recover, and dispose.
Related terms: Zero Waste, Waste Auditing, Material Segregation.
Explanation: Applying the hierarchy helps hotels minimize landfill contributions, lower disposal costs, and
improve resource efficiency.
Example: A conference center implements a “no single‑use plastic” policy, reuses glassware, recycles paper,
and composts food waste, achieving a 70 % diversion rate.
Practical application: Conduct a waste audit, develop signage for segregation, train staff on proper disposal,
and track diversion rates monthly.
Challenges: Guest compliance, space for separate waste streams, and reliable recycling infrastructure in
remote locations.

Zero‑Waste Hospitality
Concept: An aspirational goal where all waste generated is diverted from landfill through reuse, recycling, or
energy recovery.
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Related terms: Circular Economy, Waste to Energy, Closed‑Loop Systems.
Explanation: Achieving zero waste requires systematic redesign of procurement, operations, and guest
services to eliminate disposables and maximize material recovery.
Example: A boutique hotel replaces disposable toiletries with refillable dispensers, partners with a local
composting facility, and uses anaerobic digesters to convert organic waste into biogas for cooking.
Practical application: Set incremental targets (e.g., 50 % diversion in year 1), implement a waste tracking
dashboard, and engage guests through educational signage.
Challenges: High initial capital for infrastructure, supply chain limitations for reusable items, and maintaining
service quality while eliminating disposables.

Air‑Conditioning Efficiency
Concept: Optimizing cooling systems to reduce energy consumption while maintaining guest comfort.
Related terms: Variable‑Speed Compressors, Heat Recovery, Smart Thermostats.
Explanation: Techniques include using high‑efficiency chillers, implementing zone‑control strategies, and
recovering waste heat for hot‑water production.
Example: A resort upgrades its central chiller to a variable‑frequency drive model, cutting cooling electricity
by 18 %.
Practical application: Perform a coefficient‑of‑performance (COP) analysis, schedule regular maintenance,
and integrate occupancy sensors to adjust set points.
Challenges: Balancing energy savings with guest temperature expectations, retrofitting older buildings, and
ensuring proper commissioning of advanced controls.

Biodiversity‑Friendly Landscaping
Concept: Designing outdoor spaces that support native species and ecological functions.
Related terms: Native Plantings, Pollinator Gardens, Xeriscaping.
Explanation: Using locally adapted plants reduces irrigation demand, eliminates the need for chemical
fertilizers, and creates habitats for insects and birds.
Example: A beachfront hotel replaces ornamental lawns with a mix of coastal grasses and flowering shrubs
that attract butterflies and reduce water use.
Practical application: Conduct a site‑specific horticultural assessment, develop a planting plan with a bloom
calendar, and train grounds staff on sustainable maintenance practices.
Challenges: Guest perception of “wild” landscaping, initial establishment period for native plants, and
potential conflicts with branding aesthetics.

Carbon Offsetting
Concept: Compensating for unavoidable emissions by investing in projects that remove or prevent an
equivalent amount of CO₂.
Related terms: Certified Emission Reductions (CERs), Voluntary Carbon Market, Climate Projects.
Explanation: Offsets should be additional, measurable, verifiable, and permanent, and are used as a last
resort after all feasible reductions have been implemented.
Example: A hotel purchases verified offsets from a wind‑farm project in another country to neutralize the
emissions from guest travel.
Practical application: Select reputable offset providers, disclose offset projects in sustainability reporting,
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and integrate offset costs into the operating budget.
Challenges: Risk of “greenwashing” if offsets are not credible, price volatility in carbon markets, and
ensuring that offset projects align with the hotel’s brand values.

Energy‑Positive Buildings
Concept: Structures that generate more energy than they consume over a defined period.
Related terms: Net‑Positive Energy, On‑Site Generation, Energy Surplus.
Explanation: Achieving energy positivity involves combining ultra‑efficient envelope design,
high‑performance HVAC, and substantial renewable generation.
Example: A conference hotel installs a solar canopy over its parking lot, producing enough electricity to
power the building and export excess to the grid.
Practical implementation: Model energy demand, size renewables to exceed projected consumption, and
incorporate energy storage to balance generation and load.
Challenges: High capital costs, need for precise energy modeling, and regulatory constraints on feeding
surplus power back to the grid.

Food Waste Valorization
Concept: Transforming surplus or discarded food into valuable products such as animal feed, bio‑fertilizer,
or bioenergy.
Related terms: Anaerobic Digestion, Upcycling, Food Recovery.
Explanation: Valorization diverts waste from landfill, reduces methane emissions, and creates additional
revenue streams.
Example: A hotel partners with a local dairy farm to convert kitchen scraps into nutrient‑rich compost used
in on‑site vegetable gardens.
Practical application: Install segregation bins, engage a certified waste‑to‑energy processor, and track
diverted tonnage.
Challenges: Ensuring food safety, coordinating logistics with third‑party processors, and maintaining staff
compliance with separation protocols.

Green Roof Systems
Concept: Vegetated roof layers that provide insulation, storm‑water management, and habitat.
Related terms: Roof Garden, Thermal Mass, Biodiversity Roof.
Explanation: Green roofs reduce heat‑island effect, lower cooling loads, and can serve as guest amenity
spaces.
Example: A city hotel adds a modular intensive green roof featuring aromatic herbs for a rooftop restaurant,
enhancing guest experience while cutting energy use.
Practical application: Conduct structural load analysis, select appropriate planting media, and develop
maintenance schedules.
Challenges: Structural capacity limitations, higher upfront installation costs, and need for skilled horticultural
maintenance.

Hotel Sustainability Certification
Concept: Independent verification that a property meets defined environmental and social criteria.
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Related terms: LEED, BREEAM, EarthCheck, Green Key.
Explanation: Certifications provide benchmarks, enhance marketability, and guide continuous improvement
through audit cycles.
Example: A resort obtains EarthCheck certification after achieving a 15 % reduction in water consumption
and implementing a comprehensive waste‑diversion program.
Practical application: Conduct a gap analysis, develop an action plan to meet required points, and engage
an accredited assessor for verification.
Challenges: Cost of certification, ongoing compliance monitoring, and aligning multiple standards across
international properties.

Indoor Air Quality (IAQ) Sensors
Concept: Devices that continuously monitor pollutants, temperature, humidity, and CO₂ levels.
Related terms: Smart Building, Environmental Monitoring, Ventilation Control.
Explanation: IAQ sensors feed data to building management systems, enabling dynamic ventilation
adjustments that protect health while conserving energy.
Example: Sensors detect elevated CO₂ in a banquet hall, prompting the HVAC system to increase fresh‑air
intake automatically.
Practical application: Deploy sensor networks in high‑occupancy zones, set threshold alerts, and integrate
data analytics for trend analysis.
Challenges: Sensor calibration drift, data overload for facility teams, and ensuring privacy compliance when
sensors capture occupancy patterns.

Life‑Cycle Costing (LCC)
Concept: Evaluating total cost of ownership for assets, including acquisition, operation, maintenance, and
disposal.
Related terms: Total Cost of Ownership, Economic Analysis, Sustainability ROI.
Explanation: LCC helps hospitality managers select durable, low‑maintenance materials that may have
higher upfront costs but lower long‑term expenses and environmental impacts.
Example: Choosing LED lighting with a 10‑year lifespan over fluorescent fixtures reduces energy costs and
replacement labor, yielding a positive net present value.
Practical application: Use LCC software to compare alternatives, factor in discount rates, and present
findings to finance and procurement teams.
Challenges: Estimating future energy prices, accounting for uncertain maintenance schedules, and
communicating long‑term benefits to stakeholders focused on short‑term budgeting.

Marine Ecosystem Protection
Concept: Safeguarding oceanic habitats affected by coastal tourism and hospitality activities.
Related terms: Coral Reef Conservation, Sustainable Marina Management, Coastal Zone Management.
Explanation: Hotels can adopt measures such as responsible wastewater treatment, banning single‑use
plastics, and supporting marine protected areas to reduce oceanic impact.
Example: A seaside resort installs a tertiary treatment system that removes nutrients before discharge,
preventing algal blooms near coral reefs.
Practical application: Conduct marine impact assessments, develop a marine stewardship plan, and engage
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guests through educational programs.
Challenges: Technical complexity of advanced treatment, regulatory compliance across jurisdictions, and
balancing guest amenities with marine protection goals.

Renewable Energy Certificates (RECs)
Concept: Tradable instruments that certify the generation of one megawatt‑hour of renewable electricity.
Related terms: Green Power Purchase, Carbon Accounting, Renewable Portfolio Standards.
Explanation: Purchasing RECs allows hotels to claim renewable electricity use even when on‑site generation
is limited, supporting the broader renewable market.
Example: A city hotel buys RECs equivalent to 100 % of its annual electricity consumption, achieving a
“100 % renewable electricity” claim.
Practical application: Identify reputable REC providers, align purchases with reporting periods, and disclose
REC usage in sustainability communication.
Challenges: Differentiating between compliance and voluntary RECs, ensuring that REC purchases represent
additional renewable generation, and avoiding perceptions of “greenwashing.”

Sustainable Procurement Policy
Concept: Formal document outlining criteria for environmentally responsible purchasing.
Related terms: Supplier Code of Conduct, Ethical Sourcing, Procurement Guidelines.
Explanation: The policy defines expectations for vendors regarding carbon intensity, resource efficiency,
social equity, and lifecycle impacts.
Example: A hotel chain adopts a procurement policy that mandates all food suppliers hold a recognized
sustainability certification.
Practical application: Draft policy language, circulate to procurement teams, embed criteria in tender
documents, and monitor compliance through supplier audits.
Challenges: Aligning policy with diverse regional regulations, negotiating price adjustments, and ensuring
consistent enforcement across multiple business units.

Water‑Sensitive Design
Concept: Architectural and landscape approaches that minimize water use and protect water quality.
Related terms: Rainwater Harvesting, Permeable Pavement, Low‑Impact Development.
Explanation: Design elements such as bioswales, rain barrels, and water‑efficient fixtures reduce demand on
municipal supplies and mitigate runoff.
Example: A resort incorporates a rain‑water collection system that supplies irrigation for its golf course,
cutting municipal water use by 40 %.
Practical application: Perform a water balance analysis, integrate storage tanks into building design, and
select drought‑tolerant plant palettes.
Challenges: Initial design complexity, variability of rainfall patterns, and ensuring storage capacity meets
peak demand periods.

Zero‑Carbon Energy Sources
Concept: Energy generation methods that emit no carbon during operation.
Related terms: Solar Photovoltaic, Wind Turbine, Geothermal Heat Pump.
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Explanation: Deploying zero‑carbon sources reduces reliance on fossil fuels, aligns with climate‑action
goals, and can provide long‑term cost stability.
Example: A mountain lodge installs a geothermal heat‑pump system that supplies both heating and cooling
without combustion emissions.
Practical application: Conduct site feasibility studies, evaluate lifecycle emissions, and secure financing
mechanisms such as green loans.
Challenges: Site‑specific resource availability, upfront capital intensity, and integration with existing grid
infrastructure.

Sustainable Guest Experience Design
Concept: Crafting service encounters that deliver comfort while minimizing environmental impact.
Related terms: Eco‑Design, Service Blueprinting, Guest Engagement.
Explanation: Incorporates elements such as refillable amenity dispensers, digital key cards, and transparent
sustainability messaging to align guest expectations with operational goals.
Example: A hotel provides a mobile app that lets guests control room lighting and temperature,
encouraging energy‑saving behaviors.
Practical application: Map guest touchpoints, embed sustainability cues (e.g., signage indicating linen
reuse), and train staff to communicate benefits.
Challenges: Balancing technology adoption with privacy concerns, ensuring usability across diverse guest
demographics, and measuring behavioral change impact.

Sustainable Waste Management Training
Concept: Educational programs for staff on proper waste segregation, reduction, and reporting.
Related terms: Environmental Awareness, Staff Engagement, Continuous Improvement.
Explanation: Training builds competence in handling recyclables, compostables, and hazardous waste,
fostering a culture of responsibility.
Example: A resort conducts quarterly workshops where housekeeping staff practice sorting waste into
color‑coded bins and learn the financial impact of diversion.
Practical application: Develop curriculum, use hands‑on demonstrations, track participation rates, and link
performance to incentive schemes.
Challenges: Overcoming staff turnover, ensuring consistent messaging across shifts, and allocating time for
training without disrupting operations.

Sustainable Transportation Initiatives
Concept: Programs that reduce carbon emissions associated with guest and employee travel.
Related terms: Shuttle Services, Bike‑Sharing, Carbon‑Neutral Flights.
Explanation: Options include electric vehicle (EV) charging stations, promoting public transit, and offering
carbon‑offset options for airfare.
Example: A hotel installs EV charging points and partners with a local bike‑share company, encouraging
guests to use low‑emission mobility options.
Practical application: Conduct a travel‑mode survey, set targets for EV usage, and advertise sustainable
transport choices during booking.
Challenges: Infrastructure costs, limited EV adoption in some markets, and coordinating with external
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transport providers.

Water Footprint Assessment
Concept: Quantifying total water volume consumed throughout the lifecycle of goods and services.
Related terms: Blue Water, Green Water, Water Intensity.
Explanation: In hospitality, assessing water footprints helps identify high‑impact items such as beef dishes
or laundry processes, guiding reduction strategies.
Example: An analysis reveals that the hotel’s daily laundry accounts for 30 % of its total water footprint,
prompting investment in low‑water washing machines.
Practical application: Use water‑footprint calculators, set reduction targets (e.g., 15 % decrease in blue water
use), and monitor progress via utility bills.
Challenges: Data collection across suppliers, distinguishing between direct and indirect water use, and
communicating findings to guests without causing alarm.
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