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Abstract 

 

The hotel industry are a key element Organizations 

in the economy of the places That are called 

"tourist", since there is an Influx of people at 

different times of the year make use of WHO 

products and services. This work Arises from the 

need to Identify the different variables to Obtain 

some type of recognition or distinctive of the 

Existing ones for this type of Organizations. The 

study was Conducted With three hotels in the State 

of Guanajuato, Where the manuals of procedures 

and instructions, Strengths, Opportunities, 

Weaknesses and Threats Were Analyzed, 

information Necessary to know the current situation 

of the company. The results of research esta allow 

us to identify identity Both the positive 

Characteristics That Have These Organizations and 

Their shortcomings. Keywords: Hotels, Process 

Management, Distinctive / Certifications.  

 

Hotels, Process Management, Distinctive / 

Certifications 

Resumen 

 

Las organizaciones de la industria hotelera son 

pieza clave en la economía de los lugares que son 

denominados “turísticos”, ya que surge una 

afluencia de personas en diferentes momentos del 

año que hacen uso de productos y servicios. Este 

trabajo surge de la necesidad de identificar las 

diferentes variables para obtener algún tipo de 

reconocimiento o distintivo de los existentes para 

este tipo de organizaciones. El estudio se realizó 

con tres hoteles del Estado de Guanajuato, en dónde 

se analizaron los manuales de procedimientos e 

instructivos, las fortalezas, oportunidades, 

debilidades y amenazas, información necesaria para 

conocer la situación actual de la empresa. Los 

resultados de esta investigación permiten identificar 

tanto las características positivas que poseen estas 

organizaciones como sus carencias.  

 

Hoteles, Gestión de procesos, Distintivos / 

Certificaciones 
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Introduction 

 

In this research a study of the distinctive and 

certifications issued by the Ministry of Tourism 

to lodging establishments is performed. In the 

hotel sector there are different variations in 

service, this depends on the category given by 

various agencies in that is located a hotel. The 

study was conducted with two hotels and one 

small micro state of Guanajuato, where the 

procedures manuals and instructions, strengths, 

weaknesses, opportunities and threats, 

information necessary to understand the current 

situation of the company were analyzed. As for 

distinctive hotels were taken as a basis tourist 

certifications issued by the Ministry of Tourism 

of the Federal Government as are the hallmark 

of quality collection point, Treasures of 

Mexico, Distinctive S, Distinctive H, 

Modernizes and Tourism Seal Incluyente. The 

results of this research to identify both the 

positive characteristics that these organizations 

have their shortcomings. Similarly different 

distinctive that you can access with their 

particular characteristics, which will give its 

customers the certainty of the quality of 

services offered by these companies were 

reviewed.  

 

It is expected that the results of this 

research contribute to the improvement of 

activities in the cases studied and is benchmark 

for other organizations seeking to improve their 

services through obtaining distinctive and 

standardization of processes. The results of this 

research to identify both the positive 

characteristics that these organizations have 

their shortcomings. Similarly different 

distinctive that you can access with their 

particular characteristics, which will give its 

customers the certainty of the quality of 

services offered by these companies were 

reviewed. It is expected that the results of this 

research contribute to the improvement of 

activities in the cases studied and is benchmark 

for other organizations seeking to improve their 

services through obtaining distinctive and 

standardization of processes. The results of this 

research to identify both the positive 

characteristics that these organizations have 

their shortcomings. Similarly different 

distinctive that you can access with their 

particular characteristics, which will give its 

customers the certainty of the quality of 

services offered by these companies were 

reviewed.  

It is expected that the results of this 

research contribute to the improvement of 

activities in the cases studied and is benchmark 

for other organizations seeking to improve their 

services through obtaining distinctive and 

standardization of processes. which will give 

them the certainty to their customers the quality 

of services offered by these companies.  

 

It is expected that the results of this 

research contribute to the improvement of 

activities in the cases studied and is benchmark 

for other organizations seeking to improve their 

services through obtaining distinctive and 

standardization of processes. which will give 

them the certainty to their customers the quality 

of services offered by these companies. It is 

expected that the results of this research 

contribute to the improvement of activities in 

the cases studied and is benchmark for other 

organizations seeking to improve their services 

through obtaining distinctive and 

standardization of processes. 

 

Process Management 
 

At present there are a number of companies in 

the world that are engaged in different 

economic activities, most of these activities 

achieve their objectives through processes 

previously established by the company, but it is 

important to understand the concept of process. 

Thus, Carrasco in 2001 defined the process as 

"a unit that meets itself a complete objective 

activities cycle begins and ends with a client or 

an internal user" (p. 11). For its part Mallar 

(2010) mentions that "is a set of activities 

interrelated work, characterized by requiring 

certain inputs (inputs: products or services 

obtained from other suppliers) and specific 

activities that involve adding value to obtain 

certain results ( outputs) "(p.7). start and end, 

carried out to achieve an objective conforming 

to requirements specific, including the 

constraints of time, cost and resources "(ISO 

9000: 2015). 

 

Understood by then process the set of 

activities that are established by the company 

and bound together, and serves the organization 

to determine whether the activities are being 

properly for the fulfillment of the objectives 

and customer satisfaction.  
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With the above one can say that 

processes play an important role within the 

organization, as these are divided into 

procedures and / or threads, handling a task 

specifically and as a whole are aimed at 

meeting the objectives of the company, and 

seek customer satisfaction, but if any of these 

processes fails or is obsolete, can generate 

negative results for the organization. Process 

management has become a trend in many 

organizations that use or have used the 

traditionalist method for carrying out its 

activities, this trend has taken hold for many 

reasons, the norm 9001-2008 was given a 

strong impetus to management by stating that 

"developing, implementing and improving the 

effectiveness of a quality management system, 

to enhance customer satisfaction by meeting the 

requirements" it is again quoted in the standard 

NMX-CC- processes 9001-2015 9001-2015. 

 

It is noteworthy that process management 

is one of the seven principles of quality 

management ISO 9001-2015 established by: 

customer focus, leadership, involvement of 

people, process approach, improvement, 

decision-making based on evidence and 

relationship management. With the above it can 

be said that a desired result is obtained more 

efficiently when activities and related resources 

are managed as a process. 

 

The quality management helps 

determine the objectives, processes and 

resources needed for the development of 

activities, the same form can identify the tasks 

that staff must carry out will be regularly 

activities are presented by way of description 

functions and sometimes, through mapping as 

mentioned by the Ministry of Public Works in 

2005, enabling them to know clearly step by 

step graphical form for the development of the 

activity process, improving productivity and 

avoiding a margin of error within the activities, 

which in turn allows control of labor practices 

and establish the prioritization of tasks to 

achieve the objectives. 

 

Process management not only benefits 

the organization as well as customer gives and 

provides guidance to make use of the products 

or services the company offers according to 

your needs. Through these processes can 

provide monitoring and control of the results, 

getting feedback about customer satisfaction, 

using the results as indicators for process 

improvement and quality planning. 

Standardizing 

 

The standard word, according to the Royal 

Spanish Academy (2018) refers to something 

"that serves as a type, model, standard or 

reference pattern". Standardization is highly 

related to the processes, according Harrington 

(1994) states that the standardization process is 

defining and matching procedures so that all 

people involved in it used consistently and 

permanently the same methods. 

 

Standardization enables organizations to 

adapt to the global environment is constantly 

changing, and thereby have easier access to 

international consumer market, achieving 

stability and economic benefit.  

 

Umeda (1997) points out that the lack of 

standards generated by different processes, 

bringing lower efficiency, standardization is 

linked to quality, productivity and competitive 

position of a company. 

 

Rodriguez in 2010, states that benefits 

leading to the adoption of a management 

system that implements techniques and quality 

tools offered at companies of goods and 

services, the advantages mentioned by 

Rodriguez (2010) are: 

 

‒ Facilitate the production  

‒ Avoid costly duplication  

‒ Improving Information  

‒ Find standard solutions to recurring 

problems  

‒ Saving time, money and duplication. 

 

At the time, there have been various 

techniques to implement standardization 

processes, one of them is the time study and 

proposed by Taylor movements, defining it as a 

"technique developed to determine the pattern 

time ie the average time an employee takes to 

perform a certain task "(Chiavenato, 2001, p. 

352).  

 

This technique has as main objective to 

establish a standard time to perform a task or 

activity minimizing the time for execution of 

these, optimize resources and reduce costs by 

providing a product that is highly reliable and 

quality. 
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Because of all the above companies have 

chosen to implement standard systems that have 

had successful results in several of its activities, 

it is also important to mention that to be an 

accredited and certified by an organization such 

as ISO are required to meet certain parameters 

set by company the certifying entity.  

 

Companies in the hotel industry can adopt 

management systems that carry certifications 

such as ISO 9001 that focuses on the quality 

management system providing improved 

performance and customers, also ISO 14001 

talking about environmental management 

systems for the hotel is a socially responsible 

company with the environment, society and the 

rest of their environment. 

 

Another certification is the ISO 18001 

that deals with the safety and health 

management system, providing standards to 

avoid accidents at work and in turn offer safety 

to workers during the performance of their 

activities. These standards support the 

improvement of processes and procedures 

within the organization, generating standardized 

products and services. However, the focus of 

these is not specific to the hotel sector. 

 

The ISO standards contribute to a clear 

process management for all the interested 

parties of the organization. But if the company 

intends a more specific approach to clients of 

the Tourism sector, this is found in the different 

badges offered through the Federal Tourism 

Secretariat or other government or international 

organizations, as is the case with the distinctive 

Diamond, awarded by the American 

Automobile Association (AAA) to hotels and 

restaurants in the United States, Canada, 

Mexico and the Caribbean. On its page, the 

company Travel by Mexico (2018) ensures that 

this certification guarantees that the accredited 

establishment offers the highest standards of 

luxury, quality and high level service. 

 

Mexico has different badges, one of them 

is the H badge, which is granted by the Ministry 

of Health, to establishments that provide the 

service of beverages and food so that they 

comply with hygiene standards in their products 

and processes. In the case of hotels, have better 

opportunities in the market, since customers 

feel safe to stay in a company that meets the 

appropriate and accredited requirements to offer 

a good service. 

 

Badges and certifications in hotels 

 

In reference to the above, on the website of the 

Government of Mexico there are programs to 

certify different types of companies including 

hotels and tourism. Different possibilities of 

accreditation of continuous improvement 

activities and excellence in their services are 

offered, then some of these are mentioned: 

 

Distinctive "S" 

 

This badge according to the Federal Tourism 

Secretariat (2018), through the website of the 

Government of Mexico is about: 

 

"A recognition of good sustainable 

practices in the development of tourism projects 

and the commitments of tourism companies 

operating in Mexico, under the global criteria of 

sustainability. Its objective is to generate the 

sustainable development of tourism activity and 

improve conditions in tourist destinations in 

Mexico. " 

 

In this type of recognition, lodging 

establishments, restaurants, airports, golf 

course, tourist transport can participate. 

 

In the same way, the S Distinction 

endorses the certifications issued by 

EarthCheck and Rainforest Alliance, companies 

recognized worldwide that promote the best 

sustainable practices, aligned to the global 

sustainability criteria, which are promoted by 

the World Tourism Organization and the 

Council. Global Sustainable Tourism (GSTC 

for its acronym in English) (Secretariat of 

Federal Tourism, 2018). 

 

Mexico Treasures Quality Program 

 

The Secretariat of Federal Tourism (2018) 

through the website of the Government of 

Mexico promotes this program where it states 

that:  "Its main purpose is to promote the 

excellence of hotels and restaurants whose high 

standards of service, architectural and 

gastronomic characteristics, reflect and promote 

the richness of Mexican culture.  
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They are found in cities of great 

historical importance, surrounded by culture, 

tradition and authenticity, within a unique 

architecture, which, together with their 

refinement of decoration, allow visitors to 

experience the traditional and modern Mexican 

style at its best. " 

 

To obtain this recognition, hotels and 

restaurants with high levels of quality in the 

service can participate, with facilities that have 

been carefully rescued and restored by their 

owners, who have printed a modern touch while 

preserving the original essence (Federal 

Tourism Secretariat, 2018). 

 

Inclusive Tourism Seal 

 

For the Federal Tourism Secretariat (2018) this 

recognition is granted to: 

 

"Those tourist companies that not only 

have knowledge in the field of attention to 

people with disabilities, but also have the 

exterior and interior facilities, signage and 

adequate information services to provide a 

quality service to this market segment". 

 

It is aimed at travel agencies, hotels, 

restaurants, museums, convention centers or 

meetings, tourist guides, hospitals, theme parks 

and tourist transportation, among others 

(Secretariat of Federal Tourism, 2018). 

 

Clean point quality seal 

 

The Seal of Quality "Punto Limpio" according 

to the Federal Tourism Secretariat in 2018 is: 

 

 "A recognition granted by the Ministry 

of Tourism, to the Micro, Small and Medium 

Enterprises of the Tourism Sector (restaurants, 

hotels, cafeterias, travel agencies, car leasing, 

diving operators, leisure and entertainment 

centers, among others.) , for having 

implemented the methodology developed by 

SECTUR and applied by specialized 

consultants, registered with the Secretariat in 

order to obtain the Quality Seal ". To obtain this 

recognition, all micro, small and medium 

enterprises of the tourism sector can participate 

in the following business units: reception, 

lobby, lounges (for events), swimming pools, 

rooms, restaurant area, diners area, terraces, 

playground, gym, spa, cold food preparation 

area, hot food preparation area, business area 

(Secretaría de Turismo Federal, 2018). 

Distinctive "H" 

 

The Distinctive H, is a recognition granted by 

the Ministry of Tourism and the Ministry of 

Health through the Federal Government page, 

with the fundamental purpose of reducing the 

incidence of foodborne diseases in domestic 

and foreign tourists and improve the image of 

Mexico worldwide with respect to food security 

(Secretariat of Federal Tourism, 2018). The 

points that must be corrected and implemented 

by the establishment interested in the area of 

food and beverages of the businesses are the 

following: food reception, storage, handling of 

chemical substances, refrigeration and freezing, 

kitchen area, water and ice, sanitary services for 

employees, garbage management, pest control, 

personnel, bar. 

 

The Quality Program Modernizes 

 

The Secretariat of Federal Tourism in 2018 

through the federal government page stated that 

the Moderniza Quality program refers to: 

 

"A system for the improvement of quality 

through which tourism companies can stimulate 

their employees and increase their profitability 

and competitiveness indexes, based on a 

modern way of managing and managing a 

tourism company, conditions that will allow 

them to satisfy expectations of your customers " 

 

The program is aimed at owners and 

managers of Micro, Small and Medium Tourist 

Companies legally constituted in the following 

tours preferably: hotels from 1 to 4 stars, 

restaurants, travel agencies, receptive tourism 

operators, ecotourism, car leasing, tourist motor 

transports , marine, among others. (Secretariat 

of Federal Tourism, 2018). This is how service 

companies, specifically hotels, can obtain some 

of these recognitions. In the Annexes section 

there is Table 1 with the comparative of badges. 

 

For companies to obtain recognition, it 

is necessary that they are legally constituted and 

that they mainly have a service turn specifically 

in hotels.  
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One of the first requirements that are 

mentioned in the table is through the creation of 

environmental policies, since many of the 

standards have a commitment to the 

environment and is a way to contribute to 

sustainable development, however, there are 

distinctive in which is not a basic requirement 

as is the case of Treasures of Mexico, because it 

seeks the preservation of real estate and 

Mexican culture, high standards of service 

quality, among many other aspects. 

 

In all the badges it is important to 

communicate the social commitment to the 

collaborators, because they are the main factor 

by which the company works, as well as having 

a culture oriented to good personalized service, 

because that adds value and gives greater 

importance to the client. 

 

On the other hand there are requirements 

that are not necessary for some but basic for 

others, as is the distinctive Treasures of Mexico 

that was mentioned previously, this is one of 

the recognitions with more necessary aspects to 

fulfill, among which is to offer the service If the 

hotel does not have this area, they should offer 

basic food services such as a simple sandwich 

or some other easy-to-prepare snack that 

satisfies the guest's need. The parking is also 

another important aspect for this badge because 

the objective of this is to give the client all the 

possible comforts, however, there are hotels 

like it is in the state of Guanajuato, where due 

to its architecture it does not allow you to have 

your own parking lot. what is necessary to have 

an agreement with some parking or look for a 

specific space to provide such service. 

 

Treasures of Mexico and modernizes 

distinctive agree that hotel rooms should have 

offered comfort and service and adhere to the 

concept that is handled by hotel as they seek to 

obtain quality in all aspects.  

 

Most companies should have knowledge 

of care for people with disabilities (through 

courses taught by SECTUR) and installations 

facilitating the free movement thereof, because 

it is a human aspect that no one is exempt and it 

is not only focused for guest use, but also for 

the same company employees.  This is 

important for the distinctive Treasures of 

Mexico, Tourism Incluyente, Clean Point and 

modernizes requirement. 

 

Hygiene in hotels mainly provides 

security for hosted customers as it does: 

keeping floors, ceilings and walls in good 

condition, check the status of raw materials, 

delivering products in advance, have an area for 

storing cleaning, among many others. The 

above requirements one of many for several 

awards, mainly for the distinctive Clean Point, 

which is responsible for providing safety and 

hygienic quality is met. 

 

Most companies do not have 

acknowledgments that do not meet any of the 

requirements referred to in the table, however, 

there are many others that have these, according 

as discussed above, the distinctive Treasures of 

Mexico is the most difficult to obtain for your 

requirements, you must have a specific 

location, have special services, have a high 

standard of service among many others, 

followed by the distinctive Moderniza, 

however, there are flags that can be obtained 

more easily, as Tourism is inclusive as most of 

the hotels in its facilities have at least one 

handicapped ramp and signage, also the 

distinctive H that adheres to health standards 

like Clean Point,to obtain badges that you need 

to take a course held by the SECTUR. 

 

Context analysis 
 

Mexico is one of the countries with most tourist 

destinations across the entire national territory, 

which is why so many domestic and foreign 

tourists visit the different states, one of them 

and the most popular is the state of Guanajuato, 

famous for its architecture, alleys, tunnels, 

history and one of the sites declared as World 

Heritage by UNESCO in 1988. 

 

According to statistics from the Oteg 

(Tourism Observatory of the State of 

Guanajuato) 2017, annually reach Guanajuato 

more than 2 million people, where 53% are 

women and 47% men, these come mostly from 

other states Republic, the state and abroad. 52% 

comes usually know the culture, 33% for 

pleasure and entertainment and moreover 6% 

for gastronomy. 

 

The Oteg in 2017, said the state capital of 

Guanajuato has 194 establishments of food and 

beverages as well as 147 hotels with a capacity 

of 3 thousand 675 rooms, according to the data 

collected, guests average staying 1.22 days. 
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Not all tourists choose to rent a hotel 

room, according to the profile of visitors to 

Guanajuato 2017 only 35% make a reservation 

of this type, 8% are staying with family and 

friends and 3% prefer to spend the night in a 

guest or use another platform like Airbnb, 

having an economic impact of $ 6,000 715 

MDP annually, making hotel occupancy 

represents 43% of the economy in capital 

Guanajuato, according to statistical data Oteg 

2017 . 

 

With all this we can say that tourism 

plays an important role in the economy of the 

state capital, both for micro, small and medium 

enterprises, as tourists consume local products 

like food, souvenirs, and more products, and of 

course they make use of services such as tours 

are offered by some local tourism businesses, 

among some other services. So it is important to 

ensure that the tourism sector emphasizes 

provide security for those visiting the state, as 

this will attract more people for the freedom to 

walk the streets also offer products and quality 

services, giving consumer confidence that they 

are consuming. 

 

Independent industrial zone where is 

located the state of Guanajuato, tourism over 

time has been one of the main factors so the 

state has had a great economic development.  

 

 Case Study 
 

In this paper the review of 3 hotels in the 

capital of Guanajuato was, is trying to service 

companies that in turn are classified as micro-

enterprises by having a smaller number of 

workers to ten in accordance with the 

provisions of the Secretariat economy (2018). 

The case number one is a company that has 

seven employees and 16 rooms, has several 

distinctive as mattresses Cleaned (ORANGE), 

Alta Health Quality of Goods and Services and 

distinctive Moderniza Program. The case 

number two, has eight employees and 15 

rooms, with Distintivo Moderniza, Hotel H20 

(water dedicated to the care hotel), Tripadvisor 

and Mattresses Cleaned (ORANGE).  

 

The third and final case has N and N 

persons rooms, currently has Distinctive 

Boutique Hotel. Analysis of the processes and 

procedures in light of ISO 9001-2015.  

 

 

 

The companies participating in this study 

were reviewed in their documentation and 

implementation of its quality management 

system, resulting in, those shown in Table 2, in 

the section of annexes. 

 

In the three cases studied, according to 

the revised documentation (in this case the 

organization manuals), it was found that they 

do have clear philosophy of the organization as 

they have defined their goals, mission, vision 

and policies. Similarly feature SWOT analysis 

(Table 3 in the annex section) that allows them 

to know how is the hotel from different angles, 

ie, what are the strengths that the company has, 

the opportunities that can be accessed for 

having these strengths, internal weaknesses too 

and finally threats to competition and the 

market in general. 

 

All hotels have studied the protocols and 

instructions necessary for the exit process and 

also has roles and responsibilities well defined 

through the organizational chart, job 

descriptions and all procedures involved.   

However, an irregularity was detected in the 

study of these manuals, the three hotels only 

two indicators of performance through 

customer evaluation were determined, and only 

one of them the instrument used to obtain such 

shows information. Despite comply with all 

other requirements and carry the same structure, 

it is important that an instrument to facilitate 

measuring hotel performance to improve 

processes, detect errors and shortcomings, and 

in turn raise the quality standards applied. 

 

In the first case, shown is a hotel with a 

lot of experience, attitude of workers and 

different accreditations / certifications, 

including the distinctive Moderniza which aims 

to encourage its partners modern way to run 

and manage a business, increasing levels of 

productivity and profitability in effect. This 

hotel has the opportunity to expand in the future 

if it chooses because it has few rooms despite 

being in a good location.  

 

Among the major shortcomings that the 

company is that it does not have a restaurant or 

parking service, considering that prices per 

night are considerable and the service should be 

offered would be more complete. 
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The second case is located in the 

downtown area making it easy for tourists to 

visit places more comfortably because of the 

proximity, in addition to agreements with 

tourism companies that offer tours in the city 

and provide the parking guests through pension 

in charge of the shelter and care of their 

vehicles. However, the hotel does not have 

service restaurant but does offer this service 

through an agreement with another hotel, 

because it is necessary for guests to move to 

another place outside the hotel so it may prove 

to be uncomfortable because the cost per night 

is higher compared to the first case, in addition 

to just have a bellboy in the hotel, causing a 

shortage of staff. This hotel has some 

accreditations / certifications, among the most 

important distinctive Moderniza, Tripadvisor, 

among others. However, you can gain greater 

recognition as the distinctive S proposing 

policies that contribute to environmental 

protection, seal Inclusive Tourism for the 

disabled, Clean Point for common areas, etc. 

The distinctive Treasures of Mexico and H 

could not get at the moment, despite its good 

location as input does not have its own 

restaurant service. 

 

The third and final case study is a hotel 

with excellent location and also has distinctive 

Boutique Hotel, so the guest service is more 

personalized. This hotel has a demand of 70% 

throughout the year, has few rooms, lacks an 

elevator, have its own restaurant but due to the 

size fails to meet the demand of the guests, does 

not have its own parking and high seasons lacks 

staff. Because the services offered, you can get 

various accreditations / different certifications 

which currently owns, as is the distinctive S, 

Incluyente Tourism Spot clean, distinctive H 

for having a service own restaurant Quality 

program Moderniza among many others . No 

doubt this hotel could also get the distinctive 

Treasures of Mexico, 
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Annexes 

 
 

Requirements 

Distinctive 

S Treasures 

of Mexico 

Inclusive 

tourism 

Clean 

point 

H Moderni

zes 

Be legally established 

tourist company  

 

 

 

 

 

 

 

 

 

 

 

 

Belong to any of the 

following orders: Travel 

agency, hotels, 

restaurants, museums, 

convention centers or 

meetings, tour guides, 

Hospitals, theme parks 

and tourist captivity, 

among others. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Develop and document a 

Sustainable Social and 

Environmental Policy 

which addresses the 

scope of company 

operations 

      

Develop a Risk 

Assessment Action Plan 

and Environmental 

Management Systems to 

manage and improve 

social and environmental 

performance 

 

 

 

  

 

 

 

 

 

  

Communicate your 

environmental and 

social commitment, 

objectives and goals 

for all 'stakeholders' 

key 

 

 

 

 

 

 

 

 

 

 

 

 

 

Meet all the 

requirements and laws 

      

Quality culture oriented 

personalized service and 

excellence 

      

Hotels that do not have a 

restaurant, as part of the 

value proposition must 

offer food service to 

guests 

      

The establishment shall 

provide parking solution 

      

That is located in 

downtown area or 

historical or heritage 

value: 

­ At least 60% of the total 

construction is identified 

as authentic work 

      

The hotel rooms will 

provide comfort, breadth 

and consistency with the 

concept of establishment 

and the minimum area 

should be 25 m2 

      

The menu design must 

integrate elements of 

Mexican cuisine, 

highlighting identifiable 

personality own image 

and flavor of the cuisine 

      

Knowledge of care for 

people with disabilities 

      

Indoor and outdoor 

facilities, signage and 

appropriate services to 

provide quality service 

to this market segment 

information. 

      

Committed to 

completing the full 

training program 

SECTUR: 

- Approve the program 

with at least 390 points, 

contemplating a 

maximum of 420 points 

      

Hygienic conditions for 

receiving food: 

- Floors, walls and 

ceilings are easy to clean 

and in good condition 

-  check the status of raw 

materials 

-  Product delivery is 

planned in advance and 

inspected 

 

      

Handling chemicals 

­ Storing cleaning 

products, disinfectants 

and other chemicals in a 

designated place 

 

      

Cooling area: 

­ Clean and well 

maintained equipment. 

(Doors, gaskets, shelves 

and components) 

­ Unabridged food, clean 

closed containers in 

accordance with 

regulations Appendix 

      

KITCHEN AREA 

­ Stoves, ovens, grills, 

salamanders, fryers, 

kettles, steamers, tables, 

hot, etc., clean in all its 

parts, without cochambre 

and in good condition. 

­ Trash cans have plastic 

bag and are covered 

when not in continuous 

use 

 

      

PERSONAL 

­ Clean uniform and 

complete 

­ The staff has training 

from an instructor with 

current registration to 

SECTUR. 

      

 
Table 1 Comparison of badges 

Source: Self made 
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HOTEL CASE 1 CASE 2 CASE 

3 

Leadership and commitment: 

­ Mission 

­ View 

­ Values 

­ policies 

   

Context analysis information 
(SWOT) 

   

Scope of Quality Management 

System. 
Defined processes: 

­ Address 

­ Reception 

­ chambermaid 

­ Maintenance 

   

And instructional procedures: 

­ Output protocols process 
 

   

Indicators of performance: 

­ Customer rating 

 PENDING  

Roles and organizational 

responsibilities: 

­ Organization chart 

­ Job descriptions 

­ Procedures involved. 

   

 
Table 2 Comparison of the management system and 

processes 

Source: Self made 

 
Hotel Strengths Opportunities Weaknesses Threats 

Case 

1 

Experienced by 

workers. 

Quality service. 

Variety of services. 

Highly trained staff. 

Employee attitude. 

affordable prices. 

Certifications.  

It has a policy of 

liability insurance  

well-defined 

policies. 

Room expansion. 

Size of the company. 

Obtaining an ISO 9000-

2015. 

Obtaining distinctive 

diamond. 

 

Size hotel. 

Few rooms, only 

has 16 rooms 

available. 

Understaffed, 

currently it has 7 

employees. 

Location. 

Not meet the needs 

of the host 

direct 

competition 

from other 

hotels that 

offer guests 

breakfast 

service. 

direct 

competition 

close to 

restaurants. 

High demand 

for rooms in 

high season. 

case 

2 

appropriate to the 

service offered 

prices. 

Trained staff. 

clean place. 

Living area with 

coffee included. 

friendly and 

respectful treatment. 

Central place. 

Pleasant atmosphere. 

Elevator  

Overlooking 

downtown. 

Agreements with 

city tours and banks 

in downtown areas.  

Agreements with 

pensions to save the 

cars of guests. 

Putting restaurant (food 

areas). 

Uniforms for workers, 

to improve image. 

Put air conditioning in 

the rooms.  

Establishment dedicated 

to business. 

Preservation of 

certificates. 

Keep improving the 

facilities. 

Events offer unique 
services. 

No restaurant 

inside the hotel. 

No parking. 

Understaffed in the 

area of 

chambermaids. 

They have only 

one bellboy.  

Not meet the needs 

of the host. 

settled down. 

Do not know how 

to solve unforeseen 

problems. 

Competition 

nearby hotels. 

Lose quality 

services. 

case 

3 

Excellent tourist 

location strategy 

It has 

multifunctional staff 

It offers a more 

personalized service 

It gives guests a 

more intimate and 

family stay 

They offer an 

affordable rate 

according to 

occupational unit   

In the future hotel chain 

can extend or expand 

The atmosphere is 

offered to the guest 

enjoys peace and quiet  

They are aware of 

continuous 

improvement  

No constant turnover, 

so you do not need to 

waste time and money 

in training new  

 

The hotel has few 

rooms  

No lift The area 

consumption is 

small  

Lack of parking  

Insufficient staff in 

high season 

 

High-hotel 

competition 

You can not 

create new 

customers, if 

they are no 

rooms 

available and  

Slow 

development of 

business 

strategy  

 

 
Table 3 SWOT Analysis by hotel 

Source: Self made 

 

 

 


