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ASPECTOS PSICO-SOCIAIS DPAHOSPITALIDADE
PSYCHOSOCIAL ASPECTS OF HOSPITALITY

Fernanda Cartezani Boceardo®

RESUMO

A prestagiionde servigos decim dos neios de kospedagem
eslabelove wm esvulvimento enire fimeeedor & ehenle,
colrzando om s o complexo siser de mieracis ho

man. A finalicade desie tghalho ¢ fornecer sos responsd-
weris pelos meiss de hespedagam, cochecirnenios aeero
des voneeitos da moCerma adimisiagdo cienidies, ree-
rerstes & eondagde dos processos arpanizacionais visaodo
aoregagdo do valor 2os services prestados, a fim de elevar
t Eran g 2atislagio dos clienies <, a0 s L s, ron-
Lzt @ alte grav de profissionalizmo gue dove eslar presente
s relsedes lnmanas cuawe Salor i SUCCES s SmpResss
e turismo,

Palavras-chave: losprahdade: Administrogde Cientirica.
Sanslagao.

ABSTRACT

The pravision of services in the feld ol hospiling
cutighlishes an avolvament between poovider and <lient,
activaling a comples sysiem of human inleraction.
The sim ol this werk s 1o provide hospitaldy mangeors
wilh @ knowledge of the coneepls of cwdem scientilic
administration relaed e e corrving ol ol orgain-
pratienul processes, with the aim of adding vadue 10
Uhe services jprovided and thereby incroasing clicnt
sal sfaction, while at the same ime mainsaiming te bigh
level of protessionalism thal s eeguired lor i lwnsin
relninois and which is essential for the sucoess of lowrezm
SO,

Koy words: Hospitalivyg: Scient: e Adminisirziion: Smis-
Taztiom

INTRODUCAO

(3 fendmune ristion won sidoe analisado
maior parte das vezes sob oo dlice de outras
diseiplinas duo conhe¢imeante. Tendo em vista o seu
ispecto multifacetada, a psicelogia, o sociclogia,
ag iencids coondmicas, o Cireile ¢ oulras droas
de conhecimento tém sido buscadas coma fonge de
esclarecimente para o fendmeno que movimenta
milhGies de diélares e de pessons intersssadas cm
deslocar-se, partindo de indmercs pontos do
planzta ¢ buscando salizstazer 45 mais diversas
asPiTagaEs PESEOLIE.

Quando os processos e fulos relacionados ao
turrsme sl interpretados sob u dtica das diversag dis-
ciplinas sociais, pude ovorrer uma visio penernlista
do feniimeno, ocasicnando ums visio eguivocada
tos fatores que estlio elacionados @ essa atividade.

Muanter um emprecndiments turistico voltado
parg nramo de hospedagem reguer. 2 [ém dos conhe-
cimentos & andlise dos falores bisicos de adminis-
ragde — comd mercads fomecedor, concomrentes
€ consumidorss - uma agdo sinérgica, planejads ¢

INTRODUCTION

The twurism phenemenan has been analvsed
manly from the perspective of cther Nelds of know|-
edge. Due 1o ity multifaceted natare, psychology,
saciology, economic scienves, [aw and ather figlds
of knowledge have been used 2z sources of infor-
ination e hels shed light on thas pheromencn, wach
hias o turpover of millioos of dollars and moves
miliions of travellers, who depart [rom innurmeroos
locations all aver the globe 1 an atlemyp 1o satisly
the muost vericd kinds of personal gspirations,

When toursm processes and woarism-related
[ourism are interpreted from the point of view of
various other social disciplines, this can result
a gznetalist view of the phenomenon, causing a
faully pereeption of the faciors associated with this
:lt:l.\rir:f.

T mainlain 4 tournism enterprise geared
towards hospitality reguires ol onby knowl.
edpe and analysis of basic factore of manage-
ment — such as marker, seppliers, competition
and elicnis — but also 2 synereic and plannad
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fundameniada em principros de qualidade e sutis-
fagin tofal dos clienies, de maneira Ll que possa
garantir 4 permanéneiz do cmpresndimente no
mereado e fetorno des uyvestimentis feros.

A wisio gisdmica da arividede turfstica se
torna negcassdria para o correta avaliacho dos
servigos prestados & pard o dirgcioramenta das
relagles inferpessonis voltadas para a integragdo
dos servigos, o lim de criar a Ndelizogao do cliente ¢
manler o atividude teristics de maneira sustentivel
ni mercado en gue atus.

A conseEncio sobre o processo do comporta
mantn nespitaleging nos meios de hospedagem e os
Hspeeios psico-socialbs que eovolvem o ambienie
inlerze ¢ o ambicnte cxtornn, bem como os senti-
mentos de odos os clomentos envalvidos no pro
cesso, pode gerar meips de agregar valor aos
servigos pwestados as proprias empresas de hos-
pedugem e aos funciondrios gue nelas trabalham.

Atnvestigacio das rajzes cullurals & socians
onde a populagie reeeprora estd instalada, do proces-
sovde socializacio aooqual modos ox individoos cotBo
sizjeitos, dos medelos inentzis Tormados através des-
sCoprocesso e que eslao profundamente arragados
em cadz personalidode (decorrenies da cultura
vigenlih, tornam-ze fundamentais para a comprean-
san dho compertamernito demonsirada guandao das rela-
coes inferpessoais exigidos na preslagiio de serviges,

RAIZES HISTORICAS E CULTURALIS
DA HOSPITALIDADE

No Brasil. ¢ histdrico dos meios de hospedagem
remonta i épaca do povoaments e colonizagdo. Mor-
malmente os alocamensos, que fomm se formands pela
beira dos caminhos, eram erguides como pequenas
merceanas de suprimentos parm os proprietirios dos
animais de traclo & monaria Whiizades para o irans-
porle das mais variadas mercadonas e para os ropsi-
05 que conduziam gado pelas estradas do interior,

Mo séculns XVITT e XIX, fornecer abrign o
comida a0 vivjanics passou a fazer parte do comeércio
de mercadoriag Nosscs PequUenas armazens e aié sua
evelucao para pequencs holéts ¢ pousadas, com equi-
UL aos servicos prestados nas cidades de manei-
ra profissional, passaram-se desenas de anos. Alraves
dz investizagio historica, nota-se que, desde a época
remata das pequenas incursies ao mundo da hospe-
dugem pelos peguenos comerciantes @ Tormagio de
pequenas empresas familiares voltadas a presian
servigns hoteleiros nas cidiades, a fim de atender os
viajantes que percorriam as estradas da coldnia. oy
chegavam as cidades, o comportamento e atitudes na
prestagdo de servigos variivam de acindo com o

action. based an principies of quality and 1otal
salisfaction of clients, In a way thal cnsures
tho suwrvival of the enlerprise o the market angd a
return of invesiments.

A gystermic perception of fourism becames
easential in order to evaluate the services pro-
vidad and puide interpersonal relationships aimed
al service integralion, in arder to creake client
loyaly and mainlain sustiinable tounsm within
its miarket,

A knowledge of the development of hospi-
table behaviour in the Hospitality means. und of
psychosocial sspects involving the infernal and
cxlernal environments. as well as of the feelings
[ all those mmvolved in the process, can genear-
ate wivs of adding value 1o the services pro-
vided by the hospitality companies and their
cropluyess,

The investigation of the cultural and so-
cial roots of the place in which the bost com-
munity population is set, (he socializalion proc-
cxs o which all individuals are subject. and the
mental models generaced by this process. wmich
are deep-rooted in each personality {a resull of
the [ocal culture). are essentia] for understand-
ing the behaviour showed in the interpersonal
relanonships demanded by the provision of ser-
vives.

HISTORICALAND CULTURAL
ROOTS OF HOSPITALITY

Ira Brazil, the history of hospitality dates back
1o the period ol settlement and colonizanon. in
enzral, the lodgings that sprang along the roads
were built as small grocery siores selling supplies to
owners of pack and saddle animals vsed for the
transport of miscellanecus merchandise and Tor
cattle drovers who lod catfle along the country
lanes

During the 18" and 19™ centurics, the
provision of shelter and Tood 1o fravellers
became part of the irade in these small stores.
and decades went by until they Finally developed
inte small hotels and inns, with professional
service comparable to thar provided in cities,
I'hrawgh nistoric research, it 5 noted thai
singe the early period of small incursions inio
the world of hospiality by smalf traders and
the creation of small famuly companies geared
twards providing hotel services to travellors
who travelled alorg the colonial rootes or arrivs
ed in thae cites, the behaviour and acitude
of service provisien have varied according to




Tanianar . siio o Sdo =g 2 - 07— 31400 - 2000 mar- 2001

rcdode vestir, falar, © com o poder de posse dermans-
trado pels vigjante.

Com referéncin ae comportwnente no o e
nas relaghes pessoais, o modo de wvida de cada
hospedaien ¢ seu enlorne sociab marcavam o grad
de atengin e hospitalidade. ndo havendo muitas
vanagoes do cormporiamento social contemporineo,
abedecendo ainda hojs as regras de secializagao e
aes modelss mentas tormados no cireuls culioral
cm que o hospedeino estd inserido

Salwar { 1976] ragistra, comm cortd irowia, o gue
goontecia nos caminhos do Kiode Janeir par voita
de LES0; "2 fome € realmente a melhor mostarda para
apreciar os produtos da arte culiaria [..] muitas
vezth T S0 5 P o gue 58 Some, porém ainda o
que se pedin e nio ouseram”. Esse autor assinzlou
tarmbém o aspectos que eram levados em conta
para o estabelecimento dos pregos ao registrar:

“ludo € arbittdnio nessas estalagens de roga,
os comodos e o sustentba, o servign € O prego;
tudo enfim, depende do capriche momeantdneo
do chefe da casa, o cupa decisio £ forgoso a
gente curvar-se, porgue nio hd diceite, auton-
dade, nem let gue prevabeca ao seqlestro
imediato desta implacivel justiva de aldewn™,

As criticas como a acima citada, evideniemente,
partam de pesaons. cujo nivel social e coliural per-
milia & comparacio com oulrns servigos prestados em
citras localidades pelas quais haviam passado, muw-
tas veres com padries europeus ou da core, deixan-
do transporecer una exizéneis gque lranscendia a
capacidade de assimilagin dos hospedeiras. 0 mes-
mo j& nao se dava com ox tropeirs, homens rudes
e acostumados a3 intempdries que, conhecendo e
partencendoe ao mesmo nivel social do hospedairo,
possuiam win twlenio cspecial pera contornar as &ihi-
euldades, tirando o malhor proveito possivel da esta-
da e meio 2 foda a preceriedads do servico oferccido,

Assim, o comportamenta humanc, ds infera-
coes pessonis envolvendo as maixs diversas culluras,
DENSAMENIOS & NTVEIS SOCTNIS, Sempre extiveram pre-
sentes nos servieos de hospedagem. nio impaniando
sua localizagdo ou 1amanho, mas respeizando sempre
as condigdes sociais do entorno @ as atitudes indivi-
dunis moldadas pelas normas, velores, habitog, cos-
tumes & crengas decorrentes do processo de sovia-
lizagdn a que todos sao submetidos desde que nascem.

wravellers' style of dress, way of speaking and
huying power.

As for interpersonal hebaviour, the way of lite
of each host, s well as his environmert, determinad
the degree of attenlion and hospitality devoted to
the guest, which was pot much different from
contemporary sccial behaviour, in accerdanee with
the socialization rules and mental models created by
the host's colwaral surroundings.

Zaluar (1970) notes with certain rony what
ized ter happen in the routes of Rio de laneiro
during the 1850s: “hunger is really the best
appetizer for appreciating pastronomic products
[.. ] many times you pay not only for what you have
eaten, but also for what vou have ordered butl was
not brought™. This author also noted the aspects
that were considered in the setting up of prices:

“evervthing is arbitrary in these country-
gide inns. rooms, mainlenance, service and
prices: everything depends on the ephem-
eral whim of the landlord, whose decision
we have [0 accept hecause there is no nile,
autherily or law thar pvercomes the imme-
dizte custody in this implacable justice of
the village”.

Criticisms such as those mentioned above
chviously came Trom people whose social and
cultural levels enabled them to make comparisons
with ths services provided 1o cther towns throegh
which had passed, which many tUmes followed
Europsan or noble patterns, revealing a demard
that was greater than the assimilation capacity of
the kosts. This did not happen o the case of the
cattle drovers, rough men uvsed 1o nclement
weather whe belonged te the same social lavel as
the hast and had a special tulent for overcomimg
difticulties, making the most cf their stay in spite of
the dubiousness of the service offeread.

Human behaviowr, the personal interactions
invoiving various cubwres, thinking and social
levels, theretore, kas always boen present in
haspitality services, regardless of location or size.
hut always respecting the social conditions of the
environment and the individug! atticudes that are
formed by the rules, values, habits. customs and
heliefs arising from the sociahization process Lo
which evervone is subrutted from birth.
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O DESLOCAMENTO COMO FORMA
DEADQUIRIR CONHECIMENTOS
PARAAFORMACAQ DOS
MODELOS MENTAIS

() que todas s pessony [UESUET BM SOmUm
sl imagens, premissas e hiswries profundamente
arraigadas, que formam uma representagio mertal
sobre o funeicoamento de mondo que as cerda,
limitando-as as formas conhecidas de pensar ¢ agin
que estiin insendas dentro de wm detarminado
conlexto cultural, o gue delermina, segundo Senge
(1998, p. 201], “'ndo apenas a torma eomo anien-
demos o mundo, mas também como agiowe”

05 maodelos mentais.' que cada pesaoa car
rege constgo o respeito das viagens € seus me-
camismes, determinam suas escclbas. prazores.
satisTugdes ¢ outros sentimentos 2 relagio ac
lezal e b= pessoas comn guem val interagir durante
sua estada gue, por spa vez, lambém camregam
COTSTED SUAS IMAZENs internas, gue COmpoem seus
maodeles mentais individuais de acordo com s usos
e cosismes do local onde vivem.

A reca desses valores, entee visitanle ¢ visita-
do, pode proparcionar wna riquers infinddvel de
comhecimento, influenciands na rmagio de novosy
modelos menlais acerca da visdbo du munde que
a6 rodeln e acrescentar valor o relaciomamento
humane.

A forma de receber um wisitanle, com o
contato pessnal que se cstabeleve enie visilanie
¢ wvisitado, tem permitido uma troca saudivel de
valores e cultura, cujo intercimbio favorece o
desenvolvimento de lagos de amizade ¢ afetividinle
enire as paries, e quc, ceriaments. Acresdentan
novos conhecimentos gos modelos menlais ja
anteriormente formulados podendo modificar,
satisfezer ou imbir novos comportamentos ¢m
relagdo ao modelo raenial j:1 exisiente, @ partic du
novaexperidncia adguirida.

O PROCESSO DE SOCIALIZACAO
NAFORMACAO DA CULTURA
EMPRESARIAL

Ao estabelecer-se em uma determinada loca-
lidude, a empreza ce hospedagem desenvolve pms
cultors interna de luncicnamenta, gue, semethante
mente ao processo de socializacio pelo gual passa
o individuo desde o seo nuseimento, tambem esla-
belece normas, valores, crengas e métados organi-
sacionats que regem sua administragio visando
aber os resuftados anteriormente proposios,

TRAVELAS A WAY OF
ACQUIRING KNOWLEDGE
FORTHE DEVELOPMENT
OF MENTALMODLELS

Everyone has deep-rooled images, premises
and hisewies in common. which form a manta.
representalion of the way the world around
them works, confining them to known ways of
thinking and acting thai arc within 2 certam
cultural context This determines, according
to Senge (1998, p. 2013, “not only the way in
which we understend the world. but the way
iowhich we net™

The mental moedels! that coch person camies
with bim concerning his trip and its mechamsms
determines their choices, satisfaction. pleasure
and other Teelings about the place and the people
with whom they interect during their stay. Thoese
pecple, i tany, wizo corry their own nternul images,
which compose their individual mental models
acvording to the habils and customs ol the plice
where they Hve,

The interchange of these values between
the visitors and those wisited may provide @n
endless richneas of knowlodge, which influences
the formation of new mental models of their of
the world around them and adds value 1o human
relativnships.

The way in which a visitor is recerved, and the
persenil conmet that is cstablished between
lhe visilor and the vizsited. has enabled a healthy
cxchaoge of values and culwre, This interehange
faveurs the development of friendship and affce-
rion hetween the partics and there is no doubt
that this adds new knowledge 1o the mental models
already fmed, this new expericnce having
the cavacity 1o modify, satisfy or nbibil new
behaviours in relation o the pre-existing mentil
model.

THE SOCIALIZATION PROCESS
IN THE FORMATION OF THE
ENTERPRISE CULTURE

When setlling in a certain locality, the hospm
tality enterprise develops an internal operational
culture which, like the sociahzation process
expericneed by all individuais fram birth, alse
estahliches rules, valucs, beliefs and organiza
tional merhods that regulate s managemenl.
with the zim of achieving the results propsed
heforehand.
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l'or outro fado, o meio sacial em ¢ue nascou
¢ 52 desenvolveu pode levar o individuo a
uma delerminada atitude para com as tarefas
d desemperhar ng empresa. ante do teabalho,
0 funciondriv em o tendéncia de adeuiri uma
série de conhecimentos de como realizg-lo, juni-
mente coim sentimentos decorrentes da satisla-
Gl CM UXCCWEET DU DO CRRC SETVICH,

Diesse moda, s modelos mentas individieas
saw Tormados ¢ reformulades conslantcmente, alle-
rando o interpretagic passoal do mundo pelos indi-
vidues, podendo aiterar também o seu enlendimenio
¢ st acdo diante dus clireunstdncis (ue se apresen
tarem no seu dia-s-dis dentro ¢ fora ds empresa.

Todos os individuos estio suieitos s influ-
CTcias ¢ pross0es impostas pelo seu mein de convi-
vEncia. De acorde cem a percepein individual do
papel que desempenhia m socicdade ou orpanizagiio,
cada pessou estabzlece scus ohietivos. Assim senda,
a tarefa a ser desempenhads por um funsiondrio ou
adomimestrador na empresd, igualmente exerce soore
esles uma deierminada pressiio (positiva ou nega-
tiva}. dependendo da maneira como véem o mundo
que ok cerca e limbém da expectativa da orgonizecio
cuom referencia s seu deserpenho pessoal.

Exse processo de aprendizada constarte pode
feevar o individue a comportar-se de maneira diversa,
variando suas atitudes, puois dependendo dos mo-
delos mentais que possui. desenvolve sentmentos
positives ou negativos em relacio 1 organeagio ¢ i
larela que desemypenig oo Ler seu erabalho valornzado
ou ndic dentro da empresa e lambém pela sociedade da
Qual participa. Assim, & pessoa pode sentin maior
sutislugace quando seas tarelas estae de aconds com
25 opinies dos amigos e da Tarflia, & lambém, em
refagdo 4 sua posigio soctal no grupo, desejande
desempenhar tarzfus de uma posicio consideradu
SUBErion por esse grupo. O inverso também pode
coorrer, levando as pessnas 4 sentirem msatsfogio e
desconforti ac aceitar pusig@es reconhevidas como
inferiores pela sociedade em que vivem,

As formas como os modelos mentais moldam
48 percepetes individuais tém grande importineia
nas iotcragdes que se realizam dentro do grupe
sociul e principalments dentro da arganizagio du
qual faz parte.

Dre acordo com Argirys (apud Senge, 1998, p.
22}, nota-se que. "embora nide se comportem
isempre) de forma coerente com suas feorias
esposadas  {aquiln que dizem). a5 pessous
comporiam-se de fomnma coenente com s0as teorins-
em-uso (32us modelos menmis)”, & que o
comportameanto humano tem respeitado o modelos
ettty formados a partit de suas raizas culiurads,

Cin the other hand, the social ervironment
i1 which ar individeal is born and grows may
cause him to have certain atlitudes i relation 1o
the tasks to be carnied oul in the company. When
laced with a fask, the empiovee has a natural
tendency 10 i']l..'-'.lllllll'l.:- Lrlu'.vh:-:]g-r about how o
carry it out, as well as feelings resulting from the
satisiaction of performing. or not perfurming,
ithe scrvice.

o ihis way, individoal menta! maodels
arg constantly beimg form and refoomed, chang-
ing the individual™s personal interpretation of
the world and also being able w change his
understanding and actions when faced with dasly
circumstances, both inside and owside the
LLTIpany.

Evervone 15 subyect o influences and pres-
sures imposed by their environmenl. Each person
eslablishes his objectives acconding 100 his ingi-
“idual pereeption of his role in the sociely or
organization. Therefors, the task to be pectormed
by an employec or manager also puts certain
pressure {aegative or positive) oo them, depend-
ing on how they perceive the world arownd
them and the company’s expectations of their
personal performance

This learnimg process may  cause  lhe
individoal to behave i varions wiys, aliering his
athitudes, since depending on menwal models he
possesses. he may develop positive or nepative
feelings in relation 1 the organization or the tusk he
is cirTying out when kis job s valorised by or o
within the company and the society o which he
tﬂlﬂ]‘lgﬁ. A DErsON, there e, may gel morc
salisiuction when hig job s in respected by his
friemds and family and also in relation to his social
position in the group, always wanting o perform
ot tasks from a positicn considered superior by
this group The opposite can also happen, causing
people 1o feel unzatislicd and wncomfonahle in
aceepting positions Lhat their sociery considersy
ndericr

The way in which the mental models give
shape w individual perceptions has great importan
for the interactions that ocour within the social
eroup and. in particular, 1he creanization 1o which
he belongs.,

Arugirys (o Senge, 1998, p. 202, notas thar
“ilthough they do not {always) behave in a way
that 1 consistent with their theories {what they
sav)h, people behave consistently with their inuse
thecnies (their menlal models)™. He also noles that
human behaviour respects mental models tormed
bascd on culiural roots,
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Portanto, a cultura vigente em uma socicdade,
alinda 2os nudelos mentais formados no seio di famf(-
lia, pude detcrminar os padides ds compartaments
desenvolvidos socialmente ¢ evidenciados dertro do
conlexto de convivencia do individen, incluindo a
cinpresi em que trabalba. Quando esfa ndo preesta-
belece sua cultura organizacional eodo uma visio
clara de seus objativas, respeitando o conlexto social
am gue estd inserida, encontra gracde dificeldade em
modificar os modelos mentais que seus colabora-
dores razem pata dentro da empresa. apesar de todos
o recursos e téenicas oferecidos peios estudos das
ciéncias sociais com a descoberta de novas fétmulas
de comyvivEncia @ Iraiamento emprasarial.

AHOSPITALIDADE COM()
COMPONENTE DOS MODELOS
MENTAILS INDIVIDUAIS

Ao receber wm visitame. eftre outrcs fatones,
03 meins de hospedagem se caractarizam também
por demonstrar, através de seus funciomdrios. gus
aquele € um lugar onde o viajante pode dormair,
descansar e restaurar suas forgas, fazende con que
a empresa possa adquirit oma aurz que transimita
sentimenios de aconchege & seeuransa.

U5 aspectos intangiveis da prestagio de ser-
vigns na drea de hospedagem contemplam @ mani-
festagao dos modelos mentais que os funciondrios
da creanizagiio desenvolveram no decorver do suas
vidas e que compdem sua personalidade, os guais
influenciam sew comportamento no desempenho
de suas fungles opocraciondis, passando a compor a
cultura empresarial num processo de troca e apren-
dizado continus,

O funciondrio pode proporcionar um Crosto
humanizada™ & atitude de receber um visitante,
juntamente conn g elicdcia oo exercicio das fungies
que lhe foram aribuidas. ao demenstrar empatia.
solidariedade ¢ envolvimento emocional pata com a
CIIpresa @ para com guem solicita seus sCrvigos.
acrescentando nobreza a0 compartamenta pessoal
quardo da execugio de suas ftarefas,

Ao incentivar esse lipn de comportamento, &
empresa pode desenvolver uma cultura de hospita-
lidade, ndo tratando come esiranhos agueles gue
devem ser afins, ow seja, seus haspedes. O conlririo
pode sugeric desde indiferenga até hostilidade.
quandn a eultura empresarial incentiva padroes
rigidos de eficiéncia na execugio operacional dos ser-
vigos, caquecendo que as relagBes promarias das pes-
e0as gue visitam uma localidade sao vinculadas As
sy necessidades também primdrias — que deveria
ser o objeto protissional das empresas de hospedagem

The current culture of a socicty, twogether with
the mentil models formed in the bosom of the family,
may determine the patterns of behaviour 1o bhe
secially developed and ighlighted within the
individual's context. including his the company in
which he works. When thes cullure does not pre
establish its coltural organization wilh a clear view
af ils aims. respecting the social context in which it
exists, it1s very difficult o moedify the mend models
that ity collaboratons bring into the company, o
spite of all resources and techniques offercd by
studics on social soences. such as findings about
new forms of coexistence and organizational
training.

HOSPITALITY AS A COMPONENT
OF INDIVIDUAL MENTAL
MODELS

When receiving guests, among olher Tactors,
accommadation services ara characierized by
the fact that they demonstrate, through their
siaff, that it is a place where the traveller can
sleep, rest and renew his energy, thereby enahl-
ing the enterprise Lo acquire an almosphere of
comfort and safery.

The intangible uspects of service Provision
in the area of accommodaton relate 1o the
manifestation of thet mental moedels the organi
zalion staff develop throughout their hives and
which make wp their persorality. These also
intluence therr behaviour when carrying oot
operational furetions and create the corporate
culture in a conunuous process of exchange
and learmng.

The member of stalT cun provide a “human
fuce”™ when receiving visitors, togother with
efficiency in carrying oul his functions, by
demonstrating empathy, harmony and ema-
tionzl involvementr with the enterprise and
with those secking its services. adding courte
ousness to his personal behaviour when carrying,
ot his work.

By motivating this tvpe of behaviour,
the enterprise can develop a bospitality cul-
ture, treating its guests lika fricnds. not strang-
ers. To do the later may suggest an attitude
of indifference towards hospitality, where the
enterprise culture mopvates rigid patterns of
efficiency in the operation of 15 services,
forgetting that the primary relationships of
those who visit a locality are also linked with
their primtary needs - which should be the profes-
sional ohjective of 2ccommodation enterprises
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ou, sela, descanso. alimentagdo. bem estar,
satistaglio de suas expectativas, erc.

Conlimme Hesselhein {1996, po 1099, quanda
um administrador contrata am funciondrio par
exercer determinada fungiio dentro de uma eropresa,
a construglio do culturs organizasional pode ocorrer
de rés formas:

L. "o empresdrios operas contratam & mantém su-
pordinados que panszim 2 santen ao modo deles,

B

Yo copresdrios doutrinam e socializam s
subordinades segundo sew modo de pensar o
semzirs

b

. 0 REl prdprio compitamenty € um modelo
fungional que estimula os subordinados a se
idantificarem com eles e, desse modie, interna-
lizarem suas erencis, valores ¢ premissas’,

Paru se ineorporar os conceitos de hospita-
lidade 4 cultura organizacionzl, € necessdrio uma
educagao formativa partindo da escola e da familia,
Como is50 nem sempre € possivel, os funcionarios
habilitudos tecnicamente para cxercer fungoes
diversas dentro de um estabelecimento de hospe-
dagem podem, sendo mudar, pele menes evoluir o
sen modo de pensar € agir. acrescentando novos
conhecimentos ¢ valores dgueles gue estdo incor-
purados no seu modo de interagir com o meio,

Uma organizagice que admitz funciondrios
sumnente por Sua capacidade rfonica & 085 TeCOmpens:
pur Lssa nio pode esperar que eles se tornem empi-
ticos e generssos simplesmente porgue o gerenle
deseja implantar um clima de cimaradagem e amizade
dertre da empresa. No entanto, se o administrador
eompreends g dindmica como se procassam e sio
frmados os modelos mentais de seus funciondrios,
pode implantar ou modificar a cultura empeesarial.
Mtraves de métodos administrttivos pode recom-
pensar oi funciondrios que contribuem pary que o
armbigme se torne mans agradavel. quando exercem ¢
exlorndlizam sentimentos de penarosidade e empatia,
“expancinido o conceite de competEncia individual
para englobar cada vez mais nugoes de como rab-
albar com cutras pessoas, constituir relacionamentos
de confianga, cstender a comunicagdo atraveés de
fronteiras ¢ assim por diante” (Shein, 1996, p. 850,

AS empresas (ue conscgeirein alberar o compor-
tamento plobal da organizagic hateleira, aravés da
construgio de uma nova culturn, extario preparadas
pari agrepar valor aos seus servigos, consoanies com
o0& novos desafios da competitividade mundial, esiz-
belecende v compromisso com o aprendizado das
pessoas que fuzem parte dela, com os hospedes,
fernecedores e acionistas; um COMPromisso com a
caonstugio de uma organizagao flexivel quanto aos

— rest, food, well-being, meeting their expecta-
THIA, 1,

According to [Hesselbsin (199¢, p. 109},
when an adminisirator conbracts an emplovee
te perform a specific function i an enterprize,
the building of an crganizational culture may
A IEHT o W HT T SRR

1. "gmplovers only contract and keep subordie
nates whao think and feel as they du,

2 “employers indoctrinate and socialize the sub-
ordinstes according 1o their way of thinking
and feeling,

3 “the own behaviow becomes o funetional
made] thatl stimulates the subordinates 1o
identity with them and, thereby, to internalise
their believes, values and premises’.

Toy incorporate concepts of hospitality 1310
the organizarional cultuee, a formative edocation is
recessary, which stars with the school and Family,
As this 15 nol alwayvs possible, the technically
gqualiti=d staff that perform several functions in an
accommaedation eslablishinent condd, if not change,
at least evolve their way of thinking and acting,
adding new knowledge wnd valugs o the ones
that already form part of their way ol interacting
wilh the environment.

An organization that hires stalf just Tor
thewr techmcal abilities and compensazes them
tor that, cannol expect them to become svimpa-
theie and generous just because the manager
wants e imtrodoee an atmcsphere of comrade-
skip and friendship within the encerprize However,
if the administralor undersiands the dynamic of
how the mental models of his staff are processed
and formed, he can then introduce or modify
the enterprise culture. He can reward, through
administrative methods the employees that con-
teibute to making the environment mare pleasant
when they implement and externalise feelings of
senerosity and empathy, “expanding the concept
of individoal competence o include more zod
more, ideas of how o work with other pecple. o
build relationship of trust, 1o extend communication
across borders and soon™ (Shein, 1996, p. 859

Enterprises that munage (o alter the over-
all behaviour of the hotel management organi-
zation, by building a new culwre, are ready to
add walug o their services, according to the
new challenges of the worldwide competitivity,
making a commitment 1o the learning of those
who form part of il including its guests, supplicrs
atd shareholders: a commitment to building
a Ylexible organization in terms of the methods
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mélodos utlizadas. ssbelecendo uma resisténcia &
turbulénciz que ceorre no ambiente externn is
CrEamizgins.

AORGANIZACAO QUE APRENDE

Ok empresirios doselor beteleio, wo conside-
rarem seu empreendiment coma uma GrEanizagio
sl g searnpanbae as ovagies ¢ ler competin vi-
dade nemereacde turistice, deveriam adotar, segondo
Senge (19983, cinco disciplings essenciais: colocar de
lade: antigos “modelos mentzis™, depois de analisa-
los conscentemente, incluinde o capacidade de reco-
nhecer e cfetusr o mudanga do comportamento
empresatial, se necessdric, Exercer o "daminr pes-
aoal”, ou seid, “eselarecer ¢ aprofundir noessa visdo
pessaell. de comcentrar nossas energias, de desenvol-
ver paciéneia e de ver g realidade objetivasneme™,
segundo o autor, & o alicerce espiritual do organizacan
que aprence, Deveriam desenvolver unt “pensamento
sistémico’ gue consiste em olhar o todo ¢ ndo so-
mentz a5 pores da organizogio. podendo entender
como sua organizacie realmente futciona, Daveriam
construir uma visbo de futoro gue possa ser com-
partilhada com odes 03 elementos da equipe, que
possa estimular o compromisse geruing e o enviol-
vimento, em luga deomena aceitagiio por parte dos
funciondrios, Finalmentz, © aprendizado em equipe
completaria o processa de aprendizade da orgam
Eagdo, visto que inclui a habilidade de g2 vislumboar a
emprasa, concentrando-se além das perspectivas
individuans, e gue cada win dos elementos executaria
um trabalho conjunte a fm de alcangar um ohjativo
QU

Asooodernas oenicas de administragio. que
favorecem a criagio de orgamizagies voluadas &
aprandizagam, oferecem um conjunto de ferramen
tas mentais destinadas a ajudar as pessoas a darem
Emosalio da era do maguing a4 e da indoe-
macio, tanc cmociona quante intelectualmente.

(2 processo de aprendizagem da organizagio
COMEsa primeramante oom o individuo na aguisigan
dos seus conhecimentos pessoais (adgueridos pelo
processo de sociaheagdo) € levados & empresa, na
qual, num processo de troca, assimila a eulora orga
nizacional existente e dispombiliza sews conhec-
mentos subjetvas (Lrow-frew) através dz iddias,
sugoestdos o Umodos de Tazer™. A interiorizagdo dos
ses conhesimentos pelos demais membres da grepo
teml a capacidade de transformar os procedimentos
arEamEacronais e alterar a cullura da empresa,
contribuindo para o progresso em divegio aos seus
objerivos con nova visio € de forma bnovadora.

used and setring up a resistance e the turbu-
lence that s wking place in the orgamzatnens’
external ervironmant,

THE LEARNING ORGANIZATION

When considering its ondertaking 25 an
arganization direvted fowards keeping up wilh
new invilions and remiining conpetitive i the
ourist market, emplovers ol the hotel sector should
adopt, aceording o Scnse (1998), five essential
disciplines: put aside old “mental models™, afier
vimsciously analysing them, This ingludes the
ability to recognize and carey our behavioural
change in the enterprise if necessary: 0 exercise
“persanal power™, e e clarify and dzepen our
persanzl vision, W conceilds aur ensrgies.
develop patience and o sce reality objectively™
According 10 the author, this s the Spiritual
foundation of the learning organization. They
should develop a “systamic thought™ that consists
of looking at the whale and not only parts of the
prgamization, enubling them o understand how
their orgamizaton really works, They should
construgt a view of the fiure that could be sharad
with all the memsers of the ream. ard which could
stimulate gepuine compromise and involvement.
instcad ol mere acceptanes on the part of em-
plovees; finally, lsarning i teams would com-
plete the grosmizational learning process, ds if
includes ability 10 see the enterprise 25 a whole,
tocusing beyond ndividunl perspectives, whore
every member plays a part in order 1o reach a
cotumon objective.

Modern administeation Lechniques, which
Favour the creation of learnming organizalions,
pffer a set of mental tocls that can help people
make the transition, both emionally and intel-
lectually. from the machine ers W the inferma-
lion: era

The grganization leaming process begins with
the individual and his acguisioion of personal
knowledge {(aequircd through the socialization
pracess) and translerred 1o the enterprise, in whick,
by a process of exchanpe. axsimilmes the existing
organizatiuni] cullure and arranges his subjective
knowledpe (know-new) through ideas, suggestions
and “ways af doing things". The inlernalisztion of
this knowledge by the other members of the group
has the capacity to transiorm the organizational
procedures and alier the enterprise culture, helping
it w reach its objectives with new vision and in ar
My alive wity.
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*ode-se formuar, assim. uma visie referente ans
papéis que cade membro da organizagio deve
desemperhar e a responsabilidade inerente de cada
unt, scje funciondr co sdiministrador, colocando o
eriagie do conhsgimenio mtrinsecamente relacio-
nada com 08 recursos humanes disponiveis, com o
sl gra de compresnsio e ce comprometimenio
conn acmpresa do gual parneipa, Nesta perspectiva,
i odio se vislumbra mzis dentro da empresa o papel
de subordinado submisso ow do empregado dvido
Dol remuneragdo ou pela execucio de determinada
mrela. mas ouma vrganizagio onde 1odos os seos
componenies da organizagdo enriguecem a sua
prispria base de conhecimentos. passando a saber
de manziea intuit va guais os procedimentos a serem
adotados, a tim de elever a qualidade do produlo
ofertadn.

SITUACAOATUAL DA PRESTACAQ
DOS SERVICOS NAHOTELARIA

No mamenta atual, guando o mercado apre-
senta manifestagees de turbuléncia e instabilidade,
Erancles smprosas com prandes recursos Tnance
row 52 veéem 45 vollns com tunciondiios acomoda-
dos, destreinados, desmotivados, isatisfeitos ¢
preovupados apenas em atender as necessidades
rotineiras a fim de manter seu emprezo. A pro-
blemitica e apresenta de forma diversa nas peque-
nas e medils empresas familiares de hospedogem,
pordm com resultades sinulares,

O reinamento e a atualizagdo do pessoal para
esse periodo de exigénein de qualificacio parsce nio
ostar anire as prowidades estabelecidas peles empre
sas que prestam servigos de hospedagem visto gue
demonsiram nido dender s axpectativas do seu pi-
blico imerne e exierno. O que se tem verificido stra-
vis de pesquisa € uma situagio emergencial. am que a
admissic de pessoal nio qual:ficado pode significar
menures custos aperacinnais, maior probabilidade do
exercicio de poder ¢ aubovidade por parte da adm:-
RiSragio Dem como concarréncia ntermsa enire os
funcicndrios parn aquisiciio de privilégios o vanta-
zens pessoais. Verifica-se também que prevalece
entee o5 empresinios a mentalidade de que o funcio-
nirio pode ter vm treinamento deficiente cu que o
funciondrio qualificado acarreta dnus ¢ represents
“ameaga” & sua autoridade e nivel de conhecimento,

Em suma, o fincionario tem sido encarado coma
Custore ndo real menie Como O recursa Necessito pari
s anngir os ohjetivos e metas tragados pela erpresa
hoteleira. Busca-sa, entlio, o mio de obra barsta, gem
qualificagic, a fim de reduziv custos, Como o servigo
ndine € prestado a contenlo, as quetxas a respea da gua-
lidade dos bens € servigns aumentam, (QUe acarréls 5

Thus, a view can be formed of the roles that
gach member of the organization must {elfil and
the responsibility inherent 1o each one, ke he a
member o staff or an administraior, making
available the orcation of knowledge that is
inlrinsically related 1o the human resowrces
available, with thewr degrec of understanding
and commitment 1o the entarpriss 0 which they
belong. [rom this perspective, there is no longer
4 place 10 the enterprise for the submissive
subordinate or the employee who s solely
interested in financial payment or perfomming
a speeific sk, but it becomes rather, an organ:-
zatiom where all ils mombers enrvich their own
knowledge base, learnimg. in an intuitive way.
the procedures that must be adopted, in order to
raise the guality uf the product otferad,

CURRENT SITUATION
OF SERVICE PROVISION
IN THE HOTEL INDUSTRY

Nowadays, with the market showing signs of
turbulence and instakility, big enterprises with large
financial resources sze themsclves as hesieged
by wtaff who are accommaodated, but untraiped, de-
mativared, dissatisfied and concerned only with
canying out the pecessary routines in order to keep
their jobs. The problem s seen in variows Torms in
small and medinm-sized fzmily accommaodarion
hisinesses. bul wilh similar resules.

Training and keeping people up o datc for
this time of high demand for qualifications does
not seenl 0 be one of the priosities determined
by the accommodation enterpriszs, since they
demonstrate that they do not meet the expectations
of their internal and external public. What has
been scen through the research is an emergency
siluation, whare the admission of engualified
emplovees may mean lower operational coses,
higher probability of exercising power und suthorily
on the part of the administration and internal
campelition among staff for privileges and per-
sonal advantagmes. A mentality alse sesms (o
predominate among the employers that staff
may be inadequately trained. or that gualified
stafl bring maore obligaticns and represents a
“threat”™ t their authority and level of knowledge

T surmmarize, the emplovec has been seen
as a cost and ol reaily as @ necessary resource
for reaching the objectives and goals cotlined by
the holel management enterprise. Cheap labour is
sought, without qualifications. in order to reduce
costs. As the job is nol satisTactorily carried out,
ihe levet of complaints about the quality of goods
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procura constants, por parte do conzumidor, de me-
Thores servigos &, por purte dos empresdrios, de outros
funciondrios que executem a larefa, aumentanda
consideravelments a totatividade de trabalbuderes.
Permanecendo inalierads a politics empresenial, gera-
e un circulo vicinse funciondrios com baixa quali-
ficagio = baixa gualidade de servigos = clientes inza-
lisfeitos = haixo retomo fnonceimy= dispensa & admizsio
de [unciendarios desgualificados ¢ de baixa custee.

As empresas hoteleiras em gesal ficam restritas
1 administraydo do seu capitel financeire & nio do
seu capilal intzlectual & por iss0 arfscam-se 2
fracassar em conseguir alcangar seus ohjetivos
dentro das exigéncias de competitividads de mercads.

Em pesquisa realizada no none da Tiha de Sunta
Catarina, local escolhido por sua represensatividade
wristica no Fstado (22 destine turistico, de acordo
com dados fornecidos pela SANTUR — Santa
Cataring Turismo 8.A.) © também por concentrar em
seu parque hotelzire empresas [anmiliares de pequeno,
médic & grande porie, verificou-se, através das
perguntas dirigidas ans empresdrios. que, apesar de
8% aleparem haver necessidade do dar meentive &
qualificagio constante do funciondrio, o programa de
treinamente & interny, passande de um funciondrio
muis experiente (o em vias de demissio) para o recém
admitido, repetindo ou danda continuidade i cultura
desenvolvida entre os funciondrios da empresa, o que
nin propicia a mudanga nem o desenvolvimento de
atitudes incvadoras e <Tiativas.

COurre aspecto relevante refere-se i admissao
dos funciondrios nz empresa: L)% dos administr-
dores dos estabelecimentos pesquisados ndo admi-
tem funciondrios com formacio na drea, alegando,
através de respostas informais 2 coloquiais, que o fun-
ciomdrio qualificado represenia um Custo muilo maor,
porgque néo se sujeitaria a receber o montante que &
pago ao empregado sem qualificacio. Thenlre esses
administradores, 8456 preferem admitir funciondrios
tempordrios (com contrato de trabalho em caciter ex-
perimental de 43 dias, promogdves por mais 43, per-
mitidos por jei, e que perfazem o pesiode de alta tem-
porada, de 15 de dezembro a 15 de margo de cada ana).

(s dados acima permitem afirmar gue o
programa de treinamento (efetuado pelo periodo de
uma femana. somente para cobrir 05 meses de
verao), quando existe, € incipiente. Por ouwtro lado,
crbora 50% dos administradores aleguem medir a
produtividade e o desempenho dos funciondrios em
relagiio ao trabalhe executado, somente 8% deles os
rEcOMpPensam por is5¢.

Apesar de 33% dos administradoves dizerem
que a empresa possui um plana de cargos e saldrios,
este dado deve sar analisado com cautela, tendo em

and services increases, resulting in a constant
search on the parl of the client, for better sgrvices
and, on the parl of the empleyers, for other staffl o
carry oul job, thersby considerably raising staff
fernover. As the enterprise policy remains
unaltered, this leads o a vicions cirele: employees
with low qualifications = low guality services =
dissatisfied clicnts = low financial returns = firing
and hising of unqualified, low-cosl emplaovees.

Hotel manzgement companies in general
resiriet admimstration (o their financial capital and
noit thesr intellectusl capital, thereby risking faling
to reach their objectives within the demands of
market connpelilivity,

I research carried out in the North of Santa
Cararina Island, which was chosen for its tourism
representation in the State (2" tourist destina-
ton, according to data provided by SANTUR
Santa Catarina Turisma 5.A.) and also tor the
concentratiom of its hotel offer on small, medium
and large family-owned businesses. it was verified,
throwgh questions addressed to the employers, that
despite 58% alleging that there 15 a need w motivale
(he continuous training of empleyees, the training
program is internal, going from more experienced
employees (or those on the point of leaving) to the
recently-hired employees, repeating or continuing
the developed culture among the company's
employees, which does not provide change or the
development of new and creafive atlitudes.

Another relevant aspect is the hiring of
employees by the enterprise: 100% of the
admnistraters of the establishments studied did
nat take on employees with training in the field,
alleging, through informal and conversational
answers., thal quabificd emplovees represent
a higher cost, because he does not accepl @
salary that is the same as that pad 1o the unguali-
fied employees. OF these administrators, 84%
preferred 1o hire temporary employees {on
termnporary work contracts of 45 days, extended
for a further 45 days as permitted by law, and
which make up the peak period, from 15" Decem-
berta 3" March cach year),

The data above confirm that the training
program (carried out for a period of one week,
covering only the Summer monthel, is stll inoats
carly stages, where it exists at all. On the other hand,
although 30% of the administrators clammed they
measure productivity snd employee performunce in
relation to the work carried out, only 8% of them
rewarded employees for this,

Deazpite the fact that 33% of the administrators
said that the enterprise had a salary and position

40



Turigeme  Yisio e Agfio —unz 3 - 0% - o3 -dn oml- SO0 - 20K |

vista que gssa expressio € comumente usada para
referir-se s diferengas exislentes entre o pise
saluriai de cada carepora — camarein, povernania,
gerente, elc. - estabelecids pele respectivo sindi-
cater A maioriz dos administradores — 67% — admute,
porém, nao possteir neahom plane estabelecido
paTa incentivo e manutencio de Tunciondno ng
Empresa,

M realidade. wma politica szlasial, deateo dos
conceiles do Admimstragio, contempla processos
que prssibilitam o manuiengic do lunciondrio m
empresa durznte o ang odo e 3 ascensio na escala
(uncicnal por merecimento, além de recompensa por
tempe de scrvigs.

Ainda. com referineia & politicn empresarial,
nofa-se que H2% dos adminisiradores exigem
obedidneia des Tunciondrios em relagio aos
SUperiorss hierirquicos, mesmao quando s trata die
fomiliares. Dentre os administradores, 67%. dizem
tratar seus funclonarios de maneira igual entre si; os
oubros 3355 afirmam estabelecer dif LGS eI Te OF
tuncionirios, dispensando-lhes trataments distino
e prvilegiado, de acordo com seu comporiamento &
desempenho. Por outro lado, 66% dos adminis-
tradores declaram praticar uma administragio
aberta, divulgando ass funciondrios os sssuntos
{l.’]minir;l.r:itivﬂﬁ, ]‘ﬂal'milim']n (e temehzim a0esso
irrestrito @ todas as informaches  Porém, esta
posivio dos admirisiradores mestrou-se contradi-
i, & nedida que 73% dos entrevistzdaos, quande
questionadis sobre a relagic funciondrio/emprasa
¢ oanbre a capacidade dos funcionirios de resal-
verem problemas, responderam que os funciondrios
nilo tEm esta cazpacidade. possuindo uma visao
liritada da empresa, que trubalkam somenta por
saldrio & gue, quanto mais liberdade & dada, mais
necessitam de vigilneia ¢ controle, devendo ser
constantemente vigiados em wwdo o que fuzem,

Verificou-se que a toetalidade dos adminis-
tradores ndo admitemn Tunciondsics com formagio
em turisma g hotelaria. Tendo em vista a sazo-
nalidude decorrente do turismo de veraneio. 544
dos empresirios preferem admuter 2penas fun-
ciendrios tempordrios, O grau de instrugdn exigido
para admissdo de funciondrios ndo ¢ verificado
por O0% dos empresdrios, que demonstraram ndo
Julgar relevante esse quasito, fendo em visia gque
o funciondrio nio permanecerd na empresa apos a
temporada de verio, gue tem duragio de Y0 dias,
Dios 34% dos empresdrios restantes, |79 1&m
como colaboradores seus proprios famiiiares
ImMuitas veres pessims inexpericnics ¢ com traba-
Iho sem remuneracia). Assim, somente [7% dos
ecmpresirios da drea hoteleica, gue detém as cm-
presas de maior porte (gcima de 30 apartamentos),

plan. this datg should he viewed with caation,
since this expression is widely wsed 1o refer w
the differences that exist wmong the sulary levels
of each eategory - chambermaid, housebeeper,
manager. etc. — established by the respective
unicns. The majority of admimistrators — O7% —
admmitled, however, that they did ool have any
eslablished olan for nwlivating and kecping
empleyees in the enterprise,

In Tuet, 4 salary policy. according toe the
conccpts of the Adminisiranicn, mMeant processes
that cnable the emploves to ke kept in the anterprise
all yeer round, as well as Increasing oo the job scale
by means of rmevit. and providing rewards for length
ol lime served.

Furthermore, with reference o the company
poliey, it was seen that 9270 of the admimistrators
demanded cheisance from cmployees doe G the
hierarehy. even thoogh when they wore part ol
the family. OFf the administrators, 875 said thoey
tregled all their employses equally: the rest, 33%.
said they establishad differences among servants,
giving them separate and privileged treatment,
according 1o their behaviowr and performance.
On the other hand, 8% of admimistrators declared
that they practiced an open administration, shai-
ing administralive issues wilh the cmployees
and allewing them oorestriceed access to all
information.’ 1lowever, this admimistrtive sosition
was shown showed 10 e coptrachiclory, as 7%
of those nlerviewed, when guestioned abaouw
the employeefenteroeize relalionskip and the
employees capacity 1o solve problems. responded
that emplovess did not have this ability, but had
# limited view ol the enterprise, working only
for ther sulary and that. the more freedom they
got, the more they nesded 10 ke watched and
controlled, having to be constanily walched in
everything they did,

It waus verified that none of the administra.
tors hired gruduates in Towrism and Hotel Man
agement. Taking into consideraticn the seasonal
nature of towrism doaring the Summer months,
BaAts oof 1l L'.||||:||:1yu|~.=: |11'L:ﬁ-:l'r11|1 Jlis: ta Tire !:.:ruim—
rary cmplovees. The level of education required
tor the admittance of emplovess is not verified for
GO of the emplovers, who did ret consider this
requirement relevant, considering that employees
did remuin in the enterprise atter the summer.
which lasts 90 days. OF the 34% of remaining
employers, 17% had thair own relatives as -
leapues (often insiperienced people working
without remunerationp. Thus, only 17% of the
emplovers in area of the holel management, whe
owned large enterprises {over 500 apartments),
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cxipem de sews candidatos o nivel de 2 grau de
excelaridade,

ODwaandoy os Tuneiandrios dessas emprosas de
hospedagem Toram gquestionados quants 8 sol
parbieipagac na soluein de problemas ealrentados
nela organizacio, 42% deles alegaram participar
corn idéias ¢ sngestaes. B osss mesma porcentagem
de Tereiondros que afiema usar o imaginaedio ¢ o
crialivicide para saluvionar os problemus surpidos
no dis-a-dia (fate reconhecido por 167 dos
addministradores) Quando pergesntados sobre o
padrio de desempenho exigido pelos superiones,
584 dos funciomdrios responderam que eles
proprics & gue estabelecem esse padedo, ndo
havendo wma determinagio especifica quanto an
gue s espera de cada coluboradon. Reconhecem,
puréin, exislin punigiio pelos ercos porventura
cometicdos, que podem se tornar Sregiaentes por falia
de treinamentn ou da treca de experiZncias quanto i
cultura organizacional, Destes, 33% alegam que
OCURAM cOrrigiT-ge ssponlaneaments, enquanto
que s 23% restantes esperam algum tipe de
chamada de atengio por parte de seus superiones.

Com referéncia & existénein de espirito de
efuipe voltado para a selugio de problemias ¢ para o
reabatho conjunta, o fim de atingic os abjetivis,
mrtas e aproveiimento di oporiunidades, 2% dos
funcinndrios alepam possair & excreer tal inleragio
ques carscteriza o espirito de equipe. Mo entanio
verificou-se gue. pora esses funciondrios. o
sipnificade da expressio “espitiio de equipe”
oo tem relagio com o crescimento, metus dia
organizagEio o cont o divisdo do trabalhe; elere-ss
[0 simenie a0 colegulsmo exisrenie enrre eles, s
reilcoes pessoms, 4 comaradagem pessoal parg
solucio dos problemas pessonis nio afetos 20
trubulho, Essa mesma poreentageny também so
verifica em reliugio aos funcioninios gue percebem
il 'i'I-H:.:-I.'!IIh Hilq]l!-ri-ill'i:h caarmnea irli||'.n‘.h1ii][li-‘i'n't:i3-.,
perfeilamente coerente com a visia de 929% dos
propristdrios que nao parmiten o quastionament
dus ordens supericres. Vale ressaltar gque oz B9
restantes niio correspondem aos funciondrios
que questioram as ordens superiores, & sim a
empreendimentos de administeacdo famiiar, onde
tranalham familizres cojas decisbes e tavefas siio
hem delineadas e divididas entre eles.

O turistas que estavam hospedados nesses
estabelzcimentos, onde a pesquisa fn aplicada, res-
nonderam um questiondrin referente 45 suas neces-
sidades o ae que esperavam encontrar 2o sscolher
esse bote] durante sua permanéncia na localudade.

s lurislas entrevistados, em sud MAanoril
cstranzeires oricrdos da Arganting, demonstraram
catar mais proocopados com o clima propicio. gus

required secondary school level education of
their candidales.

When the emplovees «f these hotel man-
agement companics were guesiioned about their
participaticn in sclving problems faced by the
organization, 4245 of them cluimed they participated
with ideas and surpestions, The sume percentags
of cmplevess said they wsed magination and
creativity to day-to-day problems (a fact that was
recoenized by 165 of administratars), When asked
about the standard of performance  reguired
by supericrs. 8% of the employzes responded
that they themselves established fhis standard.
nol having any specific standard regarding what
was capected from each colleapue. They recog
mized, however, the cxistence of punishment for
the areors commitiad, which could become Tregquent
due 1o the lack of training or exchange of ey-
pericnues cezarding the organizatonal cultuee. OF
thexe, 33% said they tried to correct themselves
spontancously, while the ofher 25% wated for
attention to be called 1o the error on the part o
their superiors.

Referr:ng o the cxislence of a team spirit
peares] towards solving prablems and team waork
aimed at reaching objectives and goals and making
the most of gpportunities, 92% of the employses
saul they possessed and practiced this inleraciion
which characlerizes team spirit. Howewer, 10 was
secn that, for these emplovees, the meaning ol
the cxpression “team spirit” was not related
the development or 2oalks of the organization. or he
division ot work, o rafersad only to the comradeship
smong them: the personal relationships. the
personal comradeship in the solution of personal
problems that wers not reladed 1y work, This same
percentage was also xeen in relation 1o the
employees who perceived The ordars of superiors
a5 unquestionable. This 15 perlectly coberent with
the view of 92% of hotel owners that did not allow
the orders of superiors 10 be questionad. 1t ix worth
emphasizing thal remaining 8% was not mads up
of emplovees who did not questien the orders of
superiors, but of emterprises with family-run
administrations, where the decisions and tasks
of Tanuly members were cloarly-defined and
distributed.

The tourists staying in these establishments,
whare the resesreh was carried out, responded 0o 2
questionmaire releming to their needs and o what
they expected 10 frd in this hotel during their stay
in the locality.

Tha tourists interviewed. mostly foreigners
vriginatzd from Argentina, showed more concara
abuoul a pleasant climate that would enable them 1o
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favorese a2 eslada ta prudt emolempo inleeral & com i
diversidade ambiental gue a Hba de Santa Ciatarimt
apresenia. Essa diversidade & mazs alratva oo que i
cferta netelern e oo prestegldo de bons servigos,
serzcda o meir de hospedagem cnearado mais como
aloyamento pzra donmir, do que para a prestagic de
servigos de alta qualidade.

0 groy de importineia que esses eristas atri
buiram i guestdes reforentes b qualidade geral do
cmpreendimento hotelelso fo: pequeno e médio, nao
representande para eles fatoe prancipal da maotivagio,
nem de releviineia em sua decisiio de viajar.

CONSIDERACOFES FINAIS

Além de alimentar-se e descansar, o que buses
win visitarte quando recorre 8 um holel? Fste 8 o
ponta crucial que o profissional da hospitalidade de-
ve saber, 2 fim de agresar valor 2o senvigo prestado
em gue consiste o descanso qus ok clientes buscam
e como praporcionar-lhes o bem estar que regue-
rems, quando huscam os services de hospedagem.

Se por descanso entende-se o desejo de sen-
lir-sa bem [isica e psiquicamente, com fongas para
desfrutar odes o4 momentos gue ali serie
passados, entiio o fupciondrio da hospitalidade
deverd conduzir-se (sempre mantende o medida
il J:[:'ﬂ {1i1_f_lli[|'.li_:|ﬂ hllrn.'ln.l;} de modo o satisTazer
weilay ss necessidades do .‘n_’hs[_n:'-du. [P0 e -
nando-1he o que seja necessdrio através de um
ambicnie agradivel e hospitaleino, onde possa esiar
HEWTLITY O Sels ;1u::|:'nl'||p.:||}'.;1rr_r:.l_-.

Ao aplicar o conceito de hospitahdade cos
meios de hospedagem, nos servigos relacionados
com a satisfagdn das necess:dadas dos cliertes,
percebe-se a necassidade de profissionalizar exse
conceilo, agregando-lhe algumas caracterizticas
que, schretodo, dao vidas 3s organizaches que sc
propnhagm o realizd-lo

Chpongaito de profissional pode ser identificada
TS ELL0AS QUE @XErcern uma atvidade que requar o
crorcicio constame & sistemdtice das atividades
privprias de daterrunado trabalho, exiginds dedicaclo
e preparacio com @ finaldage de produzir alge.
Portanto, quando s& produe algs com arofissiona-
lismi, pressupde-se gue serd wm produto oL servigo,
namaiosia das vezes, muito bern feartoe acabado com a
midxima perfaicio possivel,

Apesar disso, nos empreendimentos hotelei-
rog o norte da llhz de Sanra Cararina, verifica-se
que € brixo o grau de envolvimentn e intim:dade
pard com os desejos e necassidades dos clientes,
envalvinento gue ooorre com maior incidéneia nes

remtar on the beach the whals time and the
envirnnmenta| divessity offored by the Hha de Sans
Calaeirt. This divarsity was move attractive thanthe
el wtter and the provision of guality services,
the accommodation being seen as just 3 place w
sleep, rather than for the provision of lagh quality
Rervives.

The deeree of importance these tourisis
attributed w0 the questions about the general
quality of the hotel was mediom or smabl, and this
did rot represcnt a major motivating factor for them,
Merther was it relevant in their decision o eavel.

FINAL CONSIDERATIONS

Besides food amd rest, what dozs o tourist
Tewak for in o beel? This is the crucial pocre that
the hospitality professional showid discover in
crder (o add wvaloe to the services provided.
What dogs 1the rest that the clients arc loozing
for consist of and how can they be provided with
the wail Heing they require when looking Tor
accommexdation services.

If rest 15 understood the desive i ool physi-
cally and peychically well, with strenprh e enjoy
cvery moment will be spent there, then the hos-
pitality emploves must conduct himsel(fher-
cebf [ill'l.’.-':];'r'!,\ II'ISIiI:HH'iIIirJL', i |ﬁf|l level of hu-
man dignityd in o way that will satisty all the
puesl’s needs, |J|1Wiu|i|'|l:;_r nim with whaorever
i necessary, through o ploasinl and hospi-
tohle \lfrnnbphm &, where he and his companions
can fesl secure.

By ooplying the concept ol hospilalily o
means of accommaodation in scrvices related o the
sanisfaction af the clients needs, there is o percaived
need e profissionalise this concept, adding 1o it
somie characleristics that, above afl, wings life
Lhe organizalions thal propase o !;r:u:[ii;:: Ll

The idea of srofessional can be dentified in
lhe people who prachce an activity that reguires
constant and systemic careying out of activilies
specitic toa particular job. This requines dedication
and prepatation, with the aim of producine
something. Therefore. when something is produc.
ed with professionatism, say a product or o service,
it will, most of the time, be done very wall and
compleled o0 as high a level of perfzetion us
possible.

Despite this, it was seen thal in the hotel
emerprises n the Morth of Hha de Santa Canaring,
the degree of invalvement and intimacy with the
clients' desires and nesds was low and that this
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pequznes estabelecimentos como pousadus e
hoéis de pegueno porte.

Pelos cades fomecidos pela pesquisa, depre-
ende-sc ser do conheciments dos Tuncionanos dos
gmprasas hoteleiras, que o fator determinante do
retrnn dos luristas an local & essencinlimente o hom
atendinento, Parg o turista este pode nio ser um
fator casencial, levando-o g reicrear 20 desting,
porém escolhende outo hotel gue The parega ofe-
recer melhor servigo em compmsragha ao estabele-
CLMETo aberior,

Dhe acordo com a hase tadrica, podle-se doduzir
que a formagio profissional poderiz exercer impacto
pasitvo no retorne dus cliznies ao empreendimento
hotefeiry, elevandn o rivel de qualidade des destio
turistico 2 mudandu o oo de atragio do ambiente
nuatural para a oferin de servigos de qualidade,

Quanto ao:s funciondrios gue alegaram ter
recebido alguma formagdo na drea, percebe-se que as
trelis execulodys sio interiorizadas pelos mesmos
de acordo com rogrzs da fancioramenlo da oroani
Zagao, impostas por seus administradores ¢ que cxer-
cem forte pressiio sebre o comportamento hospita-
leiro que poderia ser desenvolvido pelo funciondrio
Conforme pide ser cbservadn durante a pesguisa, as
wiriudes destes dentri do amhbiente de trabalho na
execugin das tarefas e oo relacionamoente inles-
pessoal com os ndspedes, demonstram cstar nuito
distantes da tecria minstreda nas escolas.

A genna ensinads nas nstitulgies d2 ensing
fica colocada em um espago ctéren do pensamento
subjetive dos funciondrios € proprictdrios, cn-
quanio o praticg de dia-o-dia fica por conta do
empirisme ¢ da imitagio dos procedimentos locas
impulsionados pelos modelos mentais jd 1o
profundamente arraigados no comportamento da
cultura Jocal, auxilinda pelo poder de coergio
exerewde pelo proprctirio na condugio das arefas.

Através da pesquisa nota-se também gue, na
maioria day ¢asas. o empresdrio ¢ o funciondrio
dentro da organizagio colaboeram na composicio de
i cullura ¢ politics empresarial ue nio propicia o
desenvolvimento de uma visio clace dos objetivos
eImnpresariais gue porventura estcjam estabelacidos
(50 € que eles oxistem).

Exles faos cstimulam o pensamento de que os
modelos mentais detarminan a conduls social. que
pode estar mirinsecamenle relacionada &s raizes
culturars existentes desde a época do povonmento &
colomizagZo, e que de avordo com os autores pesgui-
sados, oy comportamentos socixis vineulados A
hospitalidade dos meios de hospedagem do sée, X1X
nio apresentam grandes drvergéncias com os atuais,

invidlvement oceursed mostly in the smaller
establishments such as pusst hooses and small
beatels,

Avcording o ihe daln supplied by the re-
search, icis inferred from the xaowledge of the honel
staff, that the deermining facior in tourists’ rem
to the locality is essentially good treatment. Fer the
toarist, this may nal be an 2ssentia] facter, making
him return te the destinacon bul choose another
hotel whigh seems to g offer better ssrvice com-
pared with the previous one.

:—"H;L'm'-;]inf; my the fheoreiics] basis, 11 ocan
be deduced that professional training woold
have positve impact gn clients” return o the
hotel. rasiog the level of guality of the tourst
destinaticn and changing the facis of the allrac-
tion from the matural aumosphere 1w the offer of

guality services,

I regard 10 the emplovees Lthat alleged o
hava received some tramg o Lthe drea. il was
perceived that the tasks performed were internal
ised by theo according o the ruies of the oroani-
zaticn, where were imposed by their adminis-
trators and exerled strong pressurs on the hospi-
table behaviour that could be developed by the
gmployee. It was cbserved in the research that
the attitudes of employees in the work environ-
ment. towards the performing of tasks and inter-
personal refationslips with the guests, was a long
wipy from the theory taueb: in the schools,

The theory taught o the leachme mnshinulicns
was placed inanethereal space in the statf and hotel
owners’ subjective thoughes, while the day o day
pracuce was carried our empirically, by imitating
tocal provedures, and maotivited by the mental
models thal are already so deeply rooted in
the behaviour of the lecal culture, sssisted by the
owner’s powers of perseasion inthe performance of
tasks.

From the research, it was also seen that in the
majority of cases, employer and employees of the
organization collaborzsted o making sp an
enterprize cuitare and policy thal did not provide o
clear view of the anterprise chisctives (if any) tha
might be estublished.

These fucts iead to the idea that mental models
determine sncial behaviowr, which may be
intrinsically related to the cultural roots thal
have existed since the period of ssttlemeant ond
colonization. According to the authors sludied,
the sacial behaviour of accommodation hospi-
tality in the XIX century was nol much different

from tonday.

A4



Tilgisime | Wishe e Al - arcs 3 -0 7= kAt ol 2Nk 26

A evplugio para comportamentos soinis
implementados por servieos de gqualidacde <56 se G
gquiando a empresa boteleira modificar sua cultura
organizacional, voliando-se para o8 aspectos psico-
socinis que envolvem a prestagio de scrvigos,
Mecessita volur-se para o eslibelecimento de uma
cultira organizacional que propicie a reformulagic
corstants: i meedelos mentais de seus Tuncionarios
e o compartilhiumento das wéias e sugestdes com a
criagio do wmn cspinite de egquipe que vise aleancar
objetivos claramente delmendos.,

A hospiralidade comao wtribute pesseal @ levads
a efetio com profissionalisma fuz parte dos modelos
menlns tormodos a partie do vivéneia das closses
sociaiy mals sbastadas relatades em nossa hisidria.
s miveis sociais mais carentes ¢ dependentes da ala-
vaneneem de iueros eriundos da exploragiio comercial
i mremos de hospedagem, ndo ém na histoon res-
paldo para a prdtica das bozs manciras e da hospitadi-
dade. constatando-se que desde os primdrdios da
hospitalidade no Hrasil e mesmo no mundo, 0s peque-
nos estilajadeiros exploravam os viajantes, sem
nemiium censtrangiments ou retlexdo de consoidno.
Este comportmmento tem swdo verificado nos cstabo-
lectmentos hoteteiras ¢ pode ser considerado como o
madelo mental existente nus oresnizagoes pesgui-
sadas, provavelmente por nio s¢ caracterizarem como
emprecndadores com formagio na dres adminis-
trativa, alovancando suss cmpresas infutivamente
pelo investimento de escassus economias buscando
tsrementar sens rendimentos mensiis.

A menos gue o5 modeles mentais sejam
modificados o partir da criagao de uma culiura
organizacional voliada para a hospitalidade., com o
neremenieo di eves COMPOriimentos empresariais.,
eale procedimente nio serd espontines ou valtudo 4
satisfagiio das expeciativas dos chantes que buscam
TEs viagens mus do que wsafroir da visualidade e
exploracio dos recursos raturdis,

The social behavicur implemented by
quality services will only evolve when the
notel enterprise madifics its orgarizaticnal
culivee, taking account of the psycho-sucial
aspects that are involved 1n seevice provision.
It needs (o establisk an organizational culiure
that propiliates the constant re-tormulaticn
of emplovess” mental models and sharing of
ideas and sugrestions with the creation of a
leam spreril that aims an reaching clearly outlined
ubjectives.

Hospitality as a personal attribute, together
with professionaiism, forms part of the menlal
models thar are formed as a resuit of the
existence of wealthy classcs reported in o
history, The more needy and dependent social
levels ol the raige in profits From the commercial
exploitation of hospitality means are ot
histerically known for the practice ol good
mannars and hospitality and it can be seen
that since the origin of hospitality :n Brasil and
worldwide, the small inns exploited wavellers
without any shime or conscrous thought This
bBehavious has been seci a0 hotel establishments
ared can be considered as the existing mentak
muodel i the organizations studicd, probably
becuuse the owners are nol generally trained
in the area of acmimistration, runming their
companies intuitively by the investmenl of
cconamic saviags o increase their monthly
inceme.

Uniess the mental models are maodified o
the creation of an crgamzational culiere geared
towards hospitality, with the growth of new
patterns of pehaviour in the enlerprise, this
procedure will not be spontancoeus or aimed at
satisfying rhe expectations of chients who arc
tooking fur more in their trips than jusr te en;oying
the view and exploring the natursl resowrces.

NOTAS

Modolos menbis: TsE0 g resLupos g pml'unrinnl-.'rrl[r ac-
ruigidos, generliaces oo mesma imagens que infheencizm
acssa torma de over a mundo e aziv” (Seace, 1995, po 2000
f Ma realidade, perechinse, nos momenios minomaEs da on-
trevish, que =ssa aberlora s¢ dd poele nio casbelocinrenu de
normas adminisiativas, que possihalia oo luncioiuielo agi
por soa livre e esponuinea vonlade, Quands o Ninsiondaio
demoenstrg ger de conlianga © poisul Iniciativa. assume @
pusicio do gerente, seoretirio, “brago o livcite™ cwe., passan-
dir o desempenhar as Tungites de adminisiragiio e & Lomar
droigncs por conta proprid. alisviando o proprodna’poren
S ST i de coidar e loddos Os nosdoms nerenies §
s oreatiTacdo (Exo recepoiemista g determing vom o
durmis Tundioninos Rordnis de lanches, taslades, pregos,
rezebimenca, curdapue, limpecs de plscina. coplratagio de
iy doe alwa el

NOTES

Mental models: Uary deeply ingeained eesypposilions,

seneralizinions ot cven immges Ut influence our wiy of
seeing 1he world and seling” (Seape, 1958, po 200}
* Ia fact it was percelved, duricg mibomal morenis ol e
mtervicw, (hai this oponocss was a tesull of the non-
ealiblishment of adminisirative norms, whicn crabled e
employes 1o act with fiez apd sportuacows witl. When
the ceplovee demonsieales that by ean be tsted and
poEsesses amnlve, e pssomes the position of mesager.
SECFELARY, Cright mand man” etc. going oo carry ot the
admémistraticn Feections aml make decisions on hig own.
Lhesetsy e lieving the ownermangger of the “difficuis” task
af caking care of all busincsses of bis argamealicn (E.g
3 receplionisl whe arvenges. logether with the ather
employees, the lunch hour. dransters, prices, payment
menw. pocl cleaaing, hiring of workloce o)




Jnrisrra c Visda e Avke - ars 3 - a7 - p 30 ot R -2 001

REFERENCIAS BIBLIOGRAFICAS

ACASSEL, Luiv: CARY, Elizabeth. Viagem wo Brasil (1865-1866) 200 Horzonte - Natiaio 1975, p. BE.
BERNARDES, Cyrn Sociologia aplicada 3 administragio - gerenciando wrupes nas ergavizagdes. 4. ed. ver
Sk Paulo ;s Adlas, 1905,

COROMINAY, Fernamde. Educar hoje. México . ERSA, 986,

DIAS, Célia Mana de Morucs “Home away rom hame™ - evolugiio, carpsterizagio o norspectivas da hotelaria
Lim esiude comprecesive. 5o Paule USIYECA 19900 Disseriacio de mestrads.

G, Frink M MONACHELLO, Mury 1. BAUM, Tom, Muman recourse management in the hospitality
industry. LUZA  Joho Wilew, (WG

HAMEL, Gary; PEATIALAD, C. K. Competinde para o folurs. Ria de Tascing Crmpus, 1995,

HERROY. RHadl Alvarade. Origen v ovolucidn de by hospialidad. I Fundamentos de los servicios en la
luspitalidad. Mexico: Limusa. 1992,

HESSELBEIN F.: GOLDSMITH, R I, BECKHA RIZ, B, (Eds 3. € fider do Tufuro ; vis@zs, culigldgas ¢ pradicas
poca wns nova era. SHo Paolo o Paturg. 1906, p. 83,

HOLANDA, 5érgio Buarque de. Raizes do Brasil, 12 cd Rio de Janeivo - ). Olimpic. 1978,

LEANG. Carlos € La hospitalidad como unz necessidad essencial del ser humane, Int Fundamentos de los servicios
el hospitalidad. Me#xico ; Limusa. | 992,

MICKLETWAIT, Jubn, WOOLDRIDGE, Adran, (% bruxos da administragie. Rio de lineiro - Cumpus. 1998,
NONARA. Mujira. A empreza coiscora de conhecimento. [n: Comg as orgamiza¢des aprendem : relilo do sieesso
de grandes empresas, STo Paulo @ Fulur, 1997

SENGE, Peter M. A Quint dissipling, 2 ed. Editora Best Seller, Sio Pauly 1998, p, 201

SCHLEIN, Bdgar H Lideranga ¢ culora erganizacional. In O lider do futura; visies, estratégias ¢ praticas para
uma nova era Sao Paulo ; Folurs, 1956, p 82

ZALUAR, Augusis Emilio. Percgrinugio pela cidade de Sdo Pavlo. Belo Hosizome  latizia, 1976,

4ty



