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A QUALIDADE COMO FATOR DE REVITALIZACAQ
DOS EMPREENDIMENTOS HOTELEIROS

DE BLUMENAU

QUALITY ASA REVITALIZING FACTOR IN HOTEL
ESTABLISHMENT IN BLUMENAU

Wiclund LICKFELD*

RESUMO

Blumenau, importante cidade de colonteagio slami de
Wale do Itajai. ern Santa Celarina, vive uma dejicada
silingiio socioscondmica. Enquante sua inddstria téxal
sofre a5 consequéncias do processo mundial de globali
Zzaghe e luta pelo resiabelecimente da zva posiglo do
vanguarda nog mercados nacional ¢ internacional. o setor
turislico, sobre o qual sio depositadas &s csperangas
quantn & construgdo de melhores dias, lambém estd em
crige. Fese wexto aprosenta um breve histérico do degen-
velvimento da atividade furistica da cidade, com espesial
alencas ao setor hoteleiro, com o obpetive de propo: o
ceminho da gualidade como wma dag mms imporiantes
ferramentas de revitalizacio da atrvidade

PMalavras-chave: Dlumsnan: Pos-Modernisme; Fluxe Turls-
tico, Crualidade

ABSTRACT

Blumenau, 2 mapor town jn the Vale do [ajal  Valley of
Itzjai} repion. u the stae of Santa Cataring, which was
originally colonized by Crermans, is eXperienceing o very
fragile soco-cconomic situation, While the textile indis.
try 1= sulfering from the consequences of the worldwide
globalizalion process and i3 struggling b re-zslablish ity
leading pozition ol 1the vanguard of the domestic and
international markets, the tourizm seoter, in which Lhe
hopes of 20 many ere pimmed, 15 also facmge a cnsis. Thos
article presents o bnef lustory of the development of fowr-
istne in the towr:, focusing parbicalany on ke botel sectorn,
anid propozes qualily ag one of the most important ways
of revitalizing the actrvty
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A ERA DOS SERVIC O5

A chamada sociedade pos-indusirial, surgida
depois da Segunda Guerra Mundial, den origem ao
fendmeno de crescimento das attvidades do sstor
terciirio da economia, o dos servigos. O turismo,
por caracterizar uma forma ampla de prestacio de
servigos, estd inserido neste setor da economia
entre as atividades gue mais crescem na amalidade.

Devetnes destacat, no entanto, que o desemanl-
vimenwe do setor de servigos dpresenta uma carace
teristica muile forle. a exigéucia de padries de
qualidades cada vor mais altos por parte do publice
consumidor, A criagdo da norma 150 Y002, especi-
Gea para o sctor de servigos, € a relativamente recente
ctiago, na Brasil, do Cddigo de Defesa do {lomsn-
midot. comprovam 1550, As normas de qualidade,

THE SERVICE ERA

The so-called post-industrial sociery which
ermerged afler the Second World War led to the
phenomenon of economic growth in the lerbany
sactor, 1.2, the service sector Tourism. Lo describe a
broad form of providing services. lorms part of this
ceonomic seclor aud 15 one of the aclivilics
cucrently experiencing the most rapid prowih,

Tt shonld be noted, however, that the develap-
ment of the service sector has one very slrong
feature: 4 demard for ever-higher quality standards
on the part of the consumer public. This bas been
proven by the creadon of the [SC 9002 standard.
which 15 specific to the semvice sector, and the
relatively recent creatiom, in Brazil, of the (Cddigo de
Defesa do Corswmidor {(Consumer Protection
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dessa forma. deixarom de seruma realidade apenas
da indistrin de iransformagao de mizlcnis=pring cn
bens manufatiurados, ¢ o consummdor passou o ler
voe ativa na garaniia dos scps dirgitos,

(3} trade unistico. reprosentado pelo conjunto
de prestadiores de servigo, produios ¢ por toda uma
gana de erganismos ¢ endidades que s interreli-
crenam. dando vida a0 bmenso ¢ comploxe sisicima o
aual denomingimos mercado trisiico. LCm nos meios
de hospedagem um de seus principais prolagonms-
las, Tnseridos no sen universo varado, encontramos
o& hotdis, que s¢ veem cada vez mais compelidos a
oferccer um produto de qualidade. gue satisfaca as
nccessidades dos scus clientes, seh pena do néio
sobreviverem ds [eis do mercado.

O objetive deste trabalho ¢ fomecer i aponte
de mfurmagsdes que possibilite ac setor hoteleiro de
Bluincran: a) resgalar a conscigncia da vosagio
turistica da cidade: 1) conbecer melhor o wunda
alual ¢, alrpvds da compreensio das mudancas do
seculo XX cotender o contexto e qual a4 sua
alividade se desenvolve: e c) encentrar ng mielhoria
da qualidade da prestagio do servigo win falor que
contribua para o sucesso de sua atividade nesse
novio coniexio.

OSETOR HOTELEIRO NA
HISTORIA DE BLUMENALU

Os Primeiros Anos

A cidade de Blumcnau for colonizada por
imugrantes alemiics. bderados pele Dr. Hermann
Brune Oilo Blunicngn, © primeiro grupo de uni-
granics, em nomere de dezesscie, chopou & nova
coldnia cm 2 de selembro de 1850, data oficialmenie
reconhecida como sendo da fundagao da cidade.

O traballo drdue dos colonizadores, apesar de
todas as dificuldades aqui encontradas. rendeu
valiosos fmtos e em pouco 1empo a cidade passou a
alrait a alengio de empreendedores © novos
imigrantes, nacionais ¢ ilernacionais. As indis-
Irias I1&xieis foram as que mais s¢ desenvolveram.
Assim, poucos anos depois do estabelecimento da
colonia, Blumenau ja dispuntia de alguns cquipz-
menios de hespedagem. O fendimeno do mirisme, 1o
entanlo. como o conhecemios hoje, ainda ndo havia
nascido. Silva (1985, p. 177, mn dos mais notdveis
historiadores da cidade. love a preotnpagic de nos
lotoecer iy valioso e nostial gico relato 2 respeilo do
mais importante holel existenie na épaca, Lssc
relalo, que lis consigo a ciogdo do autor, [JUASC
transformada em pocsia, ¢ digno de ser apreciado na
sia integridade:

Coded Thns, gqualny slandaeds are no lenger enlve a
realits e the pamany indusines, 1o those which
transform primary matenals imto manufaclured
goods. and the consumer is @ven a more actve
voloe 1 ensuring bis rights,

The teurism irade, which 15 reprosented by
providers of services and products and o whole
range of tnler-related bodics and organizations thal
sive lile o the tnungnse and compicx system we call
the tourizm markeat 15, concerning hospitalily. onc of
its chiel protagonisis. As past of its varied universe.
we find hotels that are iocreasingly being [orced 1o
alfer a pisgli-quality product which satisfics the
necds of their clients. in order 10 survive the Taws of
the markel.

The obiective of this work is to provide mior-
mation that will enable Blumenaw’s hotel seclos
I a) eovive U5 conscionsiness of (he own's tour-
ism vocation: b} gain a betler understanding of
the world we live in and, through legrning about the
changes within 20" Cenfury, understand the context
in which the activity is developed: and <) Iimd, m
the jmorovement of service cuality, 4 faclor thal
will contribute to the suceess of the activity in this
e Cotexl,

THE HOTEL SECTOR IN THE
HISTORY OF BLUMENAU

The Early Years

Cicnnan immigrants, lod by De Herenisn Bruno
Oito Blumenaw, colenizcd the iown of Blumenau,
The Lirst grong., made up of sevenieen mumigrants.
arrived at the new colony on the 2™ of September
1358, This date s officially recognized as soarking
the foundation of the tow.

In spite of all the difficulties encountered, the
colonizers’ ardveous work bore valuable fruit and
willin # short time, the town had begon w attrsct
the aliention ol busiessmen and new immigrants.
both nationad and mlemational. The indusines thai
developed most were the textile industries. Thus,
a few wvears alter s establishment as a colony.
Blumenan already had soae Lhospitality facilitics.
The Lourisin phenpucnon ag we know i today,
however, lad mol yel boen bom. Silva (1988, p.
1770, one of the town's most notable historians,
was concerned about providing us with a valuable
and nostalgic reporl repardiog (he most imporiant
hiotel 1l existed 1 that period. Thas report. winch
convevs 1he author’s cmetion and 15 almesi
transformead into poetrs. is worth appreciating in its
cntirety.
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Now eomeons de 1989, foi demolido o trodi-
cional Hoel Holeiz, inougurado em TP00.
Fova psse fedel, o Sell fEM0, G ais Imoe.
e da cidade, ndo apenas pela inipo-
néscier o s arguileiure. mas fonbém pele
E}_‘L'L-'_JL'H#E" fevafennie et {ar.l.'r""i‘l'!."'n'.'\'u'.li'ji-' Ly Fjllj.'*-‘
poles. Nele frospedavani-se oy maiy dustres
vinitantfes do ofdfade. Meld roraran ou sty
mais destocaday autoridades, anfes de loca-
PRI TR PESPEETIVIN resideneias. Nele reolizo
ran-ve banigiteles ¢ fares semordves.

Apos o Segunda Guoerra Mundial. cone o inicio
dz popularivacio do urismo ne mundo. 4 preoco-
pagio com essi alividade passou & pauta de prion-
dades da ordade. Thn coméreio forte & divorsas oulras
formas de prestaciio de Setvigo IMATCAVETL UG 11V
cta pard a cidade. Essa nova reahidade foi assim
retratada por Eormann (1996 p. 1037 ¢ apresenta
alte valor histdrico:

Blumernay ndo posswic hoiéis volladoy pura
o furisma afd 1948 guoade Aouve wera
conscientizacdo de doiar Blumenaw de bons
Aoréis ¢ que pudessent albrigar o fursio
[sic). for guanedo Crrstav Fraek decidiu cons-
fraar ¢ pEielva beled moderne oo cidade
(lonstrildo ent etapas. com guairo alas, sends
a pristciva inaugurada em 2 de Sefemben de
950 cum 0 mome de Holel Rex. Passaram
pefo hotel Rex: Juscelivg Kubilscliek de
Cilrveiva, Jorge Lacerda, Fmilio Carrastazi
Meéder, o esoritor Drico Lerissinio, o furisla
Nelvens flungrig, g miss Brasi? Teresinho
Moranwe ¢ oufros.

Dy Estabhelecimento da Yocagio
Turistica o Atoalidade

Em (950, para as comemoragiics do centenii-
rig da mminicipio, segundoe o programa oficial dos
izeteios, Blumenay contava peuco mais de 41 mil
habitantes e oferecia aos sens visilanes wm tolal de
devenove hetéis. Come meios de hospedagem alter-
nativos, foram dispontslizados oz amplos saldcs
dos clubes esportives. com todas snas depen-
déncias.

Ainda segnndo Kormann (shidem, p 103}, "o
iy 19 dp magio de 1961 o Creaecle Hotel, com 74
andares, o wmans alte do esfodo |V, vewlizon o fesia
da curmera isic| O Grande Hote! ] for
iiqugurado noe dia 10 de dezembro de 19627
Esse hotel o1 crgnido no mesmo local onde ante-
riormente oxistia o Horel Holetz ¢ fod wn simbolo de
corapen para o estabelecimento da cidade coma
disiine wristico. Por oulre lade. Tod também ont

At the begmninge of TU5Y, ihe traditional
Holetz ffatel, wtargurated iy 903 wos
deatelestred This hedel badd Breen, in s e,
dhe amnst isportant e fRe dowe, pol onfy for
ifve grandenr of 15 architechure b also for
ifie excelleni hospitally given fo 1y gresis.
Irveas fewre that the mast dfisireous visiiory fo
e fenen staved. T owos Jgie hat te oy
woxd  emient aubhoriies fved, befors
relocaiing fo ivir respociive pesrdences
It was leve that memoralle hauguets and
haalls were liefd

Adier the Second World War, when fourisi
Began o become popular arousd the world, interest in
the activily became one of Gie town's lop priorines.
Strong commerce and various cther lorms of service
provision marked a new e for the town. This now
realily was porirayed by Kormann {1990, p. 103} and
15 very valuable from a historical point of view:

Himinenau ded mor have hotels geared for iony
panr antid JUED whesr thore arise i anearo-
ress of the peed to provide Blumenan with
stowied fiomels that could vcoommodale fowrisis
[sic] éix was when Custow Frank decided fo
Puided the town 'k fiwl meodern fotel, i in
stayes, wails foue wings, de JTesl wos Sougn
rafud an ihe 2 of Sepiember P50 wnder e
name Hotel Rex, fotable people whe fiaes
:.'4'4';_;':,-':." ai fhe: Hored Rex ncfede: Jusceling
Kubiischel e (Hovetra, Jorge Lacerda,
o Clareostazi AMidici the writer Erico
[ epiarin, e fanons Sawper Mol Hurgiio,
Mise fHegzil Teresimha Morange, annong
aifiers

From the Establishment of the
Tourism Vacation to the Present Day

For the town’s centorary eelebrations in 19340,
Blumenau had. accerding to the effical festival
program, jusl over 41 thonsand inbabitants and
offered 4 clheice of nineteen botels 1o ils visitors,
As alternative means of accommodation, large
reoms of sporting clubs. with all their annexcs were
alae made available,

Konnann (ibiden. p. 103) also stated that “on
the 197 o Meay T961, the Grande forel, e talfesi
i rie Srore wuih f4 flooes |V kedd the Oumierra
perrly (1 party matking cowpletion of the Orst stage
of construction) |[sic). Phe Ceande Heted | ]
wax inaugerated on the 16" of December 1962
This hotel wus erected on the site of the former
Haoletz Hotel and was a symboel of conrage for the
establishment of 1lc town as a tourism destination.

71



Tureimn - WVisdie £ Ao coann ¥ ndi - pirlgs abs el B

simbole da visdo de progresso cxistonic na &poca
que funcienon como win rolo compressern, andando
a scpultar grande parte do legade arquilctonico
da cidade. cuja perda & ainda hoje. amplamente
lamentada.

Ma decada de 1970, ja conhesida como Cidade
Jerdim, sob o stogan “Adivinhe que pais € csie?”,
Blumenau alcangon o stams de icone no tirismo
brasileiro. tendo, inclusive. sediado o congresso
da ABAY, Associagan Brasilcira dos Ageotes de
Viagem. Havia sido descoborla uma nova faceta
de valiosa legade deixado pelos inngramies: o
potencial mercadelogico da cultura germimica.
Presente na arquitctura. nas pesscas € em seu sobi-
U, T3 TISIcA, Ndl ZAstTonoImnia, nos Cosunes, asse
legado mosiroun ser mais do que uma simples
caracteristica regional, mas um produte com alle
poder de comercializagao. Blumenau tornara-se.
além de uma cidade. uma marca. Messa época.
a cidade recebeu o scu primeiro hotel de luxe.
entdio enquadrado na categoria quatro estrelas; o
Plaza Hering, recentemente renomecado de Plasa
Blumenau

Os anos 80 foram marcados pot dois l[atos
anfagonicos. () primeiro, represenlado pela tragédia
de duas grandes ¢ conscoutivas enchentes, em 1983
¢ 1984, as quais, curiosaments, deram origem ao
scgundo, a criagic da Cktoberfest. Essa festa,
baseadn na famosa festa da cerveja de Munigue,
Alemanha, surgida num momente dificil para a
popuilagdio, que sc Tecuperava do ranma deixado
pelas duas tragédias. acabou por langar a cidade
ne cendrio nacional do festas, como organizadora
da sepunda mator festa popular do Brasil, perdendo
apenas para o carnaval carioca. Mo final da década
de 80 ¢ inicio da de 90, chegou a atrair um milhio de
visiantes nos seus desessete dias de duragio,
oriundos de diversos estados do Brasil ¢ paises
vizinhos, A Okloberlest contribuin cxpressiva-
mente, juntamente com i expansdo econdmica
ocornda nos anos 70, para o sucesso verificado no
setor hoteleiro nesse periodo.

A década de 90 com suas diversas politicas
econdinicas ¢ uma forfe recessfio, culminon numa
crise que aletou o dnimo da cidade, a festa. scu
principal atrative, ¢ ofuscou o entusiasmo de todo o
fracle wristico. sem mencionar a fulminante reducao
do sew parque industrial, Este, somado ac de algu-
mnas cidades vizinhas, até ha ponco ainda po-ava a
lfama de ser o sepundo maior polo téxul do planeta.
Os eleites da globalizagio da econoniia impdeni-se
sobre uma cidade que, de modo geral. parece nio ter
s¢ preparado para ela. Eram os primeiros sinais de
trausformagdcs: surgiram novos congeilos de nopd-
cio. mercado, emprege ¢ irabalho: um nove empo

Om the other hand. it was also a symbol of the vision
of progress that existed in that period. which
fumchioned like a steamroller, helping to boary a Large
part of the wwn's architcotural heritage. the loss of
which 15 eready lamented unnl teday,

In the 1970°s, Blumenay, which was already
knowt as the Sarden Cine under the slogan “Cress
what cometry fhiy ex?70 reached the status of
Brazilian 1ourism icon and was even chosen (o
play lost to the cengress of the ABAV, Associa-
gifo Hrasilerra dos Agentes de Tiagem (Brazil-
ian Association of Travel Agentsh. The marketing
potential of the Germanic cullure had boen dis-
covered as a new facet of the valnable legacy efi
by the immigrants. This cultnre was present in he
architecture, the peopls and their acoent, the music,
U gastrowomy and the customs. The lepacy
proved 1o be not only a simple regional charac-
Lerastic. b a product of high commercal power
Besides becoming a town. Blumenau became a
symbaol During this period. the tosen gained it5 first
luxury hotcl, wlnch was at that time catcgorized as
Ipur=star; the Plaza Hering, tocently renamed (he
Plaza Blumenau.

The 19807 were marked by (wo oppesing
factors. The [est was the tragedy oF wo exicngive,
canscculive {leods o 1983 and 1984 winch
curiously, led to the sceond. the creation of the
CHtoberfisr. This festival, based on the famouns
Ilunich Beer Festival in Germany, anose 3l a dilliculi
moment for the population. which was teeovering
from the trauma lefl by the two tragedies, ended np
urowing the city inlo the nadonal festival scene
as the organizer of the sccond largest folk festival
m Braal, losmg ont only to the Carioca carnival
bin Rio de Janeiro|. At the end of the 1980s and
the bepinning of the F990°s, 1he festival atiracted
a million visiters during its seventeen days, frem
vanous states of Brazil and neighboring countries.
The Géroderfesr, together with the econemic
expansion of the 1970, made a significam contri-
bution 1o the soceess of the hotel scolor during
this period.

The 190 s, with their diverse cconomic
palicics and a strong recession. culminated i a
crisis that affected the lown’s oplinmesm and its
main attraction. the fastival, dampening the enthu-
siasm ol the whele toorism trade amd resulling in
the drashc reduction of its industiial park. Uil
recently, together with the industrial parks of come
neighboring towns however, it still enjoyed the
fame of being the world's second largest testile
cemter. The effects of economic globalization have
imposcd themselves on the town which. in reneral,
seems to have been unprepared for them. They were
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que oxige a revisiio da comprecusdo de tunsmo
vigenie na cidade: uma nove era cm letmos de
questionanentos ¢ de descnvolvimaento de esira-
tégias voltadas para a garanria da sobrevivéncia
ccomdnnca da cidade, com impacte dircto no sclor
halzleir.

Rume ao Futuro

Para a cidade, a marca registrada do final do
milénio £ sem diovida nenhwma, 2 redescaborta
da sna vocacio toristica ¢ da necessidade de nma
adequagio urgenic aos novos tempos. Como tesic-
munhas da adoegio dessa consciéncia, podemos
clar: a participagio da cidadc no PNMT. Programa
Nacional de Municipalizacio do Turismo, promo-
vido pela EMBEATUR: 2 parlicipacio cada vz maior
da conmmidade também nos programas de desen-
volvimento turistico patrocinados pelo SEBRAE:
0s projetos de revitalizacio urbana das ruas cen-
frais como forma de ¢riar wm novo atrativo mristico
¢ fomentar o coméreio; a criagiio da Fundapdo
Rivmenau 130 Anos, com o inluito de fazer dos
fesigios de sesquicentznario da fundagio da cdade
ummn Bove marce na sua histerda turistica. a coagio
de cursos de lotivagio de recersos humanos para o
turismo, em lodos os niveis: profissionalizanic,
tecnico, de praduagio e pis-graduagio. O sclor
hotelewre, por sua ver, coniribui com duas preo-
cupagdes importanies: a caplagio de wristas de
eventos ¢ negacios, como wma forma de combater a
sazenatidade, ¢ a qualificagde dos equipamientos
sepundo 05 padroes da ABIH - Associagio
Brasileira da Indnisiria Hoteleira,

Hore. Blumenan conta com. aproximadameinte,
250 mil habitantes ¢ ofcrece a0s scos visilanics
2.863 Jeitos nos 51 hotdis que possud, além de uma
séne de mewos de hospedagem alternativos.

OMUNDOATUAL

(s especialistas delendem que pouco on
nenhum sucesso poderd ser esperado de quaisquer
estratcgias de sobrevivéncia desenvolvidas pelas
wiciativas publica on prvada para ndo sucwnbireim
a0 caos em que s¢ siluam, sem que haja wma
conpreensio do processo pelo gual passa toda a
humanidade. Ao longo da histéria, fildsolos,
sociolegos, historiadorss, politicos. economistas,
cnire outros, dedicaram-se i busca de respostas para
umz compreensdio do mundo e de suas nnudangas.
Penzar mas transformacdes que ocorram nos dias
de hoie significa pensar nas caracteristicas da

the first signs of transformation: new concepls of
business, markel, employmeant and work emerged;
A new era requiring a review of the wnderstanding
of the wwn's tourism: a new era in tenns of ques-
tionig and development of strategies o puarantee
the lown’s economic sunvival, wath direct impacts
oi the hatel sector.

Towarids the Future

For the towmn. the trademark for the end of the
millemium 15, without doubt, the rediscovery of s
lourisin vocation and the urgen need Lo adapt 1o
the new tmes, As evidence of the adoption of (his
HEw dwarencss, we can cite: the parlicipation of
the cily m the PNMT, Programa Nacional e
Municipafizacdo oo furismo (National Tonrism
Municipalization Program) which is promeoted by
EMBEATUE: the ever-growing pariicipation of the
commmuuity in the rourism development programs
sponsered by SEBRAE: the urban revitalization
projecis of the central strects as a way ol creating
new LWourism atlraciions and cncouraging commerce:
the creation of Mlumenan 130 Aros Foundation,
with the purpose of making the town’s hundred and
lifiy yoar cclebrations mark 4 now cra i 1he wourisim
history of the town and the creation of courses to
train human resources for tourism at all levels,
professional and technical, graduate and post-
graduate, The hotel sector, for its parl. contributes
to hwo important issues; winning tourists for events
and business as a way of combating seasonality.
and qualifving facilities according to the standards
of the ABIH - Axociacio Brasilewra de Indistria
Hurtededra {Brazilian Hotel Industry Associanon)

Today, Blumenau bas approximalely 250
thousand inhabitanis and offers its visilors 2,863
bods in 31 hotels, as well as a varicty of altiemative
means of accommidation.

THE WORLD TODAY

The specralists assert that withour an under-
standing of the process that all humanity goes
through, hittle or noe success can be expected Irom
any survival strategies developed by public or
private inilialives to prevent (hem from succumb-
ing to the chaos i which they find themsslhves,
Throughout history, philosophers, sociologists,
historians, politicians and econondsts, among
others, have dedicated themselves to the scarch lor
answers to help them understand the world and its
changes, Thinking of the transformations that
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sociedade pas-indusirial, em sen contexto cultural
¢ nas grandes mmudangas que coorreim no campo
goopolitico.

Socieidlade Pos-Industrial ¢ Pos-Mlindernismis

Mo Brasil. o estude de nirismo no conlexio da
sopcicdade pos-industrial encongr e Trige win dos
pringipais pesquisadorcs, Scepundo csse autor (1993
p. 200, as sovicdades pos-industrizis podem s
delinidas como formapies caracteristicas ooy
palses desernrvolvedon goe, o parlie dy década de
{931 desenvolveram ama afla fecnelogra. Suas
principais caracterisiicas podem ser destacadas
da seeninte mancira: a) exisie wma predominincia
do setor tercidrio da econonia. o dos =arvicoes, na
fonmagio do Produio Interno Bruto: b)Y hd uma
conceniragdo da populagdc cconomicatnenie aliva
nesic mesmo setor. e o) uma seérie de novas
lccnologias afclam profundainente os processos
produtivos. adininistrativos, burocriticos. linan-
ceitos, ete. Essn nowva realidade tem trazido omikas
benesses s populagoes dos paises desenmvolvidos.
OIS TIS0&, 11as 1A crusa o mesmo efcilo nos pai-
ses ent desenvalvimento, com populagio de poder
aquisilivo murte mais baixo, E. no enianio, um pro-
CeE50 NOLHHI0 1ANbEm nesses paiscs, que s exige
um esforgo dobrado pava engontrar caniinhos pata i
solugdio de seus problemas econdmicos ¢ sociais.

O contexto cultural das soctedades pés-indus-
trigis ¢ caracterizado pelo que se convencicnoi
chiaanar Je pés-modennidade. Aposar de nia saslic
dindz g unanimidade quanto ao scu conceilo nos
meios académicos. oxisle i acordo goral quanio ds
segnntes cardeleristicas da coltura pds-moderna:
a) o exces=o de oferta de informacies, diversies e
serviges 12m atingido o ponto de saturagio. levan-
do o wma sensagio de vazie: b) em [nngioe da sua
continua transtormagdo. foram perdidos os referen-
ciais do real na socicdade: ¢ om conseqiiéneia
disso, o homem passor 2 ser mais individoalisiz,
preocupade. em primeire lugar. com o satsfacdo
epoista ¢ urgenie das suas proprias necessidades ¢
desgjos.

Talver a questdo mais mporante da andlise da
pos=modernidade. a ser aplicada no desenvolvi-
mento de estratégias de adequagdo a nova realidade
gue eslates vivendo, sem o fato de j4 nbo serem
aceilas as verdades absolulas difundidas e defen-
dicas no passado. A conscidneiz da mdanga desses
paradizmas ow modelos de pensamento ¢ basica
para a coprecnsio do mundo gteal. Pava a lote-
laria ¢ domais cmpreendimentos oristicos., € funda-
moenlal ¢ssa consciéncia. pars que se conhegu o

ocour nowadins means thinkmg abont 1he charac-
teristics of the post-imdusirial socicly i ils cultural
context and the zreat chanacs (hal arg poourming i
the geopohtical figld.

Posi-Industrial Socicty and Post-Madernism

L Brival, the sliudy of Lontisin io the contest of
post-indusirial socicly Ninds in Trige one of 115
principal researchers. According to this author
(1993 p 200 the pos-industeial societies can be
defined oy clegracreristic formations of devoloped
cewniries which, sioce the [Y305, Tove developed
fiell techionfogy, Tis main characierisiics can be
highhahied as follows: ab o predoitance of the
tertiary sector of e cconomy, the scelor of
services, forwang the Gross Domestic Product:
by a concentralion of cconemically active popu-
lation in tns terliary scelor; and c} a series of
new lechnologics which profoundly affect the
productive. administeative, burcaucrate, financial,
cte.. processes, This new realily has brought
many benefits 1o the ncher. devcloped countrics,
it bias rot had 1he saue effect on the developing
countries whose populaiions have a much lower
buying power, It 15, however. a notorions process
il ihese countrics (oo, a redoublad effort being
requited ol (herm o Gnd waye to solve ecenomic
and social problems.

The cultural conlext of the post-industrial
socielies is cliaracterized by whal is comventionally
called post-modernisin. Altheugh an academic
consensus aboul (he concept does nol vel exist,
there is pencral agrecment concerning the {ollowing
cliaracteristics of post-modermst culure: a) the
excess of information, enlerfaiunent and services
oy offer has reached saturation point. leading (o a
teeling of emptiness: b) as & mesull of socicties
confimung iranslornmation, the references 1o realily
have been lost: therefore. ¢ man has bocome mgre
individugdist, primarily concerned with the egaistic
and urgenl salisfiiction of his own needs and
desires

The most imporiant issue in the analysis of
posi-medernism (o be applied in the development
of siratcpics for adapting to the mow 1ealily in
which we live. seems 1o be the fact thal the absolule
truths 1lat were cxpounded and defended (n the
past are no longer sccepted loday. An awareness
of the way i wiuch these paradizims er models of
theweght have shified 15 essential for an under-
slanding of todpv’'s world. For the hotel indostry
and other tourisin busincsscs. (his awarcness is
fundaimental 10 order (o discover the profile of the
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porfil do clicniz ne nove milénia. ingrediente bisco
para o sueesso de qualguer neaocio.

A Al Situagao Geopolitic:

A numdializagio on gichalizacio da ccononia
tem sido abordada por lndmeros sulores Enguanto
alpuns so mostram etimislas © ontros pessimisias
cin relacic ao {fendmeno. chagames a uma son-
clusio incoestavel: algo mudon ¢ ndo podemos
ficar indiferentes 8 modangas, Lma grande revo-
lugio ocorreu neste séento ¢ afeton o vida de quase
todos 0s habitanics do plancia. Vivemos wma €poca
de incerezas ¢ wdos buscwm compreendzr o
sentido da evolugdo politica imundial deste final de
gecile, Ag cenceas de alguns anps alras, concer-
nentes a0 nascimento da wma nova erdon wmundial”,
divulgadas pelos Eslados Unidos da América.
trmsformaram-s¢ em incerieyas, Do acordo com
Ramonet (1998, p, 149). em arafdria de geo-
esirOtipia ¢ e geopoliiica, fudo ficon assusios
doraniente complicado. A fol ponia dque & possived
Sadar, efetvamente, de peopolifica do caos” pora
definir exte perivde ghe o munrdo esta viveado,
Para cle, politica, cconomia. sociedade. cullura
¢ geologia intersclucionam-se diretamente. ¢ a
plobalizacio da cconomiy, baseada na ideologia do
“pensamento unice”, ¢ a dindmics dominanie, mun
ambicnic de concorréneia feros. Easa ideclogia
preconiza a possibilidads de existéncia de urainica
palitica econémicit. que pennite a sobievivéncia
apenas das sociedades que a cla s prostrarcin,
adotando os ¢ritérios de mercade © do clinado
neoliberalisme: o competitividade. a produtividade,
o livee-camdreio. a rentabihdade, el

Para ele. 2 complexidade dessa sitnagio sc
cacacleriza por uma revolugiio t2enelogicn, ccond-
Inica o secioldgica. A lecnoldgica. por detenninar as
novas relagbes pessoais. de trabalhe e de produ-
¢lio, tende em vista o acclerado estigio do processo
de autamacao cin lodas as dreas. ¢ a coonbmica, par
perar wag inferdependéncia cada ves maior das
economias dos paises om fungdo do livie-comerzio,
colecum am crse o que tradicionahinente s2 entende
por poder politice. Esse conflito leva & revolugic
socialagica, pois o poder econdmico. alén de
iinpor-sc a0 politico, com possibilidades de macular
a credihilidade da democracia, estd coda ver wais
desconeciadn do social ¢ recusa endossar ag
COHARGEERCION (dESeRIGRERO CRL GSEG, WIper-
macdn,  wrolusies, Faturos) provocados pela
e i) dles feigreea da gloiofizagde (ibidem. o 13 1)

E ngsse contexle historico gue nos encon-
tramos @ 1o qual devemes rabalhar, no senido de

now millomymm clicnl, a basic ingredient for the
cncoess of Ay BUsingss.,

The Curvent Geopolitical Situation

Countlzss authors have addressed the subjgct
el ceonomic plobalization. Whilz some are opliuis-
tic and oihers pessimislic in relation Lo the phe-
nemenon, we cime o an indisputable conclusion:
something 1:ns changed and we cannol remain indif-
ferent to ihe changes. A great revohution has occurcd
ty this century. which has atfecled (he Lfe of nearly
cvery inhabizant on the planct. We live in an ¢ra ol
umcerainiy, where cverybody is frying to understaud
the dircetion of the worldwide political evaluticn al
the tum of 1his century. The cortaintios of saine vears
apo concerning the birth of 2 “New World order”,
provadgated by the United Stales of Amenca, bave
been transfonied into wnucertainnes Accerding 10
Ramonet (1995, p. 149}, pe rerms of geasirategy aned
geopelifcs everviing has hecniie astonishingly
comipiicoto, o such ai exien Wt o s, eficolivedn
possible fo speck of e Cgespoithos of dhaos” o
defire this pertod on whizh the world w diving,
He states (thal pelitics. economics, soc:ely, culiue and
ecolomy arc dircetly inlerrelated with ceonotiic glob-
alization based on the wdeology of “single thought™.
being the dopurant dvnanucs in an atmespliere of
fierce competioen, This ideology points {0 the possi-
bility of (he existence of A single coonomic pohicy,
which only allows the survival of those socictics
that bowe dewn 1 it by adepting the market crifena
and Lhe so-calied neo-liberalism: compelilivenhess,
productivity, free-rrade, profitabiliny. cic.

For Fanmenct. the complexity of this situalion s
characterized by a lechnwlogical, economic and socio-
logizal revelution. The technological and economic
revolntions lurve together pul into crisis what is tradi-
tionally vederstoed as polincal power The former.
because i1 deternmings new persoual relatienships of
work and production. bearing in mind the accel-
craled staze of 1he autoination procass in all arcas,
The latier, because il generules cver more miet-
dependence on the connlrics’ cconomics as a resil
of free-1tade. This confict feads Lo the seciological
revolution singe economic power, busides iinposing
itself on the political power and possibly saiming
the credilility of democracy, is hecamiting groreoy-
.lﬂg."y divcennected fromr social and refioey o
eidorse (B conyeguelices fRasy nhegenan e,
peverty, ouicoasts, foctions! proveled by e adop-
fien of the fogie of wlebalization (ibidem. p. 151).

I1 is in this lnsterical contest thal we fing our-
seives and in which we owse attempt 1o find ways
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encontiar caminhos gue 10s pormitam Srian uma
socicdade niais usta, F tambeém nesse ambiente que
devemos entender a cacda ver maior necessidade de
profissionalizacio e de anmento da qualidads dos
servigos prestados no twrismo, ¢ e cspecial, no
setar hoteleiro.

BLUMENAU NO CENARIO
TURISTICO BRASILEIRO

Antes de nos dedicarmos dirclamente &
questio da qualidade como um fator de sucesso do
selor hotelerro. lorna-se importante a anglisc de
algens dados estalisticos a respeito do cendtio
turistico brasileirp ¢ da posi¢io ocupada por
Blumetgm. O Brasil recebew. em 1998, de scorde com
o relatorio da OMT (Bragilturis Jornal, p. 16). pouco
mils de 3 milhdes de turistas inlernacronais.
gerando uma receita de USD 2,7 bilhides. que
representam um crescimento de 104 tias entradas
¢ 8.3% nas receitgs, em relagdo a0 ano anterior.
O sctor. desde 1994, apresentou win crescimento de
OU% ¢, segimde Cado Luiz de Carvalho, prasidente
da Embratur. até 2002 dewery cslar entre os dois
primeiras itens da balanga comercial, perando 500
il empregos (Caminhos do Brasil, 1998, p. 7-9)

Como Rlumenan se encontra inscrida no
cendrio furistico brasileiro, ¢ igualinenie necessirio
considerar o fluxo turistice doméstico, que influi
dirctamente no frode wristico ¢ na economia do
pais, dos estados & municipios Segundo estudos
da bmbramur, aproximadamente um em cada quatro
brasileiros viajou em 1998, somando 382 milhies de
prEs0ds, que movimentaram uma receila de B 13,1
bilhdgs, Nesse cendrio, Santa Catarina aparcce
como o sétimo estado que ais recebe turistas no
pais, com 5.3% do total (Pesquisa sobre turismo
doinéstico, 1998, p A-108).

A proximidade do novo milénig estd trazenda
consige alguns motivos de otimismo, ainda que
msuficientes. para o setor tunistico nacional, espe-
cialmente o hoteleiro. Entre eles, podemos mencio-
nar; 3 OMT aponta para uma regionalizagio do
lurisme nos proximos 20 anos, com 76% das via-
gens sendo vealizadas pum rawe de 100k do polo
ertissor, USD 5 bilhdes estdo sendo investidos na
implantagio de cquipamentos, hotdis, pousadas e
parques [ematicos. ¢ Wwnsmo doméstico estd sendo
priorizado pela Emnbrar (Canunhos do Brasil, 1998,
p. 7= atraves de uma das estratégias da Politica
Nacional de Turisme, a democratizacio do turismao
interne. pelo menos 200 projetos de novos hotéis
C5L30 em andamento no pais, com &nfase ny cate-
gonia Irds esirelas (Conlorta sob medida, 1998, p.

that will cnablc us to create a more just sociery. It is
also m (las atmosphere that we must understand the
gver-inereasing need to train professionals and
raise the gualily of wurism services, particulardy in
(b Deole] sector,

BLUMENAU IN THE BRAZILIAN
TOURISM SCENE

Before we dedicate ourselves directly (o the
question of guality as o success factor in the hotel
sector. it 1s first necessary lo analvse some
statistical data regarding the Brawilian tourism
scenano and the position occupied by Blumenau
within 1. According to the WT'O report (Brasiltiris
Jornal. p. 16), Brazil received just over 3 mitlion
international tourists in F998 generating an income
of USS2.7 alhen, which represents a growth of 10%,
in arrivals and 8.3% in income compared to the
provious vear Since 1994, the sector has shown a
growil of 60% and. according 10 Caio Luiz de
Carvalho, President of Embramr, it should by 2002
be one of the two main items on the trade balance.
generaung 500 thousand jobs {Caminhos do Brasil,
1998, p. 7-9),

since Blumenan 1s part of the Brazilian tonrism
scenario, 11 ig alge necessary to consider the
domestic tourist flow, which directly influences the
tourist trade, the economy of the couniry. ifs Stales
and its Mundcrpalines. According to studies carried
out by Embrator, approximately gne in every four
Brazilians (raveled in 1998, a total of 3%.2 million
people, providing a Tevenue turnover of R%15.1
hillicn. Within this context, Santa Cataring becomes
the seventh-lighest tourist reeeiving stade in the
country, with 5.3% of the total number {Pesquivg
sobwe furismo domdstico, 1998, p. A-108).

The proximity of the new millenium is bringing
with 11 some vew reasons for optimism in the
national tounsm sector, especially the hotel sector,
although these are still insufficient. Among these
reasong are the following: the WTO indicates a
regionalization of tourism over the next 20 vears.
wilh 76% of journeys being made within a radius of
100km [rean the sending conter; USES billion is being
imvested in the introduction of facilitics, hotels,
guesthouses and theme parks, domesiic lourism is
heing priorhized by Embratur {Caminhes do Brasil,
1984, p. 7-0 through the democratization of internal
tourism, which is onc of the sirategies of the
Nauenal Tourisme Palicy. at least 200 new hotel
building projects are in progress around the
country, with emphasis on the 3-star category
{Cunforia sob medida. 1988, p. B1) and daring resor
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813, andaciosos projetos de construgiio do resoris
estdo se tornando wma vealidade, como Costa do
Sauipe. na Balia, ¢ Aquirax, no Ceard (llhas da fan-
tasia. 1998, p. 92). apesar de recentes estndos
colgcarem e dinvida o sew sncasso pela flta deum
gstisdo aourado de demands.

Esses dados nos possibilitam uma visio oti-
mista quanto ac future € sdo um estimulo para o
desenvolvimenlo de estralépias voltadas a profis-
stomalizacio ¢ melhoria da qualidade na prestagso
dos servigos.

Mo entanlo, wma mwdlise do Nuxoe luristco
da crdade nas dlimas iemporadas demonsira bem
a gravidade da sitwagio de Blumenao, que nio
acompanba o ritmo d2 ontros centros turisticos
catarinenscs Apesar dec Santa Calarina ndo so
encontrar entre o8 estados brasileiros com mainres
investisnentos na drea hoteleira, um recenie estudo
do orgilo oficial de turismo do estade, a Sandur --
Sanla Calaring Turismo S A apurow um aninador
aumento do fluxo turistico na temporada 98/99.
de 25% em relagdo 4 anterior, quande o aiunere de
visitantes crescen de 1,82 para 2,28 milhdes (Torto:
1999, p. 2AY demonsirande a forga do potencial
lristico do estado. Essa tendéneia ol confirmeada
pela Santur, através de pesguisa realizada na
temporada 9%/, que apontou wm acréscimo de 19%
i fluxo de tunstas em relagio a temporada anterior,
elevando o seu mumero para 2,72 milbécs (Muniz.
2000, . 4). Essa realidade tem levado grandes cadzias
hotzleiras a repensarem seus objetivos e a2 anun-
clarem maiores investimentos no ¢stado.

Em centrapartiida. Blumenau. apesar de ser
conhecida nacional e internacionalmente pelo szu
potencial terstics, teve o sen numaro Je tmristis
redumido de 1KY 2 para 104 mul na tamporada Y8/94 e
conslara e seu selor holeleimo yma das maiones
crises da sua historia, amargando uma redugio da
taxa de ocupagio hoteleira da ordem de 13% (Porlo,
1994, p. 2A), Os efeitos dessa realidade =30 agra-
vados pela queda ainda maior da receita. decorrente
da redugio dos gastos médios didrios dos hos-
pedes, Uma pesquisa reslizada pela COL — Cimara
de Direlores Lojistas — cstima que apenas 5 a 6%
do total de visitantes faz nso da malha hoteleira da
cidade (Castro, 1999, p. 8B). Na temporada 9900, de
azordo com a mesma pesquisa da Santur, Blumenaw
ol a quinta cidade mais visitads do estado, atris
de Balnzirio Camboril, Florianopolis, [lapcma ¢
Joinville, mantenda o ootwces de 104 il furistaz, da
temparada anterior,

construciion prejects are becoming a reality. like the
Closter oo Sadpe I the Statz of Bahia, and Aguiraz
i the State of Ceara {#has da faniasio, 1998, p, ¥2),
in spite of recent sludics which have cast doubt on
their success duc 10 the lack of an accurate siudy of
demand,

This data pives us an optimistic view of the
future and stimulates the development of sirategies
aimed al professional training and imsproving
fualily in service provision,

However, an analvsis of the town’s touris]
flow during the lasi fow seasons clearly shows the
seripusness of the situation in Blumenauw. which bas
vot kept pace with the other tourist centers in Santa
Catarina. In spite of the fact that Santa Catarina 1s
not among the Brazilian States with higher
investment in the hotel industry, & recent study by
the State’s official wunsm body, Sanlur — Santa
Catarina Tourisin 5.A. - registered an encourdging
25%% merease in tourist flow in (he 93/99 season
compared to the previous season. when 1he number
efvicitors grew from | 82 to 2. 28 million (Pono, 1999
p. 2A). thereby showing the polential toarism
power of the region. This temdency was confinmed
by Santur through rescarch carried out during the
S900 season, which showed a growth of 199
tourist Mow compared to the previous season, or 4an
imcrease of 2. 72 million tounsts (Mumz. 2000, p. 4).
Thus reality has led large hotel chains te rethink their
objectives and make greater investmenls in [he
State.

Blumenaw, on the other hand. in spite of being
nationally and internationally known for s tourism
potential. has seen a reduction in its number of
tourists fromn 1892 to 104 thousand in the YE49Y
season and 1s expenencing ong of Lhe preatest
grises in Lthe history of its holel sector, bitterly
lamenting a reduction in the hotel ocoupation Jevel
of around 13% {Porto, 1999, p. 24). The effects of
thus realify are aggravaled by the continually falling
levels of income as a result of the reduction in
gncsts’ averape daily expenditure. Research carried
out by the COL — Cdmara de Divetores Lojistas
(Chamber of Retail Directors) -~ cstitnates that only
5% or 6% of all visitors make vse of the town’s halcl
network (Castro, 1999, p. 8B). According to the same
Saniur reecarch, Blumenau was the fifth maosl
vigited town in the state during the 9900 scason.
after Balncdrio Camboriw. Flonanopolis, Itapema
and Joinvitle, maintaining the 104 theusand tourists
of the previous season.
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ESCOLHENDO O CAMINHO
DA QUALIDADE

A qualidade na prestagac de senigos vem scn-
do apontada como umm Zilor cssencial de conmpetitivi-
dade ¢, consequicnicmende. de sobrovivéncia das
EIPICsas, As cnipresas irislicas, e cm especial as liga-
das a0 setor howeleiro, nie escapam o ossa realidade.

Tomande por base as lendéncias de cresci-
mento de lurismo. ¢ considersindo a posigio até
corte ponto desconforiavel do Brasil nesse contexto

g da maoria dos peises menos desonvalvidos —
bem como as cslansticas do Muxe wristico em Blu-
menan Las iemporadias de verdo ST/08, DAY ¢ 497
N0, & rellexio 3 respeilo daimportineia da exceléncia
na prosiagio de scrvigos para o sucesso dos empre-
endimentos do sator hetelging de Blumenan torma-
5¢ nls do que uma simples necessidade.

O quadro pouce animador verificado deve ser
seriamente disculido, pois. se considerarmos que
aproximadamente 0% da populagsio coonomicamenits
ativa do municipio awm no sctor de servicos, no qual
csld inserido o setor hoteleiro, o probleing deixa de
ser e fato isolado. passandho a requerer o atengdo de
toda a comuudade. Paralelamente 45 agdcs dos dr-
aiies publicos tormam-se nacassirios inveslimentos
cm diversis dreas por paric do sctor privade. Um dos
fatores que requer o 1gis IrEcIiles investimentos. ¢
st ¢ assumido pelas panes envelvidas, € o da
qualidade. A criagio da norma de qualidade TSO 9002
especifica para o setor de servigos, e aplicavel 4 in-
diistria holeletra, ¢ wing das lermmentas disponivels
para gatantit compelitividade nesse mercade tio
concornida. e possibilitar a sobrevivéncia do empre-
endimento. No entanto. mais do gue estabelecer
nornas @ serem segnidas. deve-s¢ incemtivar o
criagdo de uma eulmr vollada a qualidade.

Recursos Humanos ¢ Qualidade

D acordo com Biccardi (1994, p. 693, a grands
maioria dos auores gue tratam da qualidade e inva-
ditam o mercado tos Allimos ancs, quase todog ing-
pirados nas obras dos quatro famosos autorcs
Deming. Juran. Crosby e Ishikawa, formam duas
grandcs cormenles: a que aplica a qualidade 4 pro-
dugio de bens. ¢ a que se dedica ao fendmeno dos
seTvigos, na qual destaca-se Karl Albrechi, antor de
Hevolgde avs Servigos, No entanto. segue Riccardi,
apesar de todos concordaremn com a tmporlincia do
Tator hamana, wms maior énlase deveria ser dada A
questdo da qualidade de vida no trabalho. Sua preo-
cupagdo, notadamente, ¢ com 05 recursos hunEnos,
s2In 05 quais € impossivel o sucesso da implantgioe

CHOOSING THE WAY OF QUALITY

service quality has been lighlighted as an
cagenligl Guclor m compelitivenegss and conse-
guently, i the survival of companies. Tonrism
companics, particularly those linked to the hotel
sectorn, do not escape this reality,

Rased on lourism growth (rends, and bear-
ing e mind Braal's uncomloriable positicn in
this context - along with the majorty of less-
develeped counlrics — as well as the tourism
Mew siatistics in Blumenau during the Swumer
scasens of 9798, 2890 and 9900, il bocomes
vilal 1o consider the mportance of excellence in
service provision fer the snccess ol Blumenan's
hotel sector.

This disconzaging picture muosl be seriously
discussed. since i we consider that approxi-
malely 30% of the tewn’s coonomically active
population works in the service sector. which
inclndes the hotel sector. the problem no longer
remains an iselated el bot requires the swention
of the whole community. Aleng with the actions of
public bodies. privale scclor inveshmenl 1o varous
arcas is ncoessary. One of the aspects requiring
urgent investment, as all those involved would
agree, is quality. The crcation of 150 H02 quality
standard. wluch 18 spealic 1o the service seclor
and can be apphicd 10 the kowl mdusiry, is enc ol
the tools available for guaranteeing conpeii-
tiveness o this competitive market and enabling
the survival ol the company. Hewever, rathar than
simply cslablishing standards 1o be followed, the
crealion of a quality-orieniated coliure needs 1o
b cucourzped.

Hurntan Besources and Cruality

Acvcording to Riccardi (19494, p. aY). the
vast majority of authors dealing with quality
that have nvaded the markel in recent years.
nearh all mspired by the works of the Tour [imoas
authors — Deming, Juran, Crosky and [shikawa -
can be divided into two major streams. The first
ong applics quality 1w the production of poods
and the second 15 dedicated 1o the service phe-
nomenon, in which Karl Albrechi. amher ol
fevalnede nos Serviens. bad a remarkable con-
tribution. However, Riccardl pocs on to state Lhal
in spite of there being a general agreement on
the importance of the Luman factor. major cm-
phiasis should be given 1o e question of guality
ol life in the woerkplace. He is particulady con-
cerned willh human resources, withowl which it

TH



Tut i . Vsl Agie - aza b-op ko pesiid sheeel-Xal

de qualquer projete de gestio de quealidade A for-
macio de wog cultura voliada 3 qualidades nae &
possivel som o comprametimenta de ser humano,
que precisa ser espeilado. trettado. 1 autononia
para decidic. ¢ ser tratade cown digndade. Som esses
requisiiog. siwagoes de sucesse. e que Tuncio-
rmiog bom fremedes aerao a dilerenga, cncantseda
chentes nas chamadas “horas di verdade™ — como a5
relatiadas por Jan Carlzon em o[ horo da verdads -
nfc sersam possiveis Para Carzon (194, p, 190,
recistribuindo av rosponsahilidedes | ] o8 empre-
sas poderds moanizar sias horoes dg verdade ”
Ll clientes felizes sotisfeitos [sic] maliiplicar-se-do
g PO CONYegWIRIe, uma DNporTanie vakiagei
conipelitiva esiara asseyurade. A majoria das
crnpresas lradicionais ainda vive wna realidads muito
dilerenlzs da proposta por Carlzon, sendo necessira
aney reeducagio dessas cmpecsas, alraves da mu-
dunga de paradizinag associados 4 adminisiragio de
rocursns urmnanos ¢ Clpresas,

Quialidade: Aproximagies Conceituais

Mis o que ¢ aling! de coulas, qualidade? Nio
¢ possivel dar uma resposla simplos a csla por-
punta, De acorda com Soarcs & Cormrda (1994, p. 12-
14}, o conceite de qualidade vem cvoluingdo com o
passat do tempo. 1 época da Scpunda Guorrs
Mundial. temos um conccito CarlCsang, que g Hsso-
ciava & conformmdade de um produle com a5 suas
cspecificugdes. O mercado. noe cnlanle, cnlrou g
alnto com esta definigho, gorando wma nove visao
de qualidade. voltada 4 adequagio ao vso do pro-
duta. A norma [SO 3402 define guahdade come
sendo a totalidade de caracteristicas de um produle
ol sarvico que safsfazem as necessidades cstabele-
cidas ou implicitas desse produlo. Hoje a gualidade
esla associada & satsfacdo do chienile, ateudendo a
irls velores, quais scjam; a adeguagio ao uso, o pre-
go ¢ o praze de entrega. A evolugdo do conceilo,
porém, ainda ndo erminouw. indo em direcdo 4
salisfapdo das necessidades reais do cliente ¢ ao
sel sieesso, fransformando-o, assian, num concelo
Liolistico. Em resumo, qualidade ein servigos signi-
fica alender A5 reais necessidades des clientes, sgjain
elas cxplicilas ou imphicilas, dentre do praze que o
clicole deseja ¢ a wn valor justo.

Ruorio a unta Nova Cubura

De acorde conn Trigo (19949). a qualidade deve
ser considerada sob Ués enlogques. a qualidade
percebida. isto &, aguela que o cliente realmente
percebe. em fungio do valor agregado ao produto, a

is impossiblc 1o oblain success 1n ihe inroduc-
tion of any quality manageinett project, The fornw-
ten of a qualitv-orientated calture is impossible
withmi the comniimenl of hnman beings. who
necdd to he respected and traned. bave antcnomy
to decide and be trzated with dignity, Withou
these requirements, successinl siuations, where
well-ireated mewbers of siall make the difference
by deliphtiog clicats in the so-called “moments of
frulh”™ like hose desertbed by Jan Carlzon in o
fora dor verdade — would not be possible. Carlzon
(1uud, p, 18) slales thal by rediadriliuimge e
responsiblines |, companies o Lereisize
iheir “monienis of ruth . The nuimber uf happy
and saticfied clienly [sic] mudtiplies and, conse-
giteaill, an imperian compefdne adviiloge
is aesured. The mgjority of tradilional companics
still live inavery differenl mality Tnem it proposed
bv Carlzon. Such compamics need w be re-cdu-
cuted. throngh g shifl in paradigims asseciated
wilh the management of Twnan resources and
COIUTEILICS.

Omality: Coneeptual Approaches

What is quality anyway? 1015 impossible o
pive 4 simple answer e this question. According to
Soarcs and Corréa (1994, p. 12-14). the concept of
guality has evobved ever lune. During the period of
thi Second World War we had a Canesian conczpl.
wlich associaled conformity of a product with iis
speeifeations. The market. however. conflicted with
this deCnition, generaling a new view of quality that
was orientated wwarnds adaplation o the nse of the
producl. Standard 150 8402 defines quality a3 the
totalily of characteristics of a product or sarvice.
which satisics the established or implicit needs of
this preductl. Today, quality is associated wilh
cuslomer satisfaction, taking inlo acconmt Lhree
arcas: adaplation 1o use, price. and delivery time.
The evolution of the concepl. however, is still
incomplete and i= haading to the direction of
salisfaction of the real needs of the client and its
sucoess, therely becoming a helistic cencept. In
sunnmany. service quality means mecting the real
needs of the cliems. whether explictl ot implicit.
within Lhe clicnts” time demands and a1 a fair price,

Towvards a Mew Colture

According to Trigo {1999y, guality should
be considered from threc focuses: percerved
guality, which 15 what 1he customer really nolices
as & result of {he added value of the product:
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cualidade realizével, gue o fornecedor lem. cleli-
vamenle, capacidade de eferecer. e a qualidade
realizada, aquela que o forneceder efetivamente
gutregon & e felgdo a gual o clienle fas) o seu
fuizo de valor, O sucesse da relagdo formecedor-
clienic depende muito da observiincia dessas
caracteristicas da qualidade, peis delas depende a
adegdo da administragio dos servigos. Albreclu
{1998, p. 210 define a admunistragdo do scrvicos
como mm enfogue arganizacional webal gue for
tfr qualidade do servige, fal como senhida pelo
clienfe. a principal jorca molviz 8o fincionaonienio
el empresa, J4 nio ¢ a nossa percepedio de
guahdade que define as regras do jogo, mas a do
cliente. Is=o podc estar relacionade 4 mudanga
de paradigmas, ipmando o processe mais complexo
do que possa patcecr, E preciso lombrar semprg
fue a qualidade nos holéis depende. cssencial-
mente, de pessoas, diforentes umas das outras, com
sentimcntos ¢ expectativas, sensivels © por vorcs
imprevisivels, que prestam servigos a oulras pos-
S0AE, COIN #5 Mesmas caracteristicas.

A Gestho da Quatidade

Essa discnssiio remete 1 uing necessidade
bédsica para as empresas do setor heteleiro: a criagap
de uma nova mentalidade ¢ a implantagio de um
gislema de gestio da qualidade, pois, segundo
Lamprecht & Raect {1997, p. 1. se as iotéis querem
aiiuncigy aoy nristes de tode o mundo a quali-
dadz de sews seivigos, nao kd forea melfor do que
wE Havear em wm confumte de ROFRILE Jferia-
cronair bem estabeleciday e reconhecidas come ax
rermas das séries IS 9000 e TG 14000, Os resal-
tadas podem nio ser imediatos, om Mncio do
temipe die implantagio do processo. mas sio inega-
velmente posgitivos. Os paises desenvolvidos ha
e vém s¢ dedicando ao assunto e comprovando
a suaeticacia.

Garantir a sahsfaciio das necessidades do
lutista, ateaves de uma padronizagio da prestacian
do serviga, fazendo com que retorne com prazer em
oulra ocasifio e divonleue voluntariameante @ s
sabisfagio acs outros, € justamenta a proposta
das nermas 180, 5Se diversas acies ostie fora da
al¢ada das empresarios do scter, a opeio pela
gestio da qualidade. definitivamente, niic faz parte
delas. Para Senlle & Bravo (1997 p. ). ox gue
eEPeram pacientemenle quis a crise posse, sem fozer
nada, ndo lerfde a possihilidade de ver o seu nego-
cia prosperar. As novinas ISCH prapovcionan: i
meindo pamt se orgameay, enfrentar as sieagies
crilicas e panlar moes dinhewro (N, Trady Fsla &
uma decigio que cabe ao empreendodor consciente

achicvable guality. which the supplier effectively
lias the capacity to olfer: and achieved quality.
which is wlhal the supplier effectively deliverad
and on which (he clicnt makes his value judzeinent.
The success of Lhe supplicr-clicnl relalionship
strongly depends on the abservance of [hess
guality charactenistics, since the adoption of ths
administralion of services depends on them.
Albreche (1998, p. 21} defines service management
as a global organizafional focus which mokes
service qualily as it is felt by the client, the main
driving force of the comipany s operafion. Il s
nt our perception of gqoality. but the perception of
the ¢licn (hat defines the miles of the gane. Thus
could be related 1o the shifl in paradigms. inaking
the precess more complex than i may secin.
Il should always be temembered thal quality in
hotels depcnds cssentially on poople. whe are
different from cach other, with feelings and hopes.
sensilive and at imes anpredictable, and who
provide sorvices for other people with the same
characicrisiscs.

The Manugrement of Quoadity

This discussion leads fo s basic necd lor
companics in the hotel sector: the creation of a
now mendality and the iatroduction of a quatity
management systam., since, according to Lampreciu
& Tacet (1997, po 1L o hotels wart to prliicze
the gualily of e services to tourists all over
the wewrldd, there ix ne better way than (o be haved
aroa sel of well-estabhshed and recognized
fmternaticnal standards such ay those of fhe
FSCY 9000 aied IS 14000 series. The results may
nol be immnediate, due to the time needed to
introduce the process, but they are indisputably
positive. For some fime, developed counirics have
been dedicating themselves to the subject. and 1o
coitfirnung 114 elbeacy,

The real purpose of the IR0 standards 13 1o
prarantge the satisfaction of towrists” needs by
standardizing service provision, cansing (he tonrist
to come back with pleasure and volunmlarily
transmilting his satisfaction 1o others. If various
activitigs are hevond the reach of companies in the
seclor, the option to use quality management 1s
definilely not one of them. According to Senlle and
Bravo (1997 p 91y, “those wha wae? paliently
Sow ke crisie fo pass, withont doing anyirig,
will nevar see thelr husiness prosper The IN0
stapdavidy provide e with a method of orFgan-
izomgr themselves, facing critical sithations, and
earringe piore money” (free translation}. This is
a degision that should he taken by the aware
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lomar, conhecedor que deve ser do mundo atual
¢ da reahdade na qual descnvolve sua alividade ¢
intcressado cim mantc-la.

Os ohjetvos da implanlacio da norma [SC
W02, ainda szpundo Senlle & Brave (1997, p. 17-18).
A0 melhorar # prestacdo do servico e » satistaciio
do cliente, a predutividade ¢ 4 eficicia, aumentar
a compelitividade, reduzir custos & obter ouis
beneficios, agsegurar a estabilidade da empresa e
sen futuro, e melhorar 4 qualidade de vida de
empresirios. fornecedores. mabalhadores e clien-
tes. Lamyprechn & Riced {1997, po 260, scguindoe a
mesma linha de racwocinie, acrescentam que a 150
HHIO garante, além da constincia das atrvidades, a
excaléncia, atraves da qualidade de cada processo
envolvido na prestacio do senvigo.

Fara ser iniciade o processe de implantagio,
devent ser observados os segminfes passos, confor-
e superer Soares & Corrd (op. off,p, 107-114):

= Passo 1! Informacio ¢ sensibilizacdo para a
qualidade uma boa huse de dades sobme & -
tuaciio presente © o que S8 CSPet pard o fhoro,
bem comn a sensthilizagio de todos quanto 4
importancia da qualidade sao fndamentais:

+ Passo 2; Decisio sobre & necessidade de ges-
io da qualidade em servicos; a opedo pela
gestdo da qualhidade deve ser fruto de um
marco na empresa. de nma decisio gerencial
firme e definifiva:

= Passo 3 Compreenszio do negocio e da nms-
A0 a empresd precisa saber exatamente o que
estd fazendo e por que razio, bem como onde
pretende chegar:

= Passo 4 Conhecer os desejos do cliente: ¢
conhecimento das necessidades dos clientes
€ a base para a prestaciio de servicos com
qualidade:

* Passo 50 Envolvimento da alta admimistragio
(talvez a palavea envolvimento nfo expresse
suficieniemente o pese da participagao da alla
administragao na implaniagao da pestio da
qualidade; cniende-sc, aqui, a nccessidade
de real comprometimento da alta adminis-
tragio},

« Paszo & Formagio de mnltiplicadores: a
missdo de prestar servigos com qualidade
deve contaglar a fodos na cmpresa atraves da
agio do eferto muoltiplicadar, profagonizado
pelos proprios funcipminios;

Passo 7; [denlificagio de teenologias ¢ pro-
cessos adequados: trata-se de definir como os
servigos soerio preslados.

businessman, who is knowledgeable about the
world in which he lives and 1he reality in which
he develops his activity, amd is intcrested in
metinlang i,

According o Senlle and Bravo (1997, p. 17-
18h the aims of the introdoction of the T8O 9002
slandards are to improve the provision of services
and clicnt satisfaction, productivity and elliciency.
lo increasc competitiveness. to reduce costs and
increase benefits, to ensure the stability of the
comnpany and its futare, and o improve the quality
of life of businsssmen, supplicrs, stall and clients.
Lamprecht and Ricci {1997, p. 26). [ollowing
the same ling of reasoming, add that in addition 1o
nnifornmity of activities. [30 9000 guarantecs
excellence throngh the guality of each process
involved in the provision of services.

In order Tor the introduction process 1o begin.
the following steps must be followed, as suggested
by Soares and Corréa (op. cit., p. 107-114):

=« Sigp 1! Information and awareness of qualily.
a pood data bass on the current silnation
and hopes tor the future, as well as 1he pvare-
ness of evervbody concerning quality, are
fundamental;

+ Siep 2: Decision concerning the need for
quality managemenl in services: the option
for quality management must be the result of
# firm and delnitive management decision
1aken by the company:

Step 3: Understanding of the business and
miggion: the company negds to khow exactly
what it is doing and why, as well as what it
hopes to achieve;

= Step 4; Knowledge of the clients” wishes: an

understanding ol the needs of the cliends is
the basis of the provision of gualily services:

L]

Slep 30 lonvolvement of higher management
{perhaps the word ‘invelverment’ deoes not
sufficiently express the extent te which
higher management should participate in the
introcdhiction of quality management: the need
for rzal comumitment on the pan of higher
management is understeod here),

+ Step &, Training of mullipliers: the mission
of providing quality services musi have a
contagious influence on everybody 1n (he
company throngh the mwltiplying cffect,
promoted by the sialf themselves:

+ Step 7: Identification of suitable lechnologies
and processes: this means defining the way in
which services will be provided:

w1
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* Passo 8. Defimigio do sistema de gesiiio dn
coonomia pela qualidade: ¢ a busca da redu-
gio do cuslos atravis do sorvigo bein pres-
tado, cupa exccugdo, correta da pritneica ver,
Cvil desgasies com clientes ¢ dmis & empresa;

Passo 9 Definigio do sisteiba de qualidade: ¢
a formatagio e a formalizacio do sistema de
ot clara ¢ objetiva.

L]

Passo 10, Acompanhar ¢ revisar as ssira-
tégias: ¢ a funcao dv controle esiralégico na
admimstracio do processo;

Passe 11 Acompanbamento do comproeti-
menlo das hiderangas e dos cmpregados:
lambém a alyagio dos Recursos Humanos no
processe dove ser monitorada:

Fasso |20 Gerenciamento de rotinas: o pro-
¢oss0 dard ongein a diversgs rotings e proce-
ditentos. que deverdio ser gerenciades para
que o5 objetivos scjam alcangados:

Passo 13 Aconipanhamento de novas tecno-
logias: o processe ¢ dindmico ¢ as novidades
inseridas devem ser acompanhadas para
evitar surpresas desagradavels ¢ garantir o
sucesso do programa.

Fusso 14 Cerenciaments dos custos da ndo-
quahdade: os acidenles de percurse sempre
alelanm o resuliado do programa ¢ devem ser
levados cm consideragio, pois afetam os
custos da cmpresa;

Passo 15 Desenvolvimente do auditores
inlernes: alpuns funcionarios serdo desta-
cados para auxtliar o gacompanhamento do
prooesso. Peguenas celulas de trabalho volta-
das i qualidade podem ser Lotimadas para
auxiliar pa solucio de problemas:

Passo 16: Implantagdo do sistema da quali-
dade proprismenie dito: € a formalizagio. a
oficializagio do programa, depeis de discutide
C mesmno testadao,

Passo 17: Realizacio da anditoria: ¢ o acom-
panhamento ¢ o controls continue do processo.

A seqiléngia destes passos. bem como g
incinsio de outros que a empresa julgar neces-
sirios. € livre, ¢ vai depender das caracterisheas de
cada emprecndimento. Evidentemente o processo é
dinfimico e exige wm controle continuo, necessi-
tando scmpre de avaliag@io, plancjamento, controle
¢ definigio de novos objetivos.

A criagio de um sistema de gestdo voltado para
a garanha da qualidade cin um hotel, cujas normas ¢
principios advém do selor de producio, aos olhos
dos ccticos. pode parecer igica, Isto talvez explique

« Step ¥ Definition of the management ccon-
oy for quality the scarcl for cost reduction
through higl-quality scrvices. which arc
carned oul with perfiction tie first e, avoid
problems with glicnts and encumbrances
far the comnpany:

Slep Y Delininon of the gualily systene: the
provisien of formal acd foralization of
the svstcm in a clear aud objective way,

Step 100 Follow-up and revision of strategics:
this is the funetion of strategic control in the
admigistraton of e process:

-

Step LL: Follow-up of the commitment of man-
agzment and emplovees the action of Human
Rescurces in 1he process must also be moni-
tored.

Step 12: Management of routings: (he process
will generae various roulines and procedures,
which will have to be wanaged in order for the
abjcctives to be achicved:

step 13 Kecping up with new tcchnologies
ihe process 15 dynanie and new leclimologics
inust be introdnced in order lo avoid unpleas-
ant surprises and puarantee the program's
SUCCCSS,

« Step 14 Management of non-gquality costs:
accidents will, as a matter of course, alwavs
affect the results of the program and must
be taken into consideration. since they aflect
the compay’s costs;

step 15 Development of internal auditors:
somie members of stali will be appoinied
lo assist in the fellow-up of the process,
Small qualily-oricnted work groups can be
formed {o assist in resolving problems:

Step 16: Introduction of the quality system
itsell. the formalization and officialization of
the program. after it has been discussed and
even (osled;

Slep 17: Carrving out of the audit: the follow-
up and contiming conirol of the process.

The scquence of these sieps, as well as the
inclusion of others that the company decs
necessary, will depend on the characteristics of
zach business. Obviously, the process is dvhamic
and demards conlinuous control, This requires
ongoing  cvaluation, plauning. control and
definition of new objectives.

The creation of a management system for
guaraniceing quality in a hotel, whose standards
and principlos are taken [row Lhe production sector,
may sezm ilogical to some skeplics. This may
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# lentidao da comunidade hoteleia, especialnenle
cn centros menores come Bhomean. o8 s adogdn.
Mo entanto, sua aphicazic ¢ ustihcada o parse da
constalacio de que wn quarta de holel & scus ser-
vigos lambén 5o vislos como produtos. pelos con-
sunudores € pelo Cadigo de Delese do Consumidor.

De acordo com Lamprecht & Ricei (o il p.
27). o primeiro hotel das Américas a obter uing corli-
[cagiio complela, 1sio ¢ cobrindo, desde recepgac.
Alimentos & Bebodas aldé comengoes. loi o Hotel
Transanénc cm 530 Panlo. O hodel, wm cineo cstrelas
atwindo no sepnenio do lersime do negocios, ab-
teve ncerliicagie 1SO 9002 em 199 depois deum
ana de trabalho no projeto. Oulros hotéis brasileiros
1ém demonsirado interesse cmn progelos semeibantes.
seauindo nma tendéncia mundial liderada pela Asia
o5 Tstados Unidas da Amenica o 2 Europa.

E wister que csta consciéicia aleance o selor
hoteleiro di Blumenan o mais rapidamente possivel.
para que este possa. encanlando . mas do que 1850,
surpreendendo os seus clientes. vollar 4 ¢rescer ¢
a st wma atividade fucrativi,

CONSIDERACOES FINAIS

A cidade de Blumcuan, pelas suas caragcieris-
ticas geopraficas, assum come cullurais, represcnla-
das na arquitctura. nos tragos clnicos de scu povo,
no sey folclore ¢ na sua gastronomia. l2m un
potencal turistico comprovado, Torna-se nacessdrio,
poren. resgatar 4 consciéneia da sua vocagfio mris-
tica. atraves da valovizacio de wm gassado ndo muiloe
distante. Afortunadamente alguns scpmentos jia
estdo preocupados com isso

Entendemos que a comprecnsio das mudangas
que ecorrem na atualidadz, aliada ao resgate da
consciéncta da sua vocagho, pods levar a uma analisc
critica da siuachio presente, com vistas a oriagdo de
gstratéglas que levem a um novg caso do snoesso
nn frture bem présxamo.

Delengdemos que um sistema de gestao da qua-
lidade ¢ uma poderosa arma a disposigiio dos empre-
endedores para a sobrevivéncia de sens empreen-
dinenlos no novo nilénio. No entanto, sntendemos
b que, isoladamenie, ndo resolverd wdos os
problemas do selor hoteleire de Blmenan,

Agiics Inlegradas de consclentizagdo ¢ educa-
¢A0 wrislica na comunidade, de marketing. de capa-
citagio dos recurses humanos. de definigiio de
cslralégias profissionais de administragio e wvesti-
menlos ent dva-cstrulura, nas esferas phiblica e
privada, [eem igunalments parle desse processo,
Toda a conwmidade na qual o setor hotelerro esta

explain why the hotel conuuunity has been show m
adopting the svsiem, cspecially w sioaller conleors
jike Blumenaw, However, ils application is justificd
basced on the fact that 4 hotel reom and s seraces
are also seon as products by consumers and by e
Consumer Prolection Code

According (o Lamprecli and Rico {op. il
P 271 the first hetel in the Amencas 1o obtain
a comprehensive certificatc. that 15, covering
everylhing from its receplion and Faod and drink
to conventions, was the Hotel Transamérica in
Sito Paulo, This five-star hotel, which ¢alers
for (he business teurism secior. obtained (e
1SO w2 gertificate in 1996, afler working on
the project for one year Other Brazilian hoiels
have shown imerest in similar progects, following
a worldwide trend Jed by Asia, the Uniled Stales
ol Amenci and Eorope.

This awareness needs 1o reach the hotel
sector of Blumenau as soom as possible, delighting
and even surprising clienls, s0 as 1o shimulale
growth again and heocelonth provoke o lucralive
activity.

FINAL CONSIDERATIONS

Owing (o iis geographical characienstics, as
well as 1he enlleral ones shown by the archilecture.
ethuic roals, folklore and gastrononmy, the town
of Blumenan has a proven tourisin poleniial
It has become necessary, however. Lo revise
the awarcness of it tourism vocation through the
valorization of its oot far remote past. Forfunglely,
sone sectors are aircady concerned aboul (s,

We believe that an understanding of (he
changes thal are ocourring powadays, fogether
with the revival of awarencss of its vocalion, could
lcad 1o a critical analvsis of the presear situation.
alming at crealing srAICLICS L0 A (1EW SUCCTSS CIse
in the very near fufurs,

We uphold that a quality management svsiem
is @ powerful weapon at the dispesal of business-
men Far e survival of their businesses in the new
milleninm,. Flowever, we alse understand that in
isolation, all the problems in the hotel scclor of
Blumenaw will not be solved.

The integration of tonrism awarencss and
cducation of the commumity. marketng, training
of mman resources and the definilion of profes-
sional stralegics for administration and wvestments
in infrastclure in the public and privale spheres,
arc cqually a part of this process. The whoele
community, in which the botel scctor 15 wmcluded.
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inscride preciza ser considerada. © lurismo ¢ bom
quando ledos sio benefictados. cspocialments a
comumdade local, cnja goualidade de vida csia
diretaments ligada ao descnvalvimento sustentdvel
da atividade turistica,

Wossa expectativa € que esta proposta conlri-
hua para que ocorram avangos na discussio do as-
sunto ramo ds selugiics o csperadas ¢ necessarias.

nesds to be considered. Tourism is good when
evervhody benefits, cspecially the local community,
whose quality of life is directly linked to the
sustainable development of tourism.

We hope this proposal contributes 10 ad-
vanging the discussion of the subject in order
to find much longed for selutions that are so
TNECCEEATY.
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