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ABSTRACT 

 

The use of Resource-based Theory (RBT) to explain the relationship between 

management practices and performance was questioned by Bromiley and Rau (2014), 

proposing the Practice-based View. Influential studies on management practices present 

several limitations such as the issue of the definition of practices and some 

methodological aspects. Aiming to contribute to this recent debate, this dissertation has 

two main objectives. First, it is to develop the argument that a new theory or view is not 

needed to explain the effect of practices on performance. The RBT can be effectively 

used, considering practices as capabilities. Secondly, it is to develop further empirical 

support for this argument that will cover some of the gaps in the literature on management 

practices and performance. This research advances the study of practices by identifying, 

in an empirically grounded way, a set of practices that potentially leads to superior 

performance and test the relationship between these management practices and 

performance in a specific context: the hotel industry in Brazil. Three research questions 

guide this dissertation RQ1 Which hotel management practices potentially lead to 

superior performance? RQ2 How can the degree of development of management 

practices be measured? RQ3 Can hotel management practices be a source of performance 

heterogeneity? This research was developed into four stages. Using a qualitative 

approach, the first stage incorporated both primary data and secondary data, with the aim 

of identifying the hotel management practices that could potentially lead to superior 

performance. From the practices identified, in stage 2 an instrument was developed to 

measure the degree of each practice and hypotheses applied to hotel industry were 

elaborated. In stage 3, the relationship between hotel management practice and 

performance was tested. And finally, in the stage 4, the factors that support or disturb the 

process of practice development were tested, in an exploratory way. The third and fourth 

stages have a quantitative approach, using multiple regression technique. Primary data 

and secondary data were used in these stages obtained from three different data sources. 

The sample was composed of 234 hotels affiliated to hotel chains and located in large 

urban cities of Brazil. The theoretical contribution of this research is the extension of the 

RBT by connecting the management practices concept with literature on capabilities, 

which states that the degree of capability development is related to performance 

heterogeneity. This research also provides contributions to empirical knowledge as well 

as to methodology. The regression results reinforced the importance of analyzing 

management practices, considered in a specific context. The regression results confirmed 

the importance of properly selecting the dependent variable to be tested. This research 

demonstrated a significant positive effect of management practices on performance, 

mainly on those indicators that were directly linked to the main objective of the practice. 

Regarding the management practices effect duration on performance, the research 

brought some insights that must be deeply explored in future studies. Some factors can 

influence the practice development, contributing to the existence of different degrees, as 

some of them factors seemed not to be as easily solved. Related to the methodological 

contribution, a reflexive scale of the management practices was developed and tested, 

covering a broad scope of practices from different areas Finally, this study also has 

practical implications, particularly for hotel managers, by providing a framework that 

supports them to establish priorities.  

 

KEYWORDS: Management Practices; Capability; Resource-based Theory; Practice-

based View; Hotel Industry; Hospitality. 



 
 

 
 

RESUMO 

A utilização da Teoria Baseada em Recursos (RBT) para explicar a relação entre 

práticas de gestão e desempenho foi questionada no trabalho de Bromiley e Rau (2014) 

em que os autores propõem uma nova abordagem, a Visão Baseada na Prática. Estudos 

influentes sobre práticas de gestão apresentam diversas limitações como a própria 

definição do conceito práticas de gestão e também algumas questões metodológicas. Com 

o objetivo de contribuir para este recente debate, esta tese possui dois principais objetivos. 

Primeiro, desenvolver o argumento de que uma nova teoria ou visão não é necessária para 

explicar o efeito das práticas no desempenho. A RBT pode ser utilizada ao considerar as 

práticas de gestão como capacidades. Em segundo lugar, desenvolver suporte empírico 

adicional para este argumento que cobrirá algumas das lacunas na literatura sobre práticas 

de gestão e desempenho. Esta pesquisa avança o estudo das práticas de gestão, 

identificando, de forma empírica, um conjunto de práticas que potencialmente levam a 

um desempenho superior e testam a relação entre essas práticas e desempenho em um 

contexto específico: o segmento hoteleiro no Brasil. Três questões de pesquisa orientam 

esta tese RQ1 Quais práticas de gestão hoteleira potencialmente levam a um desempenho 

superior? RQ2 Como o grau de desenvolvimento das práticas de gestão pode ser medido? 

RQ3 As práticas de gestão hoteleira podem ser uma fonte de heterogeneidade de 

desempenho? Esta pesquisa foi desenvolvida em quatro etapas. Utilizando uma 

abordagem qualitativa, a etapa 1 incorporou dados primários e dados secundários, com o 

objetivo de identificar as práticas de gestão hoteleira que potencialmente levam a um 

desempenho superior. A partir das práticas identificadas, na etapa 2 foi elaborado um 

instrumento para medir o grau de desenvolvimento de cada prática, bem como elaboradas 

hipóteses aplicadas ao segmento hoteleiro. Na etapa 3, a relação entre a prática de gestão 

e o desempenho do hotel foi testada. E, finalmente, na etapa 4, os fatores que favorecem 

ou dificultam o desenvolvimento da prática foram testados, de forma exploratória. As 

etapas 3 e 4 possuem abordagem quantitativa, utilizando a técnica de regressão múltipla. 

Dados primários e secundários foram utilizados nestas etapas obtidos a partir de três 

fontes diferentes. A amostra é composta por 234 hotéis afiliados a redes de hotéis e 

localizados em grandes centros urbanos do Brasil. A contribuição teórica desta pesquisa 

é a extensão do RBT, conectando o conceito de práticas de gestão com a literatura de 

capacidades, uma vez que o grau de desenvolvimento das capacidades está associado à 

heterogeneidade de desempenho. Esta pesquisa também fornece contribuições empíricas, 

bem como metodológicas. Os resultados da regressão reforçaram a importância de 

analisar as práticas de gestão em um contexto específico, bem como confirmaram a 

importância de selecionar adequadamente a variável dependente a ser testada. Esta 

pesquisa demonstrou um efeito positivo significativo de práticas de gestão no 

desempenho, principalmente quando os indicadores analisados estão diretamente ligados 

ao objetivo central da prática. Em relação à duração do efeito das práticas gerenciais no 

desempenho, a pesquisa apresenta possíveis explicações, que devem ser aprofundadas em 

estudos futuros. Alguns fatores podem influenciar o desenvolvimento da prática, 

contribuindo para a existência de diferentes graus, uma vez que alguns fatores parecem 

não ser tão facilmente resolvidos. Relacionado à contribuição metodológica, uma escala 

reflexiva das práticas de gestão foi desenvolvida e testada, cobrindo um amplo escopo de 

práticas de diferentes áreas. Finalmente, este estudo também tem implicações práticas, 

particularmente aos gerentes de hotel, fornecendo informações que os apoiem no 

estabelecimento de prioridades. 

 

Palavras-chave: Práticas de Gestão; Capacidade; Teoria Baseada em Recursos; Visão 

Baseada na Prática; Segmento Hoteleiro; Hospitalidade. 
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1 INTRODUCTION  

 

Since the origin of scientific management, researchers and practitioners have 

studied the effects of management practices on performance. Some researchers have 

emphasized process improvements, others different ways of managing people, and some, 

the way in which the organization is structured. Over the last decade, this topic has gained 

new prominence, particularly because of some international research that has 

demonstrated a strong relationship between management practices and performance (e.g., 

Bloom, Eifert, Mahajan, McKenzie, & Roberts, 2013; Bloom, Genakos, Sadun, & Van 

Reenen, 2012; Bloom & Van Reenen, 2007; Bloom & Van Reenen, 2010). The central 

question of this new approach is not about productivity gains within firms when they 

acquire new management practices. The current debate focuses on understanding whether 

management practices can be a source of sustained performance heterogeneity among 

firms, even though such practices are likely to be copied. 

This renewed interest in management practices has important theoretical 

implications for strategic management theory. The results can be used to question current 

explanations for intra-industry performance heterogeneity, such as the resource-based 

theory (RBT). The RBT is based on the logic that sustained differences in intra-industry 

performance are a consequence of sustained heterogeneity in resources and capabilities 

that are costly to copy or substitute (Barney, 1991; Barney & Clark, 2007; Barney, 

Ketchen, & Wright, 2011; Peteraf, 1993). Practices, however, are in the public domain 

and generally have weak or non-existent isolating mechanisms. In an attempt to reconcile 

this inconsistency, Bromiley & Rau (2014) proposed the practice-based view (PBV). 

PBV focuses on “imitable activities or practices, often in the public domain, [that are] 

amenable to transfer across firms” (Bromiley & Rau, 2014, p. 1249). One of the main 

arguments of these researchers is based on management practice characteristics, which 

differ from the strategic resources traditionally considered in RBT. The strategic resource 

concept is heavily influenced by the criteria proposed by Barney (1991), initially known 

as VRIN (valuable, rare, inimitable, non-substitutable). Bromiley & Rau’s (2014) 

proposal initiated a heated theoretical and empirical debate that is still at an early stage 

because of several limitations of the studies that have explored the effects of practices on 

performance (Bromiley & Rau, 2014; Hitt, Xu, & Carnes, 2016). 

The theoretical contribution of this dissertation is the argument that a new theory 

or view is not needed to explain the effect of practices on performance. The RBT can be 
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effectively used, considering practices as capabilities. This argument is empirically 

detailed and supported by the evidence presented in the several stages of this dissertation. 

The RBT, with minor extensions and further empirical support, can explain the effect of 

management practices on performance. First, once management practices are applied 

within a firm, some of them can become organizational capabilities. Secondly, even if 

those capabilities are relatively common, they differ in degree, which can also lead to 

performance heterogeneity. Thirdly, the barriers to the development of these capabilities 

mean that they enable heterogeneity. These barriers make the process of practice 

dissemination or development slow and complex (Gibbons & Henderson, 2012), 

generating different degrees of practice development among firms and connecting with 

the idea that capabilities are not binary characteristics within the organization (Winter, 

2000). Thus, the current research has two main objectives. The first is to develop the 

above-summarized argument based on the literature on capabilities. The second is to 

develop further empirical support for this argument that will cover some of the gaps in 

the literature on management practices and performance.  

Bloom and colleagues (2010) aiming to cover various industries and countries 

addressed a limited number of practices that are considered less contingent. However, 

their survey instrument was developed by a consultancy firm, exposing a lack of rigorous 

procedure for the identification and conceptualization of management practices. 

However, the issue of the definition of practices and some methodological aspects 

constitute the major limitations of their study (Waldman, Luque, Sully, & Wang, 2012). 

There is a clear need to define practices in specific contexts that comprehensively address 

specific competitive environments. This focus helps the identification of several relevant 

management practices, and thus it avoids the formation of an overall measure of 

management practices (e.g. Bloom & Van Reenen, 2010). This approach is considered 

crucial as different practices may have distinct effects on performance (Bromiley & Rau, 

2016). The effect of practice on performance can be positive, negative, or neutral; both 

directly and indirectly: and it may have different impacts in different circumstances 

(Bromiley & Rau, 2016). 

The current research advances the study of practices by identifying, in an 

empirically grounded way, a set of practices that potentially leads to superior performance 

and test the relationship between these management practices and performance in a 

specific context: the hotel industry in Brazil. The choice of a developing country allows 

for greater heterogeneity in the development of management practices (Bloom et al., 
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2012), while the choice of a service sector contrasts well with the work of Bloom and 

colleagues, since their practices are operations-oriented and grounded in manufacturing. 

Empirical studies focusing on a holistic view of service practices are scarce (Oliveira & 

Roth, 2012). Specifically, most of the existing studies on hotel management focus on a 

specific practice (e.g., Pavlatos, 2015; Pereira-Moliner, 2016; Vila, Enz, & Costa, 2012). 

Few studies simultaneously investigate two sets of practices (e.g., Peixoto, 2012), and 

even fewer studies focus on several practices. A broad examination of best practices in 

the hotel industry in the United States was conducted in 1998 and 1999 identifying more 

than one hundred best practices related to a variety of functions (Dubé, Enz, Renaghan, 

& Siguaw, 1999). However, the study offers little empirical validation of the effectiveness 

of these practices on performance.  

The main research questions of this study are as follows: RQ1 Which hotel 

management practices potentially lead to superior performance? RQ2 How can the 

degree of development of management practices be measured?  RQ3 Can hotel 

management practices be a source of performance heterogeneity? The current study 

contributes to the extension of the RBT by connecting management practice studies with 

the concept of capability (Amit & Schoemaker, 1993; Dosi, Nelson, & Winter, 2000; 

Winter, 2000), and by offering empirical support in a specific context: the Brazilian hotel 

industry. In addition, this study offers contributions to the business community by 

systematizing the knowledge of key hotel management practices and their impact on 

performance, providing guidance to an industry that is undergoing a major transformation 

(Cypriano, 2014). 

In order to make contributions to both scholars and the business community, the 

research relies on a continuous involvement of representatives from the hotel industry, 

from the moment of problem formulation, through to the construction of theory and 

definition of the research design, to the interpretation of the results (Van de Ven, 2007). 

To this end, a partnership was established with the Brazilian Hotel Operators Association 

(FOHB – Fórum de Operadores Hoteleiros do Brasil), an organization that represents the 

major hotel chains operating in the country. This partnership not only supported the 

development of the research project by providing access to affiliated hotels, but also 

enabled the research project to be monitored during the entire process. In summary, a 

committee composed of academics and practitioners was created with the aim of 

following up the development of every stage of the current research. 
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Objectives and Dissertation Structure 

 

This dissertation was structured in four stages in order (i) to address the main 

objectives previously proposed; (ii) to give empirical support to RBT as the proper theory 

to explain the relationship between management practices and performance, and (iii) to 

offer applied knowledge to practitioners in a specific sector.  

 As an engaged scholarship (Van de Ven, 2007) project,  this dissertation did not 

follow the traditional structure of academic research. For instance, the theoretical 

foundation is presented in two different sections. The next section presents the theoretical 

bases that support the empirical stages of the dissertation. Later in the dissertation a 

complimentary theoretical foundation will be provided, which is presented in the section 

“4.2.1 Hypotheses Formulation Applied to Hotel Industry”. The development of the 

specific hypotheses could only be developed after the results of the first stage of the 

research because they were based on the management practices that are relevant to the 

hotel industry. 

The "Method" section as well as the one entitled “Data Analysis” is divided into 

four subsections following the logic of the stages of the current research, which will be 

detailed in the end of the “Theoretical Foundation” section. The subsequent section 

presents the "Discussion of the Integrated Results" and the last one brings the 

"Conclusion", highlighting the contribution of the research to theory and to practice as 

well as the study limitations and the future research opportunities. 

 

  



23 
 

 
 

2 THEORETICAL FOUNDATION 

 

The conceptual model proposed in this research uses RBT as its theoretical 

foundation and assumes that management practices have the potential for producing 

superior performance, especially when the management practice becomes a capability. 

This link is based on the similarities that exist between the “management practice” and 

“capability” concepts, being the definitions decomposed into five main properties. This 

argument is developed over the following sections. 

Over the last three decades, the number of papers using the Resource-Based 

Theory (RBT) perspective, arguing that idiosyncratic resources lead to performance 

heterogeneity between firms, is increasing (Acedo, Barroso, & Galan, 2006). Researchers 

undertook a meta-analysis of empirical studies that dealt with this issue, and the results 

suggest that resources that are considered to be strategic within organizations explain a 

significant part of the variation in performance (Crook, Ketchen Jr, Combs, & Todd, 

2008). This meta-analysis result indicates that empirical studies that consider VRIN-type 

resources, based on the model proposed by Barney (1991), are predominant to a certain 

extent (63% of the studies analyzed). However, the survey by Crook et al. (2008) is not 

limited to studies based on VRIN-type resources, suggesting that other types of resources 

could also be related to performance heterogeneity. 

The results of the meta-analysis by Crook et al. (2008) revealed that resources that 

do not meet the criteria proposed by Barney (1991) also have a positive relationship with 

performance, although it is less intense. Crook et al. (2008) considered resources that do 

not meet such criteria, such as unique routines and practices that are easily identified and, 

therefore, capable of being imitated by competitors. Empirical evidence that demonstrates 

the relationship between specific practices and performance can also be found in various 

areas in management, such as operations, human resources, and marketing (e.g., 

Faramillo, Ladik, Marshall, & Mulki, 2007; Nair, 2006; Rauch & Hatak, 2016). In the 

last ten years a series of empirical studies led by Bloom & Van Reenen (Bloom et al., 

2013; Bloom et al., 2012; Bloom & Van Reenen, 2007, 2010) have demonstrated the 

strong relationship that exists between management practices and performance 

heterogeneity. 

Based on the results of these studies, Bromiley & Rau (2014) recently suggested 

a new approach, called the Practice-Based View (PBV), as an alternative for explaining 

firm performance based on transferable practices. Bromiley & Rau (2016) argue that RBT 
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is not the appropriate theoretical perspective on which to base studies comparing 

management practices and performance, especially in the operations area, since resources 

from the RBT perspective must be valuable, rare and difficult to imitate and substitute. 

The aspects identified by Bromiley & Rau (2014, 2016) are interesting since they 

emphasize the management practices potential as a source of superior performance. 

However, the arguments made by these researchers do not justify the abandonment of the 

RBT concepts because they do not question the central basis of the RBT, which relies on 

the reasoning that variations in performance between companies can be largely explained 

by the heterogeneity of their resources (Barney et al., 2011). Researchers have focused 

more on the condition of the resources proposed by the VRIN model than on RBT itself. 

This study, however, starts with the understanding that although management practices 

are common among firms, they are at different degrees of development within 

organizations, leading to performance heterogeneity. There are barriers to the 

development of capabilities that can cause differences in degrees of practice development 

among firms (Gibbons & Henderson, 2012). RBT needs only to be extended to explain 

the relationship between management practices and firm performance. Therefore, PBV 

seems not to be necessary. 

 

2.1 Management Practices 

 

2.1.1 Defining Management Practice 

 

The recent increase in studies of management practices is mainly due to the result 

of the work of Bloom and colleagues (e.g., Bloom et al., 2013; Bloom et al., 2012; Bloom 

& Van Reenen, 2010). However, a similar question that addresses more specific practices 

has been explored for decades in fields such as operations, human resources, marketing 

and strategy (e.g., Claycomb, Germain, & Droge, 2000; Flynn, Sakakibara, & Schroeder, 

1995; Jayaram, Droge, & Vickery, 1999). 

Despite the wide variety of studies on practices, there is no consensus regarding 

their definition or scope and, consequently, their impact on performance (Bloom et al., 

2012). Such diversity is found in different types of research focus: from studies that 

analyze the effect on the performance based on an isolated practice within a specific 

context, such as remuneration practice (e.g., Zhang, Long, Wu, & Huang, 2015), to 

studies that examine more than one practice in a particular functional area, such as 
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operational practices (e.g., Flynn et al., 1995). And even studies that combine practices 

from more than one area in the organization in their analysis, such as operations and 

human resources (e.g., de Menezes, Wood, & Gelade, 2010). Numerous studies with 

different scopes have been conducted, both in the manufacturing and service industries, 

in various functional areas. Generally, these studies specify a set of activities that have 

the potential to lead to better results for the area in question. For example, researchers 

define operational practices as a “situation generic, highly structured sets of activities 

that can be transferred across organizations and industries to help operations 

management personnel address similar operational problems" (Wu, Melnyk, & Swink, 

2012, p. 123). 

Unlike the vast majority of management practice studies, the research program 

that originated with Bloom and Van Reenen's study (2007) is concerned with the 

identification of a selected set of practices considered less contingent, applicable to 

different industries and contexts (Bloom et al., 2012). In the studies of Bloom and 

colleagues, they define management practices as processes and behaviors that connect the 

physical and human aspects of the business and align the efforts of the organization as a 

whole; those that optimize the quality of labor and maximize human capital; and those 

which optimize the production lines and create maximum value from fixed assets (LSE, 

2014). Their research focus is mainly on human resource and operations areas. 

Bromiley & Rau (2014) propose the PBV as an alternative theoretical explanation 

for the effect of practices on performance. Bromiley & Rau (2014, p. 1249) define 

practices as “a defined activity or set of activities that a variety of firms might execute”. 

In the understanding of the researchers, any practice that provides specific guidance to 

managers on how to behave becomes a potential explanation of the variation in the 

performance of a firm. It comprises specific activities such as periodic maintenance of 

machinery, or more sophisticated activities, such as the implementation of total quality 

management (Bromiley & Rau, 2014). In addition to their approach, the authors 

emphasize that practices can have a positive, negative or neutral impact on performance, 

both directly and indirectly. They also stress that their result depends on the circumstances 

at the time of implementation and the development of the practice within the organization  

(Bromiley & Rau, 2016). 

Consolidating recent influential studies (e.g., Bloom et al., 2012; Bromiley & Rau, 

2014; Wu et al., 2012), management practices are defined in this study as processes, 

behaviors or structured activities that can be: transferred between firms; implemented in 
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specific organizational contexts to help managers optimize and maximize the assets of an 

organization; and can have an impact on a specific area or on the entire organization.  

 

2.1.2 Management Practice as Capability 

 

The starting point for the link between the concepts of “management practices” 

and “capabilities” is to classify them both within the “resource” category, a central 

concept within the RBT perspective. The comparison of the two concepts was based on 

the main properties of the resource category and the dimension of each property. 

Properties are defined as the general or specific characteristics or attributes of a category 

whereas dimensions represent the degree of a property (Strauss & Corbin, 2008). 

Resources are the various assets of a firm, from the tangible ones, such as 

equipment and machinery, to the intangible ones, such as knowledge or human capital. 

Resources are controlled by the firm and used to design and implement a certain strategy 

in order to achieve superior performance (Barney & Arikan, 2001). On the basis of this 

definition, five main properties of the resource category stand out: (i) tangibility; (ii) level 

of analysis; (iii) intention; (iv) specificity; and (v) impact. The five properties and their 

respective dimensions are used to make a comparison between the “capabilities” and 

“management practices” concepts. 

Resources have different degrees of tangibility (dimensions: low-high). For 

example, physical structure and financial capital are considered to be more tangible 

assets, whereas human capital and organizational capital are considered to be less tangible 

assets  (Barney & Arikan, 2001). Both capability and management practice definitions 

indicate a low degree of resource tangibility. Capabilities are defined as complex patterns 

of coordination between people and other resources (Grant, 1991), organizational 

processes (Amit & Schoemaker, 1993) or a high-level routine, or collection of routines 

(Winter, 2000). Management practices are understood to be activities (Bromiley & Rau, 

2014; Wu et al., 2012), processes and behaviors (Bloom & Van Reenen, 2007) that 

involve human and physical aspects. The degree of resource tangibility can be illustrated 

by the human body metaphor developed by Winter (2000), in which the author defines 

capabilities as the nervous system that is dependent on bones and muscles to produce a 

result. 

The level of analysis varies from the individual, groups or functional areas to the 

organizational level (dimensions: micro-meso-macro) (Salvato & Rerup, 2011). The 
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literature on both management practices and capabilities introduces a variety of scopes 

with regard to the level of analysis, with the meso-macro level predominating to a certain 

extent. Capabilities are generally developed in functional areas, or by combining physical, 

human, and technological resources at the organizational level (Amit & Schoemaker, 

1993). The development of management practices also concentrates on functional areas 

and their implementation generally involves several areas in the organization. Analyzing 

elements on different levels and starting with the individual level can lead to a better 

understanding of the development of the capabilities (Felin, Foss, Heimeriks, & Madsen, 

2012; Salvato & Rerup, 2011; Winter, 2013) since they are considered to be the building 

blocks (Dosi et al., 2000). This study, however, focuses on the macro-level, since the 

central objective of the resource within the perspective of RBT is the performance of the 

firm. 

The degree of intention (dimensions: low-high) refers to the decision-making 

process for acquiring or developing the resource within the organization. On the one hand, 

there are resources in companies that are acquired or developed in a deliberate and 

conscious way, which means with a high degree of intention. On the other hand, some 

resources are generated without any awareness or intention. Definitions of capabilities 

and management practices indicate a high degree of resource intention. In developing a 

capability, organizations pre-establish the desired effects (Amit & Schoemaker, 1993; 

Winter, 2000). Likewise, management practices are introduced in organizations with a 

concrete and known objective, such as for solving some operational problem (Wu et al., 

2012), or creating more value for stakeholders (Dubé, Enz, & Renaghan, 2000). The 

degree of intention distinguishes capabilities from organizational routines (Dosi et al., 

2000). Organizational routines are often considered invisible and unknown to the 

organization (Winter, 2000). In other words, it is not possible to define exactly what they 

are or why a particular routine was established in that particular way. Contrarily, 

capabilities are necessarily known at least regarding the intended effects (Winter, 2000). 

The degree of resource specificity (dimensions: low-high) is measured by 

evaluating whether the resource is standard across all firms or whether it is organization-

specific. The higher the degree of specificity of the resource, the more difficult it is to 

find a firm with the same resource. This feature is considered the central point in the 

debate over the differences between management practices and capabilities. While there 

is consensus, on the one hand, regarding the high degree of specificity of capabilities. 

This is because capabilities are considered tacit processes that emerge gradually within 
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the organization and are dependent on its trajectory, influenced by its history (Amit & 

Schoemaker, 1993; Jacobides & Winter, 2012; Wu, Melnyk, & Flynn, 2010). On the other 

hand, this issue of the specificity is still obscure in the case of management practices. 

Although management practices are considered to be structured activities (Wu et al., 

2012) that are known to be in the public domain (Bromiley & Rau, 2014), it does not 

mean that they do not become firm-specific. The results of empirical studies on 

management practices (e.g., Bloom et al., 2012) indicate that there is heterogeneity in the 

development of practices among firms, making it possible to connect the concept of 

practices with the idea that capabilities are not binary characteristics within the 

organization (Winter, 2000). Capabilities evolve and develop over time (Helfat & Peteraf, 

2003), and may have different degrees of development (Hoopes & Madsen, 2008; Rockart 

& Dutt, 2015). The process of implementing a new capability is not simple; it does not 

follow a recipe (Winter, 2012). It can involve new learning when dealing with a new 

procedure within a new context (Jacobides & Winter, 2012). The same happens with 

management practices when applied to firms. They are not limited to following what is 

in the instruction manual or in the recipe. The development of a practice is something 

more complex, since there are barriers to the development of practices (Gibbons & 

Henderson, 2012), which generate different levels of practice between organizations. 

Finally, different types of resources can generate different levels of impact in the 

organization (dimensions: low-high). As an example, the acquisition of new equipment 

can have an important impact on the work of an employee but does not necessarily have 

a high impact on results for the organization. The development of a continuous 

improvement capability, on the other hand, which involves the participation of several 

departments, has the potential to affect the entire organization. Routines can be of any 

size and significance, but capabilities are substantial in their scale and significance, since 

their outcome has an impact on a considerable group of activities and generates important 

alternatives for the growth and survival of an organization (Winter, 2000). Although the 

definition of Winter (2000) is focused on organizational capability, it is believed to be 

applicable to other types of capability. Studies that analyze specific capabilities, like 

operational ones (Peng, Schroeder, & Shah, 2008; Wu, Hung, & Ho, 2012), are very 

similar to the definition of organizational capability and reveal that even very focused 

capabilities, such as innovation and continuous improvement, have a high impact on the 

organization as a whole. Literature on management practices, however, seems to be more 

varied as far as the impact generated from the practices. As an example of this, the survey 
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carried out by Dubé et al. (1999) sought to identify two types of practice:  ‘specific 

functional practices’, which are the ideas, activities and processes of various functional 

areas that have proved successful in a particular company; and ‘overall best practices’, 

which are considered to be broad strategic approaches developed by a hotel or a hotel 

company in order to capture and deliver value to customers, employees, managers and 

owners, in a way that is different from that of its competitors (Dubé et al., 1999). The 

‘overall best practices’ are close to the concept of capability. Thus, the focus of this 

research is on those practices that have the potential for generating a high impact on the 

organization and that produce significant results for the various stakeholders. 

When comparing a breakdown of the two concepts, “management practice” and 

“capability” into the five main proprieties identified, a close relationship between them 

was verified, especially in the case of practices that have a broad scope and the potential 

to evolve within the context of a given organization. Both concepts have a low degree of 

resource tangibility; their predominance is in studies at the organization level (macro); 

there is a high degree of intention, as evidenced by managers taking conscious and 

deliberate decisions; there is also a high degree of specificity, particularly practices with 

the potential to evolve, generating different degrees of development among firms; and, 

finally, both of them potentially generate a high impact in the organization. 

 

2.2 Management Practice as a Source of Superior Performance 

 

Starting with the similarities between the concepts of “management practices” and 

“capabilities”, it is assumed that once management practices that have a broad scope and 

whose purpose is to generate a high impact on the organization have been implemented, 

they can be considered capabilities in the initial stage of development. Starting from this 

position, an attempt was made to understand whether management practices can be 

considered a potential source of superior performance. 

The present section starts with the identification of the conditions for a resource 

to be considered a potential source of competitive advantage, as indicated by the 

researchers who originated RBT (e.g., Barney, 1991; Peteraf, 1993). The model proposed 

by Barney (1991) considers two conditions: (i) the heterogeneity of the strategic resources 

among firms, and (ii) that resources are not perfectly mobile, enabling resource 

heterogeneity to be long-lasting. The model suggested by Peteraf (1993) takes the two 

assumptions indicated by Barney (1991) and adds two new conditions: ex-post and ex-
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ante limits to competition. The former refers to the forces that limit the actions of the 

competition, such as the existence of isolation mechanisms (Rumelt, 1984) that cause 

imperfect imitation or imperfect substitution, whereas the latter is based on the 

imperfections in strategic factor found in those markets (Barney, 1986) in which the 

resources are acquired. 

The model proposed by Barney (1991) starts with both the conditions mentioned 

(heterogeneity and resource immobility) and details those characteristics that make the 

resource a potential source of competitive advantage. According to the author, the 

resource must be valuable (must exploit opportunities and neutralize threats to the 

environment in which the company is located); rare (in relation to both the current and 

potential competitors); imperfectly imitable; and there can be no strategically equivalent 

substitutes; these last two attributes resemble the “ex-post limits to competition” 

condition proposed by Peteraf (1993). The framework proposed by Barney in 1991 

became known as VRIN (Valuable, Rare, Inimitable, Non-substitutable), but this 

conceptual model was improved by incorporating a new attribute, “Organized”, thus 

resulting in VRIO (Valuable, Rare, Inimitable and Organized). The latter aspect, “O”, 

aims to check whether the company has policies and organized procedures for exploiting 

those resources that are considered valuable, rare and difficult to imitate (Barney & Clark, 

2007).  

Influenced by the conditions of the resources proposed by the VRIO framework, 

most of the studies that use RBT focus their analyses on strategic resources that are rare 

and difficult to imitate (Crook et al., 2008). However, based on the empirical evidence of 

studies on management performance and practices and on the considerations presented 

regarding the degree of specificity of management practices, the central argument of this 

study is that practices can be considered a potential source of superior performance, on 

either a temporary or sustainable basis. To illustrate this reflection, Figure 1, which was 

developed by Brito and Sauan (2016), is presented below. 
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Figure 1. Management Practices as Capabilities  

Source: Brito & Sauan (2016) 

 

The horizontal axis of Figure 1 considers how frequent a certain capability is 

found within a group of competing companies, whereas the vertical axis represents the 

development degree of the capability. Both axes may cause performance heterogeneity. 

The heterogeneity caused by the horizontal axis can be largely explained by the existence 

of isolation mechanisms, such as causal ambiguity (Dierickx & Cool, 1989; Rumelt, 

1984). The heterogeneity caused by the vertical axis, on the other hand, which is related 

to barriers to development, has been less studied from the perspective of RBT, but it also 

exists and may be relevant (Hoopes & Madsen, 2008). The impact of a capability on 

performance depends more on its use by an organization; there are different degrees of 

evolution of particular capabilities among competitors (Brito & Sauan, 2016; Sirmon, 

Hitt, Arregle, & Campbell, 2010; Winter, 2000). Heterogeneity in the degree and 

particularities of each capability can also create heterogeneity in its impacts, particularly 

for practices of broad scope that impact the organization as a whole, and capabilities that 

have the potential to evolve within the context of a specific organization. When 

management practices are seen as capabilities (even if they are frequent among 

competitors) this framework explains how they can produce superior performance and 
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even sustain this superior performance because there are barriers to the development of 

management practices. 

Regarding the conditions whereby management practices are considered a source 

of superior performance, it is important to examine aspects related to the environment in 

which firms operate. The model proposed by Barney (1991), which was originally known 

as VRIN (valuable, rare, inimitable, non-substitutable), is partially applied to the 

management practices context. The practice must be valuable, which means that it needs 

to explore opportunities and neutralize threats (Barney, 1991). However, considering the 

other aspects of the VRIN criteria, they do not properly apply to management practice 

studies, especially in the sense of their rareness. Based on the argument developed by 

Brito & Sauan (2016), even though a particular management practice is present in most 

organizations, different degrees of practice development can still lead to resource 

heterogeneity and, in turn, be related to performance heterogeneity (Brito & Sauan, 2016). 

In this case, the other condition proposed would be the existence of different degrees of 

management practice development among competitors in a given context (Rockart & 

Dutt, 2015; Sirmon et al., 2010). 

 

2.2.1 Defining Superior Performance 

 

The performance construct is very frequently found in the management field, 

especially in strategy and operations literature. However, there are different approaches 

and different ways of operationalizing the concept. Some examples of the variations are: 

either a one-dimensional or multidimensional construct; an objective or subjective 

measure; obtained from a primary or secondary data-source; based on one respondent, or 

more; and referring to past or present data, or future expectations. From the RBT 

perspective, the most prominent debate on the dependent variable concept is whether it 

generates sustainable competitive advantage and how difficult it is to operationalize it 

(Bromiley & Rau, 2016; Hitt et al., 2016). 

The difficulty of measuring the sustainable competitive advantage construct is due 

to a lack of consensus among researchers about what precisely the concept of competitive 

advantage is, which has generated growing controversy in the academic research (Brito 

& Brito, 2012). Most empirical RBT-based studies use conventional performance 

measures, such as return on assets (ROA), to measure sustainable competitive advantage 

(Bromiley & Rau, 2014). Researchers criticize the concept of sustainable advantage and 
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emphasize that articles considered fundamental to the development of RBT, such as 

Barney (1991) and Peteraf (1993), discuss different dependent variables (e.g., Foss & 

Knudsen, 2003). In their response to the criticism of Foss & Knudsen (2003), Peteraf & 

Barney (2003) clarify the concept of competitive advantage, by linking this term to value 

creation and demand-side issues. An organization achieves competitive advantage when 

it is able to create more value than its competitors (Leiblein, 2011; Peteraf & Barney, 

2003). 

In studies about practices it is recommended to use performance indicators since 

they are easily observed and accepted by both academics and practitioners (Bromiley & 

Rau, 2014). In addition, to avoid selecting the wrong dependent variable, it is 

recommended that the definition of the performance construct dimensions and its 

respective indicators be based on the satisfaction perspective of the stakeholders within 

the context studied (Richard, Devinney, Yip, & Johnson, 2009; Santos & Brito, 2012). 

The recommendation is to select performance indicators that are more directly linked to 

the resource in question (Gibson, Porath, Benson, & Lawler, 2007; March & Sutton, 

1997; Ray, Barney, & Muhanna, 2004), which would be the management practices in the 

current research. 

 

2.3 Conceptual Framework, Central Hypothesis and Research Questions 

 

As presented in the previous section, two research problems inspired this research. 

First, the recent debate about the appropriateness of RBT for explaining the relationship 

between the management practices and firm performance. This discussion is presented in 

important journals related to the disciplines of Operations Management and Strategy, 

such as, the Journal of Operations Management and the Strategic Management Journal 

(Bromiley & Rau, 2014, 2016).  Secondly, empirical research papers related to the 

association between management practices and performance seemed to have a limited 

approach. For instance, recent studies analyzed several sectors at the same time, but 

focused on only one overall measure of management practices. Besides those, several 

studies analyzed the effect of one or two specific practices on performance and considered 

a specific industry. 

 Aiming to contribute to this relevant debate in operations management and 

strategy, the main objective of this dissertation is to extend the RBT, by connecting the 

management practices concept with the capability’s literature, in which the degree of the 
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development of capability can lead a firm to performance heterogeneity. Besides, the 

research aims to offer empirical support for this argument and to cover some gaps in the 

literature on management practices, by developing further empirical support focused on 

the identification and testing of the effect of the main relevant management practices on 

performance in a specific industry: the Brazilian hotel industry. Based on these research 

problems and research objectives, three research questions were defined as presented in 

figure 2 

 
Figure 2. Research questions linked to the research problem and objectives 

 

 

Based on the theoretical foundation elaborated in the previous sections, figure 3 

presents the conceptual model of the current research, connecting it to the three research 

questions. The model does not specify at this point the practices that will be tested, as 

they will be developed from the result of the initial stages of this research, which will 

explore the elements pertinent to the context of the hotel industry.   
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Figure 3. Proposed conceptual model - Management practices as capabilities: a potential 

source of superior performance  

 

Based on the proposed conceptual model, the central hypothesis of this research 

is: A high degree of management practice development is positively related to firm 

performance. 

It takes into consideration the conceptualization of practices as capability and the 

argument related to the variability of degree in development of practices among 

companies (Brito & Sauan, 2016; Rockart & Dutt, 2015; Sirmon et al., 2010).  

In order to answer the three research questions proposed and to test this central 

hypothesis when applied to the hotel industry, the current research was divided into four 

stages: 

• In stage 1, answering RQ1, the hotel management practices that could 

potentially lead to superior performance were identified, considering the 

properties of the resource presented in the conceptual model.  

• In stage 2, answering RQ2, the instrument to measure the degree of 

development of each management practice identified in stage 1 was 

developed.  

• In stage 3, the hypotheses of the relationship between management 

practices and performance were tested.   
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• In stage 4, the factors that support or disturb the process of practice 

development were tested, in an exploratory way.  

• Thus, both the third and fourth stages are linked to RQ3 that aims to 

analyze whether management practices can engender superior hotel 

performance. 

The central hypothesis presented will be divided into other hypotheses that are 

specific to the studied context, as a result of stage 1 (identification of practices) and 2 

(definition of measurement items) and developed in the “Hypotheses Formulation 

Applied to the Hotel Industry” section of the present study. The identified properties that 

compose the concept of practice as capability, as well as the conditions that allowed the 

practices to be considered a source of superior performance were the basis for the 

development of stages 1 and 2. Details about the method used in each stage are presented 

in the next section. 
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3 METHOD 

 

In the method section, the elements of the research setting selected to test the 

hypotheses are presented. And the research design of each stage presented in the previous 

subsection is described. 

 

3.1 Research Setting 

 

To investigate this hypothesis, the hotel industry was selected as the research 

setting due to its relevance within the service sector and the current stage of the 

development of the hotel industry. Regarding its relevance, the service sector has proved 

to be increasingly prominent in both emerging and developed countries and its importance 

is justified by its representativeness in the global economy as measured by its contribution 

to the GDP. In 2013, the service sector contributed 62% of the US GDP (U.S. Bureau of 

Economic Analysis, 2013), whereas in Brazil the share of service sector in the GDP was 

59% in that same year (IBGE, 2014). Despite the importance of the service sector, studies 

into management practices in the manufacturing sector still prevail.  

There is a clear need for studies into management practices in the service sector. 

Service organizations have some specific characteristics, such as consumption and 

production simultaneity, intangibility, perishability and heterogeneity (Nebel, 1991; 

Risch Rodie & Martin, 2001; Sullivan, 1982). Customers in service organizations play a 

central role because they participate in the service delivery process (Roth & Menor, 

2003). Certain aspects of service provision influence the variability of service outputs 

(Risch Rodie & Martin, 2001), including elements of the service encounter and 

interactions among customers, the organization and employees (Cook et al., 2002). These 

characteristics tend to be more prominent in organizations such as hotels that operate in 

low-skilled and labor-intensive segments (Enz, 2009) and that aim to deliver unique 

customer experiences (Diffley & McCole, 2015; Dubé et al., 1999; Kandampully, 

Keating, Kim, Mattila, & Solnet, 2014) with intangible outputs (Risch Rodie & Martin, 

2001). 

The hotel industry was selected not only because of its importance within the 

service sector, but mainly due to its stage of development in Brazil. Over the last three 

decades the Brazilian hotel industry has changed significantly, and the competitiveness 

of hotel supply has intensified. The management model started a migration from family-
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owned and managed hotels to hotels that are affiliated to both Brazilian and international 

chains. Hotel chains offer not only the brand but also efficient working methods in 

different departments of the hotel. Besides, they include the hotel unit in a network of 

knowledge that assists managers in their decision-making (Cypriano, 2014; Hayes, 

Ninemeier, Honorato, & Fittipaldi, 2005).  

Depending on the ownership arrangement, a hotel business can include several 

stakeholders (Cypriano, 2014; Dubé et al., 1999; Perez & del Bosque, 2014), which vary 

from independent hotels, developed and operated by their owners, to hotel chains, 

developed using third-party capital and managed by hotel chains (Melissen, van 

Ginneken, & Wood, 2016). Hotel management models have become very sophisticated, 

due, in particular, to the expansion of hotel chains. Management and franchise agreements 

are the most common, particularly for asset-light strategies (Sohn, Tang, & Jang, 2013), 

in which the hotel operator is a service provider, not assuming the role of the asset 

investor. The Brazilian hotel industry has undergone a notable transformation in recent 

decades that was mainly stimulated by an increased presence of international hotel chains 

and the development of condo hotels, a format that enables participation by several small 

and medium-size investors (Cypriano, 2014). Hotel expansion in Brazil intensified 

between the end of the 1990s and the beginning of the 2000s and was concentrated in 

large cities. By the end of the 2000s, however, hotel development had spread to smaller 

cities throughout the country. There was a significant increase in condo hotels managed 

by hotel chains, predominantly in the economy and midscale categories and in large cities 

(Cypriano, 2014).  

This new competitive landscape put pressure on Brazilian hotels to modernize 

their products and improve their operations system (Cypriano, 2014). Therefore, this 

recent development offers a diverse research setting that is suitable for investigating 

management practices as capabilities and their relationship with performance 

heterogeneity. The literature on hotel industry management practices shows a notable 

variation in scope (Dubé et al., 1999; Espino-Rodriguez & Gil-Padilla, 2015). The aim of 

this research is to focus on the management practices considered to be strategic in the 

sense that they can capture and deliver value to different stakeholders, such as customers, 

employees, managers and owners (Dubé et al., 1999), and in doing so, those practices 

potentially promote superior performance at the property level, compared to competitors 

(Enz & Siguaw, 2003; Espino-Rodriguez & Gil-Padilla, 2015). 
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3.2 Research Design 

 

This research is divided into four stages. In each stage a specific methodology was 

used in order to address the previously established research questions as well as the 

objective of each stage, as presented in figure 4. 
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Figure 4. Research structure based on the research questions 
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3.2.1 Stage 1: Management Practice Identification  

 

This stage intends to answer the first research question (RQ1): Which hotel 

management practices potentially lead to superior performance? 

Considering that management practices are dependent on the context of which the 

firms are part, the first stage of the study aims to identify the relevant practices in the 

hotel industry. The empirical approach was based on the theoretical position presented 

previously.  

Using a qualitative approach, the first stage incorporated both primary data that 

were collected during field research and secondary data. Three main information sources 

were used: (S1) an analysis of the syllabi of MBA programs, (S2) an analysis of the annual 

reports of hotel chains, and (S3) semi-structured interviews with hotel industry 

specialists.  

The main objective of analyzing the syllabi of MBA programs (S1) was to identify 

hotel industry specificities. Three internationally recognized business schools (certified 

by the AACSB - The Association to Advance Collegiate Schools of Business) in three 

different countries (Cornell University - USA, Essec Business School - France, and 

Nanyang Business School - Singapore) offering two types of MBAs (general 

administration and hotel management) were selected for this analysis (Appendix A). 

An analysis of the global annual reports of hotel chains (S2) identified the main 

trends in the hotel industry by comparing the priorities established in 2006 and 2015. The 

criterion of sample selection was based on the hotel chains that operate in Brazil and that 

have the most management agreements in the world as presented in Appendix B 

(Hotelsmag, 2016; JLL, 2016): Marriott International (2006, 2015), InterContinental 

Hotels Group - IHG (2006, 2015) and AccorHotels (2006, 2015).  

Finally, 15 specialists from the Brazilian hotel industry were interviewed (S3) to 

identify the main activities of hotel management that potentially lead to superior 

performance. These individuals were intentionally selected based on their professional 

experience and familiarity with the subject. The sample included consultants, general 

directors, operations directors and general managers, from both national and international 

companies in various segments (business, events and leisure) and different hotel 

categories (economy, midscale and upscale) (Appendix C). The average experience of 

the individuals in the hotel industry is 25 years. Four pilot interviews were conducted in 

September and December 2015. The remaining interviews occurred between June and 
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November 2016. On average, the interviews lasted 76 minutes, for a total of more than 

19 hours. An interview protocol was used to guide the semi-structured interviews 

(Appendix D).  The interviews were conducted and transcribed in Portuguese. Selected 

quotations from the interviews were translated into English. 

The data was analyzed using a process of continuous reflection, and periods of 

data collection were interspersed with interpretation and analysis of the results (Creswell, 

2010; Miles, Huberman, & Saldaña, 2014), involving hotel practitioners in the 

interpretation of the research results in a meeting with academics and practitioners on 

November 8th, 2016. The data was organized and coded using NVivo10 software. Data 

analysis was conducted in three phases. In the first, an analysis was conducted on 

individual information sources. In the second, comparisons were drawn between similar 

sources. In the third, the data were triangulated when the results from the three sources 

were compared and linked to the specific literature from each practice identified. 

 

3.2.2 Stage 2: Development of Management Practices Measurement Instrument 

 

The objective of stage 2 of the study is to identify how to measure the degree of 

development of the management practices, aiming to answer the second research question 

(RQ2).  

From the practices that were identified as relevant in the hotel industry (stage 1), 

an instrument was developed to measure the degree of each practice within each hotel. 

As the scales for the measurement of management practices are new, a structured scale 

development procedure was followed divided into two phases (Hinkin, 1998). The 

objective of the first phase is to generate items for measuring the constructs of interest, 

whereas the second phase seeks to refine the scales. The central objective of this 

procedure is to ensure that the new scales are adequately valid and reliable (Hinkin, 1998). 

Table 1 summarizes the objective of each step in the two scale development phases. 

  



43 
 

 
 

Table 1. Scale development procedure.      

Phase Step   Critical Procedures 

Phase 1 - Item 

Generation 

Content domain definition: the 

understanding of the phenomenon 

was investigated in order to develop 

the theoretical definition of each 

construct under examination. 

  Literature Review 

Item generation: the items were 

generated based on the theoretical 

definition and expert’s assessment 

(Committee Meeting). 

 
Literature Review 

and Experts 

assessment 

Content validity: academics have 

sorted the questionnaire items 

according to different constructs (Q-

sort Method). 

 Q-sort with 

academics 

Purification of measures: experts 

were consulted in order to adjust 

(reworded or deleted) the items that 

that were identified as being too 

ambiguous in the Q-sort. 

 
Experts assessment 

and Literature 

Review 

Content validity: A new Q-sort 

round was run with the respondent 

profile (02 respondents) 

 Q-sort with general 

managers 

Final adjustments: A final 

adjustment of the items based on the 

Q-sort results was performed.  

  

Experts assessment 

and Literature 

Review 

Phase 2 - Scale 

Refinement 

Questionnaire development: The 

final survey instrument was 

developed and pre-tested. First, with 

academics and experts to ensure 

clarity, readability and no excess 

respondent fatigue. Second, with the 

respondent profile. 

 Survey instrument 

Pre-test 

Data collection strategy: Online 

survey tool was selected to collect 

data. A partnership between FGV and 

FOHB was established to collect 

primary data.  

 
Data collection 

procedure (targeting 

the sample frame) 

Measurement model refinement: 

The measurement model was 

examined using confirmatory factor 

analysis (CFA).  

  

Validity and 

Reliability 

assessment 

 Source: Based on Hinkin, 1998 
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Phase 1: Item Generation 

 

 The item generating phase was handled in two main procedures. First, based on a 

review of the literature, the content domain of each construct was established, together 

with the dimensions that made up each construct as well as the items used to measure 

each dimension. Next, the scales and constructs underwent purification procedures of 

their measures using the Q-sort method and experts assessment. Academics and 

specialists were consulted to assist with the content validity process. The two procedures 

used in this phase are detailed in the sequence: (i) Literature Review and (ii) Q-sort 

method and experts assessment.  

 

(i) Literature Review 

 

 The literature review involved four researchers and it was conducted in five steps, 

inspired by the recommendation of a systematic revision (e.g., Briner & Walshe, 2014; 

Denyer & Tranfield, 2009). First, the platform Web of Science was used for the initial 

identification of papers of each practice analyzed. For this search the period from January 

of 1997 to November of 2016 and some relevant topics of each practice were selected. 

Appendix E presents the parameters used as well as the result of this first search. 

 The second step of the literature review was conducted by two researchers. Its aim 

was to select the papers needed to be analyzed deeply (1st selection). The two researchers 

performed each analysis independently. The results were compared with the objective to 

define common ground in which papers would be selected. The criterion of selection was 

based on three central aspects: whether the study had a direct relationship with the 

practice in question; whether it was aligned with the theoretical positioning, adopted 

“practices as capabilities” and in which journal it was published. When possible, 

published papers whose primary focus of analysis was the hotel industry were prioritized. 

 In the third step the focus was on a detailed analysis of the papers, which was 

performed by four researchers. Its objective was to identify the papers that support 

researchers in the understanding of the concept of the practice in question, of the way the 

practices were operationalized, as well as of the performance indicators used in empirical 

papers that test the relationship between practice and performance. From the selected 

papers, their references were analyzed to identify additional seminal papers of each 
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practice. These were also included in the list of papers that were further analyzed in depth 

(2nd selection). 

 In the fourth step, the papers of the 2nd selection were analyzed with the aim of 

conceptualizing each practice as well as the way they should be operationalized in order 

to elaborate the instrument which measured the degree of development of the practice. 

This step also had the participation of the research committee, in a meeting held on June 

13th, 2017. It was an opportunity to debate with academics and practitioners some issues 

related to the overall concept of practices as well as its dimensions, not only from the 

theoretical perspective but also based on the practice.  

 Based on the results of the fourth step, it was noted that the majority of papers 

operationalized the practices using formative scale, specifying the activities that 

constituted the practices. However, given the scope of the current study, it was considered 

more appropriate to operationalize the management practices with reflective scales, 

focusing on the effect (Hair, Black, Babin, Anderson, & Tatham, 2010) generated by the 

practice. 

 In the fifth step of the literature review, a new search was performed based on the 

2nd selection of papers. The aim was to identify the effect of the existence of each practice 

in order to build a reflexive scale of the development of the practices. Finally, the 

dimensions of each practice as well as the possible indicators to compose the 

measurement instrument per practice were defined. 

 

(ii) Q-sort method and expert assessment 

  

 To purify the items identified in the literature review, a qualitative approach was 

used, combining a Q-sort method and the assessment of specialists. The Q-sort method is 

used to achieve construct reliability and validity. Q-sort is considered to be more efficient 

and less costly than the other methods, with great potential to identify problems in the 

tested instrument in a simpler and faster way (Nahm, Rao, Solis-Galvan, & Ragu-Nathan, 

2002). There were two rounds of Q-sort and after each one, a specialist enquiry was 

conducted, with the aim of adjusting the items based on the identified problems.  

 The first round of Q-sort was made in the presence of seven academics from 

different fields of knowledge of business management or hotel management (Finance, 

HR, Strategy, Marketing and Operations). The academics were divided into two groups. 

The distribution of the groups took into consideration the familiarity of each academic 
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with the subject. A total of 50 items were used in the activity, related to ten different 

dimensions (two per practice). The activity took place in two steps. At the first one, the 

participants were invited to group the items freely and after that to name the constructs in 

the way they considered more appropriate. At the second step, the concepts of each 

dimension were presented to the participants, afterwards the participants were instructed 

to reorganize the items connecting them to the concepts presented. Participants were told 

to list the items that did not fit in any concept as well as improvements to the wording of 

the items. Based on the answers the inter-judge agreement related to each dimension was 

calculated, which evidenced the constructs that needed to be reevaluated (Nahm et al., 

2002). 

With the aim of solving the problems identified in the first round of Q-sort, some 

adjustments were made taking the comments of those taking part into consideration and 

a complementary analysis of the literature. The improvement of some items was carried 

out, some items were excluded, others reworded, and others introduced. Before 

conducting the second round of Q-sort, queries were performed, with specialists related 

to each practice. Ten specialists received two files by email: one with an explanation of 

each practice and its dimensions, the other with items identified to measure the degree of 

development of each dimension. The specialists were encouraged to analyze whether the 

items selected were appropriate (if items are considered to reflect an advanced degree of 

practice), if the content was clear and finally if they would have further suggestions 

related to other indicators, considering the measurement of the development of the 

practice. From the comments received, the scales were reevaluated; and new adjustments 

were made before the second round of Q-sort.   

The second round of Q-sort was held at the beginning of February of 2018, with 

two General Managers of hotels located in a large urban center. The selection criteria of 

participants was based on the similarities with the profile of the respondent desired in the 

future survey. This round was conducted virtually. The participants were invited to 

classify the 56 items, distributed randomly, in the nine dimensions presented. The concept 

of each dimension was available, and the participant had the option to select the category 

“none of the alternatives” when they considered that none of the concepts had a 

relationship with the analyzed item. The participants were also invited to evaluate the 

content of the items, specifically the clarity of the item and their potential to generate 

variation in the responses among the various researched hotels. In order to identify 

problems in the scales the inter-judge agreement of each dimension was then calculated. 
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Finally, before initiating the refinement procedures of the scales, new adjustments were 

carried out, in consonance with specialists and literature review. The results of the Q-sort, 

rounds 1 and 2, can be found in Appendix F.  

 

Phase 2: Scale Refinement 

 

 The scale refinement phase comprises the development of the instrument based 

on the new scales, the data collection procedure and model adjustments (Hinkin, 1998). 

The main procedures used in this phase are detailed next: (iii) Survey instrument pre-test; 

(iv) Data collection procedure and (v) Measuring the model refinement procedures.  

 

(iii) Survey instrument pre-test;  

 

 This final refinement procedure had the objective of testing the questionnaire 

exactly in the way in which it was later presented to the respondents. In this way, before 

the pre-test, the complete questionnaire was structured in the research platform 

(SurveyMonkey). The questionnaire content included an introduction to the research as 

well as the blocks of questions. The survey was divided into two blocks. Block 1 was 

divided into three subparts (A, B, C), a total of 45 questions related to the management 

practices of management, measured by 5-point Likert-scale. Block 2 contemplated 12 

questions complementing the respondent profile as well as hotel characteristics.  

 The pre-test was conducted in two ways. Firstly, the final survey instrument was 

pre-tested with 11 experts and academics to ensure clarity and readability. From the 

comments received, new adjustments were made. Secondly, between February 24th and 

March 1st, 2018, the survey was sent to 21 general managers of hotels whose locations 

were cities that were not part of the final survey. The strategy of distribution was via 

email on the SurveyMonkey platform, as well as manual collection. Six general managers 

responded to the survey by March 1st. The profile of the hotels taking part was 

appropriate, presenting variability in relevant aspects to the research, like hotel category, 

hotel size, location and type of hotel chain. The responses were analyzed one by one, with 

the aim of verifying whether there was good comprehension of the questions and, 

primarily, in the case of the scales of the practices, the main objective was to analyze the 

dispersion in the responses of the participants. From the 45 related questions to the 

management practices, four did not present dispersion (all six respondents answered 5- 
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"totally agree”) and in 10 there was almost total agreement on only one alternative (5 out 

of 6 responded the same alternative). Those questions were carefully analyzed, with the 

aim of verifying which small adjustments in the texts could contribute to more dispersion 

of responses. Adjustments in the texts were made, aiming always to preserve the central 

content approached in each item. 

 

(iv) Data collection procedure 

 

 The steps of the pre-test are important, not only to test the content of the survey 

itself, but also to test the data collection procedure. The self-administered tool distributed 

via online was the type of instrument chosen to collect data in this stage. There were four 

main reasons that justify this choice: the facility to achieve the research target population 

(hotels spread over 10 capital cities of Brazil); a better control over missing value data 

(by preventing respondents from skipping questions); the possibility to distribute the 

questions randomly (the management practices questions were divided into three subparts 

based on the connection between the practices, and each subpart was presented to the 

respondent randomly); and finally better control of the sample, allowing an action plan to 

be established during the data collection in order to achieve the sample according to the 

desired profile (Bourque & Fielder, 2003; Evans & Mathur, 2005).  

  The use of online tools to collect data has several advantages but also presents 

some limitations. In order to minimize their impact, some measures were taken: the 

monitoring of people who had their emails returned or those who did not open the survey, 

with the aim to search for other ways to access them; impersonality was treated by 

personalizing the name of the target respondent; introductory content was inserted in each 

block (from the comments obtained in the pre-test phase) aiming for better 

comprehension of each block of the survey and, finally, the question of privacy was 

treated with greater care. The respondent was not required to provide their personal data 

and a confidentiality agreement signed by the researchers was also provided.   

 The target population of the research is composed of hotel managers of various 

categories (economy, midscale and upscale), affiliated to hotel chains, located in large 

urban centers of the country. Details regarding the sample are presented in the next 

subsection. To obtain high response rates, a partnership between FGV (Fundação Getúlio 

Vargas) and FOHB (Brazilian Hotel Operators Association) was established to collect the 

primary data. Two confidentiality agreements were signed by the researchers: one 
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guaranteeing the confidentiality of the mailing list provided by the association use and 

the other guaranteeing the confidentiality of the data collected. The association not only 

shared the mailing list of the affiliated hotels in the selected cities but also, during all the 

phases of data collection, sent communications to the potential respondents. The data 

collection phase also counted on the support of the consultancy company JLL (Jones Lang 

LaSalle), given that not every hotel affiliated to hotel chains is part of the association 

(FOHB). Based on the publication of JLL (Lodging Industry in numbers – Brazil 2017) 

the chains with relevant presence in the target cities that were not part of FOHB were 

selected. JLL sent a personalized invitation to each hotel chain to be part of the research. 

Considering the two databases (FOHB and JLL), the research reference list was composed 

of 438 hotels. The period of data collection happened between March 6th, 2018 and April 

28th, 2018. The response rate of stage 2 was 57%, a total of 250 respondents.  

 

(v) Refinement procedures of the measurement scales 

 

Considering that the measurement scales are new and are composed of latent 

constructs measured with reflexive indicators, a Confirmatory Factor Analysis (CFA) was 

conducted, with the aim of verifying the validity and reliability of the resulting multi-item 

measurement scales. The Amos 24 software was used in the analysis. Since the size of 

sample affects the model, the choice was to use CFA separated into two groups of 

constructs (group 1 and group 2). The division criteria of each group were based on the 

proximity of concepts in each construct. In each model, the convergent and discriminant 

validities of constructs were analyzed, as well as indices of adjustments of model (Hair 

et al., 2010). Those tests have the objective of verifying whether the items selected reflect 

the latent construct.  Through the convergent validity there is the evaluation of how much 

the indicators of a specific construct share a high proportion of common variance. The 

paths suggested for this analysis are: Factor Loading Analysis, Average Variance 

Extracted and Construct Reliability. The discriminant validity was performed considering 

all possible combinations of constructs, including the one between constructs of groups 1 

and 2. 

 After the analysis, some items were eliminated. The statistics were considered as 

an indicator of lack of fit, but the theory was used to guide the item eliminations, focusing 

on the permanence of the fundamental idea of each construct. After this adjustment 

procedure, the measurement scales of the construct resulted in a number of indicators, 
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between three and four, which is in accordance with the recommendation (Hair et al., 

2010). The results of each model and the final scale are presented in the subsection 

“Confirmatory Factor Analysis”. 

 

3.2.3 Stage 3: Testing the Relationship between Management Practice and Hotel 

Performance 

 

After stage 1 (practice identification) and 2 (development of the practice 

management measurement instrument), in stage 3 the relationship between management 

practice and performance was analyzed. This addressed the third research question: RQ3 

Can hotel management practices be a source of performance heterogeneity? 

Complementing the previous stages, the present section is dedicated to explaining: 

(i) the details of the data collection procedures, primarily the dependent variables and the 

control variables; (ii) common method variance; (iii) endogeneity;  (iv) sample and 

respondent profile and (v) data analysis procedure. 

 

(i) Data collection procedures 

 

Stage 3 was structured as a cross-sectional study in which the unit of analysis is 

the hotels affiliated to hotel chains located in large urban centers in Brazil. The research 

target population comprises hotels that are affiliated to hotel chains located in the ten 

most populous cities in the country (São Paulo, Rio de Janeiro, Brasilia, Salvador, 

Fortaleza, Belo Horizonte, Manaus, Curitiba, Recife and Porto Alegre). Two aspects 

justify this choice. First, this selection makes it is possible to compare hotels in 

environments where there is a certain level of competition. Studies indicate that 

management practices tend to be more developed in more competitive environments 

(Bloom & Van Reenen, 2010). Secondly, hotel chains are essentially dedicated to offering 

management services for hotel operations, thereby seeking to improve management 

practices more and more in order to achieve better results (Hayes et al., 2005).  

To test the hypotheses, three main data sources were used: data obtained by way 

of an online survey (stage 2), archival data obtained via hotel chain headquarters and 

secondary data. Three types of information were used in this study: (1) the development 

indicators of management practices (based on an online survey); (2) hotel performance 
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indicators (based on archival data and secondary data); and (3) control variables (based 

on the three sources), that considered some characteristics of the hotel.  

The management practice indicators were based on a self-administered online 

survey applied to hotel general managers, as explained in stage 2. The “key informant 

approach” (Flynn, Pagell, & Fugate, 2018) was used for data collection in this stage. 

General Managers evaluated items that reflect the development of the selected practices 

(on a five-point Likert scale that considers their level of agreement). This respondent 

profile was chosen, since General Managers play a strategic role and are directly related 

to hotel operation (Hayes et al., 2005). Bloom et al. (2012) argue that plant managers in 

the case of manufacturing industries, for example, occupy a position that is sufficiently 

high for them to have a general view of management practices, but not such a high 

position as to be disconnected from day-to-day operations. Hotel operation size in large 

urban centers in Brazil rely on fewer than 200 rooms and 80 employees, on average. The 

general manager oversees several departments and is heavily connected to the 

management practices analyzed. Additionally, considering the broad scope of the 

research (Human Resources, Marketing, Sales, Finance and Strategy) the general 

manager is the one that could answer the survey more properly. Choosing other 

respondents might cause other errors that are apparently more problematic. 

 

Performance Indicators 

 

The hotel performance indicators comprise objective measures that are numerical 

and were obtained from two different sources: the market and financial performance 

indicators from data obtained through contact with the hotel chain headquarters (archival 

data) and quality performance indicators from the booking website (secondary data).  

The procedure to collect data related to the hotel market and financial performance 

took place with the collaboration of the research partners (FOHB and JLL). An email to 

the General Director of each hotel chain was sent asking the following information: room 

occupancy, average daily rate and gross operating profit from 2016 and 2017 per hotel of 

the target population of the research. Complementary information such as city, hotel size 

(number of units in the rental pool system), when affiliation to the hotel chain 

commenced, and the type of contract established between chain and real estate asset 

owner (leasing, management, subsidiary or franchising) was also requested. A glossary 

with the definition of the information requested was sent together with the data document 
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(excel format) to be completed, with the objective of homogenizing the way that the data 

would be reported. In the email sent to the directors the care that would be taken with the 

received information was emphasized, preserving the confidentiality of data (the signed 

document was followed to the hotel chains). The data collection was carried out between 

the months of March and April of 2018 and data from 288 hotels (66% of the reference 

list) was received. 

Data related to quality indicators was obtained through the website Booking.com 

and it was generated on April 3rd, 2018 around 9pm. A system was created to collect, in 

an automatic way, the following information from the website: hotel name, city, address, 

evaluation number, final score as well as other scores established by Booking.com 

(cleanliness, comfort, facilities, staff, value for money, free Wi-Fi, location). The scores 

referred to the period of the previous 24 months. More details about the data collection 

procedures adopted can be found in Appendix G. The data source selection criteria were 

based on the degree of relevance that the distributor company (Booking) has within the 

hotel industry.  Guest scores published on the booking website were highlighted as an 

important data by the experts during stage 1 and confirmed with the research committee 

participants. 

The definition of selected performance data was based on the literature review and 

on the interviews conducted with hotel industry specialists (stage 1 of the current 

research). It was also validated in a meeting with the research committee in July 13, 2017. 

The selection criteria adopted took into consideration indicators that were close to the 

management practices and that the managers regularly use to monitor performance 

(Bromiley & Rau, 2014; Gibson et al., 2007; Ray et al., 2004). Table 2 summarizes the 

main performance indicators used in the research. 
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Table 2. Performance Indicators     
Performance Indicator Description Info Source 

Market 
Room 

occupancy  

Average annual room occupancy. 

Annual occupancy is obtained by 

dividing total number of occupied 

rooms, net from complimentary and 

“house-use” nights, by the total 

number of available rooms in the 

year (JLL). 

Hotel Chain 

Headquarter  

Market 

Average 

Daily Rate 

(ADR) 

The average daily rate is obtained 

by dividing rooms revenue, net 

from breakfast, by the total number 

of occupied rooms in the year (net 

from complimentary and “house-

use” nights) (JLL). 

Hotel Chain 

Headquarter  

Profit  

Gross 

Operating 

Profit  

Total revenues minus departmental 

and undistributed costs and 

expenses (JLL) 

Hotel Chain 

Headquarter  

Quality 

General 

customer 

satisfaction 

Score given by customer. Available 

in public domain.  

Booking 

Website  

 

Control Variables 

 

Control variables were collected with the aim of better understanding the 

phenomenon and ensuring robustness of results. Based on the literature review and on the 

knowledge of specialists (interviews of stage 1), three variables were identified that 

should be controlled in any relationship between practice and hotel development, among 

them: size, location and hotel class (Table 3). Two sources were considered to collect the 

control variables: the online survey with general managers and personnel from hotel chain 

headquarters.  

The size variable was introduced to control the possible effects of scale economies 

(Bloom & Van Reenen, 2010; Sirmon et al., 2010). In the case of hotel industry, the size 

is typically measured by the number of rooms (Ordanini & Parasuraman, 2011) and in 

the Brazilian context, with the presence of condo-hotels, the number of rooms in the rental 

pool system is considered (JLL, 2017). Regarding the city variable, although the research 

scope is delimited to large cities of Brazil, significant differences were noticed in the 

competitive context faced in some cities. Finally, regarding the class of hotel, depending 

on the performance indicator, a significant difference was found, for instance, it is 
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expected that an upscale hotel has a higher average daily rate than an economy hotel. 

More details about the control variables are presented in the "Stage 3: Analysis of 

Relationship between Management Practices and Hotel Performance " section. 

 

 Table 3. Control Variables   
Variable Indicator Description Info Source 

Size 
Number 

of Rooms 

Total number of rentable rooms for 

overnight accommodation (STR). In 

case of condo-hotels the rooms in the 

rental pool system were considered 

(JLL) 

Hotel Chain 

Headquarter  

Location City 
Property classification driven by 

physical location 

Hotel Chain 

Headquarter  

Hotel Class 

Hotel 

Market 

Position 

A categorization of hotels in three 

main segments: Upscale, Midscale and 

Economy (FOHB) 

General 

Manager 

Perception 

(Online 

Survey) 

 

(ii) Common method variance 

 

Common method variance (CMV) seems not to offer a threat to the reliability of 

the research results, as the potential problems of CMV were addressed during the research 

design phase (Podsakoff, MacKenzie, Lee, & Podsakoff, 2003). Firstly, independent 

variable and dependent variable indicators were collected from different sources. The 

independent variables were collected in a survey with one person representing each hotel 

(the invitation was sent directly to the general manager by email), through the 

SurveyMonkey platform. The dependent variables were obtained through a survey sent 

to the headquarters of hotel chains, as well as through a secondary source (the 

Booking.com website). Secondly, during the data collection of independent variables it 

was not required that the respondent provide personal data, therefore contributing to the 

trustworthiness of information provided by the respondent. A data confidentiality 

agreement was also signed by the researchers, which was available to the respondents. 

Lastly, the data collection instrument was carefully developed and tested many times, 

with the aim that it became clear, simple and easy to be filled in given the profile of the 

respondent. 
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(iii) Endogeneity 

 

As the majority of empirical studies in Operations Management, this research also 

suffers from endogeneity. This dilemma is very common in non-experimental research 

which aims to test the relationship between variables (Antonakis, Bendahan, Jacquart, & 

Lalive, 2010; Ketokivi & McIntosh, 2017). Although the problem of endogeneity cannot 

be solved, some procedures can be adopted in order to achieve a reasonable degree of 

endogeneity (Ketokivi & McIntosh, 2017). The most common issues to be addressed are 

omitted variables, omitted selection, simultaneity (reverse causality), common-method 

variance, and measurement errors (Antonakis et al., 2010).  

This research addressed these concerns mainly from the perspectives of the theory 

and the methodological procedure. Five procedures were adopted to mitigate the 

endogeneity issues, inspired by the recommendation of Antonakis et al. (2010) and 

Ketokivi & McIntosh (2017). First, as presented previously, Common Method Bias 

(CMB) was addressed by using different sources to collect indicators for independent and 

dependent variables. Secondly, a structured scale development procedure was followed, 

as well as a data collection was carefully conducted in order to mitigate measurement 

errors. Thirdly, the simultaneity was addressed using a structured literature review and 

rationality in the hotel industry supporting the elaborated hypotheses. Fourthly, control 

variables were carefully selected and considered in all models of analysis. In couple with 

that an analysis of the disturbance terms and their correlation with the regressors were 

assessed in order to check if the residuals are identically and independently distributed. 

Finally, a comparison between the sample and the target population were performed to 

check the representativeness of the sample, which will be presented further. 

 

(iv) Sample and Respondent Profile 

 

The target population of this stage is composed of hotels affiliated to hotel chains, 

located in 10 capital cities of the country. The original reference list received by FOHB 

and JLL was composed of 438 hotels. Nine cases were excluded as the city information 

were incorrect. These hotels are situated in the metropolitan area of the selected cities. 

Therefore, the adjusted reference list is composed of 429 hotels. The sample to test the 

hypotheses of stage 3 is a result of matching information obtained in the three sources 

(the survey with Hotel manager, archival data from the hotel chain headquarters and data 
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obtained from the Booking.com website). The final and total sample is composed of 234 

hotels, representing 55% of the adjusted reference list. Table 4 presents information 

related to the sample profile and Table 5 presents the comparison with the research target 

population (participation of each item). 

 

Table 4. Sample profile            

City # %   Hotel Class #  % 

Belo Horizonte 17 7.3   Economy 73  31.2 

Brasília 16 6.8   Midscale 124  53.0 

Curitiba 23 9.8   Upscale 37  15.8 

Fortaleza 10 4.3          

Manaus 10 4.3   International Brand #  % 

Porto Alegre 19 8.1   No 101  43.2 

Recife 8 3.4   Yes 133  56.8 

Rio de Janeiro 43 18.4          

Salvador 13 5.6   Number of Rooms (mean)  183.49 

São Paulo 75 32.1   Employee per Room (mean)  0.40 

Total 234 100          

 

Using the chi-square test to categorical variables and test t to continuous variables, 

comparisons between the profile of hotels that compose the sample versus the target 

population were assessed. As presented in Appendix H, there are no significant 

differences, which indicates that the study does not suffer the threat of non-response bias. 
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Table 5. Comparison between Sample (S) and Target Population (TP) 

 
Sources: Adjusted Reference List (a) FOHB Database (b) JLL Lodging in numbers (c)  

 

Table 6 highlights information about the professional profile of survey 

respondents. There is predominance of professionals in the position of general manager 

for more than 6 months and with more than 05 years of experience in the hotel industry. 

This was the desired profile of the research project. In regard to the respondent of the 

performance data, all the requests were forwarded to the corporate level of the hotel chain. 

As each hotel chain has a specific corporate structure, the responses were forwarded by 

different departments (Marketing and Distribution, Operations, Finance and Board of 

Directors). 

  

City
a

S % TP % Hotel Class
b

S % TP %

Belo 7.3 9.1 Economy 31.2 27.4           

Brasília 6.8 6.5 Midscale 53.0 54.5           

Curitiba 9.8 9.3 Upscale 15.8 18.1           

Fortaleza 4.3 3.5

Manaus 4.3 3.3 International Brand
a

S % TP %

Porto Alegre 8.1 7.2 No 43.2 49.0

Recife 3.4 4.4 Yes 56.8 51.0

Rio de Janeiro 18.4 20.5

Salvador 5.6 4.7 183.49 208.71

São Paulo 32.1 31.5 0.40 0.38

Number of Rooms
b

Employee per Room
c
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Table 6. Survey Respondent Profile  

Position # % 

General Manager 214 91.5 

General Manager Assistant 8 3.4 

Operation Director or Manager  8 3.4 

Department Manager 4 1.7 

Total 234 100.0 

      

Position Time # % 

More than 5 years 55 23.5 

3 years - 5 years 38 16.2 

6 months - 3 years 108 46.2 

Less than 6 months 33 14.1 

Total 234 100.0 

      

Experience Time # % 

More than 20 years 77 32.9 

10 years - 20 years 126 53.8 

5 years - 10 years 24 10.3 

Less than 5 years 7 3.0 

Total 234 100.0 

 

 

(v) Data Analysis procedure 

 

To perform the data analysis of stage 3, multiple linear regression techniques were 

used, with the aim of testing the effect of the management practices in the performance. 

The possible interferences generated by the control variables inserted in the model were 

also assessed. The independent variables are the management practices while the 

dependent variables are the performance, focused on market, finance and quality 

indicators. Three control variables were inserted in each and every model. They are: size, 

city and category. The software IBM SPSS Statistics 25 was used in the data analysis 

procedure. 

 

3.2.4 Stage 4: Exploring the Factors Affecting Hotel Management Practice 

Development 

 

Aiming to offer contributions in respect of whether management practices can 

lead to superior performance, either temporary or sustained, a complementary analysis 
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was performed. The objective of stage 4 was to identify factors, in an exploratory way, 

that possibly affect the development of management practices within the hotels, in a 

negative or positive way. In this stage, the management practices were considered the 

dependent variables, while the hotel features the independent variables. The multiple 

regression technique was used to test whether the characteristics of hotels or their 

environment are related to the degree of the development of management practices. The 

software IBM SPSS Statistics was also used at this stage. 

The variables used in stage 4 were collected at the same moment and using the 

same sources that were used in stage 3 of this research, which means that the same 

procedures were followed. The independent variables selection was based on the 

literature review and on several interactions with specialists during the entire research. 

Details about the independent variables considered in stage 4 are presented in the section 

“Stage 4: Analysis of relationship between Factors and Hotel Management Practices”.  
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4 DATA ANALYSIS 

 

The present section is divided into four subsections of analysis. The first one 

presents the results of stage 1 aiming to identify the practices that are relevant to the hotel 

industry. The second presents the hypotheses of the research based on hotel management 

practices, as well as the results of measurement scale refinement process. The third tests 

and analyzes the hypotheses of the second subsection. Finally, the fourth presents a 

complementary analysis that was performed in order to explore the possible factors 

affecting the development of the management practices. 

 

4.1 Stage 1: Analysis of Management Practice Identification 

 

4.1.1 Analysis of Secondary Data 

 

This section presents the results obtained from the analysis of secondary data, in 

which the study aims to identify the specificities and main trends in the hotel industry by 

analyzing the syllabi of MBA courses (S1) and the annual reports of international hotel 

chains (S2).  

 

Specificities of the Hotel Industry 

 

Table 7 highlights the main differences between the two program modalities of 

the three business schools that were analyzed. Real estate, asset management and revenue 

management courses appear as specificities of the hospitality industry programs. For 

revenue management, greater emphasis is placed on distribution management, either as a 

course or as a prominent topic within a marketing course. The hospitality industry 

programs have a greater focus on Human Resources (HR). The topic of leadership proved 

to be relevant in all six programs that were analyzed; however, in the hospitality 

programs, other HR courses are classified as core courses. For the general management 

programs, greater emphasis is placed on corporate finance and strategy. In addition, topics 

such as supply chain management, sustainability, corporate social responsibility (CSR), 

digital technology and data analysis are more prominent. Finally, both program 

modalities include courses such as management accounting, corporate finance, marketing 

management, leadership, operations management and strategic management. 
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Table 7. Main differences between Hospitality MBA and General MBA Programs 

  Hospitality Management  
General 

Management  

Finance 

Real estate and asset 

management are specific topics 

for the industry 

Corporate finance 

receives greater 

emphasis. Two 

programs offer at 

least two core courses 

related to this topic 

Marketing 

Revenue 

management 

is a specific 

topic for the 

industry 

Distribution 

receives greater 

emphasis, 

whether as a 

course or a 

concentration 

area 

Revenue 

management and 

distribution do not 

appear as courses or 

concentration areas 

Operations 

Supply chain 

management 

does not appear 

as a course or 

concentration 

area 

Supply chain 

management is 

offered as a course or 

a concentration area 

Human Resources 

These programs have a greater 

emphasis on HR. All programs 

include human resources 

management (HRM) and 

leadership as courses 

All programs 

specifically focus on 

leadership 

Strategy 

All programs offer strategic 

management as a course. Other 

courses linked to strategy are 

also offered in some cases 

All programs offer 

strategic management 

and at least two other 

courses related to 

strategy 

Sustainability/Corporate 

Social Responsibility 

Business sustainability and CSR 

do not appear as courses or 

concentration areas 

Business 

sustainability and 

CSR are present in 

one case as a course 

and in another as a 

concentration area 

Knowledge & 

Technology 

Management 

Digital technology and data 

analytics appear within 

operations or marketing courses. 

All programs have a 

greater emphasis on 

digital technology 

and data analytics 
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Hospitality Trends 

 

Table 8 highlights the five main trends that appear to have a significant impact on 

hotel management and the topics associated with them. Brief explanations of each trend 

illustrated by excerpts from annual reports of the international hotel chains are provided 

below. 

 

Table 8. Trends in International Hotel Management 

Trends Hot topics 

Trend 1: Guest experience 

during the entire journey 

emerges as a central theme 

Guest experience, Guest satisfaction, Customer 

journey, Reward and loyalty programs, 

Technology, Digital services, Mobile services, 

Apps, Platforms, and Marketplace 

Trend 2: Commercial teams 

focus not only on pricing but also 

on channel management 

Revenue management, Intermediaries, 

Distributors, Online travel agencies (OTAs), 

Bookings, and Marketplace 

Trend 3: It has become more 

important to develop a more 

relevant scale 

Scale, Procurement, Suppliers, Contractors, and 

Supply chain 

Trend 4: Employee engagement 

is even more critical to success 

Associate satisfaction, Employee engagement, 

Culture, and Human capital 

Trend 5: Broad and long-term 

concerns of shareholders and 

other stakeholders have become 

a major topic 

Stakeholders, Long-term value, Corporate 

responsibility, Social and environmental 

concerns, Sustainable development, and 

Sustainability 

 

Trend 1: Guest experience during the entire journey emerges as a central theme. 

This approach was present in the 2006 reports, yet in an embryonic way. An example is, 

“Across all of our brands, we remain focused on finding innovative ways for technology 

to enhance the guest experience” (Marriott, 2006, p.10). By 2015, the terms ‘guest 

experience’ and ‘customer experience’ appear to have been consolidated. Technology and 

particularly digital technology have become important partners in this process. For 

instance, "Improving our technology infrastructure gives us the foundation to transform 

the guest experience and make it more interactive through digital content" (IHG, 2015, 

p. 17). All three chains invested heavily in technology by developing integrated 
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information management platforms, enhancing their knowledge of customer needs and 

simplifying processes. For example, Accor (2015, p.18) developed “a single app 

incorporating all of our guest services before, during and after the stay”. In this context, 

loyalty programs, already highlighted in 2006, appear to play an even more important 

role.  

Trend 2: Commercial teams focus not only on pricing but also on channel 

management. The term ‘revenue management’ (RM) was only used once and by only one 

company in the 2006 reports, whereas in 2015, the term was found in all three company 

reports and used 33 times. In addition, RM appears to be highlighted in 2015; for instance, 

"We believe our global sales and revenue management organization is a key competitive 

advantage due to our unrelenting focus on optimizing our investment in people, 

processes, and systems" (Marriott, 2015, p.8). In 2006, offering customers various 

distribution channels was a central issue: “Selling to customers the way they want to buy 

is as important as catering to them upon arrival, and we enjoy a tremendous strength in 

our distribution channels” (Marriott, 2006 p. 10). In 2015, new concerns appear, such as 

reducing distribution costs and engaging in effective RM practices: “We expect to 

continue capturing an increasing proportion of property-level reservations via this cost-

efficient channel” (Marriott, 2015, p.24), and “Our direct channels are less costly to 

owners than third-party intermediaries, and we therefore drive demand for our hotels 

through these channels and also manage revenue per booking, delivering the highest-

quality revenues to IHG hotels at the lowest possible cost” (IHG, 2015, p.15).  

 

Trend 3: It has become more important to develop a more relevant scale. In 2006, 

the IHG report stated, “The strategy is to become the preferred hotel company for guests 

and owners by building the strongest operating system in the industry, focused on the 

largest markets and segments where scale really counts” (IHG, 2006, p. 6). In 2015, they 

emphasized the issue of relevant scale: “Scale is, of course, very important in what is a 

fragmented industry, but we focus on building and leveraging relevant scale, which is not 

just a numbers game” (IHG, 2015, p.6). Scale provides various gains in numerous areas: 

“Scale also enables us to invest in our brands, including the technology required to 

support their continued growth, and to implement effective scientific sales and 

procurement practices” (IHG, 2015 p.15). Regarding procurement practices, there was a 

considerable difference between the two periods, with new vocabulary emerging, such as 

‘procurement’, ‘supplier’ and ‘supply chain’, which were non-existent in 2006. In 2015, 
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procurement appears to be related to scale: “Procurement teams make a real contribution 

to the financial results of the owned, leased, managed and franchised hotels by ensuring 

that everyone benefits from the Group's purchasing clout” (Accor, 2015, p.57). This 

became a priority within organizations: “Accelerate the roll-out of our online 

procurement system, allowing us to monitor and control spend[ing] and use our scale to 

deliver buying advantage” (IHG, 2015 p. 30). 

 

Trend 4: Employee engagement is even more critical to success. Statements 

extracted from the 2006 reports emphasized the importance of people in the hospitality 

industry: “Accor is a service company whose growth is rooted in the motivation and 

quality of its people” (Accor, 2006, p. 222); “The hospitality industry is a people-based 

business” (IHG, 2006, p.16); and “An essential function of Marriott's success is our 

people” (Marriott, 2006, p.8). However, there were alterations in the weight attributed to 

employee management. Marriott (2015) emphasized both guest and employee satisfaction 

as critical factors that contribute to the company's superior performance. IHG (2015) 

stressed that they undertook several initiatives to attract, retain and develop the best talent. 

This firm emphasized the adoption of a key performance indicator (KPI) based on an 

employee engagement survey score. Regular and open performance conversations are 

encouraged, and performance management processes are institutionalized. Employee 

engagement had significant prominence in 2015; for example, “AccorHotels encourages 

employee engagement, and measures it regularly to define remedial action plans, to 

enhance its identity as an employer and to attract and retain the best talent” (Accor, 2015, 

p.39).  

 

Trend 5: Broad and Long-Term Concerns of Shareholders and Other Stakeholders 

Have Become a Major Topic. Discreet concerns of other stakeholders were noticed in 

2006: “Marriott takes its role as a corporate citizen very seriously. With our associates, 

we work with charitable organizations, governments and international agencies to help 

thousands of people around the world” (Marriott, 2006, p.10). By 2015, this concern 

increased significantly. The use of terms such as ‘stakeholder’ and ‘corporate 

responsibility’ appeared frequently. Companies provided more details about initiatives 

that focus on achieving non-financial results. For example, IHG (2015, p.31) developed 

various initiatives that were directly associated with other stakeholders that became part 

of their KPIs, including the “Number of people participating in Academy programs; 
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Value of monetary donations and in-kind support to communities; Carbon footprint per 

occupied room; and Water use per occupied room in water-stressed areas”. For Accor, 

sustainability actions appeared as a core value of the organization: “The environmental 

and social performance criteria defined in 2015 will be used to calculate the variable 

portion of the salary of all qualifying employees” (Accor, 2015, p.22). Finally, concerns 

about long-term goals and objectives appeared more prominently in 2015; terms such as 

‘long-term value’ and ‘long-term success’ were not evident in the 2006 reports. This is 

illustrated in the following: “Our view is that growth is not just about short-term financial 

and operational performance; It is about nurturing the health of the organization into the 

future and staying true to our values” (IHG, 2015, p.9). 

 

4.1.2 Analysis of Primary Data 

 

Based on the perceptions of specialists, the study identified three important 

aspects of the industry: recent changes in the hotel industry; critical factors affecting 

performance; and the main stakeholders and their related activities. 

 

Recent Changes in the Hotel Industry 

 

Three types of major changes had significant impacts on the hotel industry: 

technological, social and contextual. All of the interviewees mentioned technological 

changes that impact several areas: operations management, marketing, sales, and 

distribution. Distribution has gained significant importance, not only due to dynamic 

prices because of the use of RM software but mainly due to the sophistication of the 

distribution channels because of the growth in OTAs. Although it is in its early stages and 

is concentrated in large chains, there has been notable movement toward using technology 

to promote the relationship between a guest and the hotel by introducing mobile apps that 

are integrated with management software.  

Social changes that are linked to technology impact the behavior of consumers 

and employees. Customers have changed how they select (better informed and 

demanding), book (sales growth via OTAs), experience (search for experiences and 

constantly changing needs) and evaluate (greater transparency when sharing comments 

on social media) hotels. Changes in customer behavior appear to be related to the growth 

of new accommodation distribution platforms. The interviewees reported that the 
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“traditional hospitality industry” needs to innovate, modernize and rethink its business 

model. Initiatives that promote the customer experience and add value to the hotel product 

were highlighted, such as reviving the importance of food and beverages and creating a 

better atmosphere in social areas, which can also attract the external public. The main 

issues related to younger employees include how to attract them, how to address the new 

worker profile and how to retain these employees. 

Contextual changes are related to the political and economic environment and to 

specific characteristics of the Brazilian hotel industry. The political and economic crisis 

in Brazil has caused a decline in demand. In addition, legislative changes, such as 

increases in utility costs and payroll taxes, have increased costs. The hotel industry in 

Brazil has changed over the last decade. The main trends that are likely to continue 

include the need for professional management, greater penetration of hotels affiliated with 

hotel chains, and the financial restructuring of hotels as condo hotels with fragmented 

investors. The environment is more competitive due to the declining demand and the 

increased direct and indirect supply (caused by new competitors, such as Airbnb). 

 

Critical Factors Affecting Performance 

 

The study identified four critical factors that positively affect hotel performance: 

engaged people, updated products, effective distribution, and a lean operation.  

The interviewees were practically unanimous regarding the importance of 

engaged people in the hotel business. For example, interviewee E3 emphasized that the 

services provided by employees are “the heart and soul of the hotel”, and interviewee 

E14 highlighted the main aspects of good management: “It’s having autonomy in 

decisions, having people and having motivated people. There’s no service, no hotel, 

without people”. 

The interviewees also highlighted that products and services need to constantly 

adjust to changing customer requirements. Interviewee E11 explained that “Changes in 

the behavior of consumers and changes in their needs means that hotels have to update 

themselves so much more quickly than before with regard to the packaging part of the 

hotel, let's call it that, the design, decoration, atmosphere, the Internet”. 

Effective distribution boosted by new technologies appeared as a relevant factor, 

such as RM software and new distribution channels. Interviewee E8 claimed that one 

great challenge of hotel chains is “being able through their internal channels to have the 
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same penetration that the OTAs have”. A significant increase in distribution costs is a 

main issue, as noted by interviewee E11: “So, it’s more and more expensive to distribute 

hotels, more competitive. And you’re moving further and further away from the 

conventional, commercial and traditional delivery of brochures to companies.” It is 

increasingly critical to work on distribution and pricing strategies by deeply analyzing the 

various channels and technologies that are available. 

Lean operations include process simplification, cost management, shared 

purchasing and continuous improvement to enhance operational efficiency. This concern 

was apparently more common among interviewees who occupy positions at the corporate 

level. In many cases, the importance of lean operations is linked to the context, as noted 

by interviewee E15: “In a phase when the market is shrinking, like now, the focus on 

management practices tends to concentrate even more on promotions and on cost 

management rather than on practices linked to service quality”.



68 
 

 
 

Main Stakeholders and Their Related Activities 

 

Five types of stakeholders were prominently mentioned: employees, customers, 

investors, hotel chains and suppliers. Table 9 shows the core activities and how they 

correspond to the main stakeholders, the main changes, and the critical factors that affect 

performance. 

 

Table 9. Main stakeholders and related core activities   

Stakeholder 
Change that had 

most impact 

Critical factor 

reported 
Core activities 

Employees Social 
Engaged 

employees 

Attracting, developing 

and retaining 

employees 

Customers 
Social and 

technological 

Engaged 

employees and 

updated products 

Offering customers 

experiences by way of 

updated products 

Investors Contextual 

Updated products 

and lean 

operations 

Maximizing return on 

investment and 

negotiating new 

investments 

Hotel Chains 
Technological 

and contextual 

Effective 

distribution and 

lean operations 

Maximizing revenue 

and managing costs 

Suppliers Contextual 

Effective 

distribution and 

lean operations 

Selecting, negotiating, 

controlling, and 

working on 

partnerships 

 

Employees are critically important, and other factors are influenced by the 

dedication of management to employees. Interviewee E13 discussed the association 

among employees, customer satisfaction and company growth: “The most important thing 

is to deal with the employees; that’s fundamental. If we give the right leadership to our 

employees, our employees will treat our guests well and we’ll grow”. Interviewee E12 

related human capital to the achievement of financial goals: “It’s human capital that most 

exalts, both the positive and negative things, you know. I think it's always people. Because 

it’s my operation that’s going to help me achieve my financial goals”. Human resources 
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management is gaining in both importance and urgency, as stated by interviewee E4: “We 

feel that the hotel industry is not attracting as many young people as it perhaps used to 

attract 15 years ago, and I believe that we’re going to have to rethink our model of the 

way we work weekends and our compensation and the way in which we attract people to 

the hotel industry”. Several initiatives emphasize employee engagement, including 

continuous communication and monitoring day-to-day operations to evaluate, develop, 

recognize and motivate employees. Among the activities, training was prominently 

mentioned, as indicated by interviewee E6: “Importance has now been given to training… 

involving all employees, not just the managers”. 

Regarding customers, it is fundamentally important to understand their needs and 

to satisfy the different segments and profiles. The interviews also showed that the firms 

were more proactively engaging with customers. Interviewee E9 stated, “some employees 

call guests on a daily basis to ask about the quality of their stay”. The main management 

activities related to customers include responding to guest comments made on social 

media or in internal satisfaction surveys, finding ways to improve service quality and 

identifying new needs and opportunities to offer different experiences. From this 

perspective, three trends were noted. First, new positions have been created on property-

level charts that focus on the guest experience. Secondly, hotels are working to simplify 

their internal processes to enable managers to invest time in their customers. Thirdly, 

hotels are expending efforts to update their product with the aim of achieving customer 

satisfaction within a new technological context. It is challenging to update products, 

particularly when industry performance is slowing. This challenge is even more difficult 

in the condo hotel context, where new investments are approved in general meetings with 

investors. Interviewee E10 exemplified this issue: “When you talk about refurbishing the 

lobby, so the hotel looks attractive, or so you can charge more in terms of the average 

room rate, it's not such a palpable thing. I can’t tell the guy: look, you're going to get 

your payback in so much time”. 

The previous example demonstrates the close presence of investors in hotel 

operations, which was also indicated by interviewee E3: “With condo hotels, especially 

with owners in Brazil, I understood how important it is to look, listen and understand 

before you say anything, and to know how to understand each one, what their interest is 

and how they can be convinced, how you can deal with this really crazy structure”. The 

financial structuring of hotels that now include several small investors has to a certain 

extent brought investors closer to the day-to-day operations of hotels. According to 
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interviewee E13, “In my opinion, unfortunately, the general manager spends too much 

time with investors...”, and E13 added, “The investor requires training, because what 

happens is that...we have an increasing tendency of people who have nothing to do with 

the hotel industry investing in it without knowing what this implies and then being shocked 

by the result ". There has apparently been a change in the profile of hotel investors, which 

according to interviewee E5 requires management to pay a considerable amount of 

attention addressing this demanding relationship. Interviewees E7 and E11 also discussed 

elements that illustrate how the profile of condo hotel investors focuses on financial 

returns: “The type of investor we currently have prefers a financial return on the product. 

So, as I always say, where there’s profit there’s no hatred. There’s a return and he’s 

satisfied” (E7); “The investor is often concerned with profitability today” (E11).  

Condo hotels are usually affiliated to a hotel chain. Two main demands appear 

within the scope of a hotel chain: Revenue management (RM) and Cost management 

(CM). Regarding RM, interviewee E3 suggested the following: “Probably the most 

important thing in recent years in our business has been good practices in RM. Within 

RM there are lots of very sophisticated tools, but you need to be prepared to be able to 

carry out a correct analysis of so much information”. The interviewee added, “the 

struggle is how you maximize revenue in order to perform better than your competitors”. 

Revenue generation is important but not sufficient, particularly in the case of hotel chains, 

for which remuneration is based on profit instead of revenue. Interviewee E2 illustrated 

this difference by stating, “If I have enough revenue, but I spend a lot, that also doesn’t 

work. So ... your cost management has to be very controlled”. E2 also emphasized the 

contextual aspects that accentuate this need: “So I think the high…the very high tax 

burden, coupled with high utility costs as a whole. Water and electricity are absurdly 

expensive, pushing the hotel results and, in a certain way, you have to reflect this in your 

daily rates. But, in contrast, you have an economic situation in which you can’t charge 

much more...”. Two types of costs appeared to garner the most attention: utilities and 

distribution costs. 

Suppliers are closely related to CM. Activities such as shared purchasing, supplier 

certification to improve conditions (price, quality, payment terms and delivery), 

outsourcing and partnership development were the most mentioned issues related to 

suppliers. There was no consensus regarding what the best approach for supplier networks 

is – whether it is most effective when concentrated at the corporate level or decentralized 

among hotels. Interviewee E3 indicated that this continues to be a development issue: 
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“It’s one of the things in Brazil that we’ve not been able to develop in general. I know 

that the big companies have done something...it's the procurement part and the cost 

management part”. Larger hotel chains are better structured in terms of shared purchasing 

for both products and contracts. Interviewee E8 emphasized the importance of 

procurement for results: “I think that shared purchasing makes a lot of sense for achieving 

a good result. You have a purchasing facility and you have negotiations that have already 

been carried out, qualitatively, quantitatively or financially”. Interviewee E13 

highlighted the roles of the hotel chain and the general manager in this process: “Our goal 

is always to provide the best conditions, so if someone [referring to a general manager] 

has the same product, or a better product at a better price, we'll approve him, we’ll bring 

him in”. In smaller hotel chains, information sharing about suppliers may occur, but joint 

negotiations are more restricted and are practically confined to contracts, as exemplified 

by interviewee E9: “The big contracts are at the corporate level for the hotel chain. So 

today, we take care of all the cleaning products, the amenities, and the things that we 

work with locally are often either an indication, or it’s... trying to share best practices”. 

Regarding partnership development with suppliers, interviewee E1 highlighted inventory 

reduction as a strategy to reduce costs: “Today, more and more, you have to make your 

supplier your partner and your logistics. The inventory belongs to third parties; it’s not 

yours”. 

 

4.1.3 Integrated Analysis of Management Practice Identification 

 

Synthesizing the data from the three sources, the main practices that are deemed 

important by the hotel industry can be presented within five groups. Table 10 lists the 

broad practices, associates them with the main results from each source and relates them 

to the main stakeholders. This study mainly sought to identify hotel management 

practices that have a broad scope and the potential to enable hotels to perform better than 

their competitors (Enz & Siguaw, 2003; Espino-Rodriguez & Gil-Padilla, 2015). 

Practices were sought that have a significant impact at the property level. Brief 

explanations of the practices that were identified based on the main stakeholders and a 

discussion linking these practices to the literature are provided below.  
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Table 10. Management Practices Associated with Stakeholders and Sources 

Management 

Practice 

Hospitality 

Programs (S1) 

Hotel Reports 

(S2) 

Interviews 

(S3)  

Main 

Stakeholders  

Human 

Resource 

Management 

All the 

programs offer 

HRM and 

leadership 

courses. 

Employee 

engagement is 

even more 

critical to 

success. 

Attracting, 

developing 

and retaining 

employees is 

important. 

Employees 

Customer 

Experience 

Management 

This topic 

appears in the 

marketing or 

elective 

courses. 

Guest 

experience 

during the 

entire journey 

emerges as a 

central theme. 

It is important 

to offer 

customers 

experiences 

by way of 

updated 

products. 

Customers 

Hotel Asset 

Management 

Asset 

management is 

a specific topic 

for the 

industry. 

Broad and long-

term concerns 

of shareholders 

and other 

stakeholders 

have become a 

major topic. 

Maximizing 

the return on 

investment 

and 

negotiating 

new 

investments is 

highlighted. 

Investors 

Revenue 

Management 

RM is a 

specific topic 

for the 

industry, and 

distribution has 

received 

greater 

emphasis. 

Commercial 

teams focus not 

only on pricing 

but also on 

channel 

management. 

Maximizing 

revenue and 

managing 

costs is 

important. 

Hotel Chains 

& 

Distributors 

Cost 

Management 

This practice is 

mainly covered 

in managerial 

accounting and 

operations 

management 

courses. 

It has become 

more important 

to develop a 

more relevant 

scale. 

Selecting, 

negotiating, 

controlling, 

and working 

on 

partnerships 

is highlighted. 

Hotel Chains 

& Suppliers 
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The practice of Human Resource Management (HRM) is linked to the 

employee and appeared very prominently in all data sources. This practice includes 

activities such as attracting, developing, engaging and retaining talent, which are viewed 

as central, particularly when considering current social changes. Attracting and retaining 

professionals is a main concern of top management. Traditional hotels need to rethink 

their business model to attract a new generation of professionals. The literature also 

indicates that HRM is a critical issue in labor-intensive and service-focused settings such 

as the hospitality industry (Tracey, 2014), particularly aspects such as attracting, retaining 

and training people and issues related to morale (Enz, 2009). This topic appears to be 

gaining importance, not only because of the potential impact on performance (Kusluvan, 

Kusluvan, Ilhan, & Buyruk, 2010) but also the challenges associated with the 

dissemination of HRM practices (Arthur, Herdman, & Yang, 2016). The structure for 

managing HR requires a certain level of decentralization toward the operational level 

(Solnet, Kralj, & Baum, 2015). 

Regarding the customer, various sub-practices were identified that are associated 

with marketing, product development, loyalty, pricing, and distribution. However, 

although the practices related to pricing and distribution are related to the customer, it 

makes more sense to analyze them from the perspective of the hotel chain. Customer 

Experience Management (CEM) is the practice that focuses on the relationship with the 

customer and aims to offer quality experiences with updated products, which creates 

customer loyalty. Information technology and data analysis play a crucial role in the 

development of this practice by enabling greater customer knowledge and more 

interactions throughout the journey of the customer. This practice was very evident in the 

annual reports and interviews; it also appears in the MBA programs in marketing or 

elective courses. The literature also indicates a close and growing relationship among 

information technology, data analysis and practices aimed at interactions with customers 

(Diffley & McCole, 2015), and research highlights that an understanding of the customer 

experience and customer journey is critical (Lemon & Verhoef, 2016). Recent literature 

reviews illustrate the evolution of the focus of marketing research and identify the 

contribution of each established research area, such as service quality and Customer 

Relationship Management (CRM), to the customer experience (e.g., Lemon & Verhoef, 

2016). 

Two practices were identified that relate to investors: real estate management and 

asset management. The former explores activities related to the real estate development 
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and structuring phases to support hotel activities, which are outside the scope of this 

research. The latter practice has a greater relationship with hotel operations, since the 

asset manager seeks to optimize the value of the hotel and investment returns in the 

various phases of the investment cycle. All three sources provided evidence of the 

importance of Hotel Asset Management (HAM). Various interviewees indicated that 

significant investor involvement in day-to-day operations has likely increased due to the 

importance of condo hotels. In the hotel industry, the separation of ownership from 

management is becoming more common as it follows an asset-light strategy (Melissen et 

al., 2016). The traditional owner-operator model appears to no longer be appropriate in 

this new, complex environment (Singh, Kline, Ma, & Beals, 2012). As a result, new 

stakeholders have emerged in the hotel industry, such as asset managers, who help to 

align the interests of owners and operators (Manning et al., 2015; Tsai, Pan, & Lee, 2011). 

Asset managers, who are classified as strategic partners of both hotel owners and 

investors, are performing an increasingly critical role in creating value for real estate 

investments (Singh et al., 2012). Activities that are central to this practice include 

monitoring financial performance, understanding operations and investment subjects 

(e.g., RM and capital expenditures), as well as addressing the conflicts that are inherent 

in owner-operator relations (Singh et al., 2012). Primarily, for condo hotels, HAM 

appears to be a strategic factor in the process of creating competitive advantages 

(Cypriano, 2014). 

Revenue Management (RM) is clearly perceived as relevant by all three sources. 

There is growing concern regarding RM practices, particularly from the perspective of 

hotel chains, because of the increased competitiveness and technological changes. New 

technologies have significantly contributed to making pricing processes more dynamic, 

which optimize revenue generation. However, this process interacts with the continuous 

emergence of new sales platforms, making the distribution process increasingly 

sophisticated and complex. In RM practice, the topic of distribution has gained 

importance because the search for revenue optimization increasingly considers the cost 

of the distribution channel. Studies on RM provide evidence of its increasingly strategic 

role and indicate the growing dependence on technology (Denizci Guillet & Mohammed, 

2015; Wang, Yoonjoung Heo, Schwartz, Legohérel, & Specklin, 2015). Wang et al. 

(2015) provide examples of factors that have direct or indirect impacts on RM: 

distribution via social media, digital and mobile marketing, and business intelligence 

solutions. From the hotel chain perspective, two issues stand out as challenges associated 
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with RM. The first is distribution. The second issue is a new approach that has a customer-

centric focus and attempts to develop and improve relationships with customers through 

RM. It has become essential to explore opportunities to integrate RM with CRM tools or 

even with social media (Denizci Guillet and Mohammed, 2015; Wang et al., 2015). 

Finally, the practice of Cost Management (CM) is relevant for the hotel chain 

but is also connected to suppliers; it also appeared in all three sources. In MBA programs, 

this practice is mainly covered in managerial accounting and operations management 

courses. In the annual reports and interviews, CM is noted as relevant for achieving a lean 

operation, which contributes to financial results. Thus, CM appears to be gaining in 

relevance, particularly in light of the contextual changes related to declining demand and 

increasing costs. Some CM activities that were highlighted include operational efficiency, 

cost control, outsourcing, and shared purchasing. Supply chain management (SCM) is 

also connected to the supplier, but there was no consensus among the sources regarding 

its importance. In the literature, most SCM studies are conducted in manufacturing 

contexts (Au, Ho CK, & Law, 2014). However, over the last decade, there has been an 

increase in SCM studies applied to the service sector, particularly to the hotel industry 

(Fantazy, Kumar, & Kumar, 2010). Two topics related to SCM practice are highlighted 

in the hotel context: strategic purchasing (Fantazy et al., 2010) and e-procurement (Au et 

al., 2014; Kothari, Hu, & Roehl, 2007). The hotel industry faces significant challenges 

related to procurement that are heightened by the fragmented and decentralized structure 

of the sector (Kothari et al., 2007). There is a connection between CM and SCM, as cost 

reduction is one of the most cited objectives in supply chain management. To reduce 

costs, companies need to pay attention to their supply chain partners (Seuring & 

Goldbach, 2013). 

 

4.2 Stage 2: Analysis of Management Practices Measurement Instrument 

  

 In this subsection the results of stage 2 are presented, divided into two main topics. 

First, the hypotheses formulation related to the hotel industry was elaborated, considering 

the theoretical definition of each construct under examination. Secondly, a measurement 

model refinement was conducted using confirmatory factor analysis (CFA), based on the 

items generated for measuring the constructs of interest. The final scales were used in the 

tests of stage 3 and 4. 
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4.2.1 Hypotheses Formulation Applied to the Hotel Industry 

 

Taking the central theoretical foundation and the practices identified in stage 1 

together (Human Resource Management; Customer Experience Management; Revenue 

Management; Cost Management and Hotel Asset Management), specific literature 

reviews were conducted with the objective of elaborating the hypotheses applied to the 

Hotel Industry. As a summary result of these literature reviews, Table 11 presents the list 

of main references that support the concept of each practice and its dimensions. 
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Table 11. Main References of each practice 

Management 

Practices 
Role Main References 

Human 

Resource 

Management 

(HRM) 

Core concept 

Domínguez-Falcón et al., 2016; 

Kusluvan et al., 2010; Melissen et al., 

2016; Sun, Aryee, & Law, 2007; Tang & 

Tang, 2012; Tracey, 2014 

Effect 

(Dimensions) 

Jackson, Schuler, & Jiang, 2014; 

Kusluvan et al., 2010; Madera et al., 

2017; Oliveira & Roth, 2012 

Customer 

Experience 

Management 

(CEM) 

Core concept 
Homburg, Jozić, & Kuehnl, 2017; 

Lemon & Verhoef, 2016; Schmitt, 2003  

Effect 

(Dimensions) 

Giese & Cote, 2000; Hwang, Hwang, 

Seo, & Seo, 2016; Kim, Vogt, & 

Knutson, 2015; Mattila & Enz, 2002; 

Pansari & Kumar, 2017; Secchi, Roth, & 

Verma, 2016 

Revenue 

Management 

(RM) 

Core concept 

Denizci Guillet & Mohammed, 2015; 

Kimes, 1989; Noone, Enz, & Glassmire, 

2017; Queenan, Ferguson, & Stratman, 

2011; Wang et al., 2015  

Effect 

(Dimensions) 

Cross, Higbie, & Cross, 2009; Kimes, 

1989; Noone et al., 2017; Wang et al., 

2015 

 Cost 

Management 

(CM) 

Core concept 

Hansen, Mowen, & Guan, 2007; 

Melnyk, Stewart, & Swink, 2004; 

Simons, 1990; Wouters, Selto, Hilton, & 

Maher, 2012 

Effect 

(Dimensions) 

Franco-Santos, Lucianetti, & Bourne, 

2012; Hansen et al., 2007; Koufteros, 

Verghese, & Lucianetti, 2014; McNair, 

Polutnik, & Silvi, 2001; Pavlatos & 

Paggios, 2009; Turner, Way, Hodari, & 

Witteman, 2017 

Hotel Asset 

Management 

(HAM) 

Core concept 

Cypriano, 2014; Hodari, Balla, & Aroul, 

2017; Manning et al., 2015; Melissen et 

al., 2016; Singh et al., 2012; Tsai et al., 

2011  

Effect 

(Dimensions) 

Hodari & Sturman, 2014; Manning et 

al., 2015; Singh et al., 2012; Tsai et al., 

2011 

 

For each management practice analyzed, activities for achieving the desired 

objective were identified. Examples are activities that help managers properly select an 
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employee and assist with the training, development and retention, in the case of Human 

Resource Management or, in the case of Revenue Management, activities associated with 

analyzing the profile of the customers, demand projection and the pricing process. 

However, the literature indicates that there is no universal (one-size-fits-all) approach to 

be pursued considering each practice, given the countless differences that exist between 

organizations within the hotel industry (Kusluvan et al., 2010; Tracey, 2014) and contexts 

(Sun et al., 2007). Therefore, it seems to be more appropriate to operationalize the 

constructs considering the desired effect resulting from the practice and not on what might 

shape it.  

The aim of the literature review was to identify the direct desired effect of each of 

the five management practices, what composed the dimensions of the practices. In some 

cases, more than one dimension was identified. These dimensions are comprised of latent 

constructs measured by reflective indicators, that reflect the degree of development of 

management practices. After the dimensions of each practice were identified, the 

hypotheses based on the proposed conceptual model (figure 3) were formulated, as 

follows: 

Human Resource Management (HRM) seeks to ensure the effective and efficient 

use of human talent in implementing organizational strategy. Recent literature 

emphasizes the need for a more strategic approach to human resource management, in 

which employees are seen as strategic and valuable assets that must be invested in and 

developed, in opposition to being seen as costs to be controlled, thereby making them a 

source of sustainable competitive advantage (Kusluvan et al., 2010), especially in 

segments such as the hotel industry, in which much of the product is intangible, 

comprising client and employee attitudes at the time of service delivery  (Melissen et al., 

2016). 

In this context, the main objective of HRM practices is to engage, to develop, to 

satisfy and to motivate the employees (Kusluvan et al., 2010). To achieve this objective, 

several activities should be carefully conducted within the organizations, such as: 

recruitment and selection, training and development, performance evaluation, 

compensation, internal mobility, work safety, communication and empowerment 

(Domínguez-Falcón et al., 2016; Sun et al., 2007; Tang & Tang, 2012; Tracey, 2014). 

Regarding the effects of the HRM practices, Madera et al. (2017) in a recent 

literature review applied to the hotel and tourism industries suggest that the HRM 

practices generate results in the first level for the employee, such as work satisfaction, 
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employee engagement, collaborative behavior. They influence in the second level the 

operational results and in the third level the financial results of the firm. Jackson, Schuler 

e Jiang (2014) referred to the general management literature and they also indicated the 

same logic of causal effects. Considering the effect on the first level, empirical studies 

indicate two main and immediate effects of the HRM system, which are the development 

of human capital (skills and abilities) and its influence on employee motivation (as 

indicated by various job-related attitudes) (Jackson et al., 2014). In the same direction, 

Oliveira and Roth (2012) posit that there are two critical elements of the HR management 

practices. First, the combination of knowledge, skills and experience, known as human 

capital. Secondly, the commitment of the employees towards the objectives of the 

company, motivated by the reward systems. 

Based on these recent studies, the HRM construct for this research is 

operationalized by having two dimensions that indicate the immediate effect of the 

practice of people management. The first dimension aims to measure the adequacy of 

human capital (the ability of the hotel to attract and develop employees who have a 

combination of the knowledge, skill and experience needed for performing their 

functions). The second dimension aims to measure the employee engagement (the ability 

of the hotel to engage employees and their teams in order to achieve the goals of the 

organization). Considering these two dimensions as the direct effect of the HRM, two 

hypotheses were elaborated: 

H1a: A high degree of Adequacy of Human Capital (HRM_ACH) is 

positively related to Hotel Performance  

H1b: A high degree of Employee Engagement (HRM_EC) is positively 

related to Hotel Performance 

 

Kusluvan et al. (2010) suggest that the real challenge of HRM is to ensure that 

human capital contributes to the implementation of organizational strategy and its 

objectives, and to establish a compensation system that provides greater rewards for those 

who contribute the most (Kusluvan et al., 2010; Oliveira & Roth, 2012). This argument 

is connected to the causal effect logic of the practice previously presented: having a direct 

effect (fisrt level) on employee behavior and an indirect effect on the operational results 

(second level) and the financial results (third level) (Jackson et al., 2014; Madera et al., 

2017). In this sense, it is also considered relevant to test the moderation effect of the HRM 

practice on the relationship between the other management practices and performance.  
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H1c: HRM practice positively moderates the relationship between 

Management Practices and Hotel Performance  

 

Customer Experience Management (CEM) is considered a relatively new area of 

research and, therefore, still lacking empirical studies. The practice is strongly influenced 

by marketing literature, specifically concepts such as ‘market orientation’ and ‘customer 

relationship management’ (Homburg et al., 2017). However, CEM is considered a 

broader approach with a multidisciplinary aspect. Elements of other functional areas (e.g., 

operations, information technology and human resources) compose the delivery of 

customer experience (Homburg et al., 2017; Lemon & Verhoef, 2016). 

Even though the involvement of elements of other functional areas seems discrete 

in the classical definition presented by Schmitt (2003, p. 17): “Customer Experience 

Management as the process of strategically managing a customers’ entire experience 

with a product or company”, taking the work of the author as a whole, those aspects 

become evident. The author defines CEM as a process that enables the company and the 

products offered to become relevant to the customer. It is highlighted that the CEM central 

objective is the connection of the organization to its customers in each touchpoint, seeking 

the integration of different elements of the customer experience (Schmitt, 2003). Under 

this approach, Schmitt (2003) highlights the importance of integration from prepurchase 

to postpurchase, as well as of looking after to both the external and internal environment. 

In this sense, the author highlights the role of employees in the process of creation of 

customer experience (Schmitt, 2003). The information technology and the data analysis 

have also been valued in CEM, since new technologies can lead to a better knowledge of 

the customer as well as to the interactions throughout the journey.   

In recent studies, the integration and the consistent delivery in the multiple touch 

points between the customer-firm are stressed. Lemon e Verhoef (2016) highlight the 

importance of taking into consideration the customer journey as well as the complexity 

of interaction with the customer in the current context. Homburg et al. (2017; p. 384) 

define CEM as a higher-level resource composed of three categories “cultural mindsets 

toward customer experiences (CEs), strategic directions for designing CEs, and firm 

capabilities for continually renewing CEs”. In the three categories, the management of 

touch points appeared to be central. Those are common examples of activities that 

compose the CEM practices: to analyze the customer needs, to plan the customer journey 

considering the desired experience in the several touch points, to manage the interactions 
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with the customer throughout the entire journey, to reevaluate the process and to be 

engaged in continuous improvements and innovation (e.g. Homburg et al., 2017; Schmitt, 

2003).    

Researchers indicate the shortage of studies that demonstrate the nomological 

network of customer experience clearly, and how this construct relates to the others that 

focus on the customer (Lemon & Verhoef, 2016). However, an evolution of the construct 

used as a direct effect of customer management is noted. 

Recent studies indicate that the search for customer satisfaction is still important, 

but not sufficient within the current context (Hwang et al., 2016; Pansari & Kumar, 2017). 

The objective of organizations in relation to customer management has evolved from 

relationship marketing to customer engagement. This new construct encompasses not 

only direct customer contributions to the company, such as customer loyalty that is 

traditionally measured by repeated purchases, but also indirect customer contributions to 

the company, such as defending and promoting it in the social media (Pansari & Kumar, 

2017). The framework proposed by the authors suggests that the experiences of customers 

affect the level of their satisfaction with the company and their emotions, which 

subsequently leads to engagement and which in turn is reflected in direct and indirect 

contributions (Pansari & Kumar, 2017). 

Following the framework of Pansari and Kumar (2017), the effects of CEM at the 

first level are the customer satisfaction and the emotions generated by the experience. The 

treatment of emotions seems to be even more central in the service companies, in which 

there is a strong interaction between employees and customers (Mattila & Enz, 2002). In 

the context of the hotel industry, recent studies indicate both customer satisfaction and 

customer delight as the antecedents of customer loyalty. Customer satisfaction is 

understood as the overall satisfaction that is based both on the cognitive and emotional 

responses to the experience as a whole, whereas delight has to do with a transitory 

emotional experience related to a specific moment in time (Kim et al., 2015). The 

treatment of emotions is not restricted to positive emotions, such as the search for 

customer delight, in the sense of surprising them by exceeding their expectations. 

Connected to this subject, there is the literature that deals with service recovery (Mattila 

& Enz, 2002) and improvisation competence (Secchi et al., 2016). For dealing with both 

positive and negative emotions, organizations must deliberately adjust the elements of 

their service delivery system to such an objective, starting from adjusting organizational 
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culture to properly preparing employees in how to interpret each customer and act in due 

manner (Mattila & Enz, 2002). 

Although emotional responses to customer management seemed to have been 

gaining relevance in recent studies, the effect had already appeared in classic studies that 

sought to define the customer satisfaction construct (e.g., Giese & Cote, 2000). There are 

different types of response related to the customer satisfaction construct in the framework 

proposed by the authors, and response depends on the focus in question, as well as on the 

specified time dimension. These three elements (type of response, focus of analysis and 

time) must be previously established by the researchers, taking into account the context 

of the investigation (Giese & Cote, 2000). Based on the elements suggested by Giese and 

Cote (2000), two dimensions were identified as being the immediate effects of CEM in 

the hotel context: the adequacy of the experience (the ability of the  hotel to systematically 

offer experiences that are consistent with the needs of the customer segments served) and 

the sensitivity of the experience delivery system (the ability of the hotel to adequately 

handle the interaction with each customer, with a particular focus on emotional aspects at 

the time the service is delivered). The first dimension is directed at supplying a cognitive 

response related to the experiences provided to the different customer segments served 

throughout the journey, whereas the second dimension has to do with the treatment of the 

emotions of each customer at a specific time, with a focus on service delivery, in which 

the interaction between employee and customer occurs. Two hypotheses were formulated 

based on the two dimensions identified of the CEM practice: 

H2a: A high degree of Adequacy of the Experience (CEM_AE) is positively 

related to Hotel Performance 

H2b: A high degree of the Sensitivity of the Experience Delivery System 

(CEM_SSEE) is positively related to Hotel Performance 

 

Revenue Management (RM), which originated in the aviation industry, has been 

applied in the hotel industry for more than three decades and more and more companies 

from other hospitality segments are interested in using it. The segments that have great 

potential to benefit from the application of RM are those that have perishable stock, 

limited capacity, floating demand, defined market segmentation, the availability of early 

reservations and a low marginal cost of sales (Denizci Guillet & Mohammed, 2015). The 

traditional definition of RM as applied to the hotel industry and that was heavily inspired 

by the seminal work of Kimes (1989) translates into the process of allocating the right 
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capacity to the right customer, at the right price, at the right moment and via the right 

distribution channel, in order to maximize revenue (Denizci Guillet & Mohammed, 2015; 

Kimes, 1989). In the original definition, there was no emphasis in the temporal issue and 

in the distribution channel. Those aspects start to be emphasized in function of the 

development of new technologies, as the development of more advanced RM software 

and the new distribution platforms. 

New technologies drove the development of this practice, which went from a 

specific technique that was practically restricted to the operations area and with a focus 

on managing the hospitality inventory, to a strategy of generating demand and 

maximizing hotel profit as a whole, thus involving various areas of management as well 

as external customers (Noone et al., 2017; Wang et al., 2015). Wang et al. (2015, p.12) 

summarized the main changes in course linked to the RM practice: from revenue 

maximization to profit maximization; from a revenue-centric approach to a customer-

centric approach; from demand-driven pricing to reputation and value-based pricing; 

from short-term tactical RM to a long-term strategic RM approach; from focusing on 

room revenue to total revenue from all yieldable sources; from managing distribution to 

channel management; from relying on historical and predicted demand analysis to 

capitalizing on the opportunities offered by big data; from educating RM leaders to 

fostering RM culture throughout the organization (Wang et al., 2015). 

In the RM practice different activities are considered central as market analysis; 

pricing, demand forecast, price and inventory optimization, reservations control 

configuration, performance evaluation (Queenan et al., 2011; Wang et al., 2015). Besides, 

aspects related to preparing the organizational environment for the dissemination of 

practice are also explored such as incentives to apply the practice, organizational 

alignment and creation of the appropriate support structure and applied training (Queenan 

et al., 2011). In more recent studies, the highlight is the inclusion of channel management 

activities (Wang et al., 2015). In more recent studies, the highlight is the inclusion of 

channel management activities (Wang et al., 2015).  

Within the new perspective of RM, the direct objective of the practice seems to 

have changed. The main objective of the first studies applied to the hotel segment was 

revenue maximization, with a focus on the short term (e.g., Kimes, 1989). The new 

approach, on the other hand, emphasizes profit maximization over the long term (Noone 

et al., 2017; Wang et al., 2015). In this context, adopting the appropriate pricing strategy 

remains a central dimension for achieving the objective of the practice. It also becomes 
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mandatory, however, to establish an adequate distribution strategy, which takes into 

account channel distribution costs (Wang et al., 2015).  The pricing strategy has been 

always part of the essence of RM practice and more recently distribution was added with 

a great emphasis. Besides, new elements have also been added making this practice even 

more sophisticated such as a more customer-centered approach (when integrating it with 

CRM and big data) and the search for revenue optimization in other areas over and above 

the rooms (Cross et al., 2009; Noone et al., 2017; Wang et al., 2015). However, these new 

elements appear to be in a very initial stage of development. Therefore, they are out of 

the scope of this research. 

Taking into consideration the recent changes of RM practice, two dimensions 

were selected to operationalize the development degree of RM. The first one is the 

dynamism of the pricing strategy (the ability of the hotel to boost revenue generation by 

applying dynamic customer-centered prices) because pricing strategy is considered to be 

the essence of the practice since its origin. The second one is the dynamism of the 

distribution strategy (the ability of the hotel to boost its distribution power considering 

the cost-benefit ratio of each channel, at any given time). Although this desired effect of 

the practice development seems to be still in progress, once it was added to the scope of 

the practice more recently, the distribution strategy is considered an urgent topic in the 

current context. Based on these two dimensions, two hypotheses were elaborated: 

H3a: A high degree of the Pricing Strategy Dynamism (REM_DEP) is 

positively related to Hotel Performance 

H3b: A high degree of the Distribution Strategy Dynamism (REM_DED) is 

positively related to Hotel Performance  

 

The objective of maximizing profitability is pursued not only by RM, which 

focuses specifically on maximizing revenue and optimizing distribution costs, but above 

all by Cost Management (CM), which includes managing all of the costs of the 

organization, a practice that goes beyond measuring and reporting the latter. CM is 

dedicated to analyzing the impacts of current and future decisions (Wouters et al., 2012). 

It is connected to the accounting system, and more specifically to the organizational 

control system. In the competitive and dynamic context facing companies, this system is 

becoming increasingly essential to organizations that are continuously seeking to improve 

their performance, quality and efficiency (Hansen et al., 2007). 
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 The control system based on the metrics leads the organization strategy to a more 

concrete plan since they are interlinked. The strategy without metrics is useless and 

metrics without strategy make no sense (Melnyk et al., 2004). The metrics support the 

organizations in the control process of established objectives, in the results 

communication to the interested players, as well as in the identification of areas of 

improvement (Melnyk et al., 2004). Within the organizations, there are two subsystems 

of information that compose the accounting system: the financial system that aims to 

provide information to external users like investors, creditors, government agencies; and 

the CM system that provide information to the internal user with the objective of helping 

the manager in the decision-making process (Hansen et al., 2007). Both from the financial 

perspective and from the managerial perspective, the established metrics from the 

organizational control system can perform two main functions: the evaluation of the 

obtained result, generating a diagnostic that helps managers in the identification of needed 

adjustments and mobility in a new direction; or of prediction of future results, enabling 

the managers to interact in the sense of exploring new alternatives that increase chances 

to achieve the desired objective (Melnyk et al., 2004; Simons, 1990). 

 The common activities in CM practice are to establish goals and objectives, to 

collect information, to evaluate alternatives, to execute and to monitor costs and to report 

results (Hansen et al., 2007; Wouters et al., 2012). With that information the managers 

should be able to evaluate the costs considering different perspectives such as both the 

short and the long term; activities and processes, as well as the costs of products, services, 

suppliers among others (Hansen et al., 2007). With the support of CM practice, the 

managers make the right decisions to create more value at a lower cost (Wouters et al., 

2012). 

Empirical studies that explore the comprehensive nomological network of CM 

specifically in the hotel segment are scarce, especially studies that test the immediate 

effects of the practice. Studies that analyze the antecedents of the use of the strategic 

accounting system (e.g., Pavlatos & Paggios, 2009) or studies that test the relationship 

between cost management and financial or customer-related performance were identified 

(e.g., Turner et al., 2017). However, specific empirical studies that demonstrate the direct 

effect of having an advanced degree of cost management practice were not identified. 

Recent studies suggest that the use of control systems (e.g. Performance Management - 

PM) leads to improvements in capabilities, which in turn has an impact on financial 

performance (Franco-Santos et al., 2012; Koufteros et al., 2014). The literature indicates 
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the search for operational effectiveness and efficiency as an immediate effect of CM, with 

operational effectiveness being based on the accuracy of the information used for 

decision-making within the organization, whereas operational efficiency takes into 

consideration the level of control of the process of performing activities, guaranteeing 

that they are carried out in the best manner, with little or no waste (Hansen et al., 2007; 

McNair et al., 2001). The focus of CM practice, aiming to achieve operational 

effectiveness and efficiency, is in the generation of metrics and essential information. For 

this study the degree of development of cost management is measured by the ability of 

the hotel to turn available relevant information, into sense, to help the manager both in 

the control of operations and in the decision-making process. 

H4: A high degree of Cost Management (CM) is positively related to Hotel 

Performance 

 

The literature about Hotel Asset Management (HAM) practice is still considered 

emergent and very limited. The central role of Hotel Asset Management (HAM) is to 

maximize the value of real estate assets for their owners (Singh et al., 2012). The 

development of HAM is even more urgent when taking the transformations of the 

structuring model in the hotel business into consideration. Investment in the hotel industry 

has evolved from small companies in which the operation was the responsibility of the 

owner himself to major businesses with multiple stakeholders, making operational 

management more sophisticated (Manning et al., 2015). There is, therefore, a certain trend 

in hotel development, in which the roles of the owner of the real estate asset and the 

management of the hotel operation are separated (Melissen et al., 2016; Singh et al., 

2012).  

Given the nature and objective of this practice, it fits within the perspective of 

Agency Theory. In the case in which the hotel operations are in charge of the real estate 

owners are subject to a traditional single agency relationship (owner-executive). In the 

case in which the hotels are operated by a third company, hotel operation comprises a 

complex, tripartite, multiple agency relationship, composed of the real estate asset owner, 

the management company and the hotel general manager (Hodari et al., 2017). Under this 

scenario, they can experience an agency problem in two levels of relationship – between 

the two principals (owner and operator) and between each one of them and their mutual 

agent (hotel general manager) (Hodari et al., 2017).  



87 
 

 
 

Within the context of multiple agents, HAM practice has become increasingly 

important, especially in cases in which there are several investors in the same property 

(Cypriano, 2014). The asset manager performs the role of the representative of the owners 

and the investors in face of the hotel operator, with the aim of creating more value for 

real estate investment through better alignment of the involved parts (Manning et al., 

2015; Tsai et al., 2011). The asset manager can act from the business structuring phase to 

the operation, as well as the exit from the investment. Specifically, in the operation phase, 

three groups of activities are considered essential: to follow and evaluate the current 

financial and operational performance; to develop and to recommend a strategic action 

plan, especially in reference to the new investments needed, as well as to help the eventual 

conflicts inherent to the relationship between principal and agent (Singh et al., 2012).   

The literature suggests that the search for the alignment of interests between the 

owner and the hotel operation is an immediate effect of the HAM practice (Manning et 

al., 2015; Tsai et al., 2011), as well as greater transparency, with information being 

systematically provided on the operational and financial results of the hotel (Singh et al., 

2012). In a context with multiple agents the intermediary of these objectives is often an 

asset manager (Singh et al., 2012). This alignment results in a more consistent, cohesive 

and effective set of decisions in hotel management (Hodari & Sturman, 2014). In this 

study two dimensions were used to operationalize the development level of HAM: the 

goal alignment (the ability to align the objectives between the hotel operation and the 

owner(s) of the property in relation to the real estate assets) and the transparency of the 

relationship (the ability to establish a transparent relationship between the hotel operation 

and the owner(s) of the property). 

H5a: A high degree of Goal Alignment (HAM_AI) is positively related to 

Hotel Performance 

H5b: A high degree of Relationship Transparency (HAM_TR) is positively 

related to Hotel Performance  

 

 Table 12 shows the dimension of each practice, as well as the main references that 

inspired the development of the multi-item scales. Each scale is measured by 5 items. 

They were formulated as Likert-type statements anchored by a five-point scale, ranging 

from 1 (“totally disagree”) to 5 (“totally agree”). Appendix I shows the items of each 

scale. 
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Table 12. Main references the dimension of each practice 

Constructs Dimensions Based on 

HRM_ACH 
Adequacy of Human 

Capital  

Oliveira & Roth, 2012; Snell & Carrig, 2017 

  

HRM_EC 
Employee 

Engagement  

Macey & Schneider, 2008; Oliveira & Roth, 

2012; Snell & Carrig, 2017  

CEM_AE 
Adequacy of the 

Experience 

Homburg et al., 2017; Oliveira & Roth, 

2012  

CEM_SSEE 

Sensitivity of the 

Experience Delivery 

System 

Secchi et al., 2016; Mattila & Enz, 2002; 

Kim et al., 2015; Oliveira & Roth, 2012  

REM_DEP 
Pricing Strategy 

Dynamism 

Talón-Ballestero, González-Serrano & 

Figueroa-Domecq, 2014 

REM_DED 
Distribution Strategy 

Dynamism 

Talón-Ballestero, González-Serrano & 

Figueroa-Domecq, 2014 

CM 

Relevant 

Information 

Available  

Koufteros et al, 2014; Oliveira & Roth, 

2012; Snell & Carrig, 2017  

HAM_AI Goal Alignment  
Koufteros et al., 2014; Melissen et al., 2016; 

Singh et al., 2012  

HAM_TR 
Relationship 

Transparency  

Koufteros et al., 2014; Melissen et al., 2016; 

Hodari & Sturman, 2014; Singh et al., 2012 
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4.2.2 Confirmatory Factor Analysis - Management Practices Scale 

 

 Subsequently to the item generation phase based on the literature review and the 

Q-Sort round results, several procedures were followed to achieve refinement of the 

measurement model. Some of these procedures were conducted during the research 

design process, as the pre-test step and the data collection strategy definition. Details 

about these steps were presented in the Method Section. However, an important procedure 

conducted after the data collection step was the Confirmatory Factor Analysis (CFA). 

This procedure is especially recommended in the case of the new scales, composed of 

latent construct measures with reflexive indicators. 

  As presented in the Method section of the current research, the CFA was 

performed separating the constructs into two groups. Group 1 was composed of constructs 

linked to the Human Resource Management and Customer Experience Management 

practices. And Group 2 was composed of constructs connected to the other three 

practices: Revenue Management, Cost Management and Hotel Asset Management. Each 

latent construct has 5 items (observed variables). 

 After running the first round in each group of constructs, two issues appeared. 

First, all items of the Adequacy of Human Capital (HRM_AC) dimension presented low 

weight in the model (below 0,6). Secondly, the two dimensions of the Revenue 

Management practices (RM_DEP and RM_DED) appeared to be highly correlated (0,97 

is the estimated correlation between RM_DEP and RM_DED.). Before going ahead with 

the CFA, the discriminant analysis was performed between the RM_DEP and RM_DED 

constructs and between HRM_AC and HRM_EC constructs. 

 

Table 13. Discriminant validity HRM e RM Constructs 

Construct scale 

pair 

  Unconstrained   Constrained   

x² 

difference 

 x² d.f   x² d.f    

HRM_ACH  
78.9 34 

 
104.7 35 

 
25.756* 

HRM_EC    

         

RM _DEP  
72.6 34 

 
72.8 35 

 
-0.200 

RM_DED        

*p < 0.01         
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 As presented in Table 13, while the discriminant analysis confirmed that there is 

no difference between the RM dimensions, in the case of the HRM dimensions the same 

result did not occur. Therefore, it was decided to drop the HRM_ACH construct due to 

low loads and to unify the two RM_DEP and RM_DED constructs in one construct called 

RM. Not only the results of CFA were considered to adjust the constructs, but mainly the 

specific literature of each management practices, as presented in the section “5.2 Results 

Analysis focus on each Management Practice”. After this adjustment, a second round of 

the CFA was performed in each group of constructs.  

 Based on the second round of the CFA, several interactions were performed, 

analyzing each item based on the Standardized Regression Weights (Factor Loading) and 

the Modification Indices, calculated by Amos. In each interaction, the need to drop an 

item was judged, considering two criteria the Standardized Regression Weight below 0.60 

and the item that was responsible for the largest Modification Indices (Hair et al., 2010). 

Appendix J details the items excluded in each interaction of the two groups of constructs. 

Before the item elimination, its relevance in the construct formation was evaluated, based 

on construct domain established in stage 2. After this adjustment procedure, the 

measurement scales of each construct were composed of three or four items. Table 14 

demonstrates the final adjustment indices of the two models (group 1 and 2). Both models 

indicate a satisfactory model fit. 

 

Table 14. CFA Measure of goodness-of-fit  

Indicator Group 1 Group 2 
Recommended 

value 
References 

CMIN/DF 1.284 1.353 < 2 Kline, 2011 

p-value χ2 0.084 0.017 > 0.05 Kline, 2011 

GFI 0.96 0.944 > 0.9 Bentler & Bonnett, 1980 

NFI 0.941 0.909 > 0.9 Bentler & Bonnett, 1980 

CFI 0.986 0.974 > 0.9 Kline, 2011 

RMSEA 0.034 0.038 < 0.05 Kline, 2011 

RMR 0.017 0.032 < 0.10 Kline, 2011 

  

 After achieving the measurement model refinement and the good fit of the models, 

convergent and discriminant analyses were performed to achieve one of the main 

objectives of the CFA, which is the construct validity assessment of the proposed 
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measurement scale. Construct validity is the extent to which a set of items reflect a latent 

construct that they intend to measure (Hair et al., 2010).  

Table 15. Convergent Validity Measures 

Model Construct Variables 
Factor 

Loading 

Extracted 

variance 

Composite 

reliability 

Group 

1 

CEM 

CEMAE1 0.716 

0.50 0.80 
CEMAE3 0.636 

CEMAE4 0.744 

CEMAE5 0.715 
     

CEM 

CEMSSEE1 0.629 

0.47 0.78 
CEMSSEE2 0.746 

CEMSSEE3 0.665 

CEMSSEE5 0.711 
     

HRM 

HRMEC1 0.778 

0.51 0.81 
HRMEC2 0.67 

HRMEC3 0.692 

HRMEC5 0.711 

Group 

2 

RM 

RMDEP1 0.50 

0.34 0.67 
RMDEP5 0.63 

RMDED1 0.58 

RMDED2 0.62 
     

CM 

CM1 0.72 

0.43 0.70 CM2 0.63 

CM4 0.62 
     

HAM_AI 

HAMAI1 0.73 

0.54 0.82 
HAMAI2 0.68 

HAMAI3 0.69 

HAMAI4 0.83 
     

HAM_TR 

HAMTR1 0.69 

0.42 0.74 
HAMTR2 0.63 

HAMTR3 0.60 

HAMTR4 0.66 

  

 The convergent validity of each construct was assessed by the Factor Loading, 

Average Variance Extracted and Construct Reliability. Results of the three indicators are 

presented in Table 15. All Factor Loading are statistically significant and only two of 27 

items presented standardized loading below 0.6. The recommendation is above 0.6 and 

ideally 0.7, but 0.5 is acceptable (Hair et al., 2010). In relation to the Average Variance 
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Extracted, four constructs presented values below the good rule of thumb (higher than 

0.5). Regarding the Construct Reliability, just one construct presents value below 0.7 (RM 

- 0.67). The reliability between 0.6 and 0.7 can be acceptable, if the other indicators of 

construct validity of the model are good (Hair et al., 2010). Considering the results of the 

Factor Loading of each item and the Construct Reliability, it was assumed that the 

convergent validity of the constructs is acceptable for a new scale. The low variance 

extracted is a clear problem to be addressed in future development of these scales and 

must be considered a limitation in this study. 

 Finally, the discriminant validity was performed by a chi-square difference test 

(Gerbing & Anderson, 1988). The chi-square comparison procedure between nested 

models was adopted, where the correlation between the constructs is equal to 1, and the 

models where the correlation between the constructs is free. The seven constructs of the 

research were paired, including the combination between constructs of group 1 and 2, and 

the differences in the chi-square were calculated. Differences above 6.635 indicated 99% 

confidence that the constructs are not equal. As presented in Table 16, all the constructs 

are significantly different from each other. 
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Table 16. Discriminant validity 

Construct 

scale pair 

  Unconstrained   Constrained   x² 

difference  x² d.f  x² d.f  
CEM_AE  

       

CEM_SSEE  38.1 19  121.4 20  83.3* 

HRM_EC  22.2 19  162.4 20  140.2* 

RM  45.5 19  107.3 20  61.8* 

CM  34.4 13  190 14  155.6* 

HAM_AI  45 19  192.1 20  147.1* 

HAM_TR  39.5 19  132.5 20  93* 

CEM_SSEE         

HRM_EC  24.5 19  100.4 20  75.9* 

RM  20.6 19  58.7 20  38.1* 

CM  12.1 13  70.2 14  58.1* 

HAM_AI  21.9 19  224.8 20  202.9* 

HAM_TR  17.7 19  113.6 20  95.9* 

HRM_EC         

RM  23.4 19  121 20  97.6* 

CM  23.7 13  93 14  69.3* 

HAM_AI  25 19  268.9 20  243.9* 

HAM_TR  19.4 19  159.5 20  140.1* 

RM 

CM  13 13  24.7    11.7* 

HAM_AI  30.9 19  114.5 20  83.6* 

HAM_TR  32.9 19  74.4 20  41.5* 

CM         

HAM_AI  21.6 13  94.9 14  73.3* 

HAM_TR  27.4 13  76.3 14  48.9* 

HAM_AI         

HAM_TR   25.1 19   48.6 20   23.5* 
*p < 0.01 

          
 

 After the CFA, two adjustments related to the hypotheses elaborated in stage 2 

were made. Firstly, one hypothesis was eliminated (H1a - A high degree of Adequacy of 

Human Capital is positively related to performance), as the construct HRM_ACH was 

dropped. Secondly, hypotheses H3a and H3b linked to Revenue Management practice 

were combined (H3: A high degree of the Pricing and Distribution Strategy Dynamism 

(RM) is positively related to performance). Appendix K presents the final Management 

Practice scale that was used in the stage 3 and 4 of the current research.  
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4.3 Stage 3: Analysis of Relationship between Management Practices and Hotel 

Performance 

 

This subsection presents results of the tests of the hypotheses elaborated in stage 

2, summarized in Table 17. Before presenting the results of these tests, the variables 

considered in the regression were detailed, also the database treatment, and the descriptive 

analyses of the variables were presented. 

 

Table 17. Hypotheses after the CFA 

Hypotheses 

H1b: A high degree of Employee Engagement (HRM) is positively related to 

Hotel Performance 

H1c: HRM practice positively moderates the relationship between Management 

Practices and Hotel Performance 

H2a: A high degree of Adequacy of the Experience (CEM_AE) is positively 

related to Hotel Performance  

H2b: A high degree of the Sensitivity of the Experience Delivery System 

(CEM_SSEE) is positively related to Hotel performance  

H3: A high degree of the Pricing and Distribution Strategy Dynamism (RM) is 

positively related to Hotel performance 

H4: A high degree of Cost Management (CM) is positively related to Hotel 

performance 

H5a: A high degree of Goal Alignment (HAM_AI) is positively related to Hotel 

performance 

H5b: A high degree of Relationship Transparency (HAM_TR) is positively 

related to Hotel performance  

 

 

4.3.1 Variables considered in the Regression Analysis 

 

Three types of variables were considered in the Regression Analysis of Stage 3: 

the independent variables (indicators of management practices); the control variables 

(characteristics of the hotel) and the dependent variables (hotel performance indicators). 

Regarding the independent variables, the summated scale was used as a data reduction 

method, which was calculated by combining only the selected variables into a single 

composite measure (Hair at al., 2010), based on the CFA results. Specifically, the score 

average of the selected variables of each construct was used. The total score was 
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calculated as a sum of the individual items and divided by the number of items. The 

summated scale seems to be appropriate for the current research objective considering the 

two main benefits provided by this data reduction method: the potential to reduce 

measurement error, and the ability to represent the several aspects of a construct in a 

single indicator (Hair et al, 2010). 

An additional set of independent variables was considered in the regression 

analysis to test the H1c. Considering the HRM practice as a moderator variable, the aim 

is to evaluate whether this set of second independent variables (interaction effect) changes 

the form of the relationship between the original independent variables (management 

practice per se) and the dependent variables (performance indicators). Two procedures 

were performed to conduct these analyses. First, interaction terms were calculated: the 

independent variables (management practices) were centered in the mean, and then based 

on the product of the two mean-centered variables (HRM practices with each other 

practice), the interaction terms were obtained. This procedure mitigates existence of 

multicollinearity between the original independent variables and the interactions terms 

(Hair et al., 2010). The second procedure is related to the method of regression analysis 

that was chosen. The original independent variables and the interaction terms were added 

into the models separately, in a hierarchical regression, making possible to evaluate the 

moderation effect after the elimination of the linear effects of the other variables (Tang 

& Rai, 2012). 

In regard to the control variables, as introduced in the Method Section, three 

variables were considered in stage 3: size, location (city) and hotel class. Size as a 

continuous variable, measured by the number of rooms, did not need any transformation. 

The other two variables were transformed in dummy variables. Regarding the location, 

although the research scope is delimited to large cities of Brazil, differences in the 

competitive context faced were noticed in some cases (to cite some examples, the number 

of competitors – Sao Paulo and Rio de Janeiro comprise more than 50% of the rooms 

considering the research target population; the average daily rates – Sao Paulo and Rio 

de Janeiro are the only ones that presented rates superior to average daily rates of the total 

sample; above R$280 in 2017, while the sample average was R$250). Considering these 

differences, two dummy variables were created: Sao Paulo, Rio de Janeiro. Other cities 

category was the base case.  Regarding the hotel class, the sample also pointed to the 

performance differences among the three types (for example, the average daily rate in 
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2017 of sample: Economy R$181, Midscale R$251, Upscale R$372. In this case, two 

dummy variables were created: Economy, Midscale. Upscale category was the base case. 

Finally, the dependent variables were composed by objective performance focus 

on two different approaches: (i) the market and financial performance indicators based on 

the archival data obtained from the hotel chain headquarters (Appendix L) and (ii) the 

quality performance indicators based on the guest score (customer satisfaction) collected 

from a distributor website (Booking.com). From these two sources, data were collected 

covering the room occupancy, average daily rate, gross operating profit of 2016 and 2017 

per hotel, and the final score as well as other scores established by Booking.com 

(cleanliness, comfort, facilities, staff, value for money, free wifi, location). Based on these 

data it was possible to create other variables: as the RevPAR 2017 (Revenue per available 

room) and GOPPAR 2017 (Gross Operation Profit per available room, RevPAR 17_16 

(RevPAR Change from 2016 to 2017) and Booking Product (customer satisfaction with 

the hotel infrastructure). Table 18 presents the final list of performance indicators used in 

the Regression Analysis. 
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Table 18. Final List of Performance Indicators    

Performance Indicator Description Code  

Market 
Room 

occupancy  

2017 Average Room 

Occupancy (Archival 

data) 

TO_2017 

Market 
Average Daily 

Rate  

2017 Average Daily 

Rate (Archival data) 
DM_2017 

Market RevPAR  

RevPAR is an index that 

considers occupancy and 

average daily rate and 

represents the room 

revenue per available 

room (Calculated by 

author) 

RevPAR_2017 

Market 
RevPAR 

Change 

Change in RevPAR from 

2016 to 2017 

(Calculated by author) 

RevPAR_17_16 

Profit  GOPPAR 

Total revenues minus 

departmental and 

undistributed costs and 

expenses. The result is 

divided by the total 

number of available 

rooms in the year 

(Calculated by author) 

GOPPAR_2017 

Quality 

General 

customer 

satisfaction 

Score given by customer 

related to general 

satisfaction (Available 

on Booking.com) 

Booking_NotaFinal 

Quality  

Customer 

satisfaction 

related to staff 

Score given by customer 

related to staff criteria 

(Available on 

Booking.com) 

Booking_Funcionários 

Quality  

Customer 

satisfaction 

related to 

product (hotel 

infrastructure) 

Average score given by 

customer in the follow 

criteria: comfort, 

facilities and free Wi-Fi 

(Calculated by author) 

Booking_Produto 

  

4.3.2 Database Treatment Procedure 

 

Before running the regression analysis, a database treatment was performed in 

order to perform adjustments in case of potential problems such as cases outside the target 

population and inconsistent information in specific cases or variables. From the 250 

respondents in the online survey (Database used in the CFA), 16 hotels were excluded 



98 
 

 
 

(nine of them are located outside the selected cities, four of them are positioned to cater 

for the long stay segment and the remaining three showed inconsistency in the 

management practices indicator by, for instance, choosing the same alternative in the 45 

questions). Besides that, some variables were adjusted for the number of employees or 

starting time of affiliation to the hotel chain. Appendix M details the treatment, done case 

by case. The final database is composed of 234 hotels. 

Regarding the missing values, considering the three databases used in the research 

(online survey, archival data and secondary data), just in the case of archival data there is 

an actual presence of missing values. And the amount of the missing values depends on 

the performance indicator. The Little MCAR test (Appendix N) was performed to verify 

whether missing data was completely at random (Hair et al. 2010). The results showed 

that missing data is Missing Completely At Radom (MCAR), which means that the 

missing values of Y are not dependent on X (p >0.05). Then, the pairwise procedure was 

performed, where all the non-missing value data were used (Hair et al., 2010) in the 

regression analysis. 

Outliers in the dependent variables were analyzed considering the descriptive 

analysis of each variable (based on the boxplot) and their behavior within the regression 

analysis that was based on the Casewise diagnostics output – cases that have a 

standardized residual less than -3 or greater than 3 (Field, 2009). Eight cases were 

eliminated and when it occurred they were eliminated only from the regression analysis 

related to the dependent variable in question, as shown in Table 19. A substantive analysis 

of each case considered for elimination was done confirming that these cases were 

abnormal, not representing the phenomenon under study. 
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Table 19. Eliminated cases from each regression analysis 

Case 
Eliminated on the 

Regression  
Observation behavior 

3 RevPAR_17_16 Very high RevPAR Change 

32 GOPPAR_2017 Very High GOPPAR 

67 TO_2017 Very Low Room Occupancy  

139 TO_2018 Very Low Room Occupancy  

213 TO_2019 Very Low Room Occupancy  

158 DM_2017 | 

GOPPAR_2017 

Very High Average Daily 

Rate (Luxury Hotel Class) 

159 DM_2017 | 

RevPAR_2017 | 

GOPPAR_2017 

Very High Average Daily 

Rate (Luxury Hotel Class) 

207 DM_2017 | 

RevPAR_2017 | 

GOPPAR_2017 

Very High Average Daily 

Rate (Luxury Hotel Class) 
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4.3.3 Descriptive Data Analysis 

 

After explaining the variables selected for the regression analyses and the database 

treatment procedures, the descriptive data analysis of the independent and dependent 

variables is presented, in Tables 20 and 21 respectively.  

 

Table 20. Descriptive Data Analysis of Independent Variables 

Management 

Practices 
N Missing Mean 

Std. 

Deviation 
Minimum Maximum 

CEM_AE 234 0 4,22 0,52 1,75 5,00 

CEM_SSEE 234 0 4,63 0,41 2,75 5,00 

HRM 234 0 4,35 0,50 2,25 5,00 

RM 234 0 4,56 0,46 2,00 5,00 

CM 234 0 4,20 0,70 1,00 5,00 

HAM_AI 234 0 4,30 0,70 1,25 5,00 

HAM_TR 234 0 4,52 0,56 2,00 5,00 

 

Regarding the independent variables, the statistics shown in Table 20 reveal a 

concentration of the answers in the higher grades, as the mean of all management 

practices is above 4. One possible explanation for this result is the research focus. The 

research target population was composed of hotels located in large urban cities and 

affiliated to hotel chains. Possibly, if the research was applied to all kinds of hotels located 

in different types of cities, the mean of the management practices could potentially be 

lower. Possibly an adjustment in the scale items would be desirable when measuring this 

type of hotels. 

 

Table 21. Descriptive Data Analysis of Dependent Variables 

Performance 

Indicator 
N Missing Mean 

Std. 

Deviation 
Minimum Maximum 

TO_2017 184 50 59% 12% 21% 86% 

DM_2017 184 50 242,90 92,02 111,48 876,94 

RevPAR_2017 184 50 144,85 63,18 36,68 551,89 

RevPAR_17_16 173 61 1% 18% -56% 54% 

GOPPAR_2017 178 56 23.922 24.711 -42.898 144.451 

Booking_notafinal 233 1 8,37 0,417 6,70 9,30 

Booking_Funcionários 233 1 8,49 0,388 7,00 9,50 

Booking_produto 233 1 8,14 0,513 6,20 9,23 
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 In relation to the dependent variables, two aspects must be stressed. First, as 

mentioned in the previous subsection, the amount of missing values depends on the 

performance indicator. Considering the Market and Financial Performance Indicators, 38 

hotels did not send information, but another 23 hotels did it completely. However, 12 of 

them started operating in 2017 and 11 of them in 2016. Therefore, as they had been 

operating for just part of the year, they were excluded depending on the performance 

indicator in question. Second, as shown in figure 5 (histograms) and 6 (boxplot), there 

are some outliers mainly in Market and Financial Performance Indicators that were 

evaluated cautiously in each regression analysis. 

  

 

Figure 5. Dependent Variables Histograms 
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Figure 6. Dependent Variables Boxplot 

 

4.3.4 Regression Results: Testing the Relationship between Management 

Practices and Hotel Performance 

 

This subsection is divided into two groups of analysis: (i) group A aims to test the 

direct effect of the management practices on hotel performance (H1b, H2a, H2b, H3, H4, 

H5a, H5b), and (ii) group B where the objective is to test the moderation effect of the 

HRM practice between the management practices and hotel performance (H1c). In both 

groups, the multiple linear regression techniques were used with the support of the IBM 

SPSS Statistics 25. As eight different performance variables were selected for this 

research, the multiple linear regression was performed sixteen times (eight in each group). 

Ordinary Least Squares (OLS) was the estimation method. 
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Group A – Direct effect of Management Practices on Hotel Performance  

 

The method chosen to test the relationship in group A was a hierarchical multiple 

linear regression in two steps. First, the control variables were entered into the model. 

Secondly, the management practice variables were added into the model. In both steps, 

the predictors were entered into the model simultaneously using the "forced entry" 

method. Table 22 presents the regression results of models with Quality Performance 

Indicators (Booking_NotaFinal, Booking_Funcionários e Booking_Produto) as 

dependent variables. Table 23 shows the regression results of models with the Market 

Performance (TO_2017 and DM_2017). Finally, Table 24 presents the results of models 

with the remaining three dependent variables linked to the Financial Performance 

(RevPAR_2017, RevPAR_17_16 and GOPPAR_2017). Model 1 of each regression 

considered only the control variables as independent variables, whereas in Model 2 of 

each regression, the set of management practices variables were added in the regression. 

 

Table 22. Regression Results on Quality Performance Indicators 

 
Notes: p-values for each unstandardized parameter estimate (B) are in the second column of each model 

(Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold.  

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 8.80 0.00  8.15 0.00 8.95 0.00 8.04 0.00 8.63 0.000 7.78 0.00

Location SP -0.16 0.01  -0.15 0.01 -0.08 0.15 -0.08 0.15 -0.19 0.005 -0.17 0.01

Location RJ 0.01 0.90  0.01 0.87 0.08 0.23 0.08 0.19 0.08 0.308 0.08 0.32

Hotel Class - Eco -0.57 0.00  -0.53 0.00 -0.53 0.00 -0.49 0.00 -0.70 0.000 -0.64 0.00

Hotel Class - Mid -0.27 0.00  -0.23 0.00 -0.32 0.00 -0.28 0.00 -0.35 0.000 -0.30 0.00

Size 0.00 0.21  0.00 0.14 -0.001 0.01 -0.001 0.01 0.00 0.501 0.00 0.30

CEM_AE 0.21 0.00 0.11 0.04 0.29 0.00

CEM_SSEE 0.06 0.45 0.12 0.10 0.09 0.33

HRM 0.01 0.91 0.07 0.17 -0.06 0.42

RM -0.03 0.67 -0.01 0.84 -0.04 0.58

CM -0.07 0.14 -0.07 0.11 -0.07 0.19

HAM_AI -0.06 0.21 -0.05 0.27 -0.07 0.21

HAM_TR 0.02 0.74 0.02 0.73 0.05 0.44

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change) 0.00 0.01 0,000 0.01 0.00 0.00

234 234 234 234 234 234

233 233 233 233 233 233

0.211 0.255 0.191 0.229 0.216 0.272

Model 2

0.228 0.293 0.208 0.269 0.233 0.310

Independent 

variable

Dependent variable: Quality performance

Booking_NotaFinal Booking_Funcionários Booking_Produto

Model 1 Model 2 Model 1 Model 2 Model 1
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In the three regressions that had the Quality Performance Indicators as dependent 

variables (Table 22), the customer experience management practice measured by the 

adequacy of experience (CEM_AE) presented a significant positive effect on 

performance, offering support to hypothesis H2a. Regarding the control variables, hotel 

class appears significant in all models, indicating that upscale hotels tend to have superior 

scores in comparison to the economy and midscale hotels. Hotels located in São Paulo 

(SP) seem to have inferior scores, related to both the final grade and the product 

(Booking_NotaFinal and Booking_Produto) and when compared to other cities. It could 

be related to the degree of competitiveness. Statistics provided by FOHB (Appendix O) 

show that hotels in São Paulo presented better performance in the last five years, 

compared to several of other cities. With respect to size, it only appeared as significant in 

the case of staff score (Booking_Funcionários). However, with a very discrete coefficient, 

indicating that larger hotels tend to receive a lower staff score. 

 

Table 23. Regression Results on Market Performance Indicators 

    
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model 

(Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold. 

  

B Sig. B Sig. B Sig. B Sig.

(Constant) 61.71 0.00 43.31 0.00 279.15 0.00 234.97 0.00

Location SP 7.10 0.00 6.60 0.00 53.78 0.00 53.53 0.00

Location RJ -6.83 0.00 -7.11 0.00 45.68 0.00 43.25 0.00

Hotel Class - Eco 1.59 0.47 1.88 0.39 -123.75 0.00 -122.00 0.00

Hotel Class - Mid 2.74 0.19 2.93 0.15 -54.91 0.00 -55.26 0.00

Size -0.03 0.00 -0.02 0.00 -0.01 0.80 0.00 0.97

CEM_AE -2.22 0.17 1.05 0.90

CEM_SSEE -0.25 0.91 15.59 0.17

HRM 3.57 0.03 -2.49 0.77

RM 6.15 0.00 8.84 0.38

CM -1.65 0.20 -9.24 0.18

HAM_AI 1.60 0.21 0.65 0.92

HAM_TR -3.33 0.04 -6.01 0.49

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change) 0.00 0.01 0.00 0.71

234 234 234 234

181 181 181 181

0.283 0.328 0.529 0.522

0.303 0.373 0.542 0.554

Model 1 Model 2 Model 1 Model 2

Independent variable Dependent variable: Market Performance

TO_2017 DM_2017
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Table 23 presents the two regressions that had the Market Performance Indicators 

as dependent variables. Whereas in the Room Occupancy (TO_2017) three practices 

presented a significant effect, in the Average Daily Rate (DM_2017) none of the practices 

were significant.  

On the one hand, results suggested that Revenue Management (RM) and Human 

Resource Management (HRM) practices had a positive effect on Room Occupancy 

(TO_2017). On the other hand, the Hotel Asset Management practice, measured by 

Relationship Transparency (HAM_TR) between asset owners and hotel operators, 

seemed to have a negative effect on Room Occupancy (TO_2017). These results offered 

support to hypotheses H1b and H3 and rejection to hypothesis H5b, when evaluating the 

Room Occupancy indicator.  

In relation to control variables, location appeared as significant in all models. 

Hotels located in São Paulo (SP) tended to present superior Room Occupancy (TO_2007) 

and a superior Average Daily Rate (DM_2017) compared to hotels located in other cities. 

And hotels situated in Rio de Janeiro (RJ) tended to have inferior Room Occupancy 

(TO_2017), but a superior Average Daily Rate (DM_2017) in comparison to hotels 

located in other cities. Related to the other control variables, size seemed to have a 

negative effect on the Room Occupancy (TO_2017) and hotel class (Eco and Mid) have 

a negative effect in the Average Daily Rate (DM_2017). Both relationships make sense: 

the larger the hotel more difficult is to occupy it; and Upscale hotels offered an Average 

Daily Rate superior to that of Economy and Midscale hotels. 

Results of the regressions on the three indicators linked to Financial Performance 

are presented in Table 24. Considering the different nature of each indicator, it was 

expected that the presence of Management Practices would also different in each 

Regression. First, as the measurement of RevPAR_2017 is based on TO_2017 and 

DM_2017, it is natural that there be repetition of some practices that appear in 

Regressions linked to the latter indicators. HAM_TR also presented a negative effect on 

RevPAR_2017. Secondly, RevPAR_17_16 is calculated by the change in the RevPAR 

between these years. In this case, whereas the CM practice appeared to have a negative 

effect on the RevPAR_17_16 index, the RM presented a positive effect marginally 

significant (p=0.06). Thirdly, GOPPAR_2017, which means the Gross Operating Profit 

per available room, the practice Customer Experience Management, measured by the 

Sensitivity of the Experience Delivery System (CEM_SSEE) presented a positive effect 

on GOPPAR_2017. These results offered support to hypothesis H2b. Regarding the 
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control variables, location appeared as significant to the explanation of the variation on 

GOPPAR_2017, with a positive effect in the case of hotels located in São Paulo (SP) and 

a negative effect based on the hotels located in Rio de Janeiro (RJ), both in comparison 

to other cities. The significant negative effect of hotels located in Rio de Janeiro (RJ) also 

appeared in the Regression of RevPAR_17_16. Regarding the hotel class, both Midscale 

and Economy presented significantly lower RevPAR compared to Upscale. And the 

Economy hotels also presented a significant negative effect on RevPAR_17_16. The 

effect of size appeared as significant on RevPAR_2017 and GOPPAR_2017, but with a 

positive effect on the latter and negative on the former. 

 

Table 24. Regression Results on Financial Performance Indicators 

 
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model 

(Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold. 

  

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 179.38 0.00 111.99 0.01 0.12 0.00 0.09 0.37 14958.13 0.00 -18727.57 0.34

Location SP 52.55 0.00 52.25 0.00 0.00 0.84 0.00 0.82 11,519 0.00 12,083  0.00

Location RJ 3.99 0.61 2.30 0.77 -0.37 0.00 -0.38 0.00 8,332-   0.02 9,196-    0.01

Hotel Class - Eco -74.92 0.00 -72.19 0.00 -0.05 0.03 -0.05 0.03 -4452.58 0.30 -2326.01 0.59

Hotel Class - Mid -33.87 0.00 -33.13 0.00 -0.03 0.18 -0.03 0.16 -1394.49 0.73 -911.21 0.82

Size -0.08 0.01 -0.07 0.02 0.00 0.23 0.00 0.27 35.69 0.01 36.14 0.01

CEM_AE -2.13 0.75 0.03 0.14 823.85 0.79

CEM_SSEE 10.36 0.24 0.01 0.69 11,388  0.01

HRM 4.47 0.51 -0.01 0.43 -3241.09 0.30

RM 13.89 0.08 0.04 0.06 -4136.63 0.27

CM -2.77 0.61 -0.03 0.02 1194.29 0.64

HAM_AI 4.09 0.45 -0.01 0.40 1592.39 0.53

HAM_TR -13.88 0.05 -0.01 0.52 -524.61 0.87

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change)

Independent 

variable

Dependent variable: Financial Performance

RevPAR_2017 RevPAR_17_16 GOPPAR_2017

Model 1 Model 2 Model 1 Model 2

0.475 0.503

Model 1 Model 2

0.709 0.731 0,188 0.238

0.460 0.468

174

234 234

0.700 0.710 0.164 0.181

182 182

0.00 0.23

172 172 174

0.00 0.09 0.00 0.17

234 234 234 234
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Group B – Moderation effect of the HRM practice on the relationship between 

management practices and hotel performance 

 

 As in group A, the method used to test the hypothesis of the moderation effect of 

the HRM practice was a hierarchical multiple linear regression but performed in three 

steps. The first and the second steps were the same as those performed in the regressions 

conducted in group A, but after these two steps, the interaction terms between HRM and 

other practices were added. In all steps, the predictors were entered into the model 

simultaneously using the "forced entry" method. The regression analyses presented in 

Tables 25, 26 and 27 had the same dependent variables as the previously presented 

regression, but with an additional model (Model 3), in which the six interaction terms 

were added. 

With the introduction of interaction terms (Model 3), the effect of the control 

variables on performance was kept almost the same. In just one performance indicator, 

RevPAR_2017 (Table 27), the effect of size presented a slight loss in its significance. In 

regard to the direct effect of management practices, two of them had their positive effects 

amplified in some performance indicators, enhancing their significance with the 

introduction of the interaction terms. First, the effect of Customer Relationship 

Management, measured by Sensitivity of the Experience Delivery System (CEM_SSEE) 

had its positive effect amplified in two regressions: on the staff score (Table 25) and on 

the Average Daily Rate (Table 26). Secondly, the effect of Revenue Management 

(RM_2017) was amplified on the RevPAR_17_16 regression, as presented in Table 27. 

Regarding the interaction terms, in some cases they presented a positive effect and 

others a negative effect on performance, offering partial support to hypothesis H1c. 

Analyzing the regressions with the Quality Performance Indicators (Table 25), the 

interaction term HRM x HAM_TR presented a significant negative effect on the 

indicators related to the staff score (Booking_Funcionário). The interaction term HRM x 

CEM_AE presented a significant negative effect on two performance indicators: the 

general score and the product score (Booking_NotaFinal and Booking_Produto). In 

contrast, as presented in Table 26, in the case of the regressions with the Market 

Performance Indicators, the same interaction term HRM x CEM_AE presented a 

significant positive effect on Room Occupancy (TO_2017).
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Table 25. Regression Results on Quality Performance Indicators (interaction terms) 

   
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model (Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold.

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 8.80 0.00 8.77 0.00 8.77 0.00 8.95 0.00 8.91 0.00 8.91 0.00 8.63 0.00 8.60 0.00 8.59 0.00

Location SP -0.16 0.01 -0.15 0.01 -0.16 0.00 -0.08 0.15 -0.08 0.15 -0.09 0.10 -0.19 0.01 -0.17 0.01 -0.19 0.01

Location RJ 0.01 0.90 0.01 0.87 -0.02 0.79 0.08 0.23 0.08 0.19 0.06 0.38 0.08 0.31 0.08 0.32 0.05 0.51

Hotel Class - Eco -0.57 0.00 -0.53 0.00 -0.52 0.00 -0.53 0.00 -0.49 0.00 -0.48 0.00 -0.70 0.00 -0.64 0.00 -0.63 0.00

Hotel Class - Mid -0.27 0.00 -0.23 0.00 -0.23 0.00 -0.32 0.00 -0.28 0.00 -0.28 0.00 -0.35 0.00 -0.30 0.00 -0.29 0.00

Size 0.00 0.21 0.00 0.14 0.00 0.28 -0.001 0.01 -0.001 0.01 -0.001 0.04 0.00 0.50 0.00 0.30 0.00 0.53

CEM_AE 0.21 0.00 0.19 0.00 0.11 0.04 0.11 0.05 0.29 0.00 0.27 0.00

CEM_SSEE 0.06 0.45 0.11 0.19 0.12 0.10 0.16 0.04 0.09 0.33 0.16 0.11

HRM 0.01 0.91 0.01 0.82 0.07 0.17 0.07 0.17 -0.06 0.42 -0.05 0.51

RM -0.03 0.67 -0.01 0.82 -0.01 0.84 0.01 0.92 -0.04 0.58 -0.03 0.68

CM -0.07 0.14 -0.06 0.23 -0.07 0.11 -0.07 0.12 -0.07 0.19 -0.06 0.28

HAM_AI -0.06 0.21 -0.05 0.29 -0.05 0.27 -0.04 0.33 -0.07 0.21 -0.07 0.22

HAM_TR 0.02 0.74 0.00 0.96 0.02 0.73 0.00 0.95 0.05 0.44 0.04 0.62

I_HRM x CEM_AE -0.27 0.02 -0.17 0.12 -0.30 0.03

I_HRM x CEM_SSEE 0.21 0.11 0.17 0.18 0.25 0.11

I_HRM x RM 0.20 0.18 0.26 0.07 0.21 0.26

I_HRM x CM -0.04 0.68 -0.08 0.30 -0.03 0.74

I_HRM x HAM_AI 0.08 0.33 0.07 0.36 0.02 0.86

I_HRM x HAM_TR -0.24 0.06 -0.24 0.05 -0.17 0.30

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change)

Independent variable

Dependent variable: Quality performance

Booking_NotaFinal Booking_Funcionários Booking_Produto

Model 3

0.228 0.293 0.329 0.208 0.269 0.303

Model 1 Model 2 Model 3 Model 1 Model 2

0.233

233 233

Model 3 Model 1 Model 2

0.310 0.336

0.211 0.255 0.273 0.191 0.229 0.244 0.216 0.272 0.280

233

234 234 234 234 234 234 234 234 234

233 233 233 233 233 233

0.000 0.001 0.2090.000 0.006 0.082 0.000 0.013 0.117
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Table 26. Regression Results on Market Performance Indicators (interaction terms) 

 
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model 

(Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold.

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 61.71 0.00 61.29 0.00 61.03 0.00 279.15 0.00 277.88 0.00 274.47 0.00

Location SP 7.10 0.00 6.60 0.00 6.79 0.00 53.78 0.00 53.53 0.00 51.82 0.00

Location RJ -6.83 0.00 -7.11 0.00 -7.23 0.00 45.68 0.00 43.25 0.00 38.06 0.00

Hotel Class - Eco 1.59 0.47 1.88 0.39 1.66 0.44 -123.75 0.00 -122.00 0.00 -121.27 0.00

Hotel Class - Mid 2.74 0.19 2.93 0.15 2.87 0.16 -54.91 0.00 -55.26 0.00 -53.44 0.00

Size -0.03 0.00 -0.02 0.00 -0.02 0.00 -0.01 0.80 0.00 0.97 0.02 0.62

CEM_AE -2.22 0.17 -1.70 0.30 1.05 0.90 0.47 0.96

CEM_SSEE -0.25 0.91 -0.93 0.68 15.59 0.17 24.88 0.04

HRM 3.57 0.03 3.25 0.04 -2.49 0.77 -2.30 0.79

RM 6.15 0.00 5.64 0.00 8.84 0.38 8.93 0.38

CM -1.65 0.20 -1.25 0.35 -9.24 0.18 -5.39 0.46

HAM_AI 1.60 0.21 1.39 0.29 0.65 0.92 -2.40 0.74

HAM_TR -3.33 0.04 -3.44 0.04 -6.01 0.49 -9.21 0.30

I_HRM x CEM_AE 8.33 0.01 -15.79 0.36

I_HRM x CEM_SSEE -5.72 0.12 28.22 0.16

I_HRM x RM -5.25 0.21 2.47 0.91

I_HRM x CM 3.80 0.11 9.97 0.44

I_HRM x HAM_AI -1.53 0.51 -10.04 0.43

I_HRM x HAM_TR 1.44 0.69 -25.30 0.20

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change)

Independent 

variable

Dependent variable: Market Performance

TO_2017 DM_2017

0.577

Model 1 Model 2 Model 3 Model 1 Model 2 Model 3

0.303 0.373 0.416 0,542 0.554

181

0.283 0.328 0.351 0.529 0.522 0.530

181 181 181 181 181

0.194

234 234 234 234 234 234

0.000 0.012 0.069 0.000 0.707
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Table 27. Regression Results on Financial Performance (interaction terms) 

 
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model (Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold. 

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 179.38 0.00 176.97 0.00 171.64 0.00 0.12 0.00 0.12 0.00 0.15 0.00 14,958   0.00 13,935   0.01 10,113   0.05

Location SP 52.55 0.00 52.25 0.00 52.67 0.00 0.00 0.84 0.00 0.82 -0.01 0.64 11,519 0.00 12,083 0.00 13,118 0.00

Location RJ 3.99 0.61 2.30 0.77 -1.65 0.84 -0.37 0.00 -0.38 0.00 -0.38 0.00 8,332-   0.02 9,196-   0.01 9,560-   0.01

Hotel Class - Eco -74.92 0.00 -72.19 0.00 -71.43 0.00 -0.05 0.03 -0.05 0.03 -0.06 0.01 4,453-    0.30 2,326-    0.59 930-       0.83

Hotel Class - Mid -33.87 0.00 -33.13 0.00 -31.94 0.00 -0.03 0.18 -0.03 0.16 -0.04 0.07 1,394-    0.73 911-       0.82 251       0.95

Size -0.08 0.01 -0.07 0.02 -0.06 0.06 0.00 0.23 0.00 0.27 0.00 0.15 36 0.01 36        0.01 42        0.00

CEM_AE -2.13 0.75 -1.57 0.82 0.03 0.14 0.03 0.08 824       0.79 529       0.87

CEM_SSEE 10.36 0.24 17.06 0.08 0.01 0.69 -0.02 0.42 11,388 0.01 15,652 0.00

HRM 4.47 0.51 4.05 0.55 -0.01 0.43 -0.02 0.16 3,241-    0.30 2,283-    0.47

RM 13.89 0.08 12.76 0.11 0.04 0.06 0.04 0.05 4,137-    0.27 4,304-    0.25

CM -2.77 0.61 0.98 0.86 -0.03 0.02 -0.04 0.00 1,194    0.64 2,918    0.27

HAM_AI 4.09 0.45 2.78 0.62 -0.01 0.40 -0.01 0.62 1,592    0.53 306       0.91

HAM_TR -13.88 0.05 -17.76 0.01 -0.01 0.52 -0.01 0.60 525-       0.87 1,193-    0.71

I_HRM x CEM_AE 22.08 0.11 -0.05 0.11 5,760    0.36

I_HRM x CEM_SSEE 6.93 0.66 -0.14 0.00 18,663 0.01

I_HRM x RM -7.57 0.67 0.13 0.00 16,619- 0.05

I_HRM x CM 15.33 0.13 -0.01 0.67 3,783    0.42

I_HRM x HAM_AI -1.06 0.92 -0.02 0.49 1,270-    0.78

I_HRM x HAM_TR -20.64 0.18 0.02 0.57 5,185-    0.47

R2 Square

Adjusted R2 Square

N Depend. Variables

N Independ. Variables

p-value (change) 0.000

234 234 234 234 234 234

0.166 0.0710.227 0.101 0.000 0.089 0.001 0.000

234 234 234

174

0.210

182 182 182

0.483 0.700 0.710 0.740 0.164 0.181

172 172 172 174 174

0.460 0.468

0.503 0.534 0.709

Model 1 Model 2 Model 3

0.475

Model 1 Model 2 Model 3 Model 1 Model 2 Model 3

0.238 0.2920.710 0.740 0.188

Independent variable

Dependent variable: Financial Performance Indicators

RevPAR_2017 RevPAR_17_16 GOPPAR_2017
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In relation to the Regressions with the Financial Performance Indicators (Table 

27), whereas the interaction term HRM x CEM_SSEE seemed to have a negative effect 

on the change of the RevPAR Index (RevPAR_17_16), the effect on the GOPPAR_2017 

appeared positive.  The same happened with the interaction term HRM x RM, but in the 

opposite way, with a positive effect on the change of the RevPAR Index and a negative 

one on the GOPPAR_2017. The interpretation of both the direct effect of management 

practices and the interaction effect on the performance indicators, summarized in Table 

28, are discussed in the section “Integrated Results Discussion”. 
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Table 28. Direct effect of management practices and the interaction effect on the performance indicators 

Note: D: direct effect; D (in bold): direct effect that appeared as significant after the introduction of the interaction terms; It_x: interaction term between HRM and other practices 

(x); (+) significant positive effect (+); significant negative effect (-). 

FinalScore Staff Product TO DM RevPAR RevPAR_17_16 GOPPAR

CEM_AE
Adequacy of 

the Experience 

of the hotel to systematically offer 

experiences that are consistent with the 

needs of the customer segments served

D (+) D (+) D (+)

CEM_SSEE

Sensitivity of 

the Experience 

Delivery 

System 

of the hotel to adequately handle the 

interaction with each customer, with a 

particular focus on emotional aspects at the 

time the service is delivered

D (+) D (+) D (+)

Human Resource 

Management
HRM

Employee 

Engagement 

of the hotel to engage employees and their 

teams in order to achieve the goals of the 

organization

It_CEM_AE (-) It_HAM_TR (-) It_CEM_AE (-)
D (+); 

It_CEM_AE (+)

It_RM (+); 

It_CEM_SSEE (-)

It_CEM_SSEE (+); 

It_RM (-)

Revenue 

Management
RM

Pricing and 

Distribution 

Strategy 

Dynamism 

of the hotel to boost revenue generation and 

its distribution power
D (+) D (+)

Cost 

Management
CM

Cost 

Management

of the hotel to turn available relevant 

information, into sense, to help the manager 

both in the control of operations and in the 

decision-making process

D (-)

HAM_AI Goal Alignment 

to align the objectives between the hotel 

operation and the owner(s) of the property 

in relation to the real estate assets

HAM_TR
Relationship 

Transparency 

to establish a transparent relationship 

between the hotel operation and the 

owner(s) of the property

D (-) D (-)

Customer 

Experience 

Management

Hotel Asset 

Managegment

Management Practice Performance Indicator

Practice Dimension Description (the ability..)
Quality (Booking) Market (2017) Financial (2017)
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Finally, some additional comments about the sixteen regressions performed 

(Group A and B) are provided. None of them presented a problem with multicollinearity, 

as shown by using the Variance Inflation Factor (VIF) and Tolerance indicators. And the 

assumptions of homoscedasticity, independency of the errors and normally distributed 

errors were also confirmed (Field, 2009), as presented in Appendix P. 

 

4.4 Stage 4: Analysis of relationship between Factors and Hotel Management 

Practices 

 

The aim of stage 4 is to identify factors, in an exploratory way, that possibly affect 

the development of management practices within the hotels. In these regression analyses 

the management practices described in the previous stage were considered as dependent 

variables, while the hotel characteristics as independent variables. Before presenting the 

results of regression analyses, the independent variables chosen to be tested in this stage 

are discussed. 

 

4.4.1 Independent Variables considered in the Regression Analysis 

 

Several aspects and different levels of analysis can interfere in the development of 

management practices, either positively or negatively. Even though the focus of analysis 

of the studies on practices and capabilities are on the organizational level, researchers 

suggest that the analysis of the elements that interfere in the development of capabilities 

should not be restricted to this level (Helfat & Winter, 2011). Building blocks of the 

capability should also be considered (Dosi et al., 2000), exploring elements in the 

different levels of analysis. It could contribute to better understanding of the link between 

micro and macro perspectives (Felin et al., 2012; Salvato & Rerup, 2011; Winter, 2013). 

Researchers indicate that capabilities are not disseminated more rapidly among 

firms because of limitations arising from managers, such as: difficulties in perceiving the 

need for change as well as the new opportunities; difficulties in finding the source of 

inspiration to make things happen; lack of motivation in achieving goals; or even lack of 

clarity and credibility in relation to the basis of established informal contracts inside of 

organizations (Gibbons & Henderson, 2012). Those examples are at the individual level, 

but they could also associate with aspects in the organizational level or in the contextual 

level. One example is the problem of the lack of motivation that arises when managers 
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know the path to achieve the needed change however, they do not strive to do so, because 

of lack of competition in the market or the lack of incentive to search for new practices 

(Gibbons & Henderson, 2012). Szulanski (1996) suggests that good practices can be 

difficult to disseminate, even within a company, and, for instance, among its subsidiaries. 

The result of such study indicates that the main barriers to the transfer of internal 

knowledge are the lack of recipient absorptive capacity, causal ambiguity and the arduous 

relationship between transmitter and recipient (Szulanski, 1996).   

The difficulties associated with the transfer of knowledge within the firms can cause 

the process of dissemination and development of management practices to lag (Helfat & 

Peteraf, 2003), as it is dependent on the capability complexity. Capability development 

can involve new applied knowledge in new contexts (Jacobides & Winter, 2012). Those 

difficulties can be responsible for the existence of different degrees of development in the 

same practice among firms (Hoopes & Madsen, 2008; Rockart & Dutt, 2015).  

Recent studies that analyzed factors that are possibly associated to different degrees 

of management practice development explored aspects in two levels of analysis: context 

in which the organizations are inserted and the characteristics of organizations. In relation 

to the context, studies explored aspects such as market product competition, perceived 

environmental uncertainty, labor market regulation, sectors and location (Bloom et al., 

2012; Pavlatos, 2015). In relation to the characteristics of organizations, the main factors 

identified were: ownership profile; management status (membership of multinational 

firms), human capital qualification, firm size, business strategy, organizational life cycle 

stage (Bloom et al., 2012; Diffley & MacCole, 2015; Pavlatos, 2015). 

The factors in the individual level or in a group of individuals appeared more 

discreetly in the perspective of organizational capability development. Two possible 

reasons for this fact are stressed. First, in this kind of research, the focus tends to be on 

the macro perspective. Secondly, the complexity of operationalizing elements of the 

individual perspective in studies of this nature. Factors such as “top management values 

cognitive” (Arthur et al., 2016), “hubris” (Bollaert & Petit, 2010; Park & Yoo, 2017), 

“group cohesion” (Aubke, Wober, Scott, & Baggio, 2014) and “proactive work behavior” 

(Beck, Cha, Kim, & Knutson, 2014) were identified. 

Considering this brief reflection on the level of analysis and the exploratory scope 

of this stage, factors of the three levels of analysis (contextual, organizational structure 

and individual) were selected as independent variables. The criteria of factors selection 

was based on both previous studies of management practices (e.g. Bloom et al., 2012) 



115 
 

 
 

and the characteristics of the Brazilian hotel industry, the context under investigation 

(Cypriano, 2014). 

In relation to the contextual factors, the “competitiveness degree” and the “hotel 

location” were considered. Research results suggest that in environments with higher 

levels of competition, the quality of development of practices tend to be superior (Bloom 

et al., 2012; Jackson et al., 2014). The variable location (SP, RJ and other cities) was also 

considered with the aim of analyzing whether cities with higher supply of hotels tend to 

have better evolved practices. 

Regarding the hotel structure, six factors were considered: hotel size, hotel class, 

organizational life cycle stage, operational scope of the hotel chain (national or 

international), management model (leasing, management, subsidiary or franchising) and 

ownership profile. The “size” factor in some research appeared as an important variable 

for analysis or, at least, to be controlled. Studies suggested that larger organizations tend 

to have more complex structures, and consequently, a greater usage of management 

practices (Agarwal, Brown, Green, Randhawa, & Tan, 2014; Sharma, 2002). The same 

argument can be applied to the “hotel class” factor, as upscale hotels in comparison to 

economy hotels, for instance, have a much more complex organizational structure, more 

managerial levels, more specialized functions. The “organizational life cycle stage” factor 

appeared as extremely relevant not only in theoretical papers (e.g., Helfat & Peteraf, 2003; 

Jacobides & Winter, 2012), but also in empirical research (Kallunki & Silvola, 2008; 

Pavlatos, 2015). The three remaining factors are linked to the organizational governance 

and the type of stakeholder involved into the business. Management practices studies 

considered relevant aspects the “ownership profile” or whether the firm is part of a 

“multinational group” (Bloom et al., 2010; Pavlatos, 2015; Jackson et al., 2014). In the 

hotel industry, another important aspect of governance is the established “management 

model” in the relationship between the asset owner and the hotel operator (leasing, 

management, subsidiary or franchising) (Cypriano, 2014). 

Finally, aiming to explore factors in the individual level, the variable “hubris” was 

selected. Over the last 10 years, strategic management scholars have been considering the 

executive hubris, classified as top executive psychological characteristics, as a potential 

factor affecting the decisions of a firm, characteristics and outcomes, positively or 

negatively (Bollaert & Petit, 2010). Most of the research has focused on the negative 

effects, considering different definitions, such as overconfidence and narcissism (Bollaert 

& Petit, 2010).  The focus of this research is also on the negative approach, especially, 
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aiming to verify whether the managerial hubris, measured by the level of executive 

overconfidence, is related to the degree of management practice development, as 

suggested by recent research (Brito & Sauan, 2016; Ou, Waldman, & Peterson, 2018; 

Picone, Dagnino, & Minà, 2014; Y. Tang, Li, & Yang, 2015). Table 29 presents the 

independent variables, their level of analysis and a brief description.  
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Table 29. Independent variables of Stage 4 

Variable Level of analysis Description 

Competitiveness Degree Contextual 
Competitiveness degree measured 

by Executive perception 

Location Contextual City  

Size 
Organizational 

Structure 

Number of rooms in the rental 

pool system 

Hotel Class 
Organizational 

Structure 

Hotel category (e.g. Economic, 

Upscale) 

Organizational life cycle 

stage 

Organizational 

Structure 
Operation Maturity  

Ownership profile 
Organizational 

Structure 

Type of the majoritarian asset 

investor  

Multinational Group 
Organizational 

Structure 

Affiliated to an international 

brand 

Management Model 
Organizational 

Structure 

Management agreement 

established between asset owner 

and hotel operator 

Hubris Individual 
Executive psychological 

characteristics (overconfidence) 
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4.4.2 Operationalization and Descriptive Analysis of the Independent Variables  

 

After explaining the variables selected for the regression analyses of Stage 4, the 

way those variables were operationalized, and the descriptive data analysis of each 

independent variables were described. Table 30 presents the original categorical variables 

and Table 31 shows the dummy variables based on these variables.  

 

Table 30. Original categorical variables  

Location (city) # %   Hotel Class # % 

Belo Horizonte 17 7.3   Economy 73 31.2 

Brasília 16 6.8   Midscale 124 53.0 

Curitiba 23 9.8   Upscale 37 15.8 

Fortaleza 10 4.3         

Manaus 10 4.3   Owner profile # % 

Porto Alegre 19 8.1   Investment Funds 8 3 

Recife 8 3.4   Private Group 43 18 

Rio de Janeiro 43 18.4   Individual Investor 41 18 

Salvador 13 5.6   Multi-investors 102 44 

São Paulo 75 32.1   Hotel Chain property 40 17 

              

Affiliation starting 

time  # %   Management Model # % 

Before 2012 128 54.7   Leasing 8 3.4 

2013 6 2.6   Subsidiary 42 17.9 

2014 10 4.3   Franchising 10 4.3 

2015 13 5.6   Management 136 58.1 

2016 16 6.8   Missing value 38 16.2 

2017 11 4.7         

During 2017 12 5.1   International Brand # % 

Missing value 38 16.2   1 (yes) 133 56.8 

        0 (no) 101 43.2 

              

Total 234 100   Total 234 100 

 

 The transformation of the categorical variables into dummy variables was based 

on the objectives of the research. The cities of São Paulo (SP) and Rio de Janeiro (RJ) 

were selected, as these cities comprise more than 50% of the hotel rooms, considering the 

research target population. Other cities category was the base case. Apropos the 

organization life-cycle stage, it was assumed that a hotel starts maturing as a business 
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only after the third year of operation (Rushmore & Baum, 2001). Related to the ownership 

profile, the focus of analysis was on the multi-investor hotels (condo-hotels). Condo-

hotels in the Brazilian hotel industry have a very particular way of governance, with 

several stakeholders involved, such as several and diverse investors, hotel chain, asset 

manager. Regarding the management model, those agreements in which the hotel chains 

hold more operational risk but also have more control over decisions were selected 

(Cypriano, 2014). Finally, in the case of the “hotel class” and “international brand” 

factors, all categories of the original variables were considered in the analysis. It was 

necessary to transform the hotel class factor into dummy variables Economy and 

Midscale and Upscale category was the base case, as presented in Table 30. 

 

Table 31. Dummy variables considered in the regressions analyses 

Location (SP) # %   

Economy (Hotel 

class) # % 

1 (yes) 75 32.1   1 (yes) 73 31.2 

0 (no) 159 67.9   0 (no) 161 68.8 

              

Location (RJ) # %   

Midscale (Hotel 

class) # % 

1 (yes) 43 18.4   1 (yes) 124 53.0 

0 (no) 191 81.6   0 (no) 110 47.0 

              

Life cycle stage (< 3 years ) # %   

Multi-investor 

(Owner profile) # % 

1 (yes) 52 22.2   1 (yes) 102 43.6 

0 (no) 144 61.5   0 (no) 132 56.4 

Missing value 38 16.2         

        

Operator Risk 

(Mngt Model) # % 

International Brand # %   1 (yes) 50 21.4 

1 (yes) 133 56.8   0 (no) 146 62.4 

0 (no) 101 43.2   Missing value 38 16.2 

              

Total 234 100   Total 234 100 

 

Regarding the three remaining variables, Table 32 presents the descriptive 

analysis of each. “Size” factor was operationalized based on the number of rooms in the 

rental pool system. Both factors “Competitiveness degree” and “Hubris” were measured 

based on the information collected via survey online applied to hotel manager. In the case 

of “Competitiveness degree” the respondent should evaluate the degree of 
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competitiveness faced by the hotel (in a scale 1 “low” to 10 “high”). The “hubris” variable 

was calculated based on the deviation between the ‘respondent subjective measure' of 

management practices development and an ‘concretely anchored measure’ of 

management practices development (Li & Tang, 2010). More details about the hubris 

variable operationalization is presented in Appendix Q. 

 

Table 32. Descriptive Data Analysis of Independent Variables 

Independent 

Variable 
N Missing Mean 

Std. 

Deviation 
Minimum Maximum 

Size (Uhs) 234 0 183.49 102.363 23 780 

Competitiveness 

Degree 

234 0 8.60 1.396 2 10 

Hubris 234 0 -0.002 0.750 -2.57 3.20 

 

 

4.4.3 Regression Results: Exploring the Factors affecting Hotel Management 

Practice Development 

 

The chosen method to explore the relationship between the eleven independent 

variables presented in the previous subsection with the seven dependent variables 

(management practice development) was a hierarchical multiple linear regression. 

Ordinary Least Squares (OLS) was the estimation method. The predictors were entered 

into the model simultaneously using the "forced entry" method. Table 33 presents the 

results of the seven regression analyses performed.  

Regarding the contextual variables, “competitiveness degree” presented a 

significant positive effect on the Hotel Asset Management practice, measured by the 

Relationship Transparency (HAM_TR). It also presented a positive coefficient 

marginally significant (p=0,06) in two other regressions: Revenue Management (RM) and 

Customer Experience Management, measured by the Sensitivity of the Experience 

Delivery System (CEM_SSEE). In the case of the “location” factor, results showed that 

none of the variables (SP and RJ) are significant in all regressions. 

In relation to organizational structure variables, the most relevant factor seemed 

to be the “organization life-cycle stage”, as the group of hotels recently affiliated to the 

hotel chain (less than 03 years) presented a significant negative effect on four 

management practices (CEM_SSEE, HRM, RM and CM). Results also suggest that being 

part of an international group can have a positive effect on some management practices. 
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The coefficients were significant on practices CM and HAM_TR, and marginally 

significant on RM (P=0,06). The “Hotel class” factor seemed to be related to practices 

CEM and HRM, with a negative effect on both practices. Compared to Upscale Hotels, 

Midscale Hotels tend to have a lower degree in practices CEM_AE and HRM. Comparing 

to the Economy Hotels, the CEM_SSEE practice was significant. In general, the three 

remaining factors, size, ownership profile (multi-investors) and management model 

(operator_risk) did not present significant coefficients. 

Finally, related to the individual, factor hubris presented a significant negative 

effect on all of the practices analyzed, corroborating the results of previous studies on 

management practices (e.g., Brito & Sauan, 2016). The results provided strong evidence 

that executive overconfidence is negatively related to the development of management 

practices.  
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Table 33. Regression Analysis on Management Practices 

 
Note: p-values for each unstandardized parameter estimate (B) are in the second column of each model (Sig.). Significant parameter estimates (p ≤ 0.05) are shown in bold. 

 

As presented in Appendix R, the assumptions of homoscedasticity, independency of the errors, normally distributed errors and non-

multicollinearity were tested and confirmed

B Sig. B Sig. B Sig. B Sig. B Sig. B Sig. B Sig.

(Constant) 3.95 0.00 4.45 0.00 4.50 0.00 4.18 0.00 4.11 0.00 4.22 0.00 3.84 0.00

Competitiveness Degree 0.04 0.16 0.04 0.06 0.01 0.77 0.04 0.06 0.01 0.64 -0.01 0.81 0.07 0.02

Location SP -0.03 0.69 0.02 0.79 0.09 0.22 -0.01 0.84 -0.09 0.35 0.07 0.58 0.01 0.89

Location RJ 0.06 0.55 0.13 0.09 0.04 0.66 0.11 0.20 0.06 0.65 0.21 0.15 0.01 0.94

Size (Uhs) 0.00 0.18 0.00 0.68 0.00 0.87 0.00 0.77 0.00 0.64 0.00 0.28 0.00 0.44

Hotel_Class_Eco -0.21 0.07 -0.18 0.04 -0.15 0.14 -0.02 0.84 -0.12 0.39 -0.13 0.42 -0.07 0.55

Hotel_Class_Mid -0.21 0.04 -0.07 0.39 -0.19 0.04 -0.04 0.68 -0.09 0.48 -0.10 0.53 -0.10 0.38

Affiliat. Start. Time (< 3years) -0.08 0.36 -0.18 0.01 -0.35 0.00 -0.16 0.03 -0.34 0.00 -0.05 0.70 -0.11 0.24

Multi_investor 0.05 0.54 0.00 0.93 0.00 1.00 0.01 0.88 -0.07 0.44 0.05 0.65 -0.02 0.84

Operator_Risk 0.12 0.18 0.13 0.06 0.11 0.15 -0.03 0.71 0.08 0.47 0.11 0.37 0.09 0.35

International Brand 0.04 0.63 -0.07 0.22 -0.04 0.56 0.12 0.06 0.22 0.02 0.07 0.53 0.23 0.01

Hubris -0.25 0.00 -0.19 0.00 -0.26 0.00 -0.29 0.00 -0.46 0.00 -0.21 0.00 -0.18 0.00

R2 Square

Adjusted R2 Square

N Dependent

Sig. F Change

Independent variable
Dependent variable: Management Practices

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR

0.148

0.154 0.198 0.236 0.227 0.271 0.027 0.097

0.202 0.244 0.279 0.270 0.312 0.082

234

0.000 0.000 0.000 0.000 0.000 0.134 0.001

234 234 234 234 234 234



123 
 

 
 

5 DISCUSSION OF INTEGRATED RESULTS 

 

 In this section, the results are presented, seeking to integrate all the stages covered 

in the research, from the identification of management practices to the regression tests. 

Firstly, a general reflection on the effects of management practices on hotel performance 

is conducted. Afterwards, the results are analyzed focusing on each practice individually. 

 

5.1 General Analysis of the relationship between Management Practices and Hotel 

Performance 

 In regard to the general reflection, it was conducted looking for the elements to 

answer the third research question (RQ3 Can hotel management practices be a source of 

performance heterogeneity?). The results of the regressions which have performance as 

a dependent variable suggest that there is a relationship between management practices 

and hotel performance. From the eight regressions which analyze the direct effect of the 

practice (model 2 of group A), four were statistically significant (Sig F Change): 

Booking_Product (0.001); Booking_NotaFinal (0.006); TO_2017 (0.012); 

Booking_Funcionários (0,013). In addition to these four results, the regression with 

RevPAR_17_16 annual change as a dependent variable presented a marginally significant 

result (p=0.09). However, when inserting the interaction terms of the HRM practices with 

the other practices (model 3 of group B), the model gains in significance RevPAR_17_16 

(p=0.001). Thus, the regressions provide an empirical corroboration of the robust and 

significant relationship between the development degree of the hotel management 

practices and hotel performance, confirming the outcome of recent studies (Bloom et al., 

2010; Brito & Sauan, 2016). However, from this result, two new questions arise: will the 

effect of management practices on performance be sustainable or temporary? And what 

kind of effect was identified, positive or negative, direct or indirect? 

 Regarding the duration of the management practices effect on performance, it is 

not exactly the target of the current study to test this question. In order to test this, a 

research design with longitudinal data would be recommended. However, stage 4 of the 

current study enhances potential factors which seem to disturb or contribute to the 

development of hotel management practices. These results are possibly connected to the 

duration of their effects on performance. Factors of the three levels of analysis evaluated 

(contextual, organizational structure and individual) were significant related to the 

management practices. 
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 The results suggest hotels located in more competitive environment tend to show 

higher degrees of development in some of the practices, corroborating the results of 

previous papers (e.g. Bloom et al., 2010). Another element that gained importance in the 

regressions was the "organization life-cycle stage". Hotels which initiated operations or 

joined a hotel chain recently had lower degrees of development in four of all assessed 

practices. This result suggests management practices take time to be developed within the 

hotels, connecting to the capabilities concept (Helfat & Peteraf, 2003). The practice 

implementation is not just a set of rules (Winter, 2012) that leads to a binary characteristic 

of the organization (Winter, 2000). The development process of management practices 

can be complex and consequently time-consuming, especially when barriers are 

encountered within the context of the organization (Gibbons & Henderson, 2012).  

 A possible and relevant barrier is the limitations of the individual involved in the 

development of the management practices (Gibbons & Henderson, 2012). The results of 

the regressions provide strong indications that manager’s characteristics may interfere 

with the development of management practices. The hubris variable, which measures the 

overconfidence level of the manager, has a negative and significant effect on all analyzed 

practices. Managers often find it difficult to figure out that they need to change (Gibbons 

& Henderson, 2012), possibly because they feel their management is appropriate. There 

are situations where managers know they need to change, but they do not know what the 

correct path is (Gibbons & Henderson, 2012). Connected to this theme, the results 

indicate that being part of an international hotel chain has a significant positive effect on 

three out of the seven practices. The network knowledge provided by being part of an 

international hotel chain (Cypriano, 2014; Hayes et al., 2005) can contribute to the 

identification of more modern management practices as well as their implementation. 

Finally, knowing you need to change and to find the correct path are the important steps 

in developing capabilities, but they are not enough (Gibbons & Henderson, 2012). The 

manager needs to be motivated to do so. And lots of times this motivation depends on the 

structure and conditions set. Lower category hotels (Economy and Midscale) have a 

leaner structure, for instance counting with a lower number of employees per hotel room 

(JLL, 2017), which often makes it difficult to implement certain practices to an advanced 

degree. The results indicate the hotel class factor, measured by two dummy variables, 

appears to have a negative and significant effect on practices such as CEM and HRM. 

Concerning the effect generated by the practice on the performance, the 

regressions conducted in groups A and B indicate that both positive and negative effects 
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can occur, as well as direct and indirect effects, depending on the practice and on the 

performance analyzed (Table 28, p.112). For example, in the regression which analyzes 

the direct effect of the practices on Room Occupancy (TO_2017), two practices appear 

with the positive effect, RM and HRM, and one with the negative effect, HRM_TR. And 

in the regressions that have Financial Performance as a dependent variable, which 

analyzed the effect of the management practices with the introduction of the terms of 

interaction of each practice with HRM, the terms of interaction with the CEM_AE and 

RM practices have opposite effects in the RevPAR_17_17 and GOPPAR_2017 

indicators. In this sense, in studies about the relationship between management practices 

and performance, it is essential to have a deep knowledge of the desired effects, 

establishing what performance should be analyzed from the development of a specific 

practice, under certain circumstances (Bromiley & Rau, 2016). Ideally, selected 

performance indicators should be directly connected to the desired effect from the 

development of a particular management practice (Gibson et al., 2007; March & Sutton, 

1997; Ray et al., 2004). The results of the tests also present indications in this direction, 

since the positive direct effect of the Customer Experience Management (CEM_AE) was 

significant in the regression with the three performance indicators that measure the 

Quality and the positive direct effect of the practice Revenue Management (RM) was 

significant in the regression with the Room Occupancy (TO_2017) and, when introducing 

the terms of interaction, its direct effect was also significant in the regression with the 

RevPAR annual change (RevPAR_17_16). 
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5.2 Results Analysis focus on each Management Practice 

 

 The aim of this subsection is to discuss the results of each practice, starting from 

the results of the hypothesis tests and enriching the reflection with elements from the 

other stages of the dissertation. Table 34 presents the results of the hypotheses tests of the 

two regression groups. The Model 2 column shows the direct effect of the practice on the 

performance. The Model 3 column (practice per se) presents management practices that 

had their direct effect changed by introducing the interaction terms in the model. Finally, 

the Model 3 column (interaction term) shows the interaction effect of each practice with 

HRM on the performance. In the three columns, whether the effect was positive (+) or 

negative (-) on each performance variable is signaled in parentheses. 
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Table 34. Hypotheses Results  

Practices Hypothesis Regression Result Model 2 Model 3 (Practice per se) 
Model 3 (Interaction 

term) 

HRM H1b Supported TO_2017 (+) 
  

HRM H1c Supported 
 

Based on the results indicated in the Model 3 

CEM_AE H2a Supported Booking_NotaFinal (+) 

Booking_Funcionários (+); 

Booking_Produto (+) 

 
Booking_NotaFinal (-); 

Booking_Produto (-); 

TO_2017 (+) 

CEM_SSEE H2b Supported GOPPAR_2017 (+); Booking_Funcionários (+); 

DM_2017 (+) 

RevPAR_17_16 (-); 

GOPPAR_2017 (+) 

RM H3 Supported TO_2017 (+) RevPAR_17_16 (+) RevPAR_17_16 (+); 

GOPPAR_2017 (-) 

CM H4 Not supported RevPAR_17_16 (-) 
  

HAM_AI H5a Not supported Not significant in all 

regressions 

  

HAM_TR H5b Not supported TO_2017 (-); 

RevPAR_2017 (-) 

  Booking_Funcionários (-) 

Note: (+) significant positive effect (+); significant negative effect (-). 
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Human Resource Management (HRM) 

 

Originally, this research had as its objective to test three hypotheses related to the 

HRM practice: two that analyze the direct effect of dimensions identified in HRM 

(HRM_ACH - Adequacy of Human Capital and HRM_EC - Employee Engagement) on 

performance, and a hypothesis that evaluates the effect of moderation of the HRM 

practice in relation to other practices and performance. However, the CFA result indicated 

that the HRM_ACH dimension scale did not present adequate convergence, leading to 

the elimination of the hypothesis (H1a) of the scope of the dissertation. Therefore, the 

measurement of the degree of development of the management practice of HRM was 

restricted to the degree of employee engagement. It is believed that this change does not 

detract from the analysis of the practice, since the literature indicates as an immediate 

reflection of the practice of HRM, effects such as employee engagement, employee work 

satisfaction, and collaborative behavior (Madera et al., 2017; Jackson et al., 2014). 

As a result of the practice of HRM in performance, the regression tests presented 

a direct positive and significant effect on Room Occupancy (TO_2107). The literature 

indicates that employee engagement primarily influences operating results and then 

generates effects on financial results (Madera et al., 2017, Jackson et al., 2014). Room 

occupancy measures the productivity of the hotel, as its calculation is based on the number 

of rooms occupied divided by the number of rooms available (JLL). Among the Market 

and Financial Performance indicators selected for this dissertation, TO is considered the 

closest to the practice of HRM. Prepared and engaged staff can help bring the guest back, 

positively influencing TO. 

In this sense, the expectation was that the result of the HRM practice was also 

positively related to the Quality Performance Indicators, mainly the one that measures the 

Staff Score (Booking_Funcionários). The regression results showed a positive effect of 

the practice on Staff Score, but not significant (p = 0.17). However, by inserting the 

interaction terms of the HRM practice with the other practices, the positive effect of the 

CEM_SSEE practice on the Staff Score (Booking_Funcionários) indicator is enhanced, 

showing an increase in its significance level. The interesting aspect of this result is that 

the practice of CEM_SSEE is quite dependent on the behavior of the employees since it 

measures the capacity of the hotel to adequately handle the interaction with each 

customer, with a particular focus on emotional aspects at the time the service is delivered. 

The similar nature of the two practices HRM and CEM_SSEE possibly explains the result 
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of the regressions that analyze factors that perhaps influence the degree of development 

of the practices. In both practices the "Organization life-cycle stage" factor appears, with 

a negative and significant effect, indicating that these practices take time to develop 

within the organization. This factor does not appear in the CEM_AE dimension, as will 

be presented in the CEM practice analysis. 

The introduction of interaction terms also resulted in a significant positive effect 

of CEM_SSEE practice on one Market Performance indicator (DM_2017) and of RM 

practice on Financial Performance indicator (RevPAR_17_16). The interpretation of 

those effects will be presented in the analysis of each practice. 

In relation to the interaction terms effects of the HRM practice with other 

practices, the results of regression demonstrated varied effects. In the regressions that 

have the Quality Performance Indicators as dependent variable, the interaction term HRM 

x CEM_AE presented a significant negative effect in the general score indicators 

(Booking_NotaFinal) and product score (Booking_Product). Two aspects seem to be 

relevant to interpret this interaction effect. The first one is the focus of the HRM practice 

of this study, which is the employee engagement to achieve the goals of the organization. 

Secondly, it is the coefficient of the interaction term of the HRM x CEM_SSEE. Although 

this interaction term was marginally significant (p=0.11), its opposite effect can offer 

support to understand the HRM x CEM_AE effect. Hotels that offer an excellent product 

and have employees engaged in achieving goals of the organization not necessarily 

impact positively the perceived quality by the customer. One possible example could be 

the organizations that are extremely focused on market or financial performance, in which 

employees are much more worried about saving costs than understanding the specific 

needs of each customer (CEM_SSEE), once an adequate infrastructure is already offered 

to the customer (CEM_AE). Customers seek integration and consistency in the delivery 

of product and service in the multiple touch points within the customer-firm relationship 

(Lemon & Verhoef, 2016; Schmitt, 2003). Thus, it seems that it makes sense that the 

interaction term HRM x CEM_AE presented a significant and positive effect on the 

occupation rate, which indicates that when there is a high degree of experience adequacy 

(CEM_AE) and a high degree of employee engagement (HRM) the interaction positively 

influences the Room Occupancy (TO_2017). Room Occupancy is traditionally 

considered an important key performance indicator in hotels.  

Another interaction term that presented a significant result was the negative effect 

of practice HAM_TR with the indicator Staff Score (Booking_Funcionários). Similar 



130 
 

 
 

interpretation to the HRM x CEM_AE could be applied in this case. Hotels with a high 

degree of transparency with the investor and a high degree of employee engagement to 

the goals of the organization not necessarily have as priority the focus on the staff 

orientation to attend each customer need. Perhaps, in the current context of crisis, both 

investors and hotel operators are focused on the short-term result, causing a negative 

impact on the quality of the staff performance perceived by the customer.  

Lastly, two interaction terms HRM x CEM_SSEE and HRM x RM presented 

significant effects on the Financial Performance Indicators. While in the case of 

CEM_SSEE the regressions indicated negative effect on the RevPAR_17_16 indicator 

and a positive effect on GOPPAR_2017. In the case of RM, the effect was positive on 

RevPAR_17_16 and negative on GOPPAR_2017. The interaction of practices HRM x 

CEM_SSEE can indicate that employees when attentive to the needs of clients can 

diminish the rooms revenues while augment profits by generating revenues from other 

departments or by managing the costs better. The interaction of the HRM x RM practice 

indicates that there is an increase of room revenue from year on year, but it does not imply 

better profit. 

 

Customer Experience Management (CEM) 

 

In relation to the CEM practice, two hypotheses were tested with the aim of 

analyzing the direct relationship of CEM and performance. To this end, the practice 

dimensions that were identified and validated in stages 1 and 2 of the study (CEM_AE – 

Adequacy of the Experience; and CEM_SSEE - Sensitivity of the Experience Delivery) 

were considered. The results of regressions that have Quality Performance indicators as 

a dependent variable suggest that the CEM_AE dimension is strongly and positively 

related to customer satisfaction as a whole, as it appears significant in the three analyzed 

indicators (Booking_NotaFinal; Booking_Funcionário and Booking_produto). This 

result is in line with the literature, since customer satisfaction is considered a first level 

effect of CEM practice (Pansari & Kumar, 2017). 

The CEM_SSEE dimension was marginally significant with a positive effect 

(p=0.10) on the regression with the Staff Score (Booking_Funcionários). However, when 

the interaction terms with HRM were introduced this effect gained significance (p=0.04). 

It seems to make sense as the employees developed a crucial role in the process of 

customer experience (Schmitt, 2003), especially at the time of service delivery. The hotel 



131 
 

 
 

should properly prepare the employees to interpret and to perceive the need of each 

customer at each moment (Mattila & Enz, 2002). In this sense, it was expected that the 

high degree of the CEM_SSEE practice had a positive effect on the Staff Score indicator, 

by the proximity of this indicator with the practice. On the other hand, the CEM_SSEE 

dimension also appeared, with a significant and positive effect on the indicator that 

measured hotel profitability (GOPPAR_2017). The expectation was that other practices 

would appear as significant in this regression such as the cost management (CM). The 

regressions in which the effects of the interaction terms with HRM were introduced 

helped in the identification of a possible interpretation of this result. The CEM_SSEE 

practice also appears with positive effect in the Average Daily Rate (DM_2017). Thus, 

there are indications that the positive effect on profitability is connected to that greater 

revenue generation. When performing central activities of this practice properly, such as 

to know the needs of each customer and to manage the interactions of each touch point 

of the customer journey properly (Homburg et al., 2017; Schmitt, 2003), possibly the 

hotel will be better able to apply superior rates, and to sell complementing services 

according to the needs of each customer.  

Still related to the CEM practice, the regressions that explored the factors 

associated to the development of practices suggest that in the case of the CEM_AE 

dimension, upscale hotels present a more advanced degree of CEM_AE than the midscale 

hotels. The same happens in the CEM_SSEE dimension, specifically between the 

economy and upscale hotel class. This result suggests that upscale hotels are better 

prepared to work on service improvisation and to meet guest expectations, perhaps due 

to their physical and organizational structures. Researchers point out that this result is 

expected due to two main reasons. First, hotels of superior categories have employees 

that in general feel more empowered and have more resources. Secondly, the expectations 

of the guest of receiving special treatment at their request, are higher in this type of hotel 

(Secchi, et al., 2016). However, the empirical study of Secchi et al. (2016) indicate that 

there is a greater potential of service improvisation effect on the hotel performance of 

inferior categories, where this capability is not yet common and also not expected as much 

by guests. 

Another factor shown to be related to the CEM practice was the “organizational 

life-cycle stage”. The interesting aspect of this regression result was that this factor was 

significant and positive only in the CEM_SSEE dimension. While reflecting on the 

concept of each dimension it seems to make sense. On one hand, recently launched hotels 
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tend to offer an updated product that reflects the needs of the current guest. The central 

focus on the CEM_AE dimension is the ability of the hotel to systematically offer 

experiences that are consistent with the needs of the customer segments served. On the 

other hand, while analyzing the concept of the CEM_SSEE dimension (the ability of the 

hotel to adequately handle the interaction with each customer, with a particular focus on 

emotional aspects at the time the service is delivered), the importance to organize the 

customer experience delivery system, in such a way that employees are able to perceive 

the need of each customer and to act in a proper way is highlighted (Mattila & Enz, 2002). 

Due to the complexity of this capability, it is expected to take time (Helfat & Peteraf, 

2003) to be effectively implemented within the organization.  

 

Revenue Management (RM) 

 

Based on the literature related to Revenue Management, two dimensions as the 

immediate effect of the practice were established. One linked to the dynamism of the 

pricing strategy (RM_DEP) and the other to the distribution strategy (RM_DED). 

Consequently, there were two hypotheses (H3a and H3b) to test the relationship of RM 

practice and hotel performance, each one approaching one of the dimensions. However, 

the CFA results (stage 2), specifically the discriminant analysis, indicated that there are 

no differences between the two constructs. Therefore, it was decided to unify the 

dimensions in only one construct named RM, combining the two hypotheses into one (H3 

- A high degree of the Pricing and Distribution Strategy Dynamism is positively related 

to performance).  

The RM practice presented a positive and direct effect on Room Occupancy 

(TO_2017), on the RevPAR_2017 and on the RevPAR_17_16. In the case of TO_2017 

it was significant, and in the RevPAR indicators the positive effect identified was 

marginally significant (p<0.10). With the introduction of the interaction term with HRM, 

the RevPAR_17_16 gained significance (p<0.05). This result finds support in the 

classical literature of RM practice, in which the central objective of the practice is the 

maximization of revenue and the optimization of hotel inventory (Denizci Guillet & 

Mohammed, 2015; Kimes, 1989). In this context, it is expected that the indicators directly 

related to RM practice are TO and RevPAR. 

However, this practice seems to be in constant evolution influenced by 

technological changes. RM is a no longer a specific technique limited to the operational 
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area with a focus on short-term hospitality inventory management (Kimes, 1989). It has 

also extended its scope to the long-term (Noone et al., 2017; Wang et al., 2015). The 

expectation is that new elements are considered in the practice as a higher interaction with 

the CEM practice, by integrating with CRM systems, and the application of RM practice 

in other hotel areas, besides the rooms department (Cross et al., 2009; Noone et al., 2017; 

Wang et al., 2015). From this new approach, it is expected that a high degree of 

development in the RM practice presents positive effects in another performance 

indicators, such as hotel profitability. However, during the interactions with specialists in 

stages 1 and 2 in the present study, it was pointed out that this new approach presented in 

recent literature is still in its initial development stage in Brazil. It also possibly explains 

the lack of differences found between the two RM constructs, originally tested in the 

discriminant analysis. Thus, it was chosen, in the case of the current research, to direct 

the RM analysis to the essence of the practice, based on classical literature. 

Still regarding the regressions that have performance indicators as dependent 

variables, it is interesting to highlight that the RM practice did not present a significant 

effect on the Average Daily Rate indicator (DM_2017). One possible explanation is the 

context of crisis experienced by the majority of the cities analyzed. Researchers suggest 

that in moments of low demand the RM practice has a higher effect on TO and in moments 

of high demand a higher effect on DM (Caudillo-Fuentes & Li, 2010; Kimes & Anderson, 

2011). 

The "competitiveness degree” appears in the regression that explored the factors 

related to the RM development, even though with a marginal significance level (p=0.06). 

Hotels located in cities with a higher degree of competitiveness tend to present a higher 

degree of development of RM practice. Besides the "hubris" factor that appeared in all 

regressions, two other factors present significance, the “organizational life-cycle stage” 

with a significant and negative effect and “multinational group” with a positive and 

marginally significant effect (p=0.06). The first factor indicates that the RM practice takes 

time to be developed within the hotel, maybe because of RM development is dependent 

on both technical and social drivers (Queenan et al., 2011). The second factor can be 

associated to the high investment related to the implementation of this practice, that 

requires, for instance, the acquisition of software, the hiring of specialists and the 

development of teams. A large hotel chain with international scope maybe more capable 

of making those investments by counting on the possibility of splitting the cost among its 

various business units.   
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Cost Management (CM) 

 

With regard to CM practice, one hypothesis was tested (H4) in the scope of the 

study. From the results of stages 1 and 2, it was identified as a reflection of the CM 

practice, the generation of metrics and essential information, which helps the managers 

with two immediate objectives of practice: operational effectiveness and operational 

efficiency (Hansen et al., 2007; McNair et al., 2001). Thus, the degree of development of 

cost management was measured by the ability of the hotel to make relevant information 

available, to help the manager both with the control of the operation and in the decision-

making process. And with H4 it sought to analyze the relationship between CM and 

performance. 

The results of regressions did not provide support for H4. The only regression that 

CM presented a significant effect was with the RevPAR change from 2016 to 2017 

(RevPAR_17_16), however with a negative effect. It suggests that a higher focus on cost 

can influence the diminishing the room revenue change from one year to the next. One 

possible explanation for the lack of support for H4 is the distance between the dependent 

variables selected and the central objective of CM. One alternative for those future studies 

would be to select indicators that are more connected to immediate effects of the practice, 

such as operational productivity and waste. 

Two factors besides “hubris” were significant in relation to the CM practice 

development, “organizational life-cycle stage” and “multinational group”, with opposite 

effects. The first presented a negative effect, indicating that the CM practice also takes 

time to develop within the organization and the second suggested that to be part of an 

international hotel chain is related to obtaining more advanced CM practices. This 

question is perceived in the interview with one specialist in stage 1 of this study. The 

director of operations of one of the biggest hotel chains in the world suggests that cost 

management is still in a developmental stage in Brazil “It’s one of the things in Brazil 

that we’ve not been able to develop in general. I know that the big companies have done 

something...it's the procurement part and the cost management part”. 

 

Hotel Asset Management (HAM) 

 

HAM practice appeared in stages 1 and 2 as emergent topics and specific to the 

hotel industry. The recent transformations occurred in the hotel industry structure, such 
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as hotel operations with multiple stakeholders, have made the management of real estate 

assets more complex (Manning et al., 2015). A great part of hotels affiliated to hotel 

chains in Brazil, especially the ones developed in the last three decades, rely on multiple 

investors that are responsible for the real estate assets and other stakeholders being in 

charge of the hotel operation (Cypriano, 2014). In this way, the HAM practice has the 

central role of maximizing the value of real estate assets for their owners (Singh et al., 

2012).  To achieve this central objective, based on the literature, two dimensions were 

defined as the immediate effect of HAM practice, both related to relationship between 

investors and the one responsible for the hotel operation: the alignment of interests 

(HAM_AI) and the relationship transparency (HAM_TR). Based on those effects, two 

hypotheses (H5a and H5b) were formulated with the aim of testing the relationship 

between those two dimensions and the hotel performance. 

The results of regressions that have performance indicators as dependent variables 

did not provide support for H5a and H5b, as the HAM_AI practice did not appear to be 

significant in either one of the regressions. Besides that, HAM_TR practice presented a 

significant and negative effect on the performance indicators Room Occupancy 

(TO_2017) and RevPAR_2017. Excerpts from the interview in stage 1 of this study seem 

to contribute to the interpretation of the negative effect of the transparency of the 

relationship between investors and hotel operations (HAM_TR) on performance. The 

close relationship with investors to hotel operations, besides it takes up the time of the 

general manager, it can interfere in the decisions that need to be made in the operation, 

which leads to a negative outcome. 

The vice-president of one of the major hotel chains that operates in Brazil claimed 

that general managers spend a lot of time with investors when truly they should dedicate 

this time to employees: “In my opinion, unfortunately, the general manager spends too 

much time with investors...”, and added, “the most important thing to deal with is the 

employees, they are the essential part of business. If we provide the correct leadership to 

our employees, they will handle our guests well and we will grow”. The operations 

director of one international hotel chain also emphasized the amount of time dedicated to 

investors in the context of condo-hotels in Brazil: “With condo hotels, especially with 

owners in Brazil, I understood how important it is to look, listen and understand before 

you say anything, and to know how to understand each one, what their interest is and 

how they can be convinced, how you can deal with this really crazy structure”. 
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The dimension HAM_AI was the only practice that did not present any effect in 

the selected performance indicators, neither positive nor negative. Two possible 

explanations for this were raised. Firstly, it could be that the selected indicators are not 

so close to the generated effect of the practice. Secondly, the HAM_AI practice can have 

a moderating role, generating indirect effects on the result while interacting with the other 

practices. 

Finally, in relation to the factors that contributed to or made it difficult for the 

development of the HAM practice, besides “hubris”, which appeared in both dimensions 

with negative effect, “competitive degree” and “multinational group” demonstrated 

significant and positive effect on the HAM_TR dimension. It could indicate that in more 

competitive environments there is the need to be accountable to the investors more 

frequently and that international chains have more advanced accountability practices. 
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6 CONCLUSION 

 

The results of this research provide both academic and practical implications. The 

academic implications include contributions to the theory, empirical evidence and 

methods. Limitations and opportunities for future studies are also covered. Finally, this 

section highlights the practical contributions and the next steps of this research project. 

The theoretical contribution of this research is the extension of the RBT by 

connecting the management practices concept with literature on capabilities, which states 

that the degree of capability development is related to performance heterogeneity. This 

understanding provides a contribution to a recent debate presented in important journals 

of operations and strategic areas related to the necessity of a new theory to explain the 

relationship between management practices and firm performance (Bromiley & Rau, 

2014; 2016). However, the results of this research indicate that a new theory is not 

necessary. It is possible to interpret the effect of management practices on firm 

performance using the central assumptions of the RBT. Although management practices 

are in the public domain, considered imitable activities, the research confirmed results of 

previous studies that management practices are not a resource with a binary characteristic 

(Winter, 2000). In contrast, there are differences in the degree of the development of 

management practices among hotels, and these differences are related to performance 

heterogeneity. Nevertheless, each management practice presented different effect and 

intensity on the several performance indicators selected. This research stressed the main 

properties that compose the concept of resource “management practices as capabilities”: 

low degree of tangibility; macro level of analysis; high degree of intention; high degree 

of specificity and high impact on the organization. These proprieties can provide guidance 

to identify management practices that have more potential to lead a firm to superior 

performance. 

This research provides three main contributions to empirical knowledge and one 

linked to the methodological aspect. First, the regression results reinforced the importance 

of analyzing management practices, considering a specific context. A focused approach 

allows the identification of the main management practices for a specific industry and the 

test of their effect on different performance indicators. Differently from previous studies, 

seven constructs of practices were identified in the current research enabling the analyses 

of differences in effects, depending on the practices and the performance under analysis. 

Previous studies on management practices combined all evaluated practices in an overall 
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performance measure (e.g., Bloom et al., 2012; Brito & Sauan, 2016) or focused on one 

or two practices (e.g., Pavlatos, 2015; Peixoto, 2012; Pereira-Moliner et al., 2016) 

offering limited conclusion on the different effects of management practices on 

performance.  

Secondly, the regression results also confirmed the importance of properly 

selecting the dependent variable (Gibson et al., 2007; March & Sutton, 1997;  Ray et al., 

2004). This research demonstrated a significant positive effect of management practices 

on performance, mainly on those indicators that were directly linked to the main objective 

of the practice, such as the case of CEM with customer satisfaction and of RM with Room 

Occupancy. The results also confirmed that depending on the performance indicator, 

some practices can have a positive effect and others a negative effect.  

Thirdly, regarding the management practices effect duration on performance, the 

research brought some insights that must be deeply explored in future studies. Based on 

the regression results that the ‘management practices development’ was the dependent 

variable, it was noticed that some factors can influence the practice development. And 

some of them seemed not to be as easily solved as “hubris” or “organizational life-cycle 

stage” effects, possibly contributing to the last of the differences in degrees.   

Finally, related to the methodological contribution, a reflexive scale of the 

management practices was developed and tested, covering a broad scope of practices from 

different areas. The research followed a rigorous procedure of scale development. Some 

improvements can be made in the scale, but the first step has been made. 

Despite the research offering relevant contribution to academics, as with any 

study, there are limitations of the research design that must be acknowledged, not only to 

recognize the boundaries of generalization, but also to understand the measure adopted to 

minimize the impact of these issues. Three main aspects deserve to be emphasized. First, 

there are inherent limitations considering the selected research methods. In relation to the 

qualitative approach, two issues are stressed: the interpretation of the researcher and data 

source selection biases. Different measures to mitigate these issues were used, such as 

triangulation between sources, the interpretation of the results was supported by other 

researchers and specialists and the results analysis considered the existing literature 

(Eisenhardt, 1989; Miles et al., 2014). Regarding the quantitative approach, two issues 

are highlighted: cross-sectional design and data collection procedure based on self-

administered survey via the online tool. The procedures adopted to minimize the biases 

in quantitative stages were: different sources were used to collect data about management 
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practices and performance indicators based on the same period of time; the use of an 

online tool, allowing a better control of the sample and the use of the random question 

functionality (Bourque & Fielder, 2003; Evans & Mathur, 2005); and the privacy issue 

was treated with greater care: the respondent was not required to provide their personal 

data and was provided the confidentiality agreement signed by the researchers. The 

second limitation is related to the management practice scale. Although the scale 

development followed a rigorous procedure, composed of several steps, some scales did 

not present an excellent convergent validity considering the three indicators used the 

Factor Loading, Average Variance Extracted and Construct Reliability. Future research 

could refine some scales, particularly the RM scale that apparently is the more 

problematic. The third is related to the sample profile used in the quantitative stages. The 

research focused on hotels affiliated to hotel chains located in urban cities. Even though 

this selective sample can provide a generalization limitation, this profile was chosen 

purposely based on the research objective. Hotel chains represent an important 

benchmark considering that management practices are the essence of their existence. 

Besides that, hotels located in big cities tend to have a higher degree of development of 

management practices. Finding differences in the degree of management practices in this 

selective group of hotels indicates that the difference in the entire hotel supply must be 

greater. 

A next step to this research could be to enhance the target population, by, for 

example, contemplating independent hotels or other types of cities. It could be useful to 

verify if there is a greater dispersion in management practice development degree or what 

the consequent effect on performance is. Two other opportunities for future studies are 

highlighted. First, researchers can deeply analyze the barriers of the development of 

management practices, initially explored this research. It could be done by using a 

qualitative approach to identify the potential factors and then a quantitative approach to 

test the relationship between the factors and the degree of management practice 

development. Secondly, researchers can focus on the analysis on the duration of 

management practices effect on performance, aiming to answer whether they can provide 

sustained superior performance. One possibility could be a longitudinal study that follows 

the evolution of management practices and their effect on performance. Another 

alternative could be an experiment, in which the researchers implement a set of practices 

in a group of the firms and track its evolution during a period. 
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Finally, this study also has practical implications, particularly for hotel managers, 

by providing a framework that supports them to establish priorities aiming to achieve a 

better quality of management and a superior performance. The framework proposed 

composes five main management practices, together with their concepts and dimensions 

and their diverse impacts on each performance indicator. Three main practical 

contributions for hotel managers are stressed. First, the control variables selected (size, 

hotel class, city) seemed to be extremely significant but they have diverse effects 

depending on the performance indicator. Secondly, investing in Customer Experience 

Management and Revenue Management practices appeared to have a direct effect on 

quality and market performance indicators, respectively. Other practices evaluated 

demonstrated a mixed effect on performance, which means that it is very important to 

define properly the desired outcome of each practice by focusing on the analyses of the 

proper indicator. Otherwise, some management practices can be wrongly understood to 

be unnecessary. Thirdly, understanding the effects of important barriers of the practice 

development as “hubris” or “life-cycle stage” can support managers in dealing with these 

issues in order to accelerate the practices dissemination within hotels. 

Aiming to continue in an engaged scholarship process (Van de Ven, 2007), a new 

round of meetings and workshops with hotel chain professionals that contributed to the 

research development will be held. The objective of keeping this partnership alive is 

twofold. Giving feedback on the research results to practitioners can provide useful 

information for the improvement of hotel performance. And receiving feedback on the 

research results can provide relevant information to improve the results interpretation and 

adjust the research for future studies. Besides, there is an intention to develop an online 

tool (e.g. website) to share the measurement instrument developed. This website would 

be a place to exchange knowledge and to improve the measurement instrument of 

management practices. The target will be to make the instrument available to managers 

as a self-administrated tool, in which the hotel manager can evaluate the degree of the 

development of each practice, identifying improvement opportunities. 

Although this study analyzed a specific industry, many of the identified practices 

can likely be applied to industries that have similar characteristics, such as areas within 

the service sector with low-skilled and labor-intensive segments in which real estate is a 

central component of product delivery. 
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APPENDICES 

 

 

APPENDIX A: MBA Courses Profile (certified by the AACSB) (S1) 

 

Universtity

Country  France France | Singapure US | Singapure US | Singapure

School
School of Hotel 

Administration
Johnson

Essec Business 

School | IMHI

Essec Business 

School

Course

Master of 

Management in 

Hospitality

Two-year MBA

Global MBA 

(Major in 

Hospitality 

Global MBA 

(Major in Strategy 

& Management)

EMBA in 

Hospitality 

Management

EMBA in General 

Management

Student Age 

(average)
26 28

Previous Work 

Experience 
4 years 5 years

Length 18 months 21 months

Programme 

Type
Full time Full time

12 months

Full time

NANYANG

Nanyang Business School

14 months

Part time

40

14 years

CORNELL ESSEC

 US

30

6 years
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APPENDIX B: Hotel Chain selection to be considered in stage 1 (S2) 

 

Ranking of the world’s biggest hotel companies 

 

Source: Hotelsmag, 2016 – Hotels 325 

 

 Ranking of the world’s biggest hotel companies – management agreement 

 

 

 

 

 

 

 

 

 

 

Source: Hotelsmag, 2016 – Hotels 325 
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Ranking of the biggest hotel operators in Brazil  

Source: JLL -  Lodging in Numbers Brazil 2016
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APPENDIX C: Interviewee Profile – stage 1 (S3) 

 

Entrevistado Data da entrevista Duração Tipo de Rede Cargo atual
Tempo de 

experiência (anos)

Atuação em 

diversas redes

Experiência 

profissional fora 

do país

Foco atual em 

bandeiras 

internacionais

Tipo de 

categorias de 

hotel

E1 25.09.15 01:39:29 Nacional Diretor de Operações 40 SIM SIM NÃO Luxo; Superior

E2 14.10.15 00:55:08 Nacional Diretor de Operações 16 NÃO NÃO NÃO Luxo

E3 06.11.15 01:26:57 Internacional Diretor de Operações 32 NÃO SIM SIM Todas

E4 25.08.16 00:56:33 Internacional Vice-Presidente Operações 30 SIM SIM SIM Econômica

E5 06.09.16 01:20:00 Nacional Diretor Geral 17 NÃO NÃO NÃO Superior

E6 06.09.16 01:03:00 Nacional Gerente Geral 12 NÃO NÃO NÃO Superior

E7 08.09.16 01:08:00 Internacional Gerente Geral 15 SIM SIM SIM Luxo

E8 09.09.16 01:20:00 Internacional Gerente Geral 20 SIM NÃO SIM Econômica

E9 13.09.16 01:08:00 Internacional Gerente Geral 25 NÃO NÃO SIM Superior

E10 13.10.16 01:25:12 Internacional Asset Manager \ consultor 16 SIM SIM SIM Econômica

E11 18.10.16 01:22:16 Nacional Diretor de Operações 18 SIM NÃO SIM Econômica

E12 23.10.16 01:40:10 Nacional Gerente Geral 20 SIM SIM NÃO Luxo

E13 10.11.16 01:35:46 Nacional\ internacional Vice-Presidente Operações 44 SIM SIM SIM Todas

E14 25.11.16 01:28:41 Nacional Gerente Geral 27 SIM NÃO NÃO Superior

E15 11.12.15 | 06.06.16 00:40:00 Internacional Conselheiro \ Diretor Geral 44 NÃO SIM SIM Todas
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APPENDIX D: Interview protocol of stage 1 (S3) 

 

As informações coletadas são inteiramente confidenciais. Nomes serão mantidos em sigilo. A pesquisa será gravada para posterior análise. 

 

Empresa: 

 

Cidade: 

Data: 

 

Hora inicial: 

Nome do entrevistado: 

 

Cargo do entrevistado:                                                                  Formação: 

Tempo de empresa do entrevistado: 

 

Tempo de experiência no setor hoteleiro: 

Bloco 1: Visão Geral do setor Observações:  

1. Que principais fatores afetam o desempenho do setor hoteleiro no cenário 

atual?  

2. Quais momentos de mudanças ocorreram nos últimos 5/10 anos que 

impactaram de alguma forma o setor hoteleiro? Quais perspectivas para os 

próximos 05 anos – novos fatores? 

3. Quais são os principais grupos de interesse com os quais o empreendimento 

hoteleiro interage no seu dia a dia? (Clientes, fornecedor, acionistas etc.). Por 

exemplo, o gerente geral gasta seu tempo se relacionando com quem 

principalmente. 

 

 

Bloco 2: Foco da pesquisa   Observações: 

D Desempenho Exemplo de informação  
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1. Como é avaliado o desempenho da operação 

hoteleira frente ao grupo competitivo? Principais 

indicadores 

 

2. Como é o processo de monitoramento destes 

indicadores de desempenho? 

 

3. Que tipo de relatório vocês possuem no setor? 

Quem emite? E, Como ele(s) auxilia no 

desenvolvimento de suas atividades? 

 

 

▪ Tipos de 

indicadores; 

▪  Frequência da 

avaliação; 

▪ Forma de coleta; 

▪ Fontes utilizadas 

 

 

 

 

E Operação Hoteleira   

 

 

 

 

1. 1. Poderia explicar como a estrutura de gestão 

da rede está organizada? Partindo da estrutura 

do corporativo para a estrutura de um hotel.  

 

2. 2. Quais as diferenças nas estruturas de gestão 

entre categorias de hotéis? E esta estrutura teve 

alguma mudança nos últimos 05 anos? Por que 

motivo? 

 

3. 3. Dentro de cada área (estrutura de gestão do 

hotel), como está organizado o dia a dia da 

gestão das operações? Poderia descrever um dia 

típico do gestor de cada área (principais 

atividades envolvidas). 

 

4. 4. Que atividades/processos todos os gestores 

de áreas devem se dedicar permanentemente 

(são comuns entre os departamentos)? 

 

• Compreender as 

principais 

atividades, com 

foco nas 

propriedades 

estabelecidas no 

posicionamento 

teórico)  

Tangível? 

Intenção? 

Macro? 

Específica? 

Impacto? 
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5. 5. Como é o dia a dia do Gerente Geral de uma 

unidade? Distribua seu tempo em 05 principais 

atividades. 

 

6. 6. Houve mudança no grupo de atividades que 

os gestores devem priorizar nos últimos anos? 

Você enxerga novas mudanças que estão por vir? 

 

 

F Processo de desenvolvimento das práticas    

 

 
1. Em geral, como é o processo de tomada de 

decisão de um novo procedimento de gestão 

dento dos hotéis? Poderia exemplificar com um 

grupo de atividade recentemente adotado. 

 

2. Uma vez estabelecido um novo grupo de 

atividades, que desafios são frequentemente 

enfrentados no processo de implementação 

dessas atividades? 

 

3. Que tipo de decisão (novo processo/ atividades) 

pode ser tomado pelo gerente geral da 

unidade? 

 

4. Como o gestor busca se atualizar das 

tendências de gestão? 

▪ Levantar barreiras à 

implementação e ao 

desenvolvimento 

das práticas) 
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Bloco 3: Perguntas sobre a empresa  

Número de hotéis: Número de funcionários: 

Segmentação (%):                    

Categoria (%): 

Negócio                                     

Econômico: 

Eventos                                      

Midscale:                                   

Lazer                                           Luxo: 

Outros 

 

Demanda nacional 

 

Fundação da empresa: 

 

Chegada no Brasil: 

 

Quantidade de cidades: 

 

Quantos foram desenvolvidos no formato de hotel em condômino: 

 

Tipo de contrato: 

Próprio 

Administração 

Arrendamento 

Franquia 

 

Para finalizar (Se der tempo) 

1. Qual sua maior preocupação hoje com o segmento hoteleiro? 

2. Em que ponto a empresa se destaca frente à concorrência? (clientes, fornecedores, produção, introdução de novos produtos no mercado). 

3. Quais ações a empresa pretende investir nos próximos anos?  

 

Horário de Término da entrevista:  

EMAIL: 
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APPENDIX E: Literature Review parameters 

 

Management Practice Main concept Research term
Total de artigos - 

Pesquisa EndNote
Data da pesquisa

Human Resource Management

Práticas relacionas à gestão do 

colaborador (atração, seleção, 

treinamento, remuneração, entre outras)

Title: Human resource; High 

performance human resource; 

Strategic human capital; Topic: 

Hotel*; hospitality; Lodging

87 Novembro de 2016

Customer Experience Management

Práticas relacionadas ao contato com 

cliente em toda a jornada (busca por 

hotel, reserva, estada, pós-estada)

Title: Customer Experience; 

Customer relationship;  Topic: 

Hotel*; hospitality; Lodging

58 Novembro de 2016

Revenue Management \ Distribution 

Management

Práticas relacionadas ao processo de 

precificação dos produtos hoteleiros e a 

estratégia de distribuição do mesmo

Title: Revenue; Yield; 

Distribution Channel; 

Distribution;  Topic: Hotel*; 

hospitality; Lodging

120 Novembro de 2016

Finacial Management

Práticas relacionadas à gestão dos 

recursos financeiros de uma operação 

hoteleira, relacionadas aos diversos 

stakeholders (cliente, investidor, 

fornecedor)

Title: Finance; Financial; 

Uniform System of Accounts for 

the Lodging Industry (USALI);  

Topic: Hotel*; hospitality; 

Lodging

25 Novembro de 2016

 Cost Management
Práticas relacionadas à gestão de custo 

de uma operação hoteleira

Title: Cost, Supply Chain, 

Procurement, Purchas*, 

Outsourcing;  Topic: Hotel*; 

hospitality; Lodging

130 Fevereiro de 2017

Hotel Asset Management
Práticas relacionadas à gestão do ativo 

imobiliário em uma operação hoteleira

Title: Asset, Real Estate, Capital 

Expendure;  Topic: Hotel*; 

hospitality; Lodging

16 Fevereiro de 2017
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Observação: As práticas Cost Management e Hotel Asset Management foram introduzidas mais adiante na pesquisa, ao concluir efetivamente a 

primeira etapa (identificação das práticas). 

 

 

  

Management Practice
Pesquisa Web of 

Science
1a seleção 2a seleção

Referências 

principais

Human Resource 

Management
87 24 21 4

Customer Experience 

Management
58 21 16 4

Revenue 

Management
120 7 12 7

Finacial Management 25 10 x x

 Cost Management 130 x 23 4

Hotel Asset 

Management
16 x 11 5

Total 436 62 83 24



165 
 

 
 

APPENDIX F: Q-sort results - rounds 1 and 2 

 

 Source: Moore and Benbasat’s “Hit Ratio” (Moore and Benbasat, 1991)

# Judges # Itens
# target 

placements
Hit Hit Ratio # Judges # Itens

# target 

placements
Hit Hit Ratio

CEM AE 4 6 24 16 67% 2 6 12 6 50%

CEM SSEE 4 5 20 8 40% 2 6 12 8 67%

HRM ACH 7 5 35 32 91% 2 6 12 10 83%

HRM EC 7 4 28 23 82% 2 6 12 10 83%

RM DEP 4 4 16 16 100% 2 8 16 12 75%

RM DED 4 5 20 17 85% 2 6 12 10 83%

HAM AI 3 4 12 7 58% 2 6 12 9 75%

HAM TR 3 6 18 10 56% 2 6 12 7 58%

CM EAO 3 6 18 6 33%

CM EEO 3 5 15 8 53%

50 206 143 69% 2 56 112 79 71%

58%

Q Sort 2

Inter-judge agreement level

Q Sort 1

total

72 6 12

Dimensions
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Obs: exclusão de itens que apresentaram desempenho ruim nas duas rodadas 

  

# Judges # Itens
# target 

placements
Hit Hit Ratio

2 5 10 6 60%

2 5 10 8 80%

2 5 10 9 90%

2 5 10 9 90%

2 4 8 8 100%

2 5 10 9 90%

2 5 10 8 80%

2 5 10 7 70%

2 44 88 71 81%

Q Sort 2 Ajustado

2 5 10 7 70%

# Judges # Itens

# target 

placemen

ts

Hit Hit Ratio

2 10 20 17 85%

2 10 20 20 100%

2 9 18 18 100%

2 10 20 20 100%

2 5 10 7 70%

Total 44 88 82 93%

Q Sort 2 Ajustado
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APPENDIX G: Data collection procedure - quality indicators (Booking) 

 

Em primeiro lugar, foi utilizado um script escrito em Python que faz uso do pacote de 

ferramentas Selenium (https://www.seleniumhq.org/docs/01_introducing_selenium.jsp), 

uma ferramenta open-source para testar websites e automatizar um navegador acessando 

tal site usando uma ferramenta chamada Web Driver.  

No script o Google Chrome foi automatizado, dessa forma visitamos a página da Booking 

através do Google Chrome, sendo controlado pelo nosso script. Durante cada acesso feito 

pelo script, buscávamos pelo nome da cidade, não especificamos data de check-in ou 

check-out e ativamos o filtro “Hotel” na barra lateral do site. Uma vez que acessávamos 

a primeira página de resultados da pesquisa, extraíamos os links para a página de cada 

hotel na lista e salvamos em um arquivo texto. Esse script em Python é propriamente o 

Crawler. 

Depois que obtivemos as urls (links) para as páginas de todos os hotéis das 10 cidades, 

foi possível obter as informações individuais por hotel. Então, foi rodado um script escrito 

em Bash que recebe o arquivo de texto gerado pelo Crawler e entra em um loop onde:  

1 - Baixamos a página do hotel em HTML (usando uma ferramenta chamada wget), 

sobrescrevendo a qualquer página baixada anterior, pois assim não são armazenadas as 

páginas localmente, elas são apagadas assim que são analisadas; 

2 - Chamamos outros scripts em Bash e Python para extrair as informações desejadas do 

HTML e mandamos o que encontramos para um arquivo no formato JSON, onde 

armazenamos as informações com pares do tipo “critério”: “valor”. 

Ao final do loop, temos um arquivo .json gerado com as informações desejadas de todos 

os 1407 hotéis (aproximadamente 15.000 linhas!). 

Então, executamos outro script escrito em Python para ler o arquivo em json e transformar 

em um arquivo .csv, assim concluindo a coleta de dados.  
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APPENDIX H: Comparison between Sample (S) and Target Population (TP) 

Chi-square test 

 

 

 

Test t 

  

City S % TP % S TP Diference Chi-Square

Belo Horizonte 7.3 9.1 17.0 21.3 -4.27 0.86

Brasília 6.8 6.5 16.0 15.3 0.73 0.03

Curitiba 9.8 9.3 23.0 21.8 1.18 0.06

Fortaleza 4.3 3.5 10.0 8.2 1.82 0.40

Manaus 4.3 3.3 10.0 7.6 2.36 0.73

Porto Alegre 8.1 7.2 19.0 16.9 2.09 0.26

Recife 3.4 4.4 8.0 10.4 -2.36 0.54

Rio de Janeiro 18.4 20.5 43.0 48.0 -5.00 0.52

Salvador 5.6 4.7 13.0 10.9 2.09 0.40

São Paulo 32.1 31.5 75.0 73.6 1.36 0.03

N 234 234 0.00 3.84

Probabilidade que os valores reais sejam iguais aos esperados 0.15

Teste direto do qui quadrado com a função do excel 0.92

Máximo valor do chi quadrado para dois graus de liberdade 5.99

Hotel Class S % TP % S TP Diference Chi-Square

Economy 31.2 27.4          73 64.1    8.85 1.22

Midscale 53.0 54.5          124 127.6  -3.57 0.10

Upscale 15.8 18.1          37 42.3    -5.28 0.66

N 234     234     0.00 1.98

Probabilidade que os valores reais sejam iguais aos esperados 0.37

Teste direto do qui quadrado com a função do excel 0.37

máximo valor do chi quadrado para dois graus de liberdade 5.99

International Brand S % TP % S TP Diference Chi-Square

No 43.2 49.0 101 114.55 -13.55 1.60

Yes 56.8 51.0 133 119.45 13.55 1.54

234.00 234.00 0.00 3.14

Probabilidade que os valores reais sejam iguais aos esperados 0.21

Teste direto do qui quadrado com a função do excel 0.08

máximo valor do chi quadrado para dois graus de liberdade 5.99

Contínuas S TP Observação

Number of Rooms 183.49 208.71 196.875 170.108

o valor de 208,71 não está neste intervalo, por isso, as medias 

podem nao ser consideradas iguais para o nivel de 5%. Para o nível 

0,01% pode ser considerado iguais. Além disso, vale ressaltar que a 

questão do número de uhs no Brasil é variável. Em função dos 

proprietários poderem colocar ou tirar do pool de locação a qualquer 

momento

Employee per Room 0.4023 0.3800 0.427 0.377
o valor de 0,38 esta neste intervalo, por isso, as medias podem ser 

consideradas iguais para o nivel de 5%.

Intervalo de confianca
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APPENDIX I: Original Management Practice Scale 

 

 

Construct Code Item

HRM ACH1
O hotel tem facilidade para alocar profissionais qualificados nas diversas 

funções.

HRM ACH2
As posições de lideranças são facilmente preenchidas por pessoas 

preparadas.

HRM ACH3 Os departamentos contam com a quantidade necessária de colaboradores.

HRM ACH4 As lideranças estão preparadas para conduzir suas equipes.

HRM ACH5
O hotel é ágil na adequação do perfil da equipe em função das mudanças do 

mercado.

HRM EC1 Os colaboradores estão altamente comprometidos com os objetivos do hotel.

HRM EC2 O espírito de colaboração vai além dos departamentos e das funções.

HRM EC3 Os colaboradores buscam superar as metas estabelecidas pela organização.

HRM EC4 Os colaboradores são proativos na realização de suas tarefas.

HRM EC5 Os colaboradores têm orgulho de trabalhar no hotel.

CEM AE1 O hotel atende plenamente às necessidades do público-alvo.

CEM AE2
O hotel é ágil em atualizar sua infra-estrutura conforme os novos requisitos 

dos clientes.

CEM AE3 Os serviços oferecidos acompanham as novas necessidades do consumidor.

CEM AE4 A experiência do cliente é entregue como prometida.

CEM AE5 A experiência proporcionada é condizente com as expectativas do cliente.

CEM SSEE1 O hotel procura resolver problemas com os hóspedes antes do check-out.

CEM SSEE2
O hotel adota postura proativa na identificação de potenciais problemas com 

os clientes. 

CEM SSEE3 O hotel responde com agilidade a solicitações específicas de clientes.

CEM SSEE4
A interação entre cliente e funcionário leva em consideração o estado 

emocional do cliente.

CEM SSEE5 Solicitações específicas de clientes são tratadas como prioridade.

HRM_ACH

HRM_EC

CEM_AE

CEM_SSEE
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Construct Code Item

RM DEP1 O hotel ajusta as tarifas com base nos movimentos cíclicos da demanda.

RM DEP2 As alterações nas tarifas levam em conta o posicionamento da concorrência.

RM DEP3 Tarifas distintas são aplicadas a cada segmento de clientes.

RM DEP4 Os pacotes e promoções exercem papel primordial na captação de clientes. 

RM DEP5
A sensibilidade ao preço de cada segmento de clientes é constantemente 

analisada.

RM DED1
Existe um critério definido em relação aos canais de distribuição que devem 

ser priorizados em cada momento.

RM DED2
A relação custo-benefício oferecida por canal de distribuição é determinante 

ao definir a estratégia a ser adotada.

RM DED3
A disponibilidade do hotel é ofertada de maneira distinta nos diversos canais 

de distribuição.

RM DED4 O hotel garante a melhor tarifa pública pelo canal direto.

RM DED5 A gestão dos canais de distribuição diretos e indiretos é totalmente integrada.

CM 1
Parâmetros de custos relevantes para a operação são de fácil acesso aos 

vários níveis da organização.

CM 2
A velocidade com que os dados de custos são disponibilizados auxilia 

devidamente os gestores nas decisões.

CM 3
Parâmetros de custos de hotéis da mesma categoria são comparados 

sistematicamente.

CM 4
Análises periódicas de fornecedores potenciais versus o desempenho dos 

atuais estão disponíveis aos líderes.

CM 5
Os indicadores de desempenho estipulados para cada departamento são 

avaliados rotineiramente.

HAM AI1
As partes alcançam frequentemente a concordância nas decisões relativas a 

alocação de esforços e recursos de longo prazo.

HAM AI2
Os projetos operacionais prioritários de curto prazo são estabelecidos em 

comum acordo entre as partes.

HAM AI3
Os projetos de investimentos para reforma e reposição do ativo são 

facilmente alinhados entre as partes.

HAM AI4 O espírito de parceria está presente na relação entre as partes.

HAM AI5
Há mecanismos pré-estabelecidos que auxiliam na resolução de conflitos 

entre as partes.

HAM TR1 Há conhecimento em relação ao papel de cada parte envolvida.

HAM TR2
Indicadores de desempenho da operação hoteleira são debatidos abertamente 

entre as partes.

HAM TR3
As necessidades relacionadas ao ativo imobiliário são comunicadas de 

maneira transparente.

HAM TR4
Existe um formato pré-estabelecido para o controle da operação pelos 

representantes do ativo imobiliário.

HAM TR5
Esclarecimentos a respeito dos resultados são prestados detalhadamente aos 

representantes do ativo imobiliário.

CM

HAM_AI

HAM_TR

RM_DEP

RM_DED
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APPENDIX J:  CFA Procedures (Interactions – Group 1 and 2 

 

 

MODELO BASICO INTERAÇÃO 1 INTERAÇÃO 2 INTERAÇÃO 3

x² 165.973 x² 114.209 x² 97.081 x² 65.466

DF 87 DF 74 DF 62 DF 51

CMIN/DF 1.91 CMIN/DF 1.54 CMIN/DF 1.57 CMIN/DF 1.28

IFI 0.944 IFI 0.968 IFI 0.971 IFI 0.986

TLI 0.931 TLI 0.961 TLI 0.963 TLI 0.982

CFI 0.943 CFI 0.968 CFI 0.97 CFI 0.986

SRMR SRMR SRMR SRMR

RMSEA 0.06 RMSEA 0.047 RMSEA 0.048 RMSEA 0.034

 Modification Indices

CEM AE2 CEM SSEE4 HRM EC4

Group HRM & CEM Constructs

Itens excluídos nas interações

Motivo da exclusão

Overall Model Fit Overall Model Fit Overall Model Fit

 Modification Indices
Loading + Modification 

Indices

Overall Model Fit
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MODELO BASICO INTERAÇÃO 1 INTERAÇÃO 2 INTERAÇÃO 3

x² 452.542 x² 398.398 x² 333.506 x² 298.957

DF 269 DF 246 DF 224 DF 203

CMIN/DF 1.68 CMIN/DF 1.62 CMIN/DF 1.49 CMIN/DF 1.47

IFI 0.898 IFI        0.91 IFI 0.931 IFI 0.938

TLI 0.885 TLI        0.90 TLI 0.921 TLI 0.928

CFI 0.897 CFI        0.91 CFI 0.93 CFI 0.936

SRMR SRMR SRMR SRMR

RMSEA 0.052 RMSEA 0.05 RMSEA 0.044 RMSEA 0.044

INTERAÇÃO 4 INTERAÇÃO 5 INTERAÇÃO 6 INTERAÇÃO 7

x² 259.566 x² 219.353 x² 171.628 x² 113.614

DF 183 DF 164 DF 129 DF 84

CMIN/DF 1.42 CMIN/DF 1.34 CMIN/DF 1.33 CMIN/DF 1.35

IFI 0.948 IFI 0.959 IFI 0.967 IFI 0.975

TLI 0.939 TLI 0.952 TLI 0.96 TLI 0.968

CFI 0.947 CFI 0.958 CFI 0.967 CFI 0.974

SRMR SRMR SRMR SRMR

RMSEA 0.041 RMSEA 0.037 RMSEA 0.036 RMSEA 0.038

Group RM, CM & HAM Constructs

Modification Indices 

+ Loading
Modification Indices

Loading abaixo de 

0,4
Loading abaixo de 0,5

Modification Indices
Modification Indices + 

Loading

Modification Indices 

+ Loading

RM DED4 HAM AI5 RM DEP3 | RM DED5 RM DEP2 | RM DED5 | CM 3

Overall Model Fit

Itens excluídos nas interações

Motivo da exclusão

Overall Model Fit Overall Model Fit Overall Model Fit

Overall Model Fit Overall Model Fit Overall Model Fit Overall Model Fit

CM 5 HAM TR5 RM DEP4
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APPENDIX K: Final Management Practice Scale 

 

  

Code Item

CEM AE1 O hotel atende plenamente às necessidades do público-alvo.

CEM AE3 Os serviços oferecidos acompanham as novas necessidades do consumidor.

CEM AE4 A experiência do cliente é entregue como prometida.

CEM AE5 A experiência proporcionada é condizente com as expectativas do cliente.

CEM SSEE1 O hotel procura resolver problemas com os hóspedes antes do check-out.

CEM SSEE2
O hotel adota postura proativa na identificação de potenciais problemas com os 

clientes. 

CEM SSEE3 O hotel responde com agilidade a solicitações específicas de clientes.

CEM SSEE5 Solicitações específicas de clientes são tratadas como prioridade.

HRM EC1 Os colaboradores estão altamente comprometidos com os objetivos do hotel.

HRM EC2 O espírito de colaboração vai além dos departamentos e das funções.

HRM EC3 Os colaboradores buscam superar as metas estabelecidas pela organização.

HRM EC5 Os colaboradores têm orgulho de trabalhar no hotel.

RM DEP1 O hotel ajusta as tarifas com base nos movimentos cíclicos da demanda.

RM DEP5
A sensibilidade ao preço de cada segmento de clientes é constantemente 

analisada.

RM DED1
Existe um critério definido em relação aos canais de distribuição que devem ser 

priorizados em cada momento.

RM DED2
A relação custo-benefício oferecida por canal de distribuição é determinante ao 

definir a estratégia a ser adotada.

CM 1
Parâmetros de custos relevantes para a operação são de fácil acesso aos vários 

níveis da organização.

CM 2
A velocidade com que os dados de custos são disponibilizados auxilia 

devidamente os gestores nas decisões.

CM 4
Análises periódicas de fornecedores potenciais versus o desempenho dos atuais 

estão disponíveis aos líderes.

HAM AI1
As partes alcançam frequentemente a concordância nas decisões relativas a 

alocação de esforços e recursos de longo prazo.

HAM AI2
Os projetos operacionais prioritários de curto prazo são estabelecidos em 

comum acordo entre as partes.

HAM AI3
Os projetos de investimentos para reforma e reposição do ativo são facilmente 

alinhados entre as partes.

HAM AI4 O espírito de parceria está presente na relação entre as partes.

HAM TR1 Há conhecimento em relação ao papel de cada parte envolvida.

HAM TR2
Indicadores de desempenho da operação hoteleira são debatidos abertamente 

entre as partes.

HAM TR3
As necessidades relacionadas ao ativo imobiliário são comunicadas de maneira 

transparente.

HAM TR4
Existe um formato pré-estabelecido para o controle da operação pelos 

representantes do ativo imobiliário.
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APPENDIX L: Research Invitation - Performance indicators based on archival 

data 

Prezado Associado, 

  

Bom dia. 

  

O FOHB estabeleceu uma parceria com a FGV-EAESP para o desenvolvimento de 

uma série de pesquisas, gerando assim conhecimento relevante aos associados. Caso 

deseje obter mais detalhes, o anexo I apresenta resumo da parceria. 

  

A etapa atual da pesquisa visa analisar a relação entre práticas de gestão e desempenho 

dos hotéis. Para tanto, a FGV necessitará de dois tipos de informação: 1) dados sobre a 

operação hoteleira, obtidos diretamente com o gerente geral de cada unidade; 2) dados 

de desempenho de cada hotel, fornecidos pelo corporativo das redes hoteleiras. 

  

Dessa forma, solicitamos que sejam enviados à FGV-EAESP dados de desempenho 

dos anos de 2016 e 2017 por hotel selecionado para esta pesquisa, conforme 

orientações do anexo II.  

 

Ressaltamos que foi assinado pela FGV-EAESP um termo de confidencialidade dos 

dados (anexo III). Assim, em hipótese alguma, dados de um único hotel serão 

revelados. Ao término da pesquisa, será disponibilizado, a todas as redes 

participantes, um relatório analítico com os resultados agregados. 

  

Solicitamos, por gentileza, que os dados sejam enviados à Ana Biselli Aidar (responsável 

pela pesquisa na FGV), pelo e-mail: ana.aidar@fgv.edu.br, até dia 26 de março.  

  

Contamos com a sua valiosa colaboração para tornar o nosso setor ainda mais 

profissional. 

  

Agradecemos pela atenção e permanecemos à disposição em caso de dúvidas. 

  

Atenciosamente, 

 

Orlando Souza 

Diretor Executivo FOHB 

  

 

mailto:ana.aidar@fgv.edu.br
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Nome do hotel Cidade
Início da afiliação 

(mês e ano)

Tipo de contrato 

(Arrendamento, 

Gerenciamento, 

Franquia ou Filial)

Uhs no pool de 

locação 

Taxa de 

ocupação 

2017

Diária 

Média 2017

Resultado 

Operacional 

Bruto 2017

Taxa de 

ocupação 

2016

Diária 

Média 2016

Resultado 

Operacional 

Bruto 2016

ex. Hotel Central São Paulo fevereio-2010 Arrendamento 250 65%  R$  267.30  R$  6,925,555.00 60%  R$  248.80  R$  5,919,807.00 

1

2

3

4

Resultado 2017 Resultado 2016

Em caso de dúvidas, ver glossário na aba ao lado ou entre em contato com Ana Biselli Aidar (ana.aidar@fgv.edu.br | (11) 99296-2060)

Inserir na planilha APENAS informações de hotéis afiliados localizados nas seguintes cidades: 

Belo Horizonte, Brasília, Curitiba, Fortaleza, Manaus, Porto Alegre, Recife, Rio de Janeiro, Salvador e São Paulo 

Início da afiliação Mês e ano em que a propriedade hoteleira tornou-se afiliada a atual rede hoteleira.

Diária Média

A diária média refere-se à média anual, em valores correntes (nominais). A diária média é obtida dividindo-se a receita de 

apartamentos, já deduzido o café da manhã, pelo total de apartamentos ocupados no ano (excluindo cortesias e uso da 

casa). 

Número de uhs no pool de locação Total de unidades habitacionais disponíveis no pool de locação.

Resultado Operacional Bruto
Receita total, em valores correntes (nominais), menos os custos e despesas departamentais e as despesas operacionais não 

distribuídas, também conhecido como GOP (Gross Operating Profit ).

Taxa de Ocupação
A taxa de ocupação refere-se à média anual.  A taxa é obtida dividindo-se o número total de apartamentos ocupados, 

excluindo cortesias e uso da casa, pelo número de apartamentos disponíveis no ano. 

Tipo de contrato
Modelo contratual estabelecido entre os proprietários do ativo imobiliário e a rede hoteleira: 1) Arrendamento\locação; 2) 

Gerenciamento\administração;  3) Franquia ou 4) Filial (casos em que a rede hoteleira é proprietária do ativo imobiliário).

Fontes: FOHB; JLLH; STR Global 

Glossário



176 
 

 
 

CONFIDENTIALITY AGREEMENT 

TERMO DE CONFIDENCIALIDADE 

I. Declara-se, para os devidos fins, que: 

a) Há plena ciência da confidencialidade dos dados e informações de propriedade das 

empresas participantes da pesquisa “Práticas de Gestão e Desempenho no 

segmento hoteleiro”. A doutoranda-pesquisadora Ana Maria Figueiredo Biselli 

Aidar da Escola de Administração de Empresas de São Paulo da Fundação Getúlio 

Vargas terá acesso por ocasião da realização da referida pesquisa, da qual a Rede 

Hoteleira/ Hotel é participante. Considera-se dados e informações confidenciais, 

para os fins deste documento, quaisquer informações e/ou dados da Rede 

Hoteleira/ Hotel informados por meio de entrevistas ou enviados por meio 

eletrônico; 

b) A qualquer tempo e sob as penas da lei, será observado o dever de manter em sigilo 

a identidade da Rede Hoteleira/ Hotel quanto aos dados e informações coletadas, 

que serão utilizados exclusivamente para o propósito das atividades acadêmicas 

relacionadas ao projeto de pesquisa e não os revelando a terceiros, em hipótese 

alguma, sem o prévio e expresso consentimento da Rede Hoteleira/ Hotel, exceto 

se por exigência de lei ou de quaisquer órgãos governamentais. 

 

II. Não serão considerados confidenciais os dados e as informações: (a) que sejam ou 

venham a tornar-se de domínio público sem violação deste Termo; (b) recebidas de boa-

fé pelos pesquisadores de terceiros que tenham o direito de divulgá-las; ou (c) cuja livre 

divulgação tenha sido autorizada, por escrito, pela Rede Hoteleira/ Hotel. 

 

III.  Os pesquisadores se responsabilizam e se obrigam a fazer com que quaisquer 

outros envolvidos cumpram as obrigações constantes deste Termo. Como por 

exemplo, mas não limitado a revisores de texto e professores que vierem a ter acesso 

a quaisquer dados e informações confidenciais. 

 

 

São Paulo, 20 de Fevereiro de 2018. 

 

 

______________________________                       ____________________________ 

Ana Maria Figueiredo Biselli Aidar                                Prof. Dr. Luiz Artur Ledur 

Brito 

CDAE – EAESP - FGV                                                           EAESP - FGV 
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APPENDIX M: Database treatment – excluded cases 

 

  

Caso Descrição Ajuste Exclusão da base

16 Respondeu os 45 itens das práticas como 5 (concordo totalmente) Exclusão da base -1

20 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

25 Respondeu os 45 itens das práticas como 5 (concordo totalmente) Exclusão da base -1

75 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

125 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

127 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

161 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

169 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

202 Hotéis com foco no público de longa permanência Exclusão da base -1

205 Hotéis com foco no público de longa permanência Exclusão da base -1

209 Hotéis com foco no público de longa permanência Exclusão da base -1

212 Hotéis com foco no público de longa permanência Exclusão da base -1

215 Dados práticas de gestão - incosistente (suspeita de má compreensão da escala) Exclusão da base -1

224 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

329 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

480 Hotel localizado em cidades fora do escopo da pesquisa (metrópole) Exclusão da base -1

Total excluído da base -16

CFA 250

Base final 234
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Database treatment – adjusted cases 

Caso Descrição Ajuste 

27 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

32 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

38 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

52 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

55 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

58 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

59 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

66 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

67 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

76 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

82 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

86 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

96 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

121 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

146 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

196 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

197 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

198 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

225 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

233 Operou apenas parte do ano de 2016 (Excluido o desempenho de 2016) Ajuste na variável

309 Desempenho incosistente - erro no cruzamento das bases Correção do cruzamento

312 Desempenho incosistente - erro no cruzamento das bases Correção do cruzamento

312 Numero de funcionários errado (3) - entramos em contato com a rede (37) Ajuste na variável

401 Ano de abertura errado (2018) - entramos em contato com a rede (2015) Ajuste na variável

500 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável

502 Operou apenas parte do ano de 2017 (Excluido o desempenho de 2017) Ajuste na variável
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APPENDIX N: MCAR Little Test 

 

  

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR TO_2017

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 59.5123%

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR DM_2017

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 243.8236

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR RevPAR_2017

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 145.7571

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR GOPPAR_2017

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 24004.9695

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR RevPAR_17_16

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 0.0085

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR Booking_NotaFinal

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 8.3681

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR Booking_Funcionários

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 8.492

CEM_AE CEM_SSEE HRM RM CM HAM_AI HAM_TR Booking_Produto

4.2233 4.6250 4.3483 4.5641 4.1966 4.2981 4.5192 8.1408

a. Teste MCAR de Little: Qui-quadrado = 1,192, DF = 7, Sig. = ,991

a. Teste MCAR de Little: Qui-quadrado = 1,192, DF = 7, Sig. = ,991

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 1,192, DF = 7, Sig. = ,991

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 13,528, DF = 7, Sig. = ,060

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 10,492, DF = 7, Sig. = ,162

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 13,350, DF = 7, Sig. = ,064

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 13,350, DF = 7, Sig. = ,064

Médias EM
a

a. Teste MCAR de Little: Qui-quadrado = 13,350, DF = 7, Sig. = ,064

Médias EM
a

Médias EM
a
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APPENDIX O: FOHB DATA – 10 selected cities  

 

  

Belo Horizonte (MESMA BASE) - 7 hotéis e 1.160 Uhs Fortaleza (MESMA BASE) - 7 hotéis e 906 Uhs

Ano TO DM RevPAR Ano TO DM RevPAR

2013 73.38 228.42 167.61 2013 72.61 205.60 149.29

2014 67.13 228.69 153.51 2014 74.84 232.20 173.79

2015 55.05 196.45 108.15 2015 69.51 221.89 154.23

2016 54.61 179.73 98.15 2016 64.95 216.97 140.92

2017 56.28 172.75 97.22 2017 71.33 205.05 146.27

Brasília (MESMA BASE) - 6 hotéis e 1.480 Uhs Manaus (MESMA BASE) - 6 hotéis e 964 Uhs

Ano TO DM RevPAR Ano TO DM RevPAR

2013 67.06 292.30 196.02 2013 51.21 197.11 100.95

2014 59.12 352.00 208.12 2014 51.68 213.86 110.53

2015 52.11 299.54 156.08 2015 50.66 187.86 95.16

2016 48.64 274.00 133.29 2016 45.94 176.44 81.05

2017 54.56 252.33 137.66 2017 45.55 162.20 73.89

Curitiba (MESMA BASE) - 16 hotéis e 2.250 Uhs Porto Alegre (MESMA BASE) - 10 hotéis e 1410 Uhs

Ano TO DM RevPAR Ano TO DM RevPAR

2013 67.77 207.25 140.45 2013 63.90 220.22 140.73

2014 67.97 224.39 152.52 2014 63.38 240.74 152.58

2015 65.95 229.63 151.45 2015 59.64 217.48 129.70

2016 62.15 220.52 137.06 2016 60.05 210.18 126.21

2017 65.57 210.47 138.00 2017 64.31 208.10 133.82

Rio de Janeiro (MESMA BASE) - 13 hotéis e 2.160 Uhs São Paulo (MESMA BASE) - 51 hotéis e 9.770 Uhs

Ano TO DM RevPAR Ano TO DM RevPAR

2013 75.26 402.06 302.59 2013 68.32 257.38 175.84

2014 76.08 457.30 347.93 2014 67.87 264.71 179.66

2015 72.12 414.94 299.24 2015 64.60 264.10 170.61

2016 62.12 500.32 310.79 2016 60.81 253.09 153.92

2017 54.49 349.94 190.69 2017 65.04 256.71 166.96

Salvador (MESMA BASE) - 6 hotéis e 1.100 Uhs Recife (MESMA BASE) - 5 hotéis e 640 Uhs

Ano TO DM RevPAR Categoria TO DM RevPAR

2013 56.38 213.87 120.58 2015 62.97 232.19 146.21

2014 60.25 229.40 138.22 2016 63.93 196.83 125.83

2015 54.01 207.79 112.22 2017 62.27 201.90 125.73

2016 50.20 208.28 104.56

2017 59.76 194.60 116.30



181 
 

 
 

APPENDIX P: Assumptions Assessment – Stage 3 (Group A and B) 

 

Group A: Multicollinearity (Variance Inflation Factor (VIF) and Tolerance indicators) 

 

Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF

(Constante)

LOC_SP 0.876 1.142 0.876 1.142 0.876 1.142 0.876 1.142 0.876 1.142 0.876 1.142 0.876 1.142 0.876 1.142

LOC_RJ 0.882 1.134 0.882 1.134 0.882 1.134 0.882 1.134 0.882 1.134 0.882 1.134 0.882 1.134 0.882 1.134

Cat_ECO 0.452 2.214 0.452 2.214 0.452 2.214 0.452 2.214 0.452 2.214 0.452 2.214 0.452 2.214 0.452 2.214

Cat_SUP 0.438 2.281 0.438 2.281 0.438 2.281 0.438 2.281 0.438 2.281 0.438 2.281 0.438 2.281 0.438 2.281

Uhs_2017 0.897 1.115 0.897 1.115 0.897 1.115 0.897 1.115 0.897 1.115 0.897 1.115 0.897 1.115 0.897 1.115

(Constante)

LOC_SP 0.854 1.171 0.854 1.171 0.854 1.171 0.854 1.171 0.854 1.171 0.854 1.171 0.854 1.171 0.854 1.171

LOC_RJ 0.844 1.184 0.844 1.184 0.844 1.184 0.844 1.184 0.844 1.184 0.844 1.184 0.844 1.184 0.844 1.184

Cat_ECO 0.434 2.303 0.434 2.303 0.434 2.303 0.434 2.303 0.434 2.303 0.434 2.303 0.434 2.303 0.434 2.303

Cat_SUP 0.425 2.353 0.425 2.353 0.425 2.353 0.425 2.353 0.425 2.353 0.425 2.353 0.425 2.353 0.425 2.353

Uhs_2017 0.866 1.155 0.866 1.155 0.866 1.155 0.866 1.155 0.866 1.155 0.866 1.155 0.866 1.155 0.866 1.155

CEM_AE 0.644 1.552 0.644 1.552 0.644 1.552 0.644 1.552 0.644 1.552 0.644 1.552 0.644 1.552 0.644 1.552

CEM_SSEE 0.601 1.663 0.601 1.663 0.601 1.663 0.601 1.663 0.601 1.663 0.601 1.663 0.601 1.663 0.601 1.663

HRM 0.707 1.415 0.707 1.415 0.707 1.415 0.707 1.415 0.707 1.415 0.707 1.415 0.707 1.415 0.707 1.415

RM 0.585 1.709 0.585 1.709 0.585 1.709 0.585 1.709 0.585 1.709 0.585 1.709 0.585 1.709 0.585 1.709

CM 0.553 1.809 0.553 1.809 0.553 1.809 0.553 1.809 0.553 1.809 0.553 1.809 0.553 1.809 0.553 1.809

HAM_AI 0.551 1.816 0.551 1.816 0.551 1.816 0.551 1.816 0.551 1.816 0.551 1.816 0.551 1.816 0.551 1.816

HAM_TR 0.547 1.828 0.547 1.828 0.547 1.828 0.547 1.828 0.547 1.828 0.547 1.828 0.547 1.828 0.547 1.828

1

2

Booking_Employee Booking_Product

Modelo

Booking_FinalGrad TO_2017 DM_2017 RevPAR_2017 RevPAR_17_16 GOPPAR_17_16
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Group A: Homoscedasticity, independency of the errors and normally distributed errors 

Booking_NotaFinal 

 

Booking_Funcionários 

 

Booking_Produto 

 

TO_2017 

 

DM_2017 
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RevPAR_2017 

 

RevPAR_17_16 

 

GOPPAR_2017 
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Group B: Multicollinearity (Variance Inflation Factor (VIF) and Tolerance indicators) 

Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF

3 (Constante)

LOC_SP 0.825 1.212 0.825 1.212 0.825 1.212 0.825 1.212 0.825 1.212 0.825 1.212 0.825 1.212 0.825 1.212

LOC_RJ 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260

Cat_ECO 0.427 2.343 0.427 2.343 0.427 2.343 0.427 2.343 0.427 2.343 0.427 2.343 0.427 2.343 0.427 2.343

Cat_SUP 0.421 2.374 0.421 2.374 0.421 2.374 0.421 2.374 0.421 2.374 0.421 2.374 0.421 2.374 0.421 2.374

Uhs_2017 0.829 1.206 0.829 1.206 0.829 1.206 0.829 1.206 0.829 1.206 0.829 1.206 0.829 1.206 0.829 1.206

CEM_AE_C 0.604 1.656 0.604 1.656 0.604 1.656 0.604 1.656 0.604 1.656 0.604 1.656 0.604 1.656 0.604 1.656

CEM_SSEE_C 0.490 2.042 0.490 2.042 0.490 2.042 0.490 2.042 0.490 2.042 0.490 2.042 0.490 2.042 0.490 2.042

HRM_C 0.684 1.461 0.684 1.461 0.684 1.461 0.684 1.461 0.684 1.461 0.684 1.461 0.684 1.461 0.684 1.461

RM_C 0.566 1.767 0.566 1.767 0.566 1.767 0.566 1.767 0.566 1.767 0.566 1.767 0.566 1.767 0.566 1.767

CM_C 0.489 2.045 0.489 2.045 0.489 2.045 0.489 2.045 0.489 2.045 0.489 2.045 0.489 2.045 0.489 2.045

HAM_AI_C 0.506 1.978 0.506 1.978 0.506 1.978 0.506 1.978 0.506 1.978 0.506 1.978 0.506 1.978 0.506 1.978

HAM_TR_C 0.516 1.939 0.516 1.939 0.516 1.939 0.516 1.939 0.516 1.939 0.516 1.939 0.516 1.939 0.516 1.939

I_HRM_CEM_A 0.649 1.541 0.649 1.541 0.649 1.541 0.649 1.541 0.649 1.541 0.649 1.541 0.649 1.541 0.649 1.541

I_HRM_CEM_S 0.416 2.401 0.416 2.401 0.416 2.401 0.416 2.401 0.416 2.401 0.416 2.401 0.416 2.401 0.416 2.401

I_HRM_RM 0.468 2.135 0.468 2.135 0.468 2.135 0.468 2.135 0.468 2.135 0.468 2.135 0.468 2.135 0.468 2.135

I_HRM_CM 0.440 2.272 0.440 2.272 0.440 2.272 0.440 2.272 0.440 2.272 0.440 2.272 0.440 2.272 0.440 2.272

I_HRM_HAM_A 0.462 2.165 0.462 2.165 0.462 2.165 0.462 2.165 0.462 2.165 0.462 2.165 0.462 2.165 0.462 2.165

I_HRM_HAM_T 0.421 2.376 0.421 2.376 0.421 2.376 0.421 2.376 0.421 2.376 0.421 2.376 0.421 2.376 0.421 2.376

GOPPAR_2017Booking_FinalGra Booking_Employ Booking_product

Modelo

TO_2017 DM_2017 RevPAR_2017 RevPAR_17_16
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Group B: Homoscedasticity, independency of the errors and normally distributed errors 

Booking_NotaFinal 

 

Booking_Funcionários 

 

Booking_Produto 

 

TO_2017 

 

DM_2017 
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RevPAR_2017 

 

RevPAR_17_16 

 

GOPPAR_2017 
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APPENDIX Q: Hubris Variable Operationalization 

 

 

 

COMPUTE HUBRIS_CEM_N=((Relac_Clientes-4.16) / 0.705)-((CEM-4.42) / 0.396). 

EXECUTE. 

COMPUTE HUBRIS_HRM_N=((Atra_Reten_Colaboradores-3.76) / 0.777)-((HRM-

4.35) / 0.499). 

EXECUTE. 

COMPUTE HUBRIS_RM_N=((Maxim_Receitas-3.89) / 0.691)-((RM-4.56) / 0.463). 

EXECUTE. 

COMPUTE HUBRIS_CM_N=((Otim_Custos-4.02) / 0.732)-((CM-4.20) / 0.698). 

EXECUTE. 

COMPUTE HUBRIS_HAM_N=((Relac_Investidores-4.26) / 0.749)-((HAM-4.41) / 

0.566). 

EXECUTE. 

COMPUTE HUBRIS_GERAL_N=(HUBRIS_CEM_N + HUBRIS_HRM_N + 

HUBRIS_RM_N + HUBRIS_CM_N + HUBRIS_HAM_N) / 5. 

EXECUTE. 

 

 

 

N Mínimo Máximo Média Erro Desvio

HRM 234 2.25 5.00 4.35 0.499

RM 234 2.00 5.00 4.56 0.463

CM 234 1.00 5.00 4.20 0.698

CEM 234 2.63 5.00 4.42 0.396

HAM 234 2.13 5.00 4.41 0.566

Relac_Investidores 234 2 5 4.26 0.749

Relac_Clientes 234 2 5 4.16 0.705

Atra_Reten_Colab

oradores

234 1 5 3.76 0.777

Otim_Custos 234 2 5 4.02 0.732

Maxim_Receitas 234 2 5 3.89 0.691

N válido (de lista) 234

Estatística Descritiva
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APPENDIX R: Assumptions Assessment – Stage 4 

 

Stage 4: Multicollinearity (Variance Inflation Factor (VIF) and Tolerance indicators) 

 

 

Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF Tolerância VIF

(Constant)

Competitiveness Degree 0.939 1.065 0.939      1.065  0.939 1.065 0.939 1.065 0.939 1.065 0.939 1.065 0.939 1.065

International Brand 0.843 1.186 0.843      1.186  0.843 1.186 0.843 1.186 0.843 1.186 0.843 1.186 0.843 1.186

Size (Uhs) 0.794 1.260 0.794      1.260  0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260 0.794 1.260

Location SP 0.812 1.231 0.812      1.231  0.812 1.231 0.812 1.231 0.812 1.231 0.812 1.231 0.812 1.231

Location RJ 0.781 1.280 0.781      1.280  0.781 1.280 0.781 1.280 0.781 1.280 0.781 1.280 0.781 1.280

Hotel_Class_Eco 0.419 2.388 0.419      2.388  0.419 2.388 0.419 2.388 0.419 2.388 0.419 2.388 0.419 2.388

Hotel_Class_Mid 0.426 2.346 0.426      2.346  0.426 2.346 0.426 2.346 0.426 2.346 0.426 2.346 0.426 2.346

Recently_open - 2015 0.816 1.226 0.816      1.226  0.816 1.226 0.816 1.226 0.816 1.226 0.816 1.226 0.816 1.226

Multi_investor 0.843 1.186 0.843      1.186  0.843 1.186 0.843 1.186 0.843 1.186 0.843 1.186 0.843 1.186

Hotel_Operator_Risk 0.802 1.248 0.802      1.248  0.802 1.248 0.802 1.248 0.802 1.248 0.802 1.248 0.802 1.248

Hubris 0.972 1.029 0.972      1.029  0.972 1.029 0.972 1.029 0.972 1.029 0.972 1.029 0.972 1.029

Modelo

RM CM HAM_AI HAM_TRCEM_AE CEM_SSEE HRM
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Stage 4: Homoscedasticity, independency of the errors and normally distributed errors 

CEM_AE 

 

CEM_SSEE 

 

HRM 

 

RM 

 

CM 

 

HAM_AI 
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HAM_TR 
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APPENDIX S: Survey Instrument applied to Hotel Manager via SurveyMonkey – 

Stage 3 and 4 

Questionário (conteúdo do questionário inserido na plataforma Survey Monkey) 

Introdução 

Agradecemos por aceitar o convite para participar da pesquisa. 

Esta pesquisa é composta por dois blocos de questões. O bloco I é dividido em três 

subpartes (A B C) e contempla informações sobre a operação hoteleira. O bloco II 

contempla questões sobre o perfil do entrevistado e características do hotel. O tempo 

investido na pesquisa será de aproximadamente 15 minutos. 

Todas as informações serão tratadas com confidencialidade e analisadas de forma 

agregada, sem divulgar ou identificar nomes de respondentes ou empresas. 

Ao término do estudo, os participantes que desejarem receberão um relatório com os 

resultados gerais. 

Qualquer dúvida, entre em contato com Ana Biselli Aidar (ana.aidar@fgv.edu.br | 11 

3799-7780). 

 

Bloco I: Operação hoteleira (A) 

Avalie as afirmações deste bloco de acordo com a sua percepção em relação ao hotel que 

você trabalha. O objetivo é compreender como alguns aspectos são conduzidos neste hotel 

dentro da complexidade da operação hoteleira. Avalie cada afirmação utilizando a escala 

de 1 a 5 (1 Discordo totalmente; 2 Discordo parcialmente; 3 Neutro | Não concordo e nem 

discordo; 4 Concordo parcialmente; 5 Concordo totalmente) 

1. O hotel atende plenamente às necessidades do público-alvo 

2. O hotel é ágil em atualizar sua infraestrutura conforme os novos requisitos dos 

clientes 

3. Os serviços oferecidos acompanham as novas necessidades do consumidor 

4. A experiência do cliente é entregue como prometida 

5. A experiência proporcionada é condizente com as expectativas do cliente 

6. O hotel procura resolver problemas com os hóspedes antes do check-out 

7. O hotel adota postura proativa na identificação de potenciais problemas com os 

clientes 

8. O hotel responde com agilidade a solicitações específicas de cliente 

9. A interação entre cliente e funcionário leva em consideração o estado emocional 

do cliente 

10. Solicitações específicas de clientes são tratadas como prioridade 

11. O hotel tem facilidade para alocar profissionais qualificados nas diversas funções 

12. As posições de lideranças são facilmente preenchidas por pessoas preparada 

13. Os departamentos contam com a quantidade necessária de colaboradores 

14. As lideranças estão preparadas para conduzir suas equipes 

15. O hotel é ágil na adequação do perfil da equipe em função das mudanças do 

mercado 
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16. Os colaboradores estão altamente comprometidos com os objetivos do hotel 

17. O espírito de colaboração vai além dos departamentos e das funções 

18. Os colaboradores buscam superar as metas estabelecidas pela organização 

19. Os colaboradores são proativos na realização de suas tarefas 

20. Os colaboradores têm orgulho de trabalhar no hotel 

 

Bloco I: Operação hoteleira (B) 

Avalie as afirmações deste bloco de acordo com a sua percepção em relação ao hotel que 

você trabalha. O objetivo é compreender como alguns aspectos são conduzidos neste hotel 

dentro da complexidade da operação hoteleira. Avalie cada afirmação utilizando a escala 

de 1 a 5 (1 Discordo totalmente; 2 Discordo parcialmente; 3 Neutro | Não concordo e nem 

discordo; 4 Concordo parcialmente; 5 Concordo totalmente). 

1. O hotel ajusta as tarifas com base nos movimentos cíclicos da demanda 

2. As alterações nas tarifas levam em conta o posicionamento da concorrência 

3. Tarifas distintas são aplicadas a cada segmento de cliente 

4. Os pacotes e promoções exercem papel primordial na captação de clientes 

5. A sensibilidade ao preço de cada segmento de clientes é constantemente analisada 

6. Existe um critério definido em relação aos canais de distribuição que devem ser 

priorizados em cada momento 

7. A relação custo-benefício oferecida por canal de distribuição é determinante ao 

definir a estratégia a ser adotada 

8. A disponibilidade do hotel é ofertada de maneira distinta nos diversos canais de 

distribuição 

9. O hotel garante a melhor tarifa pública pelo canal direto 

10. A gestão dos canais de distribuição diretos e indiretos é totalmente integrada 

11. Parâmetros de custos relevantes para a operação são de fácil acesso aos vários 

níveis da organização 

12. A velocidade com que os dados de custos são disponibilizados auxilia 

devidamente os gestores nas decisões 

13. Parâmetros de custos de hotéis da mesma categoria são comparados 

sistematicamente 

14. Análises periódicas de fornecedores potenciais versus o desempenho dos atuais 

estão disponíveis aos líderes 

15. Os indicadores de desempenho estipulados para cada departamento são avaliados 

rotineiramente 

 

Bloco I: Operação hoteleira (C) 

Os itens a seguir tem como objetivo analisar aspectos da relação entre as duas partes 

principais envolvidas na gestão do ativo imobiliário: os representantes do ativo 

imobiliário e os responsáveis pela operação hoteleira.  

Possíveis representantes do ativo imobiliário: investidores, asset managers, redes 

hoteleiras detentoras do ativo, fundos de pensão, fundos de investimentos, entre outros.  
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Possíveis responsáveis pela operação hoteleira: gerente geral, operadora hoteleira e 

empresa detentora da marca. Avalie cada afirmação utilizando a escala de 1 a 5 (1 

Discordo totalmente; 2 Discordo parcialmente; 3 Neutro | Não concordo e nem discordo; 

4 Concordo parcialmente; 5 Concordo totalmente). 

1. As partes alcançam frequentemente a concordância nas decisões relativas a 

alocação de esforços e recursos de longo prazo 

2. Os projetos operacionais prioritários de curto prazo são estabelecidos em comum 

acordo entre as partes 

3. Os projetos de investimentos para reforma e reposição do ativo são facilmente 

alinhados entre as partes 

4. O espírito de parceria está presente na relação entre as partes 

5. Há mecanismos pré-estabelecidos que auxiliam na resolução de conflitos entre as 

partes 

6. Há conhecimento em relação ao papel de cada parte envolvida 

7. Indicadores de desempenho da operação hoteleira são debatidos abertamente entre 

as partes 

8. As necessidades relacionadas ao ativo imobiliário são comunicadas de maneira 

transparente 

9. Existe um formato pré-estabelecido para o controle da operação pelos 

representantes do ativo imobiliário 

10. Esclarecimentos a respeito dos resultados são prestados detalhadamente aos 

representantes do ativo imobiliário 

 

Bloco II: Perfil do respondente e características do hotel 

1. Há quanto tempo você trabalha neste hotel? 

o Há menos de 6 meses 

o Entre 6 meses e 3 anos 

o Entre 3 anos e 5 anos 

o Há mais de 5 anos 

2. Há quanto tempo você atua no segmento hoteleiro? 

o Há menos de 5 anos 

o Entre 5 e 10 anos 

o Entre 10 e 20 anos 

o Há mais de 20 anos 

3. Qual das opções a seguir melhor descreve sua função atual no hotel? 

o Gerente Geral 

o Assistente de Gerente 

o Gerente de departamento 

o Outro (qual função?) 

4. Qual das opções a seguir melhor descreve o perfil majoritário dos proprietários do ativo 

imobiliário? 
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o Investidor único  

o Grupo privado de investidores 

o Fundos (investimentos, private equity, pensão) 

o Múltiplos investidores (proprietários de condo-hotel) 

o Rede Hoteleira 

5. O hotel se posiciona em que categoria? 

o Econômica (Economy ou Budget) 

o Superior (Midscale) 

o Luxo (Upscale ou Luxury) 

6. Como você avalia o nível de competição enfrentado pelo hotel? (Atribua uma nota de 

0 a 10, sendo 0 baixo e 10 alto). 

7. Comparando com os concorrentes, avalie o desempenho do hotel em relação aos 

aspectos abaixo utilizando a escala de 1 a 5 (1 extremamente inferior; 2 inferior, 3 

semelhante; 4 superior; 5 extremamente superior): 

• Qualidade das instalações 

• Serviços oferecidos 

• Atendimento 

• Localização 

• Custo-benefício 

• Apelo da Marca 

8. Em relação ao dia a dia operacional do hotel, como você avalia (utilizando uma escala 

de 1 a 5) o estágio de evolução das atividades associadas à (ao). 

(1 inexistente; 2 inicial; 3 em desenvolvimento; 4 avançado; 5 excelente) 

• Relacionamento com os investidores 

• Relacionamento com os clientes 

• Atração e retenção de colaboradores 

• Otimização dos custos 

• Maximização das receitas 

9. Quantos funcionários trabalham para o hotel: 

10. Número de unidades habitacionais (total de uhs no pool de locação): 

11. Cidade em que se localiza o hotel: 

12. Nome do hotel (opcional): 

Agradecimento 

Agradecemos pelas respostas. Sua participação certamente contribuirá para o 

desenvolvimento do segmento hoteleiro nacional. 

Caso deseje receber os resultados consolidados do estudo, por gentileza, confirme seu e-

mail abaixo:  


