
Revista Interamericana de Ambiente y Turismo.
ISSN 0717-6651 versión impresa / ISSN 0718-235X versión online

riat.utalca.cl

82 Volumen 15. Nro 1

RESEARCH / INVESTIGACIÓN

Analysis of the organizational climate 
and job satisfaction in the hotel sector: 

the case of Quito and Cuenca cities
Miguel Yuctor Álvarez1, Diego Salazar-Duque2.

1 Faculty of Lodging and Services, UTE University, Ecuador, miguel.yuctor@ute.edu.ec 
2 Faculty of Lodging and Services, UTE University, Ecuador, diegoa.salazar@ute.edu.ec

(Presented: January 29, 2019; accepted: March 22. 2019). 

Abstract: The aim of this study was to measure and evalua-
te the organizational climate and the level of job satisfaction 
that is generated in the lodging field, in two cities,   Quito and 
Cuenca as elements that generate quality in the service. For 
this, a sample of 300 employees of lodging companies was 
considered in each place of analysis, resulting in very com-
plex aspects in the lodging that have a considerable influence 
on quality because the business that comprise it depend on 

their personnel for the provision of the service.  It should be 
considered that the intrinsic elements -organizational envi-
ronment and job satisfaction- of each establishment affect 
the development of this activity, subsequently generating 
the perceived quality through the satisfaction of the external 
client -tourists- and the tourist experience in the destination.
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INTRODUCTION

The lodging sector is considered as very important economic 
activity for the country and that it is strongly linked to tou-
rism in a specific destination. This provides as many others 
sectors dedicated to the service, a combination of tangible 
and intangible elements that only emerge in the same mo-
ment of consumption (Conde & Amaya, 2007). In this sense, 
through this type of product-service it is possible to meet the 
demands of a certain group of consumers qualified for the 
case, such as guests and customers who seek in this type of 
company a space that causes certain level of rest, comfort or 
pleasure.  Thus, this has been selected from a considerable 
personal or collective evaluation on the opportunities and 
benefits that best suits the consumer among the diverse 
offered existing in the market. This will be measured by the 
level of importance, differentiation or degree of presence 
that it has among the other providers of the same service. 

Companies such as hotels, inns and hostels, among others 
require a strong organizational structure, in which solid coor-
dination and management mechanisms are used to direct 
their efforts to meet the various needs and expectancies of 
the final consumer. The organizational culture transmitted 
by the company to its employees and the climate that is ge-
nerated plays a significant role (Rodríguez et al., 2011). Sub-
sequently, and in order to provide and ensure a quality servi-
ce, every company should consider the importance of quality 
for the consumer, since it is closely linked to the mission and 
vision of the business.

For this type of business (lodging companies) not only the 
product must be of quality, but also the service. In order to 
achieve this, it is necessary to estimate that their success de-
pends on the person who performs it, since the employee or 
worker is ho generates it. That is why one of the main indica-
tors of every company must evaluate is the level of culture, 
organizational climate and level of job satisfaction, which 
as a business is tried to be disseminated and maintained in-
ternally among its employees.  They may have a negative or 
positive influence on the operational and service activities of 
its workers, as they perceive it (Naranjo-Valencia, et al., 2012). 
Their ideology may significantly affect or favor both quality 
and productivity of the company (Estrada et al., 2009).

This fact lies in internal job satisfaction, which is related to 

the organizational commitment managed by the company. 
In this way, this proves that employees fulfill their tasks and 
activities favorably if there is an adequate work environment, 
consistent with their, and where the ultimate performance 
between company and customer is directly related to quality. 

BIBLIOGRAPHIC REVIEW

Organizational culture

The diverse literature generated about the concept of orga-
nizational culture has formed various definition that address 
its applicability in the business field, related to the integra-
tion and coordination of the various behaviors that allow the 
efficient development of the organization (Ruiz & Naranjo, 
2012). According to the definition described by Mirón et al. 
(2004), the organizational culture is a “set of beliefs and va-
lues shared by the members of the same organization, which 
influences their behaviors” (Ruiz & Naranjo, 2012: 288).  

To this concept, the positive thought that there must be a 
continuous innovative process is added to offer a quality 
process and service. Authors such as Calderón-Hernández & 
Gregorio (2015) and Madero & Barboza (2015) have reaffir-
med this position in recent years. 

In short, organizations must build appropriate environments 
and spaces that generate adequate and immediate res-
ponses to the various changes that occur constantly in the 
market and the area in which they are developed (Madero & 
Barboza, 2015).

Organizational climate and job satisfaction

Currently, there are several positions about the correspon-
dence between climate and job satisfaction, Rodríguez et al., 
(2011) express the perception of certain authors who consi-
der the existence of a significant relation between these fac-
tors, which ratifies the hypothesis that the better the percei-
ved climate the more satisfied people will be. However, these 
same authors declare that today there is another perspective 
on these two positions, in which both constructs are inde-
pendent of each other: that is, organizational climate is des-
criptive. In other words, it is a description made by the mem-
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bers of an organization, whereas job satisfaction depends on 
the evaluation performed by the individuals about their work, 
which has an affective component (Rodríguez & et al., 2011).

According to Salgado et al. (1996) and Vega et al. (2010) who 
carry out a thorough investigation among several contribu-
tions regarding the concept of organizational climate, this 
is the set of perceptions that a person has. In this case, the 
employees, over the entire organization, which allows the 
integration of the individual, a group and the same organiza-
tion within the institution. This leads to the success and fulfill-
ment of the objectives, which are framed by the behavior and 
feelings that the person has, from attributes generated by 
the work environment. Therefore, this is a significant deter-
minant of job satisfaction (Mañas, 1998 referred by Vega et 
al., 2010). To understand the climate in depth, it is addressed 
from various approaches: structural, perceptual, interactive 
and cultural (Moran & Volwein, 1992 referred by Vega et al., 
2010). Consequently, organizational climate exerts a signifi-
cant influence on the culture of the organization (Estrada et 
al., 2009).

On the other hand, job satisfaction according to Vega et al. 
(2010) arises as the assessment that people perform the set 
of stimuli that configure a work context in which they work 
and that is strongly related to the work environment. This is 
referred to the set of characteristics perceived by the indi-
vidual in the organization he represents. Health, well-being 
and happiness are some integral components that influence 
personal life and work, which leads to personal and especially 
labor productivity (Estrada et al., 2009).

Finally, regardless whether or not there is a relation between 
both positions these two components are important when 
analyzing and evaluating the status of the employees in their 
organization, since these factors are imperative causes for a 
quality service.

Quality of service generated by the employee

The quality of service is an important aspect that companies 
must estimate continuously to create value for the custo-
mer. This process is currently generated during the interac-

tion between employees and consumers both physically and 
virtually. This is a product of culture, climate and level of job 
satisfaction existing in the organization (Vega et al., 2010).

Nowadays, it is necessary to consider the profile of the wor-
ker who is or will be part of an organization for the simple fact 
that it is the person who will be in contact with the customer. 
The proper selection of the personnel will contribute to the 
business success. Certain studies suggest that the attributes 
of the executives and workers such as good education, expe-
rience and skills positively favor the results of the company 
(Falcón-Acosta et al., 2012).

To this precept, the job environment and type of culture 
transmitted by the organization among its employees is also 
added. This is reflected the type and level of service provided 
by the personnel to the customers. A study carried out by Fal-
cón-Acosta et al. (2010) mentions that the quality of the in-
ternal customer is determined by two important factors: we-
ll-being and culture. In order to achieve this, it is necessary to 
identify the employee with the necessary profile to perform 
his duties in a company, taking into account the organizatio-
nal culture the person has and the job environment where 
those daily activities are carried out. 

According to Falcón-Acosta et al. (2012), there are 13 attri-
butes that should be considered by the employer to hire and 
evaluate the proper person who will represent the company 
and will be in direct or indirect contact with the customer. 
Among the conditions that stand out are: knowledge, educa-
tion, professional development, skills, permanence, rotation, 
training, creativity, motivation, organizational communica-
tion, cooperation, satisfaction and trust. 

Factor relations

Based on the diverse existing literature about the previously 
analyzed components, it can be finally stated that organiza-
tional culture contributes to the generation of the organiza-
tional climate. This, in turn, influences the job satisfaction 
that falls back on the staff of the organization and generates 
a labor productivity that is reflected in the quality of the ser-
vice (see Figure 1).
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Figure 1: Factor relations between organizational culture and quality of service
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METHODOLOGY

For this study, a qualitative research of descriptive nature 
was considered. Such study is performed through surveys 
carried out to 600 employees of the lodging sector (300 
in the city of Quito and 300 in the city of Cuenca). For this, 
a questionnaire composed of several personal questions 
and Likert-type scales structured in two parts was con-
sidered: the first part with questions related to Sociode-
mographic aspects and the second with criteria related 
to organizational climate and job satisfaction. Data were 
processed through SPSS software, in which results are 
presented to measures of central tendency, specifically 
mode, mean and typical deviation.  

RESULTS

Sociodemographic data

One of the first results that can be observed from the 
study is about Sociodemographic aspects. In this part, in-
formation collected by personnel who works in the cities 
of Quito and Cuenca is manifested (see Table 1). 

For the city of Quito, the study was carried out on 130 wo-
men and 170 men (300 study subjects). Of them, 52.7% 
are single, whereas 37.7 are married. The range age that 
contributed most to the research were 123 people be-
tween 26 and 35 years of age (41%). Among all study sub-
jects, 37% have no children, whereas 80% or 70% have 
one or two children, respectively. Of the total elements 
analyzed, 268 people interviewed (89.3%) are Ecuadorian. 
A total of 93% have an undergraduate university degree 

and 85% have a secondary education level.  Unfortunately, 
among all those who work in the hotel sector, there is a 
great variety of people with diverse studies that not ne-
cessarily adhere to the chairs of gastronomy, lodging or 
administration. Each of them has a training level related to 
the work profile less than 10%, whereas 70% of the total 
sample has another training level not related to the lod-
ging services sector. 

For the city of Cuenca, the study was carried out on 170 
women and 130 men (300 study subjects). Of them, 
40.7% are single, whereas 51.37 are married. The ran-
ge age that contributed most to the research were 109 
people between 26 and 35 years of age (36.4%). Among 
all study subjects, 30.7% have no children, whereas 68% 
or 72% have one or two children, respectively. Of the to-
tal elements analyzed, 287 people interviewed (95.7%) 
are Ecuadorian. A total of 22% have an undergraduate 
university degree, 8% have a higher technical diploma 
and 38.3% have a secondary education level.  That is, in 
this sector more people work with secondary education 
degree (115 people). Unfortunately, among all those who 
work in the hotel sector, there is a great variety of peo-
ple with diverse studies that not necessarily adhere to the 
chairs of gastronomy (10%), lodging (6.7%), hotel (0.7%) 
or administration (17%). In other words, 35.3% of the total 
sample has another type of training that is not related to 
the lodging services sector. The data that generates more 
impact is that which is not related to the formation of a 
work profile that staff should have, in order to work in the 
hotel sector and unfortunately, it is not evidenced. 
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Table 1: Sociodemographic aspects
Indicators    Quito Cuenca
Criterion Measure  Frequency Percentage Frequency Percentage
Gender Man  170 56.7 130 56.7
 Woman  130 43.3 170 43.3
State Single 158 52.7 122 40.7
 Married 113 37.7 154 51.3
 Divorced 23 7.7 80 8.0
 widow /Widower 6 2.0 0 0
Age From 18 to 25 69 23.0 72 24.0
 From 26 to 35 123 41.0 109 36.4
 From 35 to 45 69 23.0 72 24.0
 From 46 to 55 30 10.0 37 12.3
 From 56 to 65 9 3.0 9 3.0
 More than 0 0.0 1 0.3
Number of children 0 111 37.0 92 30.7
 1 80 26.7 68 22.7
 2 70 23.3 72 24.0
 3 23 7.7 46 15.3
 4 15 5.0 18 6.0
 5 1 3.0 2 0.7
 More than 5 0 0 2 0.6
Nationality  Ecuador 268 89.3 287 95.7
 Colombia 7 2.3 2 0.7
 Argentina 1 0.3 - -
 United States 2 0.7 - -
 Venezuela 20 6.7 3 1.0
 Germany 1 0.3 - -
 Pakistan 1 0.3 - -
 Peru - - 5 1.7
 Italia  - - 1 0.3
 Cuba  - - 1 0.3
 Switzerland - - 1 0.3
Level of education Primary incomplete 3 1.0 5 1.7
 Primary 14 4.7 42 14.0
 Secondary incomplete 20 6.7 45 15.0
 Secondary 85 28.3 115 38.3
 Higher technical degree 77 25.7 24 8.0
 University 93 31.0 66 22.0
 Postgraduate (Masters, Ph.D.) 8 2.7 3 1.0
Training specialty Tourism 22 7.3 30 10.0
 Gastronomy 15 5.0 20 6.7
 Hotel  28 9.3 2 0.7
 Business/ administration 25 8.0 51 17.0
 Others  210 70.0 106 35.3
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Organizational climate 

Regarding Table 2 and related to the organizational cli-
mate, workers who perform their activities both in Quito 
and Cuenca consider that there are elements that are 
strongly related to this area. Here, their data are very 
similar with the exception for those that are referred to 
personal values and to the values of the management 
of the establishment. In Cuenca, there are lower results 
than in Quito. 

Similarly, it can be observed that for the city of Quito, the 
opinion of the workers considers that it is not worthwhile 
to continue working in the hotel indefinitely. A total of 
115 people (28.f3%) are in a position of total disagree-
ment and 333 people (11%) totally agree with this point. 
This means that 185 people consider that it is worth 
working in this sector (62.3%). This is the same as that 

aspect in which the employee is asked if the decision to 
work in the hotel has been an error on his part. 191 peo-
ple (63.7%) indicate a total disagreement and 16 people 
(5.3%) totally agree. This shows that 109 people consider 
it a mistake to work in this type of business (36%). 

In the case of the city of Cuenca, 247 people (82.2%) with 
a total disagreement and 7 people (2.3%) who evaluate in 
agreement consider that it is not worthwhile to continue 
working in the hotel indefinitely. That is, 159 people con-
sider that it is worthy working in that sector (53%). When 
asking if definitely the decision of working in the hotel has 
been an error on his part, 191 people (63.7%) expressed a 
total disagreement, and 16 people (5.3%) totally agreed. 
This shows that 53 people consider it a mistake to work in 
this type of business (18%). 

Table 2: Organizational climate
Criterion  Quito    Cuenca 

 Mode  Mean Typical  Mode  Mean Typical   
   deviation   deviation

I am willing to perform a great effort to contribute  5 4.39 0.771 5 4.66 0.648
to the success of this hotel. 
When I talk with my friends, I tell them that my  5 4.22 0.877 5 4.37 0.850
company is a great place to work.  
I feel a lot of royalty to this company.   5 4.36 0.848 5 4.64 0.656
I would accept any type of task in order to  5 3.68 1.147 5 3.58 1.420
continue working here. 
I consider that my values and the values of the  4 4.07 0.924 5 4.13 0.983
managers of this establishment are very similar.   
I am proud to say that I am part of this hotel. 5 4.26 0.885 5 4.55 0.665
I would not mind working in other hotel if the  5 3.79 1.198 4 3.91 1.284
type of work was similar.  
The management of my company helps me to feel  5 4.07 1.032 4 4.13 1.061
motivated in the performance of my duties.  
I consider that my values and the values of the  4 3.24 1.302 2 2.45 1.535
managers of this establishment are very similar.   
I am delighted to have chosen this company to work  5 3.99 1.007 5 4.32 0.848
and not others I considered joining at that time.  
It is not worth staying at this hotel indefinitely. 1 2.46 1.408 2 2.18 1.341
I often disagree with the policy of the company on 3 2.99 1.329 3 2.94 1.445 
issues related to employees.  
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I really care about the future of this hotel. 5 4.06 1.139 5 4.54 0.719
For me, this is the best hotel possible to work.  5 3.81 1.069 4 4.06 0.993
Definitely, the decision to work in this hotel  1 1.84 1.274 1 1.27 0.663
has been a mistake on my part. 

Note: Results based on 300 surveys. 

Job satisfaction 

Regarding the job satisfaction variable, several interesting 
data with the studies carried out both in Quito and Cuen-
ca. These were developed on job motivation, job inconve-
nient and level of general satisfaction. 

In relation to the results achieved about labor issues, 
among the most significant results in the city of Quito, 
those related to employment security with 24% of rela-
tion, followed by professional autonomy, with 18.7% and 

salary, with 14.7% can be mentioned. To these, other cri-
teria or factors that are not related to the type of activity 
can be also related. These, such as vacations are possibly 
related to more personal aspects. Unlike Quito, 60.7% of 
the workers analyzed in Cuenca perform this activity al-
though they dislike. This result is reflected in the following 
criterion of Table 3, where 11.7% of the respondents could 
not find a better job, but they do it to receive a salary (11%) 
necessary to subsist. 

Table 3: Work motive
City  Quito   Cuenca

Criterion  Frequency % Frequency %

I do not like this activity 10 3.3 182 60.7
I have not found a better job 24 8.0 35 11.7
For the salary 44 14.7 33 11.0
For vacations 2 0.7 1 0.3
For job security 72 24.0 22 7.3
For professional autonomy 56 18.7 11 3.7
Others 75 25.0 11 3.7
Do not know/do not answer 17 5.6 5 1.7

Note: Results based on 300 surveys.

In accordance with data obtained regarding labor pro-
blems that a worker may find in the lodging sector, Ta-
ble 4 shows criteria that are similar between Quito and 
Cuenca. For example, one of the most relevant data for 
both the first city (22%) and the second (43%) is the sa-
lary. Since this criterion is the first option that exists as 
a labor problem. Consequently, to this, the schedule 

and work shifts are added with 31% and 18.3%, respec-
tively in each city. These are factors that reflect negati-
ve aspects that are found when working in this sector. It 
should be noted that, in this section, both in Quito and in 
Cuenca, a large number of people could not identify any 
aspect that is negative at work level among the determi-
ned criteria. 
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Table 4: Labor problems
City Quito Cuenca

Criterion  First option Second option First option Second option

 Frequency % Frequency % Frequency % Frequency %

Salary 66 22.0 8 2.7 54 18.0 15 5.0
Schedules/Shift 93 31.0 29 9.7 55 18.3 18 0.6
Relationships with coworkers 10 3.3 15 5.0 16 5.3 16 5.3
Relationships with supervisors 6 2.0 7 2.3 8 2.7 11 3.7
Lack of prestige of my activity 7 2.3 7 2.3 11 3.7 13 4.3
Lack of resources to do my job 13 4.3 16 5.3 7 2.3 9 3.0
Lack of interest of my task/routine 7 2.3 9 3.0 2 0.7 0 0.0
Lack of autonomy and freedom to 7 2.3 18 6.0 7 2.3 15 5.0
do my job
Others 18 6 2 0.7 6 2.0 3 1.0
Do not know/do not answer 73 24.3 189 63% 134 45 200 67
Note: Results based on 300 surveys.

Among the labor advantages of this sector (see Table 5), for 
the city of Quito, it was found that this type of work genera-
tes greater interest in people to overcome, with 23.7%, fo-
llowed by 19.7% in relation to salary. A poor relationship with 
superiors, with 2.3% was observed, that is there is no labor 
affinity to perform daily tasks. In relation to Cuenca, one of 
the labor advantages is the schedule compatible with other 
activities that are not related to work (20%). This is followed 

by the interest of the work to overcome, with 17% and in 
third place, personal autonomy and freedom found to work. 
Unfortunately, none of these criteria has a weight greater 
than 50%. Therefore, it is concluded that the personnel who 
perform their duties in the lodging sector are very disperse 
in terms of their labor perceptions. This can negatively in-
fluence the company where they work, since they will not 
share their organizational culture. 

Table 5: Labor advantages
City Quito Cuenca

Criterion   First option Second option First option Second option

 Frequency % Frequency % Frequency % Frequency %

Vacations 26 8.7 4 1.3 21 7.0 8 2.7
Salary 59 19.7 10 3.3 36 12.0 31 10.3
Interest in my work to overcome 71 23.7 27 9.0 51 17.0 40 13.3
Relationships with coworkers 34 11.3 31 10.3 38 12.7 41 13.7
Relationships with supervisors 7 2.3 8 2.7 14 4.7 22 7.3
Schedule/Shift  18 6 37 12.3 60 20.0 36 12.0
compatible with another activity
Personal autonomy,  34 11.3 54 18.0 45 15.0 54 18.0
freedom to work 
Social importance,  14 4.7 45 15.0 23 7.7 23 7.7
prestige of my profession 
Others 5 1.7 3 1.0 4 1.3 2 0.7
Do not know/do not answer 32 10.6 81 27.0 8 3% 43 14%
Note: Results based on 300 surveys.
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Regarding the level of general satisfaction achieved (see 
Table 6), in the city of Quito the criteria related to the 
possibility of promotion obtained a mean of 3.45 over 5 
points. The training received by the company obtained 
3.54 and the economic wage, 3.68. These aspects fail to 
cover the expectations of the worker. However, the ac-
tivity carried out in the company, with a mean of 4.19, 
the form of organization and management of the esta-
blishment with 4.13 are criteria that the worker values 
more. On the other hand, the general results achieved in 

the city of Cuenca were very different to those observed 
in the city of Quito, where the training provided by the 
hotel to its workers is not adequate. This is reflected in a 
mean of 3.02 and a mode of 1. This value is similar to the 
possible opportunity for promotion, with a mean of 3.03 
and a mode of 1. On the other hand, the relationship with 
supervisors with 4.40, the autonomy with a mean of 4.39 
and the usefulness of the labor for the good operation of 
the hotel with a mean of 3.38 are the criteria that obtai-
ned greater satisfaction value for the worker. 

Table 6: General satisfaction level
Criterion   Quito  Cuenca 

 Mode   Mean Typical  Mode   Mean Typical 
   deviation    deviation

Economic wage received   4 3.68 1.008 3 3.62 0.965
Relationships with coworkers   4 4.03 0.937 5 4.23 0.966
Relationships with supervisors   5 4.07 0.923 5 4.40 0.850
Material working conditions   5 4.05 0.940 5 4.30 0.808
Autonomy / freedom to do the job   5 4.09 0.934 5 4.39 0.916
Recognition for a job well done   4 3.82 1.067 5 3.87 1.197
My activity itself  5 4.19 0.891 5 4.45 0.831
Possibility of personal development with his work  4 3.92 0.995 5 4.11 1.053
Prestige or social recognition of my profession   4 3.80 1.077 4 3.91 1.078
Possibility of promotion   4 3.43 1.310 1 3.03 1.456
Training, courses received in this company  4 3.54 1.254 1 3.02 1.487
Usefulness of my work for the good operation of   4 4.03 0.950 5 4.38 0.855
the hotel 
Health care for employees of my establishment   5 4.12 1.003 5 4.20 1.022
Form of organization / management of the   5 4.13 0.940 4 4.07 0.958
establishment
General satisfaction level with my work 4 4.14 0.830 4 4.14 0.778
Note: Results based on 300 surveys.

CONCLUSIONS

Based on the diverse literature of these components, it 
can be finally stated that organizational culture contribu-
tes to the generation of the organizational climate. This, in 
turn, contributes to job satisfaction, labor productivity and 
therefore, the quality of labor service.  

One of the main reasons that there are dispersed results in 
all the variables is due to the profile of the worker of each 
hotel sector. This is observed by the existence of workers 

who lack the training related to this type of work. In other 
words, there are few hoteliers, gourmets or administrators 
who have a training culture conceived to work in this type 
of company. 

In the same sense, the professionalization of the lodging 
sector is really worrying, because it lacks the support of 
both public policies that grant the necessary importance 
and not by the private sector in the hiring processes. In 
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addition, it is evident that the contexts in which this ac-
tivity takes place are different. In the case of Quito, there 
is greater openness to the professionalization of human 
talent, whereas in the city of Cuenca there is a different 
dynamic, since the workers have no relevant training (Ta-
ble 1).   

Likewise, the human capital that works in that sector be-
longs to a new generation that, according to Table 1, com-
prises between 26 and 36 years of age. This identifies in 
characteristics of its immediate bosses such as leadership, 
recognition and use of technology among other elements 
that allow them to contribute change within the organiza-
tion. Therefore, considering this labor segment is neces-
sary due to its proactivity and relation with technology. 

The business dynamics in the lodging sector is different 
from the other traditional companies, because in its in-
ternal organization, the following aspects are highligh-
ted: rotating schedules in operational personnel, conti-
nuous and direct treatment with the customer, human 
talent that plays a leading role within the lodging sec-
tor, satisfaction of the external customer –tourist- and 
the quality and image of both institution and tourism 
destination. 

Improvement of the organizational culture must be an axis 
within the internal policies. Table 6 reflects a high percen-
tage of job dissatisfaction whether in salaries, possibility 
of promotions and recognition for the work performed. All 
this may generate a new research line about the analysis 
of staff turnover, which also affects training and specializa-
tion of the personnel within these companies. 

In that same sense, the realities of the two cities are di-
fferent and this makes the business dynamics different, 
because in Quito, represented by a constantly moving 
capitalism, generates greater competitiveness in this 
type of establishments, in addition to that in this city 
there are world-renowned hotel chains. Therefore, the-
re is a high diversification of this type of lodging esta-
blishments. On the other hand, in the city of Cuenca, a 
conservative territory, there is still no competitive bu-
siness dynamics, because most of the establishments 
present in the city have a family nature and lack a 
broader view of the lodging sector.  
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