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Abstract

Tourism in Mexico Represents a significant foreign
exchange income. Between January and October 2017,
revenues from international travelers Were 17,371 billion
dollars, 9.02 percent more than in the same period of 2016,
According to data from the Economic Information System
of the Bank of Mexico (Banxico). For many tourism
companies, Mexico Second Most Important Represents
ITS market, after the United States. (Reyna Quiroz, 2017).
Coatzacoalcos has sites of interest and has grown little by
little as a tourist site,, Although mostly, people WHO stay
at hotels in this place do for business Reasons, since the
area is Industrial Considered by Having Petrochemical
Industries as: La Cangrejera, Pajaritos, Morelos and
Braskem ldesa. The objective is: To determine the degree
of work satisfaction of the operative staff of the Hotel
Valgrande in Coatzacoalcos, Veracruz. A quantitative
investigation will be Elaborated with a descriptive scope,
using as a tool for gathering information, a questionnaire
of 44 questions analyzing: working conditions, training,
promotion and professional development, Among Others.
With This, we will verify the level of satisfaction to the
operative staff works there and it'll That allow to give
suggestions for improvement in it.

Work Satisfaction, Staff, Hotel

Resumen

El turismo en México representa un importante ingreso de
divisas. Entre enero y octubre de 2017, los ingresos por
viajeros internacionales han sido de 17,371 millones de
délares, 9.02 por ciento mas que en el mismo periodo del
2016, acorde a datos del Sistema de Informacion
Econdmica del Banco de México (Banxico). Para muchas
empresas turisticas, Meéxico representa su segundo
mercado en importancia, después de Estados Unidos.
(Reyna Quiroz, 2017). Coatzacoalcos cuenta con sitios de
interés y poco a poco ha crecido como sitio turistico,
aunque mayormente, las personas que se hospedan en los
hoteles de este lugar lo hacen por cuestion de negocios, ya
que la zona es considerada industrial al contar con
Complejos Petroquimicos como: La Cangrejera, Pajaritos,
Morelos y Braskem ldesa. El objetivo es: Determinar el
grado de satisfaccion laboral del personal operativo del
Hotel Valgrande en Coatzacoalcos, Veracruz. Serd una
investigacion de naturaleza cuantitativa con alcance
descriptivo, utilizando como instrumento de recopilacion
de informacién, un cuestionario de 44 preguntas
analizando: condiciones de trabajo, formacion, promocion
y desarrollo profesional, entre otros. Con ello, se verificara
el nivel de satisfaccion del personal operativo que ahi
labora y esto permitira dar sugerencias para la mejora en el
mismo.

Satisfaccion Laboral, Personal, Hotel

Citation: MINA, Susana del Carmen, MORENO-ROBLEDO, Maria del Carmen and CRUZ-ROBLES, Zazilha Celeste.
Work satisfaction of the operative staff of Hotel Valgrande in Coatzacoalcos, Veracruz. Journal Health, Education and Welfare

2018, 2-2: 1-12.

* Correspondence to Author (email: lic_scm@outlook.com)
1 Researcher contributing first author

©RINOE Journal-Bolivia

www.rinoe.org/bolivia



Article

2

Journal-Health, Education and Welfare

Introduction

"The word comes from the French hotel and
this hotel turn Latin hospitals, hostes, host."
This definition can be developed in a
chronological order, the history of the
hospitality industry in the world. (Plazola
Cisneros, Plazola Anguiano, Anguiano &
Plazola, 1997). From its inception until today
the guest is not offered the same as they were
years ago and offered the host does not have the
same characteristics as those travelers seeking a
place to spend the night. As stated Dennis L.
Foster: "Today's lodging and restaurant
industries are the result of social and cultural
evolution of many centuries." (Foster, 1994)
Being an industry that is constantly changing to
be affected by different phenomena, one can
say that this industry are also not the same as in
that year, and this is highly linked to tourism.

Undoubtedly, tourism and hospitality are
two industries that are accompanied, without
tourism would not be necessary the hotels,
without the existence of the hotels would be
missing a key element of the tourism system
equipment. Foster says: "hospitality and
tourism grew to become the two largest
industries around the world." (Foster, 1994)

In Coatzacoalcos, Veracruz exist about 10
three-star hotels, 8 four-star hotels and one five-
star hotel. (Inegi, 2018). The hotel company is
studying: Hotel Valgrande (Four stars). It
belongs to Grupo BREEZE de CV (Real Estate
del Istmo, SA de CV) located in the city of
Coatzacoalcos, in the southeastern region of
Veracruz.

Hotel Valgrande is a property with a
prime location in the center of Coatzacoalcos. It
has easy access to major attractions and
shopping area of the city. It offers a restaurant
that offers regional and international cuisine,
cafeteria, bar, function room, business center
and laundry service. It also boasts elevator and
non-smoking rooms, fitness center and wireless
internet access. The rooms offer an air-
conditioned  environment  with  practical
facilities including high-definition screen, desk,
safe and more. (BestDay.com, 2018)
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The added value of this research project is
that not only encompasses one or two
dimensions to analyze job satisfaction of a
particular company, but encompasses twelve
dimensions of satisfaction as working
conditions, training, promotion and career
development, recognition, retribution,
command-partner relationship, participation,
organization and change management, work
climate, communication, knowledge and
identification purposes and perception of
direction. Furthermore, supplementary to know
the perception people have of the organization,
the implementation of corporate values, overall
satisfaction and the influence they can have
certain elements for improved personal
satisfaction questions are asked. This allows an
objective view of the problem to be analyzed.

This research project comprises Six
sections. Introduction (both general and
specific) objectives, problem, rationale and
hypothesis: in the first section of the project as
generalities are included.

The second section refers to the
theoretical framework so briefly describes the
revolution  of  hospitality, international
classification of hotels, definition and types of
job satisfaction and previous research.

The third section
methodology used is explained.

presents  the

In the fourth section presents the results
and graphs of each dimension analyzed are
reflected.

The fifth section refers to the
acknowledgments made while in the last
section shows the conclusion based on the
analysis of the results of the investigation.

Justification

The benefit of a diagnosis identifying the
degree of prevalent satisfaction in people who
work in the organization allows for actions to
improve the organizational climate and
therefore staff turnover is minimal because
workers will identify with the company and will
part of it, fulfilling optimum performance in
their daily activities. In turn, allow give
customers better service or host and we must
remember that the human capital of an
enterprise is the engine that allows a company
to operate efficiently.

MINA, Susana del Carmen, MORENO-ROBLEDO, Maria del Carmen
and CRUZ-ROBLES, Zazilha Celeste. ~Work satisfaction of the
operative staff of Hotel Valgrande in Coatzacoalcos, Veracruz. Journal
Health, Education and Welfare. 2018.
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Problem During the eighteenth century, the

Something that is not easy to hide in both
public and private companies is job
dissatisfaction by some staff members serving
on them. This can be caused by: Extra
continuous time, work stress, low wages, lack
of motivation, inability to adapt, fear of change,
lack of training, staff turnover, among others.

This could cause the client or guest
receives care or inadequate service by the poor
attitude of the worker and this in turn causes a
bad image of the hotel company. Currently, if
companies want to stay in the competition, they
need certain resources to enable it to its
elements work efficiently. Hence, a good
working environment helps better job
performance.

Hypothesis

The degree of job satisfaction of operational
staff of Hotel Valgrande in Coatzacoalcos,
Veracruz is satisfactory.

Objectives
General Purpose

Determine the degree of job satisfaction of
operational staff of Hotel Valgrande in
Coatzacoalcos, Veracruz.

Specific Objectives

— Choose a technique and data collection
instrument for obtaining information.

— Apply the operating staff Valgrande
surveys.

— Analyze the data obtained from surveys.

- Identify the variables that influence the
satisfaction or dissatisfaction of the
worker.

Theoretical framework
Revolution in hospitality

Between the eighteenth and twentieth century
there were certain events that marked a big
change in the hotel industry. He no longer
spoke of inns or taverns but was thinking more
comfort and well service, ie the way that guests
are attending and what was offered, but this did
not occur everywhere at the same time, but it
was part of a process.

ISSN-2524-2075
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situation in Europe was very different from
other parts of the world as being the most
important cities in the United States. In Europe,
a lodge with amenities where guests did not
have to share rooms remained an exclusive
privilege for the aristocracy, while in the United
States and there were simple and inexpensive
hotel but comfortable enough establishments
that were accessible to all citizens.

In Europe, the emergence of clean hotels
and amenities took a little longer, but
eventually began to emerge primarily in the
areas near stations transport. Appeared hotels in
railway stations and the terminal stations of cars
route. In the nineteenth century, the
construction of hotels with features like those
known today began to increase rapidly in both
Europe and the United States. It is said that the
entertainment revolution took place with the
construction of the hotel Tremont House in
Boston, and this is how he tells Foster. It was
the first hotel that offered rooms locked and
also each had a bathroom with a bar of soap and
a pitcher.

The hotel also revolutionized the hotel
industry as to how to cater to guests as
uniformed personnel had all day dealing with
the needs of the host. Since its appearance in
the Anglo-Saxon country began to emerge
different hotels with similar characteristics in
cities like Chicago and St. Louis. As the years
passed, the hotels had an increasing number of
rooms and the one who initially was considered
a big hotel and it was not. Thus the hospitality
industry was growing along with the tourism
industry to take the place you currently have
and even being the only economic source of
some countries.

International Classification of hotels

According to the Secretary of Tourism, hotels
are classified as:

— Star: only offers the essentials.

- Two  stars:  basic  services and
infrastructure

— Three stars: adequate facilities, complete
and standardized service, no frills.

— Four-star  luxurious amenities and
superior service
— Five-star  facilities and exceptional

services (Tourism Ministry)

MINA, Susana del Carmen, MORENO-ROBLEDO, Maria del Carmen
and CRUZ-ROBLES, Zazilha Celeste. ~Work satisfaction of the
operative staff of Hotel Valgrande in Coatzacoalcos, Veracruz. Journal
Health, Education and Welfare. 2018.
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Satisfaction

According to Robbins, and Stephen Coulter, job
satisfaction refers to the general attitude of a
person to use. A person with a high level of job
satisfaction has a positive attitude toward their
jobs. A person dissatisfied have a negative
attitude. When people talk about the attitudes of
employees, usually refer to job satisfaction.
Satisfaction is closely related to productivity,
absenteeism and turnover. (Robbins, P., &
Coulter, 2010)

In turn, Marquez mentioned that
satisfaction could be defined as the attitude of
the worker against his own work, this attitude is
based on the beliefs and values that the worker
develops his own work. Attitudes are jointly
determined by the current characteristics of the
post as by perceptions having what they should
be. (Marquez, 2004)

Types of job satisfaction

According to Quintanilla, it stipulates seven
types of satisfaction that the worker can feel in
the company:

— Job satisfaction in general: It is the way
the person feels at work, according to
several authors, it is a stable reaction
according to work performed by various
factors that can trigger reactions worker
to the company.

- Worker satisfaction regarding the work
they perform: Workers tend to prefer jobs
that give them the opportunity to use their
skills and offer a variety of tasks, such
freedom will allow them to make
innovations that will bring them job
satisfaction.

- Worker satisfaction regarding their
workplace: Workers are interested in their
work environment for both personal
welfare and to facilitate doing a good job,
most workers prefer to work relatively
close to home, in a comfortable
environment, well-lit and with good
interpersonal relationships.

ISSN-2524-2075
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— Worker  satisfaction regarding the
relationship with their bosses and
colleagues: The work also covers needs
for social interaction, behavior boss is one
of the main determinants of satisfaction.
Human beings by nature are sociable,
which is why the relationship you have
with your bosses or peers influence
greater satisfaction or dissatisfaction,
currently heads should not be reduced to
only that, but they have to be true leaders,
capable motivate, understand, listen and
support for workers to increase their
production and productivity.

— Employee satisfaction regarding
incentives and remuneration received:
Workers seek wage systems and policies
promotion  fair, unambiguous and
consistent with their expectations. Of
course, not everyone looking for money,
many people gladly accept less money in
exchange for working on a favorite, or
have certain features that give added
value to their salary area.

— Employee satisfaction regarding their age:
As people get older, the work becomes
more routine and more demanding, which
decreases performance and satisfaction,
after 30 years, person has the opportunity
to make richer tasks, achieve better
performance levels and a higher level of
job satisfaction, after 60 years, the person
experiences a decline in their abilities and
a shorter horizon of action which causes a
certain degree of dissatisfaction.

— Employee satisfaction regarding their
gender: Gender is a determinant of job
satisfaction, several studies show that in
some cases the most satisfied with women
and others are males, this is because since
depending on the work they perform will
influence various factors. For example,
disadvantaged women need to feel the
taste for their work and have a good boss,
however disadvantaged men care more
about the opportunity to demonstrate their
usefulness and have a secure job.
(Quintanilla, 2005)

MINA, Susana del Carmen, MORENO-ROBLEDO, Maria del Carmen
and CRUZ-ROBLES, Zazilha Celeste. ~Work satisfaction of the
operative staff of Hotel Valgrande in Coatzacoalcos, Veracruz. Journal
Health, Education and Welfare. 2018.



Article

5

Journal-Health, Education and Welfare

Model EFQM (European Foundation for
Quality Management)

The selection of factors or dimensions to
evaluate and design of the contents of data
collection instrument has been very aware of
each and every one of the guidelines in relation
to the management of human resources,
establishes the EFQM Model.

The basic references are contained in
criterion 3 "People" in the criterion 7 "results in
people", and considerations related to human
resources management in the following criteria
are met:

Criterion 1: Leadership

— Performance leaders as a model of a
culture of excellence.

— Involvement of the leaders in continuous

improvement

—  Performance leaders regarding
motivation, support and recognition of his
collaborators

Criterion 2: Strategy

— Communication policy and strategy

Criterion 3: Resources

— Access to information necessary for job
performance

Criterion 4: Processes

— Encouragement  creative talent of
employees to improve processes

Previous research

It investigates issues related to the desired
project and is located one entitled: "Rotation of
operational staff in star hotels Trevi" 2015. It is
a research created by Monica Galeano Andrea
Mogollon for specialization in Management.

"This investigation arose from my
perception as regional bookkeeper Hotel Estelar
La Fontana. Currently one of the more
resources must keep an organization is its staff.
However, the entry into this field we find that
there are many variables that influence the
permanence of the same companies.
"(Mogollon, 2015)

Also, it draws on research: "Evaluation
and improvement of people satisfaction in
service organizations™ in 2001.

It is an investigation of Vitoria Gasteiz.
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It is a manual for evaluating and
improving the satisfaction of people in service
organizations, along with the Measurement
Tool proposal has been prepared by the Human
Resources of the Central Organization and
Management Branch, Area Organization and
Development HR.

Its development has been based on the
following basic premises:

— Conform to the parameters established in
the European EFQM Model.

—  Safeguarding the specificities of each
service organization creating a common
framework from which it is possible to
develop a performance tailored to the
needs and peculiarities of each
organizational reality.

Methodology to develop

The investigation is based on a quantitative
approach because it is based through a
statistical analysis via a survey consisting of 44
items (with recommended by EFQM
dimensions), with a descriptive scope because
they show in detail the results obtained through
surveys and a cross section that is elaborated in
a period of time.

The population is made up of human
capital who are working in the operational area,
at least two months in the Valgrande hotel. The
unit of analysis is the human capital that has no
leadership or management positions in different
positions of the operating area of the hotel.

Graphic 1 shows the flowchart of the
hotel where existing posts in the same displays
shown: General Management in the first
hierarchical level, area managers in the second-
tier and third hierarchical level are the people
operating area they have direct dealings with
the host (client).
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-[ Auditor
Recepcionista
' Auxiliar de Cocina

— Lavaloza
Gerente General

Auxiliar de
Mantenimiento

o Areas publicas

— Camarista

Graphic 1 Organizational (Author)

The Graphic for the number of
operational staff working at the hotel was
obtained directly from company management.
The survey is conducted:

1 Auditor

2 Recepcionista Cajera - Telephone
3 Meseros of restaurant

2 Auxiliary Kitchen

1 dish detergent

1 Auxiliary maintenance

1 Public Areas

3 Camaristas

Bar 2 servers

Making a total of 16 people.

The dimensions analyzed and the number
of questions are presented in Table 1.

Dimensions Satisfaction Question | Tot
1. Working conditions 1,2,3 3
2. Training 4.5.6 3
3. Promotion and professional development 7,8,9,10 4
4. Recognition 11,12,13 3
5. Compensation 14.15.16 3
6. Relationship command collaborator 17,18,19,20 | 4
7. Participation 21,22,23 3
8. Organization and Change Management 24,2526,27 | 4
9. Climate Work 28,29 two
10. Communication 30,31,32 3
11. Knowledge and identific. with obj. 33,34,35 3
12. Perception direction 36,37 two
Total 37

Table 1 Dimensions to be analyzed (Author)
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Furthermore, supplementary to know the
perception people have of the organization, the
implementation of corporate values, overall
satisfaction and the influence they can have
certain elements for improved personal
satisfaction questions are asked. For the above,
seven questions are asked, making a total of 44.

Results

The results are shown by dimension analyzed:
Table 2 shows the results of the first dimension
(working conditions) with questions 1,2 and 3
are shown. the number of the question asked is
shown in the first column while in the
remaining columns the number of people who
answered if working conditions are adequate,
appropriate, inappropriate, inadequate or no
opinion very shown. At the bottom of the table
the results are shown in numerical form.
Similarly, the tables below are made.

Do not. Great Proper| Inadequate | Inadequate very No opinion |

one |two 3 4 5
one 4 10 0 0 two
two two |12 0 0 two
3 4 12 0 0 0
TOTAL |10 3.4 0 0 4

Table 2 Dimensions: Working conditions (Prepared)

Table 3 shows the second dimension
(training) to questions 4,5 and 6 is evaluated.

Do not. Great Proper Inadequate Inadequate very No opinion

one |two 3 4 5
4 two |14 0 0 0
5 4 10 0 0 two
6 4 10 0 0 two
TOTAL |10 3.4 0 0 4

Table 3 Dimension: Training (Prepared)

Table 4 shows the third dimension
(Promotion and Professional Development)
with questions 7,8, 9 and 10 is evaluated.

Do not. Great Proper Inadequate Inadequate very No opinion

one |two 3 4 5
7 6 8 0 0 two
8 10 0 0 0 6
9 two |10 0 0 4
10 10 6 0 0 0
TOTAL |28 24 0 0 12

Table 4 Dimension: Promotion and Professional
Development (Author)

Table 5 shows the fourth dimension
(recognition) is evaluated with 11.12 Y13
questions.
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Do not. Great Proper Inadequate | Inadequate No

very opinion
one |[two 3 4 5
eleven |12 0 0 0 4
12 10 6 0 0 0
13 6 10 0 0 0
TOTAL |28 16 0 0 4

Table 5 Dimension: Recognition (Author)

In Table 6 the fifth dimension (Compensation)
is evaluated with questions 14, 15 and 16.

No
opinio

Do not. Great Proper Inadequate | Inadequate

very

one two 3 4 5
14 14 two 0 0 0
fifteen |two 14 0 0 0
16 4 10 0 0 two
TOTAL | twenty 26 0 0 two

Table 6 Dimension: Retribution (Author)

In Table 7 the sixth dimension (ratio
control partner) with questions 17, 18, 19 and
20 is evaluated.

Proper  Inadequate | Inadequate | No

very opinion

one two 3 4 5
17 8 4 0 0 4
18 8 8 0 0 0
19 8 8 0 0 0
twenty |10 6 0 0 0
TOTAL |3.4 26 0 0 4

Table 7 Dimension: Relationship command contributor
(Compiled)

In Table 8 the seventh dimension
(Participation) with questions 21, 22 and 23 is
evaluated.

Do not. Great Proper Inadequate| Inadequate No

very opinion
one two 3 4 5
twenty- | 10 4 0 0 two
one
22 two 8 two 0 4
2.3 8 two two 0 4
TOTAL |twenty |14 4 0 10

Table 8 Dimension: Participation (Prepared)

In Table 9 the eighth dimension
(Organization and change management) is
evaluated with questions 24, 25, 26 and 27.

Donot. Great Proper Inadequate| Inadequate No

very opinion
one two 3 4 5
24 6 0 0 0 10
25 4 12 0 0 0
26 8 6 0 0 two
27 4 8 0 0 4
TOTAL |22 26 0 0 16

Table 9 Dimension: Organization and change
management (Author)
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In Table 10 the ninth dimension (Working
atmosphere) with questions 28 and 29 is
evaluated.

Do not. Great

Proper | Inadequate Inadequate No

very opinion
one two 3 4 5
28 6 4 0 0 6
29 6 6 4 0 0
TOTAL |12 10 4 0 6

Table 10 Dimension: Climate Work (Author)

Table 11 shows the tenth dimension
(internal communication) is evaluated with
questions 30, 31 and 32.

Great Proper  Inadequate Inadequate No

very opinion
two 3
30 4 12 0 0 0
31 4 4 4 0 4
32 6 two 4 0 4
TOTAL |14 18 8 0 8

Table 11 Dimension: Internal Communication (Author)

Table 12 shows the eleventh dimension
(Knowledge and identification of targets) is
evaluated with questions 33, 34 and 35.

Do not. Great Proper | Inadequate Inadequate No

very opinion
one two 3 4 5
33 two 10 two 0 two
3.4 6 8 0 0 two
35 4 10 0 0 two
TOTAL |12 28 two 0 6

Table 12 Dimension: Knowledge and identification of
objectives (Compiled)

Table 13 the twelfth dimension
(perception of direction) is evaluated with
questions 36 and 37.

Donot. |Gre Proper Inadequate | Inadequate  No
at very opinion
one |two 3 4 5
36 6 8 0 0 two
37 4 10 0 two 0
TOTAL (10 |18 0 two two

Table 13 Dimension: Perception of Management
(Prepared)

Table 14 shows the complementary part
that refers to the perception of the corporation,
questions 38, 39 and 40 is evaluated.
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Donot. Great Proper Inadequate| Inadequate No
very opinion

one two 3 4 5
38 two 6 two two 4
39 8 4 two 0 two
40 0 8 two 0 6
TOTAL | 10 18 6 two 12

Table 14 Complementary: Perceptions Corporation
(Author)

In Table 15 the complementary part that
refers to the implementation of corporate
values, with questions 41a, 41b, 41c, 41d, 41e
and 42 is evaluated.

Do not.  Great Proper nadequate | Inadequate No
very opinion

|
two 3

41a two 10 two 0 two
41b 8 0 two two 4
41c 6 0 two two 6
41d two 14 0 0 0
4le two 4 6 two two
42 4 12 0 0 0
TOTAL |24 40 12 6 14

Table 15 Complementary: Implementation of corporate
values (Prepared)

In Table 16 the complementary part that
refers to the general satisfaction with the
question 43 is evaluated.

Do not.  Great Proper | Inadequate Inadequate | No
very opinion
one two 3 4 5
43 4 10 0 0 two
TOTAL |4 10 0 0 two

Table 16 Complementary: Overall satisfaction (Author)

Table 17 also evaluates the overall
satisfaction but emphasizing that workers
choose three issues they consider important to
improve and feel motivated in their workplace,
ie in the Hotel Valgrande.

Do Aspects Total |Percentage

e |

44 | Working conditions 8 17%
Training 4 8%
Promotion and development 4 8%
Recognition to work 8 17%
Remuneration two 4%
Relationship with control two 4%
Possibilities for participation two 4%
Organization and operation 4 8%
Climate and work environment two 4%
Internal communication 4 8%
Knowledge and adaptation of targets 0 0%
Management style two 4%
Other issues 6 13%
Total 48 100%

Table 17 Complementary: Overall satisfaction (Author)
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Charts

Working conditions: in  Graphic 1 the
percentage obtained in the first dimension is
shown.

B MUY ADECUADAS B ADECUADAS H INADECUADAS
B MUY INADECUADAS m SIN OPINION
80% 71%
70%
60%
50%
40%
30%
20%

10% 8%

0% 0%
0% [

Graphic 1 Dimensions: Working conditions (Prepared)

Training: in Graphic 2 the percentage
obtained in the second dimension is shown.

E MUY ADECUADAS B ADECUADAS
m MUY INADECUADAS m SIN OPINION

[ INADECUADAS

0% 71%
70%
60%
50%
40%
30%
20%
10%

0% 0%
0%

Graphic 2 Dimension: Training (Prepared)

Promotion and professional development:
in Graphic 3 the percentage obtained in the
third dimension is shown

= MUY ADECUADAS ® ADECUADAS INADECUADAS

B MUY INADECUADAS m SIN OPINION

50%
45%
20% 38%
35%
30%
25%
20%
15%
10%

5%

0%

44%

19%

0% 0%

Graphic 3 Dimension: Promotion and professional
development (Prepared)

Recognition: in Graphic 4 the percentage
obtained in the fourth dimension is shown.

MINA, Susana del Carmen, MORENO-ROBLEDO, Maria del Carmen
and CRUZ-ROBLES, Zazilha Celeste. ~Work satisfaction of the
operative staff of Hotel Valgrande in Coatzacoalcos, Veracruz. Journal
Health, Education and Welfare. 2018.



Article

9
Journal-Health, Education and Welfare

=B MUY ADECUADAS ® ADECUADAS W INADECUADAS
B MUY INADECUADAS m SIN OPINION

70%
0% 58%
50%
40% 33%
30%
20%

8%
10% ?

0% 0%
o .

Graphic 4 Dimension: Recognition (Author)

Compensation: In Graphic 5 the
percentage obtained in the fifth dimension
shown.

= MUY ADECUADAS = ADECUADAS = INADECUADAS
B MUY INADECUADAS m SIN OPINION
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42%

40%
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Graphic 5 Dimension: Retribution (Author)

Relationship command contributor: In
Graphic 6 the percentage obtained in the sixth
dimension shown.

=B MUY ADECUADAS ® ADECUADAS W INADECUADAS
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60% 53%
50%
40%
30%

20%
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1
Graphic 6 Dimension: Relationship command

contributor (Compiled)

Participation: In Graphic 7 the percentage
obtained in the seventh dimension shown
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= MUY ADECUADAS = ADECUADAS = INADECUADAS
B MUY INADECUADAS m SIN OPINION

45%

42%
40%
35%
29%

30%
25% 21%
20%
15%
10% 8%

5% 0%

0%

1

Graphic 7 Dimension: Participation (Prepared)

Organization and change management: In
Graphic 8 the percentage obtained in the eighth
dimension shown.
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45% 41%
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25%

Graphic 8 Dimension: Organization and change
management (Author)

Working atmosphere: in the graph 9 the
percentage obtained in the ninth dimension
shown.

40%
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35% 31%
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25%
20% 19%
15% 13%
10%
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0%
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Graphic 9 Dimension: Climate Work (Author)

Internal Communication: In Graphic 10
the percentage obtained in the tenth dimension
shown.
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Graphic 10 Dimension: Internal Communication
(Author)

Knowledge and target identification: In
Graphic 11 the percentage obtained in the
eleventh dimension shown.
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70%
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Graphic 11 Dimension: Knowledge and identification of
objectives (Compiled)

Perceived direction: In Graphic 12 the
percentage obtained in the twelfth dimension
shown.

60% 56%
50%
40%
31%
30%
20%
10% 6% 6%
~« E
0%
MUY ADECUADAS INADECUADAS MUY SIN OPINION
ADECUADAS INADECUADAS

Graphic 12 Dimension: Perception of management
(Prepared)

Thanks

Hotel Valgrande for allowing this project
research.

Conclusions

The evaluation was conducted in the degree of
job satisfaction of the operating staff of Hotel
Valgrande Coatzacoalcos city.
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For this based research is done a
descriptive  quantitative  approach, using
techniques and instruments for data collection
and a questionnaire survey of forty-four
questions respectively.  The questionnaire
applies to human capital that has no positions
leadership or management in the different
positions of the operating area of the hotel,
where: Auditor, receptionist cashier - telephone,
waiters restaurant, kitchen assistant, dish
detergent, assistant maintenance areas public,
chambermaids and waiters bar, with a total of
16 people.

The dimensions were analyzed: Working
conditions, training, promotion and career
development,  recognition,  compensation,
control-partner  relationship,  participation,
organization and change management, work
climate, communication, knowledge and
identification purposes, perception of direction
Complementary to know the perception people
have of the organization, the implementation of
corporate values, overall satisfaction and the
influence they can have certain elements for
improved personal satisfaction questions are
also shown.

Based on the result obtained indicates that
employees in certain dimensions do not emit
opinion about how they feel but this is more
common in the eighth dimension refers to the
organization and change management, where
25% of operational staff Review the knowledge
of the structure of the organization,
coordination between departments and whether
they are efficient or not the efforts of the
organization to improve its performance since
known about this. In the seventh dimension
(participation) with reference to the decisions
that they may have in certain situations with the
host or other situation in particular on the
possibilities for improving the functioning of
the organization or contributing ideas for new
projects,

Moreover, in the third dimension
(promotion and professional development) with
reference to the way he turns the work
performed, use their professional skills by the
hotel, equality capacities with the promotion
and professional development as well as
expectations of professional growth, where are
not informed if that point can be fulfilled or not.
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Similarly, in the tenth dimension (internal
communication) 19% no opinion because it has
doubts about how they should perform their
duties and do not know if it really is being
heard regarding suggestions made for
improving the department.

However, you can insult that the highest
percentage of operational staff in all dimensions
and in the supplementary answer questions as
"very suitable™ and "adequate", so the job
satisfaction of the operating staff of Hotel
Valgrande in Coatzacoalcos, Veracruz is
satisfactory.

In supplementary questions, elements that
human capital operating They choose the
highest percentage to improve and feel
motivated in their workplace are: improvement
in working conditions and recognition of the
work.

With knowledge of the above, we can say
that the organization should focus both on what
motivates as well as improve the parts in which
the employee is dissatisfied, because if you
want to improve the satisfaction level of
operational human capital should be taken into
account the opinion of employees and verifying
labor relations, workplace, why they work, if
only for recognition or acquire new knowledge
during their working time, among others.

It is important to consider people who did
not give opinion on some questions, since it is
clear that they are not aware of certain issues,
S0 it is suggested that a discussion induction
where the roles and responsibilities they will
have in the performance are explained their
activities and what is expected of them and
have a manual job description where | molded
written above. Also, display in conspicuous
places the mission, vision, values, goals and
organization of the company to acquire
sufficient membership. Another important point
to consider is: let them know through timely
internal communication verbally and written the
decision-making is not concentrated on one
level but rather, some decisions may be taken
by the operating human capital depending on
the situation that arises, since they often have to
wait indications boss or superior and that causes
loss of time and inefficient customer service. In
turn, emphasize the importance of such
personnel to develop ideas that eventually
allows an improvement in the department or
organization.
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Another important point is to make them
see through promotions and some incentives
such as employee of the month, a free night at
the hotel, dinner free at the hotel, extra free
time, request advice or suggestions on some
issues to demonstrate that we value their
knowledge, among others, your effort is
rewarded and valued.

And to improve working conditions
suggested check schedules for the worker to
combine its activities with the labor people.
This will cause the worker to feel satisfied
occupationally and provide quality service.

As for staff satisfaction and rotation, we
conclude that they are intertwined, as the staff
are satisfied with their work, the lower the
rotation, this being important to avoid loss of
time, money and effort in selecting, recruiting
and training new employees.
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Abstract

Learning strategies are one of the MOST Relevant topics
of research in education, describes tools methodologically
That Facilitate the acquisition, development and
implementation of Processes to manage the Acquisition of
content, as well as ITS discrimination, Facilitating the
steps of an effective learning process. Learning strategies
Represent changes in the traditional paradigm, from
behaviorism  sustained in the stimulus-response
relationship, to another That Arises from the constructivist
approach, Which is Characterized by the influence of
mediating variables and by the Active elaboration of
meanings on the part of the student himself. In This new
premise is the primary objective That the student is an
active subject in the learning process, it is significant the
employment in the teaching-learning process, the use of
metacognitive strategies, Which help to plan, Regulate and
Evaluate student learning; It Also AIMS to dominate a
series of skills and competencies (learning strategies), and
to teach you to be able to self-Regulate your performance
as a response to the Demands and Demands of the task and
situation, to Become a student Strategic, Reflective |,
Critical, autonomous and capable of developing
meaningful learning. The research is divided into two
presented parts: in the first, different theoretical postulates
are the student's Mentioned Regarding strategies and
learning; In the second, the results Obtained after the
application of the instrument to Identify the metacognitive
strategies used by the students

Meaningful learning, learning strategies, metacognition

Resumen

Las estrategias de aprendizaje constituyen uno de los
topicos de investigacibn mas relevante en materia
educativa, describen metodoldgicamente herramientas que
facilitaran la adquisicién, el desarrollo y la puesta en
marcha de procesos que permitan administrar la
adquisicién de contenidos, asi como su discriminacién,
facilitando los pasos de un proceso de aprendizaje eficaz.
Las estrategias de aprendizaje representan cambios en el
paradigma tradicional, desde el conductismo sustentado en
la relacién estimulo-respuesta, a otro que nace del enfoque
constructivista, el cual es caracterizado por la influencia de
variables mediadoras y por la elaboracion activa de
significados por parte del propio alumno. En esta nueva
premisa el objetivo primordial es la de que el alumno sea
un sujeto activo en el proceso del aprendizaje, resulta
significativo el empleo en el proceso ensefianza-
aprendizaje, el uso de estrategias metacognitivas, las
cuales ayudan a planificar, regular y evaluar el aprendizaje
del alumno; asi mismo pretende que este, domine una
serie de habilidades y competencias (estrategias de
aprendizaje), y que le ensefien a ser capaz de auto-regular
su actuacion como una respuesta a las demandas y
exigencias de la tarea y de la situacion, para convertirse en
un alumno estratégico, reflexivo, critico, auténomo y
capaz de desarrollar aprendizajes significativos. La
investigacion que se presenta estd dividida en dos partes:
en la primera, se mencionan diferentes postulados tedricos
respecto a las estrategias y el aprendizaje del alumno; en la
segunda, se muestran los resultados obtenidos tras la
aplicacion del instrumento para identificar las estrategias
metacognitivas empleadas por los estudiantes.

Aprendizaje significativo, Estrategias de Aprendizaje,
Metacognicion.
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Introduction

Today has been given great importance to the
study of learning from the perspective of
students, since they are the ones who give it
meaning and meaning to the content they
receive, process and assimilate, that is, decide
what they will learn and how. In addition to
knowing how much knowledge acquired, so it
is to identify the processes that used to take up
the information, based on the premise that to
achieve meaningful learning requires active
student participation.

So you can present adequate academic
performance and thus meaningful learning,
cognitive strategies must be accompanied by
the  self-requlatory  strategies,  namely,
comprehension monitoring, goal setting and
management effort and persistence, so it is
necessary that the student understands how and
when to use them properly.

Significant learning

In view of the importance and relationship
between the concepts of knowledge,
meaningful learning, cognitive and
metacognitive strategies, it is necessary to refer
to the theoretical perspective that has gained
great importance in education. Roman and Ten
(2000) mention the distinction made between
receptive learning Ausubel vs discovery
learning and rote learning among vs meaningful
learning.

— Learning receptive: the student receives
the information to be internalized, in
particular, explanation of teaching,
printed materials, audiovisual
information, etc.

— Learning by discovery: the student must
discover the material itself prior to
incorporation into the cognitive structure;
this learning can be autonomous by the
student or be guided by the teacher.

— Rote learning: It is mechanical or
repetitive, it occurs when the student
performs a recall of information, facts or
concepts.
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—  Significant learning: It is performed
when the concepts and tasks are related in
a manner consistent; when the student
decides to learn and become builders of
new knowledge from those who had
already acquired, and most relevant,
builds because you are really interested in
learning.

According to the above, the following
situations in the classroom will be
distinguished:

— Receptive-repetitive-rote learning: The
student will learn the concepts derived
repeat the explanation that the teacher
made, the information will not be
incorporated into the conceptual structure
of the student, as it is rote learning.

- Repetitive-rote learning Guided
Discovery: Teaching guides and teaches
strategies and techniques, "neglects” the
concepts and frameworks. The student
learns to learn and to know correctly use
active techniques; the teacher makes no
conceptual methodological dosage
(teaches techniques to solve problems of
daily life or knowledge).

- Repetitive rote learning by self-
discovery: This situation is similar to the
previous, as the student produces work
systematizing what studies or notes, lacks
conceptual and reflective framework.

— Significant-receptive learning: It often
occurs from exposure of a master class. It
becomes significant when the information
received is incorporated into the
conceptual structure that the student has,
it involves a reworking of concepts and
knowledge.

— Significant discovery learning guided:
Behind this type of learning, there is an
active and research methodology. The
teacher guides the student in the
construction of procedures and concepts.

- Meaningful learning for self discovery
students construct their own knowledge in
the preparation of reports on a particular
topic, your research is oriented, it is clear
about the ways and means to achieve it.

SANDOVAL-PALOMARES, Jessica. Successful learning
strategies in adult studies and works in the form of executive
degrees in Unitec. Journal Health, Education and Welfare 2018
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The professor plays a particularly
important role in this model, because it is in the
learning process of the pupil and influences
directly in the process of selecting the
significant learning materials.

According to Ausubel et al (1973), the
basic conditions of meaningful learning are: the
provision of the subject to learn significantly
and the material to be learned is potentially
significant.

Concept and importance of metacognition

Metacognition is one of the areas of research
that has contributed to new conceptions of
learning and teaching (Glaser 2004). From the
constructivist approach it is attributed an
important role in consciousness that has the
student and regulation carried out on their own
learning.

For Flavell (1976), a pioneer in the use
of the term, says metacognition, on the one
hand, refers to "the knowledge one has about
their own processes and products cognitive or
any other matter related to them, for example,
properties relevant information for learning
"and secondly,” the active and consistent
supervision regulation and organization of these
processes in relation to objects or cognitive data
on acting, usually for the sake of some goal or
objective ".

Under this knowledge, metacognition
person performs when it is aware of the
difficulty you have to learn a topic, when you
understand that you should always verify a
phenomenon before accepting it as a fact; when
a choice is made before deciding on the best,
among other things.

For Carter (2001), metacognition is
knowledge that people have about their
cognitive functioning. The distinction between
metacognitive knowledge and metacognitive
control refers to the difference between
declarative knowledge concerning know what
and procedural knowledge referred to know
how. Therefore, it is possible to distinguish two
components of metacognition: one  of
declarative nature (metacognitive knowledge)
and a procedural nature (metacognitive control
or self-regulated learning), both equally
important for learning and interrelated.
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Metacognitive ~ knowledge in  the
following characteristics are identified:

— Knowledge of the person: It refers to
knowledge that we as learners, our
abilities, potentials and  cognitive
limitations.

- Knowledge of the task: It refers to the
knowledge possessed on the objectives of
the task and all features related to it. This
knowledge is important because it helps
students to choose appropriate learning
strategy.

— Knowledge of the strategies: It refers to
the ability to choose the best strategy that
will allow you to perform the task, how to
apply and the conditions under which the
different strategies will be more effective.

Cognitive and metacognitive strategies

Learning strategies are mental operations that
are used to facilitate the acquisition, retention
and retrieval of knowledge. In this sense we can
say that are instruments at the service of
processes. The techniques are more specific
operating modes of carrying out corresponding
strategies, integrating in this respect in the
process.

Monereo et al. (1994) defines cognitive
learning strategies as "procedures or action
sequences integrated action plans constitute the
subject selected from various alternatives in
order to achieve a set goal of learning."

For Osses (2007), metacognitive learning
strategies as "the set of actions to meet own
operations and mental processes (what), know
how to use (how) and know readapt and / or
change them when required by the proposed
goals”.

Both are important because they
contribute to the final result: significant
learning, as cognitive strategies increase and
improve the products of cognitive activity,
favoring the encoding and storage, later
retrieval and use in solving problems; instead
metacognitive strategies are used to plan,
monitor and evaluate the implementation of
cognitive strategies. Therefore, it follows that
metacognitive strategies are formed as a
support for cognitive strategies.

SANDOVAL-PALOMARES, Jessica. Successful learning
strategies in adult studies and works in the form of executive
degrees in Unitec. Journal Health, Education and Welfare 2018
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For knowledge of cognitive and
metacognitive strategies are transformed into
action, you must be accompanied by the
intentions or appropriate goals and a pattern of
positive beliefs about their own resources to
carry out, in short, self-regulated learning
results from the interaction that occurs between
cognition, metacognition and motivation.

Teaching metacognitive strategies

Depending on the degree of awareness of
strategies (Buron 1990):

— Blind Training: so, called because
students do not realize the importance of
what you are asked or reason. Students do
what is asked, but not displayed if that
way of working is better than others.
Thus, teaching strategies does not lead to
lasting learning is a useful tool to learn
mechanical instruction, but not to learn to
learn.

—  Training informed or reasoned:
Students are asked to learn or work in a
certain way and it is explained to them
why they should do it, highlighting its
importance and usefulness.

- Metacognitive training or control: The
teacher also explained to students the
usefulness of using a specific strategy
leads them to check it themselves, so that
leads them to become aware of their
effectiveness.

In the latter mode of metacognitive
dimension in the learning process involves
teaching students to plan, monitor and evaluate
its implementation, which  favors the
spontaneous and autonomous use of strategies
and facilitates generalization to new problems.

— Depending on the level of support offered
by the teacher or degree of autonomy
granted to the student (Mateos 2001).

Professor takes on the role model and guide
cognitive and metacognitive student activity,
leading gradually to participate in an increasing
level of competition, phasing out the support
provided to relinquish control of the process in
the hands of the student. This methodology is
divided into four stages:
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1.  Explicit instruction: The teacher
provides  students  with  explicit
information on strategies that will later be
practiced mode. This information can be
provided through: a) a direct explanation
of the strategies to be taught and each of
its stages, trying to generate declarative
knowledge (knowing what), procedural
(know how) and conditional (knowing
when and what). b) cognitive modeling,
where the teacher can model the cognitive
and metacognitive activity carried out
during the task. Modeling is not only
cognitive actions involved in the task, but
also metacognitive planning, monitoring
and evaluation of the first.

2. Guided Practice: The teacher acts as a
guide driving and helps students on the
path to self-regulation. It is characterized
by dialogue between teacher and student,
to provide student support and sufficient
to achieve goals that are beyond their
means without that help guide.

3. Cooperative practice: It provides an
additional source of individual learning
scaffold. It is carried out in the context of
interaction with a peer group that
collaborate to complete a task. Control
the activity moves the group to be
distributed among its members.

4.  Individual practice: Increase student
responsibility through individual work.

Methodology

This study is part of the quantitative approach
and is non-experimental, taking into account the
objectives of the research and according to
Briones (1982), by not manipulating the study
variables are especially appropriate for
descriptive and relational investigations.

It is transeccional in relation to the time in
which the information was collected because
the instrument was applied to the population
only once.

It is a descriptive study because according
to Hernandez, Ferndndez & Baptista (2006) this
type of study has the purpose of studying the
relationship that exists between two or more
concepts, categories or variables.

SANDOVAL-PALOMARES, Jessica. Successful learning
strategies in adult studies and works in the form of executive
degrees in Unitec. Journal Health, Education and Welfare 2018
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The method used was the survey and this
was carried out through the design and
application of a questionnaire structured on a
Likert scale, which consists of two parts, the
first of which contains participant identification
data (gender, age and level of studies) and the
second is made up of 20 paragraphs which
correspond to the two dimensions of
metacognition:  Self-knowledge and  Self-
regulation.

The universe of study is the population of
the third, fifth and sixth semesters of the degree
in psychology, executive mode at the
Technological University of Mexico, Leon
Guanajuato campus.

The instrument was applied to a total of
22 students, 19 are women and 3 men, the ages
of the participants fluctuate between 25 and 50
years.

Objective

Know the metacognitive strategies most used
by the students of the psychology degree at the
Technological University of Mexico.

Results

The analysis of the items yielded the following
information:

The average of the items corresponding to
the Self-knowledge dimension was 4 (of a scale
of 5), which determined a systematic use of the
metacognitive strategies of self-knowledge or
cognition knowledge in the psychology degree
of the school.

In this dimension 10 items were
evaluated, of which the one that obtained the
100% positive response rate was the item "You
make sure you have understood what to do, and
how to do it", (22 responses, representing all
the population under study). While the item that
obtained the lowest answers was "You use
multiple thinking techniques or strategies to
solve the activity or task™ (18 answers with
almost never) representing 81.81% of the
surveyed population, emphasizing an area of
opportunity.
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In the particularized analysis of the items,
it was observed that the majority of students are
aware of the cognitive processes they use and
the results they throw at them. Most of the
items obtained a grade of 4 ("almost always").

In this way we found that a significant
number of participants, 81.81% (18 of 22
students), acknowledged not using varied
thinking techniques in the resolution of tasks or
activities, concentrating only on employing
those techniques with which they are more
comfortable with regard to processing,
organization and incorporation of information,
focusing on the memorization and repetition of
the content of the subject.

Regarding the variable of self-regulation
and control of the task, it was observed that the
highest frequency of responses corresponds to
the item "You strive to understand the key
information of the activity before trying to
solve it" in 90.90% (20 of 22 participants) . In
contrast, 86.36% of the lowest answers (19 of
22) are found in the item "You are aware of the
thought processes you use (of how and what
you are thinking)". However, it can be seen that
the results of the evaluations are around the
grade of 4 (almost always), which indicates that
the students carry out the academic activities in
a self-regulated way most of the times and, in
addition, they are aware of the process self-
regulation.

One thing in which it is important to
focus is on the thrown item "Trying to
understand the objectives of the activity before
you get to resolve the dispute”, which refers
specifically to the analytical ability of the
student depending on the intent of the process
Learning. 43.6% of respondents answered
"almost always" and 40.4% "always.
Holistically ( "almost always-always) this item
evidence 84% analytical and visualization
capability intention of cognitive processes in
participants study population. These capabilities
are of great importance for the self-regulated
learning because the student support in the
organization, prioritization and approach to
personal goals relating to the learning process.

SANDOVAL-PALOMARES, Jessica. Successful learning
strategies in adult studies and works in the form of executive
degrees in Unitec. Journal Health, Education and Welfare 2018
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The item "You are aware of the need to
plan the course of action” is closely linked to
the previous and the results observed confirm
this relationship, with 42.5% "almost always"
and 33.2% "always"; thus within the integral
context item it represents 75.7% which
consolidates the assessment expressed in the
preceding paragraph.

As a whole, the variable self-regulation
and control of learning shows (like the self-
knowledge) high valuations in terms of how
often develop metacognitive activities and in
the number of people who say they use them.

This reflects that students degree in
psychology there is a process of important and
systematic reflection on their learning processes
and arrangement thereof, and the evaluation of
results.

Conclusions

In the review of metacognitive strategies used
by college students majoring in psychology at
the Technological University of Mexico, it can
be inferred that the ages of the students are
directly related to the level of consciousness
that manifest themselves in regard to their own
learning  processes.  Students externalize,
through the questionnaire, the use made of
different metacognitive resources, conscious
systematic ways to support their learning.

It is important to emphasize the relevance
of making available to students, strategies to
enhance their cognitive and metacognitive so
tools, encourage intellectual development,
preparing them to learn for themselves,
encourage personal reflection and development
of what is he has learned, ensure the
functionality of learning, understood not only as
the set of valid to consolidate mental structures
as a basis to acquire more knowledge, but also
as content skills development and planning
strategies and regulation of the activity of
learning.

As well as dimension in their respective
importance the active role of the student as
ultimately responsible for their learning
amending and reworks their schemes of
knowledge, renewing the acting mediator has
the teacher to facilitate the construction of
meaningful learning that establish relationships
between knowledge and previous experiences

and new content.
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Abstract

Objective: Analyze the factors that influence the
performance of volunteers of the community dining
room "San Francisco" of Izamal reinforce the
methods and techniques that guarantee the hygiene
and quality of food. Methodology: Based on the
descriptive research, in the community dining hall of
Izamal, "San Francisco” was collected and analyzed
guantitative and qualitative data of the factors that
influence the performance of the volunteers. Results:
Based on the information collected, the following
results were obtained: volunteers are women between
29 and 54 years old, every day they make tortillas by
hand to complement the dishes, every day they clean
the kitchen, dining room and bathrooms area, they
serve food to the beneficiaries. Contribution: Optimal
levels of food handling can be achieved only by
performing simple actions such as periodic
sensitization that will provide knowledge about the
proper handling of food

Performance, Volunteers, Dining Rooms

Resumen

Objetivo: Analizar los factores que influyen en el
desempefio de las voluntarias del comedor
comunitarios “San Francisco” de Izamal refuercen
los métodos y técnicas que garanticen la higiene y
calidad de los alimentos. Metodologia: Con base a la
investigacion descriptiva, en el comedor comunitario
de Izamal, “San Francisco” se recolectd y analizd
datos cuantitativos y cualitativos de los factores que
influyen en el desempefio de las voluntarias.
Resultados: Con base a la informacién recopilada se
obtuvieron los siguientes resultados las voluntarias
son mujeres entre 29 a 54 afios de edad, y todas
realizan actividades de produccion, todos los dias
elaboran tortillas a mano para complementar los
platillos, todos los dias hacen limpieza al area de
cocina, comedor y bafios, sirven alimentos a los
beneficiarios. Contribucion: Se puede alcanzar
niveles 6ptimos en la manipulacién de alimentos
Unicamente realizando acciones sencillas como
realizar sensibilizaciones periodicas que
proporcionaran el conocimiento sobre la adecuada
manipulacion de alimentos.

Desempefio, Voluntarias, Comedores
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Introduction

Official Mexican Standard NOM-251-SSA1-
2009, Hygiene Practices for the Process of
Food, Beverages or Food Supplements
indicates that all food and beverage
establishments require training in good hygiene
practices in food handling and proper handling
of inputs at least once a year, to ensure food
safety.

In the "National System for the Crusade
against Hunger" a national social inclusion and
welfare strategy is established that seeks to
guarantee the food security and nutrition of the
7.01 million Mexicans living in conditions of
extreme multidimensional poverty and who
present lack of access to food.

Faced with this situation, the Ministry of
Social Development (SEDESOL) adopts the
role of being the institution that implements
programs that address this lack, hence the
"Comedores Comunitarios Program” emerged
in 2009 in the state of Mexico.

Currently this program has presence in 21
states of the country and has 5,158 dining
rooms that benefit the following population
groups: Girls and boys from 0 to 11 years of
age, adolescent students from 12 to 19 years,
pregnant women and breastfeeding , people
with a disability, people over 65 years of age,
people in a situation of vulnerability (women
who have been violated, people who do not
have a job or sufficient income, among others,
who lack access to food).

As part of the municipalities benefited
with this program is Izamal that in November
2015 the first community dining room was
inaugurated in the neighborhood of San
Francisco, currently in this locality there are 4
dining halls "Yaxché", "Esperanza”, "Emiliano
Zapata" and San Francisco. " The following
research work was carried out in order to
collect, analyze and link quantitative and
qualitative data on the performance of the
volunteers of the community dining room "San
Francisco" located in lIzamal, Yucatan
providing necessary tools on safety and hygiene
to optimize the handling of supplies in these
feeding spaces.

Development of Sections and Sections of
the Article with subsequent numbering
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Methodology to be developed

Community Eaters will promote the practical
application of traditional knowledge of people,
recovering the knowledge and community to do
with food, incorporating complementarity,
through the provision of knowledge and
technological expertise through training by
different institutions of the three government
orders or other public, private or international
institutions. It is an agreement that is issued in
the Guidelines of the Community Dining
Program of SEDESOL, however it has not been
fulfilled in the community dining room "San
Francisco”" which is in the municipality of
Izamal, especially in the training part to the
volunteers.

Based on the data collection instrument,
it was found that 83% of the volunteers have
been providing their services in the cafeteria
since 2015 and express that they have only
received training during that time on topics
unrelated to health and safety measures. in
food, and 17% of the total of volunteers have
not received any training in a year of being in
community kitchens.

Currently, the 12 volunteers carry out
their activities in the community cafeteria with
the knowledge, methods and empirical
techniques that they have.

Justification

The volunteers carry out their activities from
Monday to Friday from 8:00 a.m. to 3:00 p.m.,
the main actions they perform are the
preparation of food and beverages, cleaning of
the production area and dining area, food
service, receipt of goods and collection of the
recovery fee for the food offered.

It is important to raise awareness among
volunteers on topics related to the importance
of hygiene in the kitchen, safety in the work
area, the different diseases transmitted by food
(ETA), the procedure for the proper washing of
hands, cleaning and disinfection of utensils,
cleaning and disinfection of inputs, how to store
food and pest prevention, because this will be
reflected in the performance of your daily
activities in the community dining room and not
only there but also cause an effect of
conscience to apply it in their homes.

MOO-CHI, Maria del Rosario & DORANTES-DZIB, Jonnathan JesUs.
Factors that influence the performance of the volunteers of the
community dining room "San Francisco”" of lIzamal, Yucatan. Journal
Health, Education and Welfare. 2018
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Also the realization of this project will
contribute to the dining room have volunteer
staff that knows and applies the appropriate
measures of safety and hygiene in the handling
of food, ensuring the welfare of the
beneficiaries who come to the community
dining in Izamal.

Goals
Overall objective

Analyze the factors that influence the
performance of the volunteers of the
community dining room "San Francisco" of
Izamal so that they apply in the preparation of
foods that guarantee the hygiene and quality of
the food

Strengthen the knowledge of the
volunteers of the "San Francisco™ dining room
in Izamal, with safety and hygiene methods and
techniques in food and beverages to help
improve performance.

Specific objectives:

- Make a diagnosis to the staff of the "San
Francisco" Community Hall related to the
level of knowledge in the proper handling
of food and manipulation of inputs
through the instruments of information
collection.

- Identify the main factors that influence
performance through an analysis captured
in the SWOT matrix

— Design the training plan based on the
areas of opportunity detected in the
diagnosis.

— Implement the training program in a
period of two months, divided into two
sessions,  theoretical and  practical
training.

— Present a report on the results of the
impact of the training to interested
persons.
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Investigation methodology

The following project presents a type of
descriptive research that seeks to specify the
properties, characteristics and profiles of
people, groups, communities, processes, objects
or any other phenomenon that is subject to an
analysis. That is, they only intend to measure or
collect information independently or jointly on
the concepts or variables to which they refer,
that is, their objective is not to indicate how
these are related. (Herndndez Sampieri, 2014)

Based on the descriptive research, in the
community dining hall of Ilzamal, "San
Francisco” was collected and analyzed
quantitative and qualitative data of the factors
that influence the performance of the
volunteers.

Research design

The project covered two types of research the
documentary that consisted of consulting safety
and hygiene manuals, guidelines and
regulations of the dining rooms, books on
research methodology, among others. And the
field research was conducted in the facilities of
the community dining room "San Francisco™ in
the months of February to April 2018, before
starting the investigation, the consent of the
people related to the Food Spaces "San
Francisco" was obtained, which will be
described later.

Population and sample

A population is the set of all the cases that
agree with a series of specifications
(Lepkowski, 2008). The sample is a subgroup
of the population of interest on which data will
be collected, and which has to be defined and
delimited in advance with precision, in addition
to which it must be representative of the
population. The researcher intends that the
results found in the sample be generalized or
extrapolated to the population (in the sense of
external validity that was discussed when
talking about experiments). The interest is that
the sample is statistically representative.
(Hernandez Sampieri, 2014). The population of
volunteers from the four community dining
halls  "Yaxché", "Esperanza”, "Emiliano
Zapata" and San Francisco "is made up of 44
women between 28 and 54 years old living in
the city of Izamal.

MOO-CHI, Maria del Rosario & DORANTES-DZIB, Jonnathan JesUs.
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The sample for this project was 12
volunteers belonging to the community dining
room "San Francisco”. Likewise, information
was obtained from the president, the director of
the canteens and the person in charge of the
input warehouse of the Municipal DIF of
Izamal. In total, 15 women were employed.

For the collection of information of the
beneficiaries of the canteen, the simple random
probabilistic sample type was used, since all the
elements of the beneficiary population had the
same possibility of being chosen, in this case
the sample corresponds to 51 beneficiaries of
different ages that went to the dining room to
consume the food.

Techniques and Instruments of Data Collection

The techniques that were used in the
development of the project were direct
observation considering the following aspects:

— Kitchen infrastructure, and service area

- Hygiene in the production and service
area

- Signs

— Clothing for kitchen staff

- Production process

A checklist was designed as an instrument
that contained 5 categories and 13
subcategories. It was applied through direct
observation of the facilities and the 12
volunteers of the canteen. A questionnaire was
also applied. Another technique used was the
surveys in the interview mode, a semi-
structured interview guide was designed with
the following categories: planning and
preparation of meals, food provided in the
dining room, applied to the head of the group of
volunteers.

With the beneficiaries, a questionnaire
was used with the categories: facilities, menu,
staff treatment and suggestions. For the capture
and coding of the responses of the instruments,
the Excel 2013 program was used, the answers
were tabulated to be presented in graphs and
tables.

June 2018 Vol.2 No.2 19-24
Results
n «The volunteers of the dining room.

Based on the information collected, the
following results were obtained: volunteers are
women between 29 and 54 years of age, in
terms of level of studies, it indicates that 50%
of the volunteers have secondary school studies,
25% studied until primary school and the
remaining percentage (25%) does not have
studies, they are married marital status, and
they all carry out production activities, every
day they make tortillas by hand to complement
the dishes, every day they clean the kitchen,
dining room and bathrooms, they serve food to
the beneficiaries, the head of the group of
volunteers manages the resource that is
received by the collection of the food portions
and is in charge of verifying the inputs that they
receive from the State and Municipal DIF that
consists of pastas, soybeans, tuna, beans, milk,
oats, canned vegetables and wheat flour.

The volunteers of the dining room do not
receive any salary, but a monthly pantry and
their families are beneficiaries of the program.
The group of volunteers works at ease because
they are people who live in the same colony and
this creates an environment of trust and
teamwork.

The volunteers of the dining room are
committed and aware of the importance of
preparing food with hygiene for people in
vulnerable situations. They are the ones who
establish the portion that will be served to the
beneficiaries, and when a person goes to the
dining room and does not have to pay the
amount of the food, they give the food, because
they express that they understand the situation
of the people.

SWOT analysis of the volunteer group
and community dining facilities "San
Francisco™
STRENGTHS:

The volunteers:

— They have initiative to work voluntarily
—  They are organized to carry out activities.

MOO-CHI, Maria del Rosario & DORANTES-DZIB, Jonnathan JesUs.
Factors that influence the performance of the volunteers of the
community dining room "San Francisco”" of lIzamal, Yucatan. Journal
Health, Education and Welfare. 2018

ISSN-2524-2075
RINOE® All rights reverved



23

Article Journal-Health, Education and Welfare
June 2018 Vol.2 No.2 19-24
Facilities: —  The community dining room:

— It has a delimited production area and
service area
— It has electricity services, potable water

WEAKNESSES:
The volunteers:

— No knowledge of safety and hygiene
measures in food.

—  They do not wear the appropriate clothing
for food preparation activities.

Community dining room:

—  The menu offered is limited to the
supplies that are received.

—  There is no set (fixed) date for the dining
room to receive food

- It has limited utensils.

—  The dining room does not have a pest
control program.

OPPORTUNITIES:

— Closeness with public institutions such as
primary schools and the Multiple Care
Center to increase the number of
beneficiaries.

—  Obtain some certification (clean point,
distinctive H)

THREATS:

— The supply of inputs by the DIF, if not
delivered on time, closes the dining room
temporarily.

— Beneficiaries do not have the habit of
consuming soy-based dishes.

Among the beneficiaries are children,
young people and adults who come to the
dining room to consume food, based on the
applied instrument they expressed that the
conditioning of the facilities are comfortable,
spacious, bright, have windows, walls,
bathrooms and clean floors.

The treatment provided by the volunteers
of the dining room consists of the greeting,
mention of the daily menu, collection of the
portion and farewell, they are always smiling
and
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The Ministry of Social Development provides a
menu to each dining room with 21 recipes.

Conclusions

The analysis of the performance of the
collaborators of the community dining room
"San Francisco"” located in the city of Izamal,
Yucatan, revealed low levels of performance
due to several factors which are listed below:

— Lack of prior knowledge for food
handling: collaborators have no previous
theoretical knowledge for food handling,
perform food production activities by
empirical knowledge without even
noticing the bad habits they perform at
the time of production.

—  The absence of training in the topic of
food handling: the community canteen
has been working for 3 years and during
that time only a training has been carried
out which was for the purpose of making
dishes based on textured soy without
making mention of some topic of food
handling.

- Lack of equipment in the kitchen area: the
dining room has few kitchen utensils
which leads to unhygienic actions at the
time of production; as an example, we can
take the number of knives (1) and cutting
tables (1) with which the dining room
counts and that at the time of production
influences  factors such as cross
contamination and a long production
time.

- Lack of signage in the establishment: the
signage serves as a guide for carrying out
activities and in turn as reinforcement of
knowledge, so it is necessary to have
them in the establishment both in the area
of food production and in the area of
health

The performance of the collaborators in
the dining room "San Francisco™ can reach
optimum levels in the manipulation of foods
only carrying out simple actions as to realize
periodic sensitizations that will provide the
knowledge on the suitable manipulation of
foods.
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In the same way the dining room must
have signage that will reinforce the knowledge
of the sensitizations and finally the
establishment must take necessary measures to
obtain equipment that is of vital importance to
perform the daily tasks of the production area in
an appropriate manner.
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Abstract

The purpose of this study is to investigate the impact of
organizational culture on the stability of the employees of
the maquiladora industry of Ciudad Juarez. A descriptive
correlational type investigaction was Carried out; The
objective was to analyze the relationship Between
organizational culture and job satisfaction through the
Pearson correlation coefficient. The Organizational
Culture Assessment Instrument (OCAI) was applied with a
Likert scale of 5 points and an adaptation of the work
developed by Coexphal satisfaction instrument. These
instruments Were applied to a sample of 60 employees, the
Data Collected Were Analyzed through the software
Statistical Package for the Social Sciences (SPSS). The
findings Indicate That the dominant culture is That
Market, and in overall terms there is no correlation
Between the job satisfaction and organizational culture.

Organizational Culture, OCAI, Job Satisfaction

Resumen

El propdsito del presente estudio es investigar el impacto
de la cultura organizacional en la estabilidad de los
empleados de la industria maquiladora de Ciudad Juarez.
Se realizd una investigacion de tipo descriptivo
correlacional; el objetivo fue analizar la relacion existente
entre la cultura organizacional y la satisfaccién laboral a
través del coeficiente de correlacién de Pearson. Se aplico
el Instrumento de evaluacion de la cultura organizacional
(OCAI) con una escala de Likert de 5 puntos y una
adaptacion del instrumento de satisfaccion laboral
desarrollado por Coexphal. Dichos instrumentos fueron
aplicados a una muestra de 60 empleados, los datos
recabados fueron analizados a través del software
Statistical Package for the Social Sciences (SPSS) Los
hallazgos indican que la cultura dominante es la de
Mercado, y en términos generales no existe correlacion
entre la satisfaccion laboral y la cultura organizacional.

Cultura Organizacional, OCAI, Satisfaccion laboral
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Introduction

The phenomenon of staff turnover in the
maquiladora industry has worsened in recent
decades, causing serious problems to carry out
the commitments of production in the various
sectors covered by the maquiladora industry in
Ciudad Juarez, it has gone far beyond the ideal
figures and manageable for this sector, thus
becoming a social problem.

Any quality or production requires job
stability, resources applied to employees in a
matter of training has fallen into a bottomless
pit to a workforce with great instability, posing
a problem because the skills, knowledge and
acquired skills are lost when moving to other
economic sectors in the region or to the same
industry. (Carrillo and Santiesteban, 2001)

The company considers the perception of
the work environment within its facilities as a
safe, supportive and significant in relation to
the participation and commitment of time and
energy that employees must demonstrate to the
organization. Contemplating that employees are
motivated to perform their tasks and build them
a comfortable and challenging perception.

This perception seems to have no
significant effect on employee attitudes and
how they are connected with their work. Job
instability, occurring in the organization is
causing negative consequences, absenteeism it
has become more frequent. Generating the
targets set in the production standards can not
be met. Consequently, absenteeism usually
routed to the turnover, causing a direct negative
impact within the organization, since when the
employee quits the employment of the company
lost it the time invested in training and
development.

According to Flores, et al. (2008) When
problems arise job security in organizations,
leading to affect the performance of the same,
look for the root causes that give rise to
excessive staff turnover.

Usually behind an excessive labor
turnover can be described several factors
involved, lack of motivation, dissatisfaction,
job dissatisfaction and this in turn is influenced
by a set of issues related in many cases with
poor relationship with the Human Resources
department.
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The opinion that the worker is on work
performed, leadership style made in the
organization, the relationship between partners,
the quality of communication, policies and
procedures established, the physical condition
to perform their work and satisfaction with the
task demists are some variables related to the
phenomenon of employee turnover influencing
directly and indirectly on the results of the
organizing manner. (Flores and Madero, 2012)

Another aspect that has made some
researchers have referred to the importance of
organizational  culture to  organizational
innovation. It is considered that organizational
culture is a key determinant in fostering
innovation and employee behavior. Since the
innovative capacity of an organization can be
seen as a result it is improved by organizational
learning.

When an organization has a culture that
encourages employees to express novel ideals
and positively supports change and innovation,
so members of the organization are more
willing to keep open minds and accept different
ideas. (Covin and Slevin, 1991)

Different studies and approaches on the
factors influencing job security have been
developed by different authors, however
Association data collected

Maquiladora, AC Index Juarez, (2018)

The maquiladora industry in Ciudad Juarez start
the year with a turnover rate of 8.45% staff,
having a severe impact on production areas and
recruitment programs and incentive policies for
employees.

This study seeks to provide updated
information in the region on a long-simmering
issue of job security that far from finding
solutions to decrease acrecenta with time
information.

Thus, the present research raises as its
main objective, whether organizational culture
plays an important role in regarding the job
security of employees of the maquiladora
industry in Ciudad Juarez.
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On the other hand the relevant literature
authors ~ who have researched the
aforementioned issues and propose through
contingency tables and analyze information
through the Pearson correlation coefficient be
provided.

Theoretical framework

The term of turnover is used to define the
fluctuation  of  personnel  between an
organization and its environment; this means
that the exchange of persons between the
organization and the environment is defined by
the volume of people entering the organization
and the coming out of it. (Chiavenato, 2011)

Hoppock, (1935) was the first person who
published a book related to the work of job
satisfaction. According to Hoppock, if the
presence of a particular factor leads to job
satisfaction, then the absence of this factor
cause job dissatisfaction. He found different
levels of satisfaction among different
occupations.  Professional, executive and
managerial employees were the most satisfied
group, while unskilled manual workers were the
least satisfied. This study laid the foundation
for future empirical research on job satisfaction.

Likewise, the lack of job satisfaction
implies that employees waive the objectives of
the organization. Therefore, job satisfaction
should be the strategic concern and the main
objective in any company. If organizations
focus on human capital as their added value and
competitive, necessarily they need to protect
employees welfare. Job satisfaction of
employees largely contributes to achieving
organizational  objectives, and therefore
stimulates  positive  attitudes such as
commitment, enthusiasm and organizational
commitment (Schaufeli and Bakker, 2004)

Many different definitions have focused
on the work itself, while others relate to factors
related to work. Some practitioners and
researchers established that satisfaction is
defined as positive feelings or aggressive
responses; other defined as the gap between the
expected gain and real gain. (Bin and Ali, 2012)
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Blake and Mouton (1969), were in fact,
who started the roots of organizational or
corporate mid-nineteenth century culture, were
the first authors who mentioned the link
between organizational culture and excellence
in the late 1960s.

On the other hand (MORELOS-GOMEZ
and FONTALVO-HERRERA, 2014) point out
that the analysis of organizational culture from
the point of view of behavioral styles in
organizations, generates reviewing this concept
within these regulatory institutions, aimed and
subordinated by continuous and meaningful
relationships that naturally constitute the
organizational culture. So, when considering
that culture it is indefinite and immanent feature
of every society and that organizations are
small societies,

They can be attributed to cultural
characteristics that describe organizations,
being able to say that culture is the
organization, such as the individual personality.
Sackamnn (1992) states that researchers of
organizational ~ culture  debate  whether
companies have culture or represent a culture
additionally have addressed the issue of culture
in various ways which has generated confusion
and ambiguity, given that They have not been
determined better approaches to organizational
culture which considers that researchers should
say that adapt to the research conducted.

(O'Reily and Chatman, 1996) cited by
Lizbetinova et al. (2016) state that culture
generally refers to a specific form of
organization, implement and develop activities
that are objectified in the results of physical and
intellectual work. Management literature
focuses on the concept of culture as a complex
of standards and values that are widely shared
in the whole organization.

Therefore, it is considered to be a secret
recipe that allows to attract customers, which is
based on teamwork, integrity, a spirit of
humility and work focused on end customers.
(Guiso, Sapienza, and Zingales, 2014)

In this sense the organizational culture
generates a great impact on job satisfaction and
performance, because it helps its members
identify with the organization and provides
guidelines  behaviors necessary for the
functioning of the organization. (Robbins and
Judge, 2013)
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The theory of organizational culture
defined by Cameron and Quinn (2006) for
granted the values, assumptions, expectations,
collective memories and definitions present in
the organization.

1 shows each quadrant which a label
appended to distinguish its most notable
features; the theory suggested four types of
culture in organizations such as clan,
adhocracy, hierarchy and market.

Flexibility and discretion

A

CLAN ADHOCRACY

HIERARCHY MERCADO

UOITRNURIAYLIP PUR SNJ0J [eula)X3

Internal Approach and Integration

A 4
Stability and Control

Figure 1 frame values competition
Source: (Cameron and Quinn, 2006)

Culture of hierarchy

Cameron and Quinn (2006) introduced the
culture of the hierarchy, has seven such features
as rules, specialization, meritocracy, hierarchy,
separate property, impersonality  and
responsibility. These characteristics were
considered highly effective in meeting the
purpose, and were widely adopted in
organizations whose main challenge was to
create efficient, reliable, and predictable results
fluids.

Market culture

The term market refers to an organization that
functions as an external environment oriented
rather than internal affairs market. It focused on
transactions  with  suppliers,  customers,
contractors, regulators and others. The market
operates through monetary exchange where the
focus is to transact with other groups to create
advantage.
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Profitability, strength in niche markets,
among others, are the main objectives of the
organization. The core values for such market
organizations are  competitiveness  and
productivity.

Clan culture

Clan culture is used because it is similar to the
organization of family type and more families
economic entities. The common characteristics
of companies such clan were teamwork,
employee  involvement and  employee
engagement companies.

Culture adhocratic

It tends to encourage adaptability, flexibility
and creativity, while uncertainty, ambiguity and
information overload are common. Such
organizations have no centralized power or
authority, while power flows from individual to
individual, team task team, it depends on how
the problem is being addressed.

Methodology

The research topic of this study It was to
establish a correlational descriptive analysis to
identify the impact of organizational culture
and job satisfaction. an adaptation of the
assessment tool of organizational culture
(OCAI) with a Likert scale of 5 points and an
adaptation of job satisfaction instrument with a
Likert scale developed by Coexphal 3 points
was applied.

The research methodology was presented
as follows: research design, sample, data
collection, measuring instruments. a sample of
60 people interested in participating in the
implementation of the survey was taken.

Results

Data were analyzed by descriptive statistical
methods in which the mean, standard deviation
and Pearson product-moment correlation
coefficient were included. The results in Table
1 show the average obtained Clan 4.13, 4.06
Adhocracy, Mercado, 4.24, 420 and
Hierarchical satisfaction of 2.53 labor; so it can
be observed that the perception of employees
within the organizational culture prevailing
market culture with an average of 4.24 and a
standard deviation of 2.90
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Descriptive statistics

N Half Desv. typ.

Gender 60 1.72 454
jobsat 60 2.53 2,725
DCULTCLAN 60 4.13 2,900
DCADHOCRACIA 60 4.06 2,641
DCMERCADO 60 4.24 2,527
DCJERARQUIZADA |60 4.20 2,615

N valid (as listed) 60

Table 1 Descriptive statistics
Source: Prepared

The results in Table 2 reflect the
correlation between the different culture groups
(Cameron and Quinn, 2006) designed; the
dimension of Culture Clan a correlation
coefficient of 0.277 and 0.032 p value can be
established that there is a weak correlation to
job satisfaction; the dimension of Culture
Adhocracy with a coefficient of correlation of
.228 and a P value of .079 proves that there is
no correlation between it and the variable of job
satisfaction; the dimension of Culture Market
with a coefficient of correlation of .100 and a P
value of .447 shows that there is no relation to
the variable of job satisfaction; finally the
dimension of Culture Jeraquizada with a
coefficient of correlation of 0.051 and p value.

jobsat
DCULTCLAN Pearson correlation 277 *
Sig. (Bilateral) .032
N 60
DCADHOCRACIA Pearson correlation .228
Sig. (Bilateral) .079
N 60
DCMERCADO Pearson correlation .100
Sig. (Bilateral) 447
N 60
DCJERARQUIZADA |Pearson correlation .051
Sig. (Bilateral) .699
N 60

*. Correlation is significant at the 0.05 level (bilateral).
**_Correlation is significant at the 0.01 level (bilateral).

Table 2 Pearson correlation
Source: Prepared

Conclusions

According to the data collected perception of
employees reflects the predominant culture is
market, so the focus of the organization
dominates apply to external objectives, ie areas
of suppliers and external business, it you point
out that when applied surveys employees were
unaware of the concepts of culture and its
relationship  with  the organization, the
maquiladora industry implements several
strategies to retain employees.
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However, they have failed to control
employee turnover within the practices applied
is the motivation through recognition and
economic incentives and in kind, for their
performance, punctuality among others.

The results show that the organization has
not implemented or lacks an organizational
culture that allows you to correct the problem
of job satisfaction than heading to the rotation
and absenteeism.

Maquiladoras continue to try to retain
employees  through the aforementioned
incentives, they are evaluating implement
significant organizational culture and introduce
strategies such as those by (Cameron and
Quinn, 2006) and allow them to eventually
reduce the turnover rate affects both the overall
objectives of these organizations.
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