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Abstract

This article aims to analyze the ability of the studied resort in satisfying the guest from the organi-
zational environment. Therefore, the research has a qualitative character, a descriptive type, and
nature applied being used the interpretative and evocative analysis of the data. Among the results,
one identifies that the establishment of the resort benefited the local community because the en-
terprise is a reference in the region of Conde/PB. The Manager and his staff care about their guests,
once they create strategic plans to satisfy and retain the guest based on the environmental analysis.
One concluded that there was a satisfactory result in the processes used by the resort to reach
guest satisfaction and how one can use the environment on its favor.

Keywords: Organizational environment. Satisfaction Hospitality Resort.

Introduction

The Brazilian economic crisis regularly has occupied space on TV, radio and digi-
tal media. This context has reached the companies, among them, the accommodation.
However, according to the president of the Brazilian Travel Agency Association
(ABAV), tourism becomes a valuable tool for overcoming the crisis, as it generates
employment and contributes to income. Nevertheless, investments are necessary for
this sector to propagate the best of a particular region and to offer excellent services,
attracting more guests and generating revenue and permanence in the market
(GAUCHAZH, 2015).

The Northeastern region stands out for presenting a rich and differentiated pop-
ular culture, secular gastronomic traditions that reinvent themselves, as well as the
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people who are specialists in the art of well-being (GALVAO, 2016). Among the north-
eastern states from Brazil, Paraiba State is the one that as well as presenting culture
and tradition, it is the target for tourist destinations that mainly prizes its coastal, and it
posses a stunning beauty, beaches with warm water where one can swim, Atlantic
Forest reserves and peaceful population (NUNES, 2014).

According to the Ministry of Tourism (MTur), Paraiba State gathers 3,285 munic-
ipalities indicating 328 regions able for tourist activity. MTur created a tourism map
from Paraiba, stating that this is an essential tool for increasing awareness among
towns and state managers about the reality and the investment to be applied in each
region. The regions are divided into categories being A, B, and C, those with a higher
concentration of domestic and international tourists flow; category D and E, which do
not have significant national and international tourist flow (BRAZIL, 2017).

In this way, the municipality selected in this research was the Conde Town, lo-
cated on the south coast, classified on the map as the region "The Coast of Pools" and it
belongs to category C (BRAZIL, 2017). According to the Ministry of the Environment
(MMA) from Paraiba State, the economy of this municipality is from fishing activities,
agriculture and livestock raising, real estate activities, and tourism of sun and sea.
Among the products from Conde, one can find the serene beach environment, the Palm
trees, coral reefs, sea cliffs, and natural swimming pools that make this location the
best place to enjoy oneself with family or friends, according to the opinion of tourists
(BRAZIL, 2008, CALDAS, 2014).

Due to the effect of tourism in this location, there was a necessity for a hotel that
would bring greater comfort to those who visit the place. In 2009, the resort Mussulo
by Mantra, which is the object of study of this article, was inaugurated. Brazilian Sys-
tem for Classification of Accommodation (SBClass) classifies Mussulo resort as a "hotel
with leisure and entertainment infrastructure that provides aesthetic services, physical
activities, recreation, and interaction with the nature in the own enterprise "(BRAZIL,
2010). Generally, the resorts are located out of the urban centers, offering contact with
nature and a variety of activities, once the intention is that tourists do not concern in
leaving the resort to visit other places and stay the longest inside the complex where
they are hosted (AMORIM, 2017).

Then, the resort purpose is to reconcile its internal environment (its complex
and service offered) with the external environment (nature and the elements that in-
fluence), elaborating strategies to maintain the guest satisfied inside the organization.
In this manner, this article aims to analyze the ability of the studied resort in satisfying
the guest from its organizational environment. From now on, one expatiate on the
organizational environment and customer satisfaction, which are the main aspects that
this study is based.

Organizational Environment

An organization is a composition of physical structure and employees led by the
culture and the purpose of the mission, values, and principles to reach the goals of the
company, regardless of the size. The organization field, in other words, the area of
activities is defined by products, services, the target market, geographic scope and it
delimits the external components with which the organization will interact to achieve
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their goals, as customers, suppliers and regulatory agencies (DAFT, 2002; MACEDO;
BATAGLIA, 2012).

According to Cruz et al. (2016), the organizations are planned to provide a social
service, entertainment or some asset for the society. However, there are some ele-
ments, that are out of the organization domains that affect it entirely or partially, and
they constitute the organizational environment (MACEDO; BATAGLIA 2012).

Companies should never be limited to monitoring the changes only within
their field, but they must develop an overview of the events (DAFT, 2002; MACEDO,
BATAGLIA, 2012). In this way, organizations are characterized by their environment,
which requires continuous changes capable of ensuring their permanence in the mar-
ket (LANG ET AL., 2014)

Sobral and Peci (2008) highlight the environmental analysis as the monitoring
process and strategic thinking that seeks to assess the impact of the environment in the
organization. According to Sobral (2012) and Cross et al. (2016), the environment can
be divided into two: the external environment and the internal environment. Thus, the
external environment is the context in which the organizations exist and operate, being
constituted by the elements that are outside the limits of the organization.

One can understand the external environment can when the threats and oppor-
tunities are identified because it splits into two: the contextual environment (demo-
graphic, sociocultural, economic, political-legal and technologies) and the operational
environment (client, supplier, financial institution, competitor and media). The first
one is constituted by unreachable factors that exert an indirect influence on the way
that the company operates. Conversely, the elements that involve the second environ-
ment concern those that relate more directly to the organization, although this does
not exert so much control over such elements (SOBRAL; PECI, 2008).

The knowledge of these elements and fundamental factors from external envi-
ronment which enable the company to face its threats better and take better advantage
from its opportunities, helping the managers of the company to elaborate forecasts that
help these elements to become more favorable to the strategy of the company or to
reduce its impacts. BARNEY; HESTERLY, 2009; BETHLEM, 2009; ARAUJO ET AL,
2015).

As for the internal environment, it is in the domain of the company, and it is sub-
ject to the direct control of the administration, which must act by identifying the
strengths and weaknesses from the organization. For this, the organization needs to
perform an analysis of its major functional areas like marketing, finance, production,
and human resources by checking the organizational structure and its internal policies.
Besides considering relevant organizational aspects that assist in the definition of its
singularity. (MAXIMIAN, 2000; SOBRAL; PECI, 2008).

Customer Satisfaction

For Kotler and Keller (2006), the satisfaction is the feeling of pleasure or disap-
pointment resulted from the comparison between performance (or result) noticed
from a product and buyer expectations. Dill et al. (2006), Smith and Costa (2008) sup-
port this concept by stating that satisfaction is understood as an overall assessment of
the consumer concerning his experience of consumption experience so far and it may
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be linked to the performance of the product/service and the expectations met during
its consumption.

If the performance does not reach the expectations, the customer will be disap-
pointed, and if it reaches them, the customer will be carried out. However, if the per-
formance exceeds expectations, the customer will be overly satisfied or delighted (KO-
TLER; KELLER, 2006). One highlights how fundamental is to initiate brand loyalty and
long-term relationships, making them less prone to insinuations from the competition
because unsatisfied customers can express feelings through their behavior "(ALVES ET
AL.2015).

Unsatisfied customers tend to pass their negative experience for other people,
but if the company worries about solving the problem of the dissatisfied customer, this
will externalize his satisfaction with the obtained results, and he will be willing to re-
turn to the company that has solved his problems. Also, the customer will speak highly
of the company to other people (HOFFMAN; BATESON, 2010).

Another aspect regarding the satisfaction is related to the quality of the product
or service because the customers continually seek for signals of quality drawing con-
clusions from everything they can observe. This includes facilities, equipment, people -
employees and customers - the price, the place that provides the services and how,
where and when they are presented "(SALAZAR ET AL., 2009).

After observing if the product or service meets the quality requirements deter-
mined by the consumer, the satisfaction becomes achieved. Kotler and Keller (2006)
state that there is a connection between product and service quality and customer
expectations and profitability of the company because when the quality is high, the
customer satisfaction will also be, leading to higher prices and lower costs.

Finally, another relevant factor as a differential considered to raise the quality is
the interaction between employee and consumer, because the first one has a vital role
in the service environment, by making contact and influencing in the formation of the
first impression that the customer has from the company, as well as during the entire
service (SALAZAR ET AL.., 2009). Thus, it is crucial an understanding of what involves
the search for satisfying the clients from the elaboration of strategies focused on con-
quering a client, requiring a relationship between thinking and acting strategically.

Methodology

The qualitative approach and descriptive research define this article; Prodanov
and Freitas (2013) comment that the problems are studied in the environment and
without any interference of the researcher, maintaining direct contact with it and the
object of study, requiring a more intensive fieldwork, besides of portraying the data
collected descriptively, collecting as many elements as possible in the studied reality.

It is still perceived as a study of an applied nature through the application of the
case study. According to Fachin (2003) and Oliveira (2009), the researcher is interest-
ed in researching a particular situation by performing intensive research, where all
aspects of the case are investigated. For this, Mussulo Resort by Mantra was chosen,
located in the municipality of Conde/PB, with an All Inclusive system, from English that
means “Everything Included." Ample power of social acceptance characterize this sec-
tor, since it suggests a locality economic growth, recruitment of local workforce, eco-
nomic, social, structural and political mobilization, high volume of investments that are
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employed in its operation - from the configuration of projects to the construction and
operation of enterprises - in the sense of it exists to attend the tourist activity (BRITO,
2011).

Mussulo Resort by Mantra is located 20 km from Jodo Pessoa, in the municipality
of Conde. Founded in 2009 and its area is 96 thousand meter square, Matra Group is
an Angolan enterprise that manages hotels, casinos and other businesses in the field of
civil construction sector out of Brazil; in Latin America, the group maintains a hotel-
casino in Uruguay and seeks new companies in Brazil, mainly in the Northeast. By pre-
senting beaches and several natural beauties, the south coast was chosen to receive
this big enterprise.

A well-decorated environment that merges the culture of Paraiba and Angola
with details in wood, sisal, and coconut fibers, Mussulo resort offers 101 bungalows
divided between Deluxe and Master category, with the capacity to accommodate two to
four guests. The resort has an all-inclusive system, i.e., the daily rate includes the con-
sumption of foods and drinks. Also, there are service options offered to the guest such
as the kids club, gym, restaurants, spa, and beach club.

The subject of this research is responsible for the operational management of
the hotel resort, Bachelor in Tourism and Hospitality, graduated in Human Resource
Management. This professional already had expertise in this field, and one was hired to
assume the administration of the Mussulo Resort by Mantra. The data collection pro-
cess took place by a semi-structured interview, Marconi and Lakatos (2003) define it as
a mean of obtaining information about a particular subject or issue. The meeting was
recorded at the resort and transcribed in full with the consent of the respondent Man-
ager.

Inspired in Strati (2007), in this study was developed an interpretative and
evocative analysis, which consists in evoking the theoretical material used in reference
for describing in the best way what the data shows.

Discussion of Results
For a better presentation of the results, the analysis was split into three parts fol-
lowing the script of the interview.

Creation and Implementation

Mussulo Resort by Mantra was initially designed to be a private condominium,
but during the project and through the study of the site, investors realized the great
tourist demand and the lack of accommodation at a hotel or resort. Because of a wide
range of tourist attractions, Conde Coast was chosen for the implementation of the first
resort all-inclusive in Paraiba State.

With the resort implementation, other local activities have benefited as public
transport, tourism in the area, consumption at local booths and from street vendors,
handicrafts and even the installation of other means of hosting such as hostels and
lodges.

According to the Manager, besides the contribution with the tourism, an agree-
ment between the municipality government and the enterprise was established; the
first would exempt taxes while the second would be responsible for hiring 70% of the
workforce from the local community. During the completion time of the building for
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the resort implementation, a school of professional training for tourism was created,
with professors teaching about the enterprise, basic principles of hotel services, Eng-
lish and computer science. Even with the challenge of empowering people who drew
their incomes from agriculture and cattle raising, fishing, and handicrafts. Mussulo
managed to fulfill the operational job vacancies and currently keeps just a little below
of 70% of the workforce from the community.

The drop of 70% is justified by the workforce, which has become scarce over the
time since trained professionals have opted for other enterprises of the same sector.
However, in the opinion of the manager, it has been seen as a positive aspect because
besides they became a reference in Conde Town these people are growing profession-
ally and become a source of pride for the resort.

Even with the initial fear from the community, with the arrival of Mussulo resort,
there was/there is a concern on social responsibility. The training school lasted about
three years, but the resort continues to invest in training, as the manager says:

"The training is done for season, two or three times a year. It depends
a lot of on-demand because we know that tourism is seasonal. But this
year the number of classes fell because the demand for tourism also
fell because due to the political crisis and so on, so we hold it because
it is an investment that the company makes in professionals, differen-
tiated services, transport to the classes .. we make a well-detailed
structure, and thus we can harness 10% to 15% of the workforce. "

Therefore, one notice that the attitude of the resort is based on the concept of
Cruz et al. (2016), where companies are created to provide an asset for society as well
as a social service, and the community of the region of Conde Town benefits from this
action of training courses and recruitment for work in the company.

SWOT analysis

To circumvent the economic and social changes, the resort manager uses in-
vestment at the local market for competing with Recife, Natal, Maceio, and other big
centers (Sao Paulo, Rio de Janeiro, and Minas Gerais), investing in the work inside the
Paraiba State is the best option. As the manager state in the following excerpt:

"Our sales force is prepared to act by states; we have the divisions.
However, we invest much in the local public who are the ones that
look for us a lot because they come by car, come to spend the week-
end or even the week according to the work schedule. Finally, we try
to overcome this crisis, this seasonality; we invest in the local market.
People from Sao Paulo can come in the next year and next vacation;
here in Joao Pessoa, in the countryside of Rio Grande do Norte, in the
countryside of Pernambuco, people come practically once or twice a
month. "

Thus, the daily resort rate is reduced by 10% to 15% less, a strategy used to
maintain a minimum of occupation, guarantee the payment of the fixed costs from
the hotel, and overcome external threats. Another aspect highlighted as a threat is
the politics, quoted by the authors Sobral and Peci (2008), as responsible for boost-
ing or preventing the growth of the company. Therefore, the respondent reports the
influence of this aspect:
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"We live in a country with difficulties in the political sphere, corrup-
tion, change of leadership in power, people who go to jail and that
messes with the money and perspective of Brazilian people. So, the
trip is the last thing we do. We must spend with food and health, pay
the bills and the money left we direct to the trip and more superfluous
stuff. One does not plan to travel, and we ended up suffering a little
with these threats ".

When the manager was asked about the opportunity, he states that the place
where they are inserted provides a differential, it is notorious how the resort uses
the beaches and natural attractions of the region in their favor, and thus this contrib-
utes to tourist attraction.

By mentioning the internal environment, the manager highlights the service
all-inclusive and standardization with customers as a strength. There is a concern by
the resort to let the guest feel at home; he says that with 101 bungalows it is possible
to memorize the name of each client and create a more informal atmosphere, besides
being able to maintain the quality of the products and services. The weakness is di-
rectly linked to workforce turnover, first by the distance from the state capital mak-
ing impossible to replace it quickly, and secondly by offering training and losing for
the market or for another reason, requiring a new training and consequently it will
require time and costs; another weakness mentioned is the attempt to regain the
customer who left unhappy with the company. In the opinion of the manager, the
client should leave the resort satisfied, when the company does not meet the expecta-
tions the one will look for the competitors, and the resort "Loses" the opportunity to
show the real service that was not perceived or given to the client:

"The resort sells dreams and services when we do not reach this tar-
get; when the client goes away, and he did not feel like we served him
as we sold to him it hurts us somehow. It is a weakness that we have
to attempt to recover this client among so many options that he has,
for the customer to come back and maybe notice that what he did not
get is not the standard service that we offer. So we try to run after the
customer and regain it, it is difficult. "

Over the years, Mussulo resort faces the decrease of occupancy, about 10% to
20% annually. The rate is adjusted to keep the public, support the financial volume,
and make the enterprise self-sustaining, thus avoiding the excess of investment every
year. For the local tourism, the manager mentions the meetings held with communi-
tarian and city hall leaders:

It is a joint work that we perform with the city hall; it has been bring-
ing benefits. Mussulo brought here more than 15,000 tourists in the
last six months for visiting the region; 30% of these people have been
here due to the insertion of Mussulo here.

The demand of tourism in the region, there was a mobilization of the city hall
about the local infrastructure such as resurfacing of the road from BR Road until
Conde, streetlights, signs, support on the waterfronts, pavement of the streets that
allow access to beaches and other tourist sites. It is noticeable the partnership be-
tween the enterprise and public agents, Sobral and Peci (2008) have defined as a link
of mutual interdependence, where the company can attract tourists to the region and
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they would use local services to generate income for the locality, by contrast, the city
hall provides all the necessary infrastructure for the resort and the tourists.

Given the exposed, it is clear the use of SWOT tool by Mussulo Resort, this ac-
tion corresponds to the concepts of authors Kotler and Keller (2007) and Aratjo et al.
(2015), where the SWOT analysis becomes essential to the knowledge of the
strengths and weaknesses which are inside and outside the environment.

Guest Satisfaction

Using the loyalty strategy, the resort manager highlights the sports and leisure
sector as the primary key to retain the customer and thus create a bond. This resort
action ties in with the concept from Alves et al. (2015), which asserts the loyalty as a
tactic to make customers less prone to seek for the competitors. The respondent com-
ments about the relationship between the customer and how the customer loyalty
process happens:

"Many times we even have a friendship with the clients, which re-
turns several times a year and we end up following the growth of
their children, we have a friendship with them, of exchanging phone
numbers, and talking to each other. And this loyalty happens natural-
ly, due to the activities that we offer ... not only because of that but as I
have talked about the personalized service; we have the chance to call
the client by its name, to meet and serve the customer on the table, to
serve a food of quality ... all that let the client feel home. Our proposal
is the client feels at home, we have a restaurant where guests can
share tables, make friends, our project is that ... in the activities, we
try to mix people, make games between parents and children, for hav-
ing this integration and make a family environment ".

The resort also offers Mantra Vacation Club (MVC) that are acquired quotas by
the customer choices, guaranteeing the hosting during the year, paying only a differen-
tial in the service rate. According to the manager, the MVC assured the conquest of the
customer.

Another element that contributes to the achievement of the client is a new
structure built on the seashore, named Beach Club. Initially, it was a mini snack bar the
hotel had as a support on the beach, but its structure was not compatible with the re-
sort, the respondent told the reason for the restoration of the mini snack bar:

“We started to have some comments from customers who said that
the structure was not the same one from the resort that they felt
themselves in another place; many called as beach booth and we saw
that it was necessary to adjust it and offer a better structure. In two
years it stood closed for restoration, we would serve at the snack bar
of support from Nord Tabatinga at the next door, as we had van ser-
vice we just rerouted to Nord hotel, where we had a commercial
agreement with them to use only their physical structure for a while.
Until our Beach Club was to be concluded by the end of 2017 ".

All the inspections (SUDEMA, fire brigade, municipal, federal and State agencies)
being carried out and documentation updated, the resort has managed to finalize 80%
of its structure, without any negative impact to the community. It is important to em-
phasize that the comments of the guests were taken into account and thus, we could
offer greater comfort besides attracting more people to the region. At first, the Beach
Club offered the opportunity for guests to explore the area and hire day use, a term

REBRAE, Curitiba, v.12, n. 1, p. 31-43, jan./april, 2019



The organization environment influence from a resort on Paraiba state coast to satisfy the guest

used to describe a hosting, where the guest has the chance to enjoy the services that
the company offers for a day. With the high demand for this service, the Manager ex-
plains the reason for the suspension of the day use:

"The top floor needs to be finished, that demands more time for re-
turning the service, but we want to have a well-done work! We want
to start getting compliments, so we're doing with a lot of caution. It is
a brand that we are selling separately, just for people do not think it is
from the hotel and do not enter in it. Beach Club is a space that you
can enter, you will have packages, daily rates, but it is something that
we are planning. But we already thought of this strategy because of it.

Regarding the assessments and feedback, the enterprise has a marketing team
that with the manager of the resort are responsible for answering the questions,
complaints, compliments, and scores; they always use the communication channels
such as Facebook Instagram, TripAdvisor, Booking, and other media. Another system
applied is the ReviewPro, one of the main tools used which assists at the moment of
thanking and apologizing the client or correcting of any mistake. The program sends
by mail a questionnaire with five questions for evaluation, and in the end, the cus-
tomer has the option to put some comment. Then, the respondent comments about
the care in the creation of the email to the customer:

"The email is very well prepared; so is our team because it is some-
thing that has been registered and other people may have access. So
we have extra care regarding what we will answer because a reply by
e-mail or by message has to be very formal and elaborate, for not hav-
ing distinct interpretations and do not affect either the client nor the
enterprise. So it passes by me, by a prior assessment; I read all the
posts before going to the website; it goes with my signature as the
manager of the hotel, so [ have to know what is said, but there is a
team working on it practically 7 days a week, almost 24 hours. The
online demand is currently huge, and we work hard on it."

At the reception, it is possible to find a screen available for the guest 24 hours for
resort assessment; according to the manager the purpose is the client evaluation dur-
ing its stay and consequently the solution of the problem with it still inside of the en-
terprise; Following the manager points out the importance of these assessments for the
project:

"Unsatisfied customer during the hosting, we have a few days to re-
verse that image. When we can reverse, it becomes more positive, be-
cause you came out from red to green. So we have invested much in
that system, in the social areas of the hotel we ask for the customers
to assess and many people make advertisement of it, this is one thing
that comes back. Therefore, through the researches, we can get
studies and strategies. We get the age of our customers, the region,
the locality where they come from, so we can act on these sales. "

Based on the concepts of Kotler and Keller (2006), Hoffman, and Bateson
(2010), the attitude of measuring the satisfaction with regularity through the channels
of communication and the constant concern in solving any problems prevents the cli-
ent leave unsatisfied and transfer the negative experience, besides creating bonds and
keeping the client loyal to the company.
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Frame 1: The Meaning of the Approached Categories

CATEGORY

MEANING

Creation and Implementation

The hotel with more significant dimensions, like
the resort, demands an environment that pro-
motes the company as well as, it does not harm
and at the same time produces benefits for the
local community. Thus, it was carefully observed
the creation and implementation of Mussulo
Resort in the municipality of Conde with both the
environment for building the project as well as
the local community to offer courses and employ

this new workforce.

SWOT analysis

Through SWOT analysis the enterprise can have
visibility of its surroundings, charting their
strengths and weaknesses, opportunities and
threats. Therefore, one observed that the resort
uses this tool to analyze its scenario and try to
avoid situations that directly or indirectly influ-

ence the company.

Guest Satisfaction

It is essential for the resort the concern of moni-
toring the guest satisfaction, through satisfaction
surveys or the manner how the service is
performed, if it is generating an increase or de-
crease of complaints from guests. Hence, the
enterprise can identify positive aspects that are
contributing to the growth of the company and
negative issues that need to be studied and strat-
egies developed which will help to reverse this

situation.

Source: Own elaboration (2018)

Then, one notice how much the resort pay particular attention to its organiza-

tional environment to define and better develop strategies to achieve the loyalty of its

guests. Therefore, it is significant that the manager has a sharp sense at the aspects of

the internal environment and follow the nuances that occur in the external contextual

environment, once the proposed strategies do not happen precisely as previously es-

tablished in function of emergencies. For this reason, it is essential that the resort con-

stantly monitors their strategy from the analysis of its organizational environment.

Conclusion

This paper aims to analyze the ability of the studied resort in satisfying the

guest from the organizational environment. Through the explored field, it was possi-
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ble to obtain the research of data by the interview with the manager from Mussulo
Resort by Mantra.

Therefore, one verified that its foundation positively affected Conde communi-
ty through the development of tourism in the region, the qualification and admission
of the workforce, and the progress of the local infrastructure. One also perceived that
the manager understands the environment in which the resort is inserted as an op-
portunity to attract more customers. Also, the company invests in local public and in
the reduction of the daily rate to maintain a minimum occupancy and consequently
to reduce the impacts of external threats. The customer satisfaction and loyalty are
aspects managed by resort with care and concern through the use of technology to
achieve the opinions of guests, as well as the manner of performance of the services
and the differential treatment of staff causes the well-being and hospitality to the
guest.

Therefore, one has concluded that the studied resort exerts ability to seek the
satisfaction of its guests through the knowledge of their internal and external envi-
ronments, in which it takes the opportunities from the tourist attractions, generating
a good relationship with the local community from the creation of employment and
income for the society. Besides, it promotes attractions within its resort to conquer
the guest and, simultaneously, evaluate the satisfaction of them, not letting only for
after the end of the stay.

The hotel market is a tourist segment in constant growth, which values the
comfort and the host of the client. The chosen environment and the services offered
are essential items in hotels, but to satisfy and retain the clients it becomes crucial to
understand the necessities of guests, such as giving a space for the client to express
himself and then trying to align the needs of the company and the desires of its cli-
ents.

Hence, future researches may outline the paths of investigation of the influence
from the hotel market installed in somewhere and how it contributed to the tourism
of that region, as well as, the analysis of the relevance of the services provided in the
process of customer satisfaction and loyalty in the hospitality sector. Thus, one
hopes that this study contributes to the research development in the strategic area of
hoteliers sector for better understanding the nuances of the organizational environ-
ment of this branch.
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