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In a changing context, companies need to carry out new
inetitions and to have a in-out cosmo vision of their organizations.
is demands extraordinary attitudes and aptitudes at all levels
d. for which. strategic management tools are needed. One of
- <iratepic tools constitutes the system, based on computer
hnology that allows to integrate all the information required, for
cessful management and quality.

This work constitutes a knowledge production in the framework
the development of an analysis work In Situ and the design of
Information System for Management in the Hotel industry, in
ose framework, a Strategic Plan is developed for the
plementation of the Guests Management System in the, “Hotel
mingo Savio”, enterprise.

The Project consisted in the diagnoses, planning, execution
d cvaluation of actions whose central action axes were: to
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achieve differentiation as to other com

framework tool and to operate one's busin
efficient way.

The production and application of tailor-made software ha
been achieved and patented, that works under LINUX oper-‘;tins
system. It is for the hotel management industry, gineering
developed in modules (guests' management, administrativé
Mmanagement, accounting management and pPerforman,e
management evaluation: with the tool Balanc
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were developed as from the hotel Industry primitive Service
processes.
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INTRODUCTION

Strategic planning and innovation are today,

for the competitive and differentiating sustai
enterprise.

vital elements
nability of an

On the other hand, framework conditions demand the
enterprise to be prepared to consent to a more and more
sophisticated demand in an open-framework, where the concept
of quality will have to be applied in all their dimensions and in
continuous evaluation.

The change should be planned, based on the exhaustive analysis
of the situation and of the internal and external conditions in which

the organization operates. So that the innovation gencraFCS
efficiency and effectiveness in the processes of enterprise
production, the handling of information is indispensable. In this
sense, the technological and development research process
generates a quality level, with which the enterprise obtains

differentiation and competitiveness in the framework, although this
demands, significant but necessary investments.
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Also, to achieve effectiveness and efficiency in the application
of information systems it is necessary to adapt the organic structure
of the enterprise, which should be a previous step for the project
SUcCceEss.

So, an integral strategic plan is developed, clearly defining the
direction of the organization, with a mission, vision and precise
objectives for the effective implementation of the information system
for the hotel industry management.

The project is centered in the application of an information
system with the use of computer technology in the hotel industry.
More specifically, in the “Hotel Domingo Savio”, enterprise, located
in Encarnacion , Itaptia Department, Paraguay, in a strategic plan,
it seeks to achieve the implementation of a computer system that
works starting off from one's own database, and with the purpose
of optimizing its management as an enterprise, looking for service
differentiation, efficient internal operability and as a framework
tool.

The plan definition starts off from presenting the problem, as
an imnovation necessity with technology implementation as
competitive advantage in the hotel industry. The following queries
are tried to be answered in an optimal way:

* Which is the current situation of the Hotel Enterprise, “Do-

mingo Savio” and its disadvantages to face the future within a

higher performance sustainability framework?

* How to face the higher performance maintenance

sustainability plan, to achieve competitive advantages in the

local and regional framework, implementing an information
system with computer technology?

* Which are the advantages of the plan?

With the objectives that have been proposed, the following

were aimed at:

* To implement a database and computerized system for the

achievement of competitive advantages within the framework

of a sustainable superior (S&MSE) Small and Medium Sized
terprise, in the hotel industry services sector.
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* To achieve differentiation as to other competitors.

* To use the computerized data system as too] for

the enterprise management.

* To internally operate the enterprise in a more eff;

The development sets off from of an intra and extra
diagnostic, outlining the objectives and the concrete
their achievement.

Also, in an integral organization adaptation context, an enterprise
human talent training program, is being developed with the purpose
of preparing the same within the framework of the implemented
nnovations. These actions have been developed under the vision
that efficiency should be focused in function of its entire
structure.

The result, of the project is synthesized in the following
aspects:

* Computer engineering Development with software production

to modulate guests, office workers and accountant's

management, starting from a database of the management
processes for the Enterprise “Domingo Savio”. This product
has been achieved by means of the strategic alliance between
the Domingo Savio Hotel Enterprise, and Cybira Consulting.

The program is an alternative solution for the multiple

requirements in the hotel industry.

* Innovation of the guests' management processes, from the

manual to the technological, by means of the development and

implementation of tailor-made software, according to the
necessities of the enterprise and considering that information
1s a vital resource for making strategic decisions.

» Installation of quality culture, in the processes of hotel industry

services production.

OptlmIZ'ln g
cient way,

Managerjg|
actions fop
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THE THEORETICAL AND CONCEPTUAL BASES OF THE PROJECT

At present the information systems and computer technology
respond to managerial strategy, offering solutions to obtain
competitive advantage in the enterprise management.

As to this, the strategic planning of information systems, at the
present COnsists in “to implement systems with Strategic impact
in the business. (...) the business depends in great measure to
information technology, due to three fundamental factors for
their operation’':

* To achieve differentiation as to other competitors

* As a marketing tool |

* To internally operate the business in a more efficient

way

This project looks for the application of an information system,
using computer technology in the hotel industry. More specifically,
in the “Domingo Savio”, hotel enterprise located in Encarnacién,
Department of Itaptia, Paraguay, in a strategic plan, aiming at the
implementation of a computer system, that works starting off from
one's own database, and with the purpose of optimizing its enterprise
management, assisting the three factors mentioned.

The definition of the plan sets out from a diagnosis, as from
which the problem, is presented, as an innovation necessity with
technology implementation as a competitive advantage in the “Do-
mingo Savio” Hotel industry Enterprise, and its importance resi-
des on the following points:

a. To have a complete registrar of clients, allowing an added

value in the attention of the clients registered, by means of

their immediate recognition.

b. To Speed up guest registration

¢. Service Quality

I- LARDENT, Alberto, Information Systems for Enterprise Management.
Planning, Technology and Quality. Prentice Hall Ed. Buenos Aires, Argentina,
page 3| |

® 247




d. Processes Control

Rico and Dorian's ideas are valid in this context,
that “the power of computers allows one to treqy each Congy,
by name. The enterprises should manage their cl;’e?:,erf
information as an important asset and, as sych Protect i uzr

So, the present project looks for the use of computer technoloy,
as a tool for the optimization of the processes in guests' Managemen
of in the “Enterprise Domingo Savio”.

Who sugtyi,

THE FORMULATION OF THE MANAGERIAL STRATEGY FORHOTE,
MANAGEMENT

According to Chiavenato®, “the strategy sets off from the
strategic objectives of the mission and vision that they seek to
carry out, and it is guided by two types of analysis”. On one
hand the external analysis (environmental), to verify and to analyze
the opportunities that should be taken advantage of, and the threats
that should be neutralized or become opportunities. On the other
hand, the internal analysis (organizational) to verify and to analyze
the strengths and weaknesses of the enterprise.

In the following chart, the components of the managerial
management strategy and their relationships are established.

2- RICO; Rubén R. and DORIA, Evaristo. (1999) Inattentive Enterpriacs
Practical Steps for better management, in the anxiety era.Ed.Macchi. Bucn®
Aires, Argentina, page 148,

{c
3- CHIAVENATO, Idalverto (2004), Human Talent Management, Ed.V
Graw Hill, Bogota, Colombia, page 59.
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Mission

]

+ Where do we want to go?
| Vision
{
Organizational
Objectives
What Is there What do we have
in the environment

in the enterprise?

Environmental Analysis |Erganizational Analysis

N 7

Which are the opportunities Which
and threats in the environment? 'ch are the strengths and

\ weakne;s of the organization?

Cooperative Strategy | What must we do?

Source: CHIAVENATO 1. (2004). P. 61.

From now on, each one of these components is developed in
function of the project of strategic implementation of the information
system, for the hotel management Enterprise “Domingo Savio”.

INFORMATION SYSTEMS STRATEGIC PLANNING, AS AMODEL FOR
HOTEL INDUSTRY MANAGEMENT

“The information refers to the received data, their meaning
and knowledge is the action that is generated with that
information ™. In this way, the information is considered as an
intangible asset and it is so because with it you can develop

kIlOWlf:dge for the sustainable and differentiated development of
the organization.

4- TANSKI, Nilda C. (2005) Marketing Administration. Markets Integral
Segmentation, Ed.Graficos S. R.L. Posadas, Argentina, page 58.
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The project developed in the framework of the des;
implementation of the database and computerized system fﬁrlth
achievement of a competitive management and a sustainable high )
performance of the of Hotel industry “Domingo Savio” Enterp]-it.;:,'r
it supposes the computer science's use, as a management resource,
equivalent to any other productive resource and the informatiop a;
a right to be duly used to improve the competitive position of the
enterprise.

In such a sense, it is important to keep in mind Tafiski's ideas
who assures that, “‘the companies of our environment will bé
able to survive in competitive times, using the technological
innovation appropriately’”.

Technology and, to be more precise, computer science applied
to the managerial management, is a fundamental tool in the
development of competitive advantages, starting off from the han-
dling and application of information, to the processes either in
production or in service.

In this context, the project responds to a strategic plan for the
application of an information system and the use of computer
resources in the enterprise, in order to answer to its operative and
managerial necessities, and to help to reach the objectives of the
business having an appropriate cost/benefit relationship.

It should be said that the strategic plan foresees, not only the
technology implementation in an isolated way, but rathera change
that embraces the total organization environment, in 2 process of
intelligent adaptation to the new organization culture, with support
of information technology, to the enterprise strategy- _

Structurally, this information system development plan, 18 parl
of the strategic plan, and responds to the following Jogical outhn®

5- TANSKI, Nilda C. (2003) Op. Cit., page 52.

The project of the system foresees two fundamenta
itself and the product. Development of Information Syste
(2001), page 5.

"he pro,l oct

a1
l ph ases Lm,dcﬁ[ A

n. Source;
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Report and analysis ]
of information

Logic design of
information system j

| Systems | Systems
Physical construction Development Project
of information system

Tests of information
system

Implementation | Made
of information system to Function

Evaluation of

| Systems
information system

Product

SN R S Y I O A A
[

Administration of
information system

Development of Information System. Source; Lardent A. (2001). Page. 5

The project of the system foresees two fundamental phases:
The project itself and the product.

The first phase consists of four steps:
* Survey and analysis of information system: It has got to do
with the database that is generated as from the processes in
the production of hotel industry services.
* Logical design of the information system: It constitutes the
engineering of the system.
* Physical construction of the information system: It is the
development of the structure of the software that becomes
the tailor-made application program.
* Information system test. The starting up in an experimental
way, in order to know the system's generated results, and to
detect errors.
The second phase constitutes the product itself and is made up of
three steps:
* Applying the system: Software practical implementation, in
the of hotel industry management process.
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* Information system evaluation: i

by the computgr system. Analysis Of the Tesut

* Information system management: The

given by the system as an intangible reso

organization management.

For the project implementation, a previou
situation is developed, by means of an interna]
nosis to the enterprise, to establish the comparati
advantages by means of the incorporation
technology and its implications.

“On thg other h'al;l,d, the pl'anning reSp.om.lS to the intention o
the “Domingo Savio” Enterprise, of assuring its capacity to Pro;
and to execute a guests' management system, with the ungC;
computer technology to achieve a clearly perceptible distinctionzf
the client and, in this way, to create a different service. In
consequence, the survival guarantee, consists on to develop andu;
operate a system, so thatt is able to project a process that conguers
the consumer's preference.

It 1s important to highlight the differences between an Information
systems Strategic Planning, and a traditional planning. According to
Lardent®, “(...) in traditional planification technology is not

S€ of the inf,

Hree (knowlegge,
r

S analys;gq of th

and CXternal i, c

ve and competitive
of the Compyte,

6- Lardent establishes that the traditional focus as regards to the aPPl“a‘.“”_
of computer technology, presents in the practice two punctual problems (Lardent
A. 2001:21).

“Absence of previous analysis to the decision of intro s
and its consequence: negative results due to lack of planning. The aCQ_U"Sl ;;'1. c
a computer was carried out without previously analyzing the ncccsm‘tjlfspﬁir_;;
organization and without the possibility of applying programs art\hs of even
devices for the activity. This situation caused some teams t0 be mgnappncamn
years without beginning to operate for the lack of systems an
programs. e o anglysis®

“In the cases where planning existed, this conccntrutedltts;l: :E;ﬂ ess. TH
technical aspects. The information occupied a passive rolc.m tiven by he?
investments in technology were carried out on the base ofadvice§ _ieCn& intt

S , i : as an 0
specialists in computer architecture, as if computation Wd

ducing tCChml‘*‘S-\‘



g

,',,,p]emenred, based on a previous analysis, and planning
concentrates on the technical aspects of technology, leaving
the information in the background to and with a passive role”.

For Lardent, strategic planning implies: a) the determination

of the primary objectives and, b) The formulation of a plan to

reach them'”.

In the determination of the primary objectives, the “Domingo
Savio” Enterprise has intended to achieve the following objectives:
» Basic objective: Toimplement a database and computerized system
for the achievement of a competitive advantage in the framework of

a sustainable higher performance of a S& MSE of the hotel industry

services sector.

Starting off from the mentioned basic objective the following
three support objectives have been determined:

*To achieve differentiation as to other competitors.

* To use the computerized data system as a tool for enterprise

management optimization.

* To internally operate the enterprise in a more efficient way.

As to the operative tactical plan for the achievement of the
established objectives, the execution of the project has been
developed keeping in mind three fundamental actions:

* To develop an operative plan able to answer a high complexity

problem, in no longer than three months, to allow the

implementation of the project.

* To be able to implement in the lapse of three months an

experimental computerized system (software) tailor-made

guests' management, starting from processes of a hotel industry

service database.
* To put into operation, within the established lapse, the expe-
rmental pattern that allows the optimum operation of the

enterprise,in terms of costs/quality/time.

Zha‘ 'S 10 say, you tended to identify which was the best combination of
omponents to attend to operative and administrative requirements”.
7- LARDENT, Alberto R. (2001), p. 14
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These axes, in turn, have demanded the following acti

* Elaboration of the action plan, starting from the smdonsf:
application made by the Domingo Savio Enterprise yf::.)r ?}:e
Implementation of the database system, prior a situati::m dia y
nosis and enterprise characteristics, in function of the SOW]:
analysis (strengths, opportunities, weaknesses and threats)

* Tailor-made engineering design and software developme'nt
for computing the guests' management, starting from ,
database.

* Planning and training of thOe personnel in charge of the
processes in the hotel industry management.

* Systematic evaluation and of process of the actions done,
according to a scheduled chronogram.

* Pilot Test of the implemented system operation.

* Final evaluation of the system according to pre-established
mdicators.

The strategic objectives mark the direction of the enterprise,
for which its management has a clear vision regarding what it
wants to do; an intelligent decision, captured in the new vision of
the enterprise, to achieve service excellence, as to what it offers.
In fact, this position is the one that makes one understand the
necessity of management change: from the traditional to the
technological. |

On the other hand, one should keep in mind that implementation
on an information system strategic plan, is developed within the
framework of a planned change. Montini considers that this kind
of change “is the systematic intent to redesign and apply in @
deliberate way, a policy or new goals, a philosophy change.
the climate or operating style of an organization’.

. Modu-
8- MONTINI, A. Enterprise Development and Managemﬂﬁt ‘S’g}k
les V and VI: Master in Business Strategic Management. UN
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From Stoner's point of view “(...) the planned change
constitutes the design and the application, in a deliberate form,
a structure innovation, a policy or new goals, or a philosophy
change, the climate or the style of operating’”.

THE COMPETITIVEADVANTAGE AS BASE FOR THE DEVELOPMENT
OF GUESTS' MANAGEMENT COMPUTERIZED SYSTEM

Peter Sengue affirms that “the only source of sustained
competitive advantage, is the capacity of an organization to
learn sooner than its competitions. No external force can
snatch away from us the impulse of this advantage’°. The
same author admits that “if we continue learning and generating
new ideas, incorporating them to the managerial work, you
will always be ahead of the imitators’™"'.

On the other hand, Héctor Zuiiiga outlines that ‘“(...) today,
in an open economy scenario, with freedom to undertake
things, the permanency of the enterprise in the market, is
won, created and maintaining a competitive advantage
sustainable in time "2,

When one has to produce manufactured goods or services the
sustainable competitive strategy, is not based on offering the lowest
price but to generate greater value in the face of the client's
perception, it is there where initiative and creativity generate a
permanent search of diversification of products and services and
each enterprise creates its space with a differentiation strategy,

9- STONER, J. and others (1996) Management. Sixth Ed. Pearsons
Education. México, page 455.

10- SENGE, Peter (2004) The Fifth Discipline in the Practice. Strategy and
Tools for building an Organization open to Learning. Ed. Granica. Buenos Aires,
Argentina. Page 11.

11- Ibid.

12- ZUNIGA, H. Strategic Planning, a focus for the new port scenario in
Latin America. ASO, IX Port Conference, page 10.
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; ition is in quality and not in a way ;
the rea lqi:;?‘ilt};ctl'ndcrstOOd as the satisfaction of Cli:rftz'f:]ces. tha ;
to Sag);,ukel‘ himself spcakS. of the importgnce of softy rzs§ities_
development and managerial growth saying that, (. -?Olzn the
would be the force that would dominate indug, ianre
future " e
" In this context, one should understand that the a
chain of value is one of the techniques that ¢op
differentiation of competitive strategies. The chain COnNstityges
series of phases, each one of those which adds value ang generat:
costs. The chain of value was designed by Michae] Porteri4 :

In the field of technology, Porter says that: “the in!roductifin of
a very important technological innovation, allows to reduce the
cost and to improve the differentiation at the same time (.)"™
In the concrete case of the Project, implementing a databage
and computerized system for the achievement of a competitive
management, in the higher sustainable performance, of a small
enterprise in the hotel industry sector, the chain of value is defined
by the following differentiations:
* Entrance logistics: Excellent personnel preparation for
clients personalized attention, with the use of computer
technology; tailor-made software, patented (legal) and effective
for the management of guests, as an applied product to the
hotel industry service; infrastructure in excellent conditions
* Operations: Effective use of time; rendering services without
flaws; immediate recognition of clients, as from a habitual C_hf’mf
database, simplification in the processes of the Cll,cntsf.
identiﬁcation, quick and reliable way of obtaining clients
information, personal relationship with the client, reliable an

nlalysis of t]'le
tl‘lbute to th&

ement
13- FLAHERY, John E. (2001) Peter DRUCKER. Modern Mana§
Ssence. Prentice Hall. Mexico, page 121. a2

ion and!
1.4' PORTER, Michael (2002) Competitive Advantages. Cre;;:i o, PO
lgztam 0g a higher performance. 2nd Ed. Grupo Ed. Continental. M€

I5-Ibid. page 19.

256 @




quick information of the processes of decision making, from
any part of the enterprise.
« Exit logistics: Effective rendering of a high quality service.
» Marketing and sale: Better labor conditions with technological
support; positioning and image of the service; clients' database.
 Maintenance. Service quality control, effective control of
the processes.
In the following chart the dimensions of the process, the
conditions of their elements and the indicators of the clients'
perception are detailed in the chain of value.

Dimension
of the
Chain of
Value

Components

Conditions of
the elements

Clients perception

* Human Talents

« Personnel Contact Capacity and
dependability creating a superior
physical environment in the delivery of
the service product and the design of a

supaerior delivery process

Clients total
satisfaction through
perception of
Optimum grade of use
of the client s time

Entrance « Excellent preparation of the personnel | : Solvency of the
Logistics for the attention to clients with the use of | contact personnel
computer technology patented tailor * Quality in
made software (legal) and effective interpersonal
= treatment
* Physical * Facilities In excellent conditions « Optimum grade
__Resources satisfaction for room
» Functionality and effectiveness of the | comfort
» Technological computer system (hardware and * High grade of
Resources software). acceptance of edible
;ﬂﬂmﬂ&;‘ﬂduft:x « Excellent system of communications Pl‘gg:_l;tsm ——
m r . Imu
S;:E:m P (telephone and fax). <P tonvice
* Optimum acceptance
« Inputs groceries * High quality inputs of bellboys service
and cleaning = Optimum acceptance
products of parking service
Clients Effective reception and i' Priices e
. s nvoici
gm'}s:::hn registration attention -
+ Handing over of » Quality In the delivery of the service
service product products (room in excellent comfort
servicing Handing conditions). Hack
Process over the room « Bellboys Effectiveness —_—
communication « Quality and security In the service o!
services and food bellboys and of appropriate parking
«Bellboys Service | *Laundry service quality
* Parking Service
* Laundry Service

£z

logistics

Service Invoicing

Fair Prices




tion management in the hotel indllstry serviee,
ati d that “the solution to the COMpetitigy ,
7. a delivery and a dﬁere"ﬁared

For the differential
one should keep 11 ml: offe
prices is 10 €7 eqle &
imag er-u?, elopment framework of the present Project,
Withl_n the dCmGen who says that “the offer can include
Kotler's ideas are teris,t ics that distinguish thf offer of the
,'nnovati_ve characthose of its competitors ”..In short,
enterprise fmmeked to be achieved by the lDommgo Savig
diffcrcn-t]:t]?snCsoenstituted in the implementation of computey
E:Z:ﬁ:glr:g); for the management of guests.

THE INFORMATION SYSTEMS AS MARKETING STRATEGY

The analysis and design of the information system for tﬁct}i:;)-
tel industry management allows to develop a modemn mtarincthagt
strategy in service offering. Kotler and Armstrong, susta .e
service differs from tangible products and, therefor(':, they reqqlr
additional marketing focuses. “(...) in a service business, the cl:.e?nt
and the front line service employee, interact to crea.te the S?WIC:'
Therefore, the service providers should interact efficiently with :tn :!
clients to create a higher valye during the service encounters'™.

Indeed, the “Domingo Savio” Enterprise is searching to have
the appropriate operation conditions: |

* To recognize the Client- Tafiski'®, outlines that in today's

competitive times, the organizations should develop and apply

strategies that allow the consumer to be better known. The
ystem will allow the organization, 10

16- KOTLER, Philip gng ARMSTRONG, Gary (2001) Marketing. E¢
Prent;;e and Hal|, Mexico, Mexico page 270
- Ibid, ’ ‘



;mmediate recognize the client, acceding to data that all
him to treat the client in a personalized way, as from his na?nw
or document number. In such a sense, the technological supporf
with an extensive database, will allow to recognize thé
necessities, desires and preferences of each client, becoming
a powerfu] tool for the development of personalized marke-
ting.

. To value the consumer's time: The client of a hotel in general
arrives tired, stressed and concerned, therefore he requires
pleasant and quick attention. With the development of the
information system, one has the advantage of speeding up the
guest's registration and to do it only once, as the client will be
registered in the database, that at the same time will allow him
to be recognize quickly and precisely.

« To maintain the clients' satisfaction and loyalty: In all the
cases, as satisfaction increases, loyalty also increases. This
last aspect will be the result of the competitive strategy

developed by the organization.

COMPUTER TECHNOLOGY AND INFORMATION SYSTEMS FOR THE
MANAGEMENT OF HOTEL INDUSTRY

In this section the following fundamental question, should be
asked: Which is it the necessity for the software design and
implementation, for the management? To answer this query, Lardent
is mentioned, he says “traditionally the companies have
appealed to the manuals of those which are considered as @
systematic body that contains the description of the activities
that should be developed by the members of an organization,
as well as the procedures through which those activities are
completed’™. The same author recognizes the importance and

20- Ibid., page 121.
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ety 14 : -
he advantages of the manuals; however, their limitationg are
the advantag

. el’lt:i- - | |
endn]e use of computer technology in the companies is p,, d

the necessity of innovating on t‘he tradrtional Sy;temsl‘)fde\’elo
of producfion Processes. ‘?'lre mega ten‘enczes as reggy

ter technology and mforman.on system refers 4, ,
;i:ffllc;pmem of producls, 59”"695_;[ fe;hlnoIOgy a
methodologies that affect all, and that will model the future

; 22
the information processing... ™.

In relationship to the implementation of computer techno|
in services development, in the hotel management industry, jt
worthwhile to keep in mind Lardent's contributions that m;
reference to the current requirements (and ﬂ_lture ones_) .for i
users, among which are mentioned, the following necessities:

« To be able to access to the data from any place of ¢

enterprise.

* To integrate the data which are dispersed in differen

applications and systems and to develop a multidimensional

vision of them.
* To trust the integrity of the data with which one is operati
* To avoid the unnecessary duplication of resources.
* To have the possibility of applications portability.
Without forgetting the disadvantages offered by the use
computer science, as for example the necessity to depend on

21- Lardent admits that, |

n the communications era, the manuals (statutes,
laws, decrees, internal instry

f3,.1 ctions, functions descriptions, responsibilities
activities and execution frequencies, activity areas description and procedures
descriptions, answers to enquires on situations that appear during the process)
generate serious problems to organizations: the need to communicate to €&¢F ;e
b embers which are their obligations, how they should do their work, ©

er
bound to W]'!at norms and how to reJate their work with the others. On the .
hand, the clients som

' - sts 8r¢
done, arid d . etimes see themselves frustrated when their reC:l;iacko
done, 0 notreceive a qu;j ; ion. due
information quick answer or adequate satisfaction,

22- LARDEN



computer team, or the vulnerability
connected to Internet, as there is the
other people to their whim, Lar
technology is justified fully for:
* To support the process of decision makin
right.
* To fundamentally change the form in which business
operations are executed; to facilitate the management “by
processes” and not “by functions”.

* Toreduce the processing costs, communication, storage and
development of applications.

* To facilitate to achieve greater productivity to the user.
» To facilitate the reach to a greater organization effectiveness.

of th data, when being
possibility of it being used by
dent sustains that computer

g, opportune and

TECHNIQUES TO IDENTIFY INFORMATION SYSTEM REQUIREMENTS

According to Lardent® there are two techniques to formulate
a global outline for the use of information system on behalf of an
enterprise, so that it can act competitively. These categories are:

« Techniques for processes analysis.

* Technique for information analysis.

In the application of the project for the Domingo Savio Hotel
industry enterprise, both techniques have been applied.

With the processes analysis, the idea is to conceive the structure
of the enterprise according to its processes, instead of making 1t
according with its functions, as it was doing traditionally.

In this case what is understood as process is the series ot
activities or functions that are carried out with certain treqp;rl_cy'
(daily, weekly, monthly, annual) that constitute the labor activities

of the enterprise.

23- Ibid, page 158.
24- LARDENT, Alberto R. (2001), page 12.
—o 261




These activitics imply the reception of entranc, Mfory, .
their treatment OF transfor.'m.altlon and.the Presentatiq Ima“ﬂn,
. oyit. Each one of the activities or actions COnstituyteg " Texy,
?Sﬁmn on an object that has for purpose to SUPPOrt the ob}iecme d

' Cetiy
of the enterprise. &

THE PROBLEM OF COMPETITIVENESS AND COMPUTER
TECHNOLOGYIN PARAGUAY

Competitiveness is an aspect that should be we]| understoog
in the managerial environment and to understand it one Must se{
off, necessarily, from the conception of competition. According o
Lepey® “the competition concept has two meanings, q negative
and a positive one”. This author says that the destructive
competition consists of: “an instrument designed and yseq by
people with the purpose of destroying an opponent”. On the
other hand, “the constructive competition is a managemen
instrument that (...) consists on observing similar organizations
with the purpose of seeing what they do well to make the things
better..."; this process is called benchmarking.

In this context, competitiveness consists on the capacity of the
organizations or companies of achieving success within 2
framework of constructive competition; this is, to do things beter
than the competition.

) According to the mentioned author, in the era of the knowledge.
Compelitiveness increases in direct relationship Wl'lfh ’h‘:
management capacity that is born due to people's creathity: the

Zapacity to innovate, the ability to think, to design and 10 .Mn;
dm organizations that are characterized by decentralizai®"”
ecision making, the ; fect’

. . . M e

. participative leadership, €

co : ; :
MMunicationg and the matrix structure in the o,ga,,ganon.\

25- LEPEY, Maria i Bducation
Valuation mode) a 1. (2001) Management and Quality in

26-Ibid, page 9 02 Hill. Santiago. Chile, page 73




The image that Paraguay projects t _
the environment of competitivenei*s, hi gﬁ;?’ga}:?ssatgcfw?rld, wi thip

ect. The world 2005 economic fi cliciency in this
aspet = orum places the country in th
{13t position, of a total of 117 evaluated countries. The indi e
kept in mind to.determine the index of growth Comi}etiti\],n icators
three: the quality of the macroeconomic atmosphere, th :nt:ts an;
the public institutions and the level of technologic;1 alei[ Ii(')
necessary to see that these conditions favor little in the creation (;Sf
a favorable atmosphere for the managerial development

On the other hand, in the Paraguayan computer tec.hnology
environment, a problem that affects the companies in a substantial
way is the illegality in the use of this technology. According toa
study presented by BSA (Business Software Alliance) “Para-
guay figures for the second consecutive year as the biggest
software pirate in Latin America’™'.

According to the report of the aforementioned enterprise, in
South America the greatest number of falsified computer programs,
there circulated about 66% in 2004, and Paraguay figures among
the biggest pirates of the region. The following square shows the
computer programs piracy indexes per couniry in Latin America.

Paraguay 83% i

Bolivia 80 %

El Salvador 79,/"

Nicaragua 79‘,&

Venezuela _______72;’_0_____———

Guatemala ____———-———719/,1—'_-_—_‘

Dominican Republic __q__,__——-—%g:—*‘—'_-

Argentina ]
75%

Honduras o

e — | s

Source: w.bsz.M

27- www.abc.com.py/informatica. N 263



28 gystains that software pirac 1

[leyman® S . Y Progy 1
Robert HO impact in the economy of the Ces

C A

Josses that have a deep 1MP OUnrieg

the consequences that has one can mention®;

AJ‘HO“g,‘Weakening of the local software industrieg

;ompetition with foreign quality pirate software.

_ Loss of revenues for taxes, -

_ Work loss due to the lack of ”Iegmmate market.

_ Costs of application of laws .

However, one of the solutions to the problem of the piracy
could be done in an effective way, through the use of free
ware and that, in fact, is being developed, advancing the entirg -

world over. -
Free software is that that has the permission so that anyon

due tO

or with certain modifications, be they free or with cost. Especiallgs =
the modification possibility implies that the source code is availablef
If a program is free, potentially it can also be included in a fre@
operating system. In this case the free software that 1s in the market
1s the Linux operating system. -.
Ricardo Ulke* affirms that the use of free software constitutes
a powerful alternative in developing countries and that it should
even be kept in mind within the environment of governmentss pOh‘i (1
A clear example in the region is the Brazilian government
country that he has carried out a strong bet on this 1ype
Systems that outlines a true revolution in the form of adop!ng _
and using computer solutions '™ |

The_ advantages obtained in the use of free software 1.
Synthesized in the following aspects??:

|y

28-BSA President.

29- Www.abc co :
. -Com.py/ i st
30- 30. ULKE, Rj Py/informatica 21¢* May 2005

becomes an Option focardo (2005) Free software advances in t

Paragya I our country. ABC Color. 18" June 200
y. At . .
31- Ibid,www' abc'c°m-ny Informatica

he regio™ "
5. Asuncio



_ It allows, due to the low
the population to new tec
digital breaches.

- It allows to re-use resources, qg being old
which in another way would be fncompat_b’;’odel computers,
. . ible wi
versions of proprietary systems such gs Wndv;ih the latest
‘ye S,

- It fgczl:fates the development of own solutions Tacilitati

the creation of a net of services and developer (;ommz:n?;:zg
. iy

also generating new employments and making the economic

resources stay in the country.

. .r .

GUESTS MANAGEMENT SOFTWARE AS PROPERTY BELONGING TO
THE “DOMINGO SAVIO” ENTERPRISE

It should be said that, with the development of the project of
implementation of a database and computerized system for the
achievement of a competitive management, in the sustainable higher
development of the Domingo Savio Enterprise, it has been possible
to lead the change in the sense of designing a tailor-mgde soft-
ware and the necessity of the enterprise, adjusted to its size that 1t
becomes its property. This allows to register the product as an
intangible asset that opens up the opportunity to generate

profitability.

1Vl n
Kastika says that it should be counted as creativity and as a

alized to become

intellectual capital. “The ideas Shol?ld be}_:o;gm the implicit 10
' / s process that §0¢
intellectual capital. This p imowledge”™

Kibenplp s Fic B Jactory 7 dmits that at the present time,

On the other hand, Chiavenato a o goe B search and
“the main cost components of @ Pg i;;.c os. (...) The new reality

development), intelligent actives an

33- KASTIKA, Eduardo (290
Tecommendations to innovate in busin®

Schﬁﬁl. Buenos AiI'CS- Argentina: page 99‘ / 265

SS. Innova



dicates that most of the most valuable goods in the Succesgf,;
inaicaie: T

- 3 hle, as well as the s,
organizations are ,:)ni;(;;?}g;cnowmow. the k”OWIEdg:[:);{:?
organization, technologi lient, peopies' morals, the aer) e

ket, the loyalty of the client, p .- CO"porate
Wj:-,u'e the behavior of the partners of strategic all;anCes’
culture, |
1134 .

. are was achieved starting f,,

The .devglopment by S(;)f;)t‘r::in o Savio Enterprise andi bhl-n
a strategic alliance between the g Ybira
Contalfing - it i idered that the strategic alji

In this context, 1t 1s considere g iance

onstitutes a vital element for the dev;lopment of'th_e tec‘:hnologmal
Concsl t in question: since it is considered that it is dlfﬁcultly to
g:e;lcfp ;gogd utility’soﬁware, without waste, in an int.ii\.fidual way.
On one hand, one needs to know in dgpth the activity and the
processes of the managerial matter in which one wants tg
implement the computer techno]ogy a1:1d, on the other hand, ,the
knowledge on specialized enginegnng, in the software production
lor- that it is really effective. | |

taﬂo"lr"h?;fzduct was development based on the contribl.mon of the
know how of both companies, on one hand the Domingo Sa:w:w
Enterprise contributes the whole developmenlt of the process of T.Zg
nature of the business and Cybira Consulting gives the computeriz ;
solution to the arisen necessiti es, from these processes by means of
the development of the tailor-made software. 2

The platform used for the development of the software hq -
programming language Java with database Postgree SQL .-
Operating under Linux, Operative System. _——

On the other hand, one should highlight that the software nas
been developed based on the following advantages:

elc.

34- CHIAVENATO
new role of human resour
bia, page 18,

35- CYBIRA CONSULTING p
for large national and international
Paraguay. Web: Www.cybira.biz.

t. The
» Adalberto (2004) Human Talent h-!anagcﬂf&‘:om
ces in organizations. Ed.McGraw Hill. Bogotd. ¢
: ris¢,
araguayan software producing T::ZF
corporations. Phone 021 557048, AS

Ao 1C) N—




This enterprise also offers the Balanced Scoreboard
ool tailor-made unemployment. ’

. Developed under the LINUX operating system, free

. Ttislegal. ’ '

. It is patented.

. Its demonstration is available on the Web: http://

demo.cybira.biz/hotel '

. It has a great quantity of free utilities (legal) that can be

used to develop tailor-made systems.

« It has programs of automation of offices (word processor,

schedules, database, etc.) of great quality, without licenses cost.

« The system is very stable and more resistant to virus

computer specialist than Microsoft Windows of.

« [tallows the access to information nets, with high degree of

safety.

« Itis full color.

Software engineering is developed in modular form and each

one of them is executed in an interactive way. These modules
36.
. Guests' management: It contains the following main
windows:

- Reservations

- Entrance application

- Clients

- Services

- Inventory

- Rooms gallery

- Organizer

- Information and

- Control panel
* Administrative management

a strategic

areé

valilo a0 ly the gucsts'
36- One must mention, for the development of this project, 00

my
4nagement module, will be applied. ;



« Accounting management ,
« Management performance evaluaF10n: With the -
Balanced Scorecard (developed and available for the Marke;
On the other hand, in the environmept of the development of the
present project, one keeps in mind that it is not enough tg develop
software without an integral report of the needs of the enterprige
and of its intention in the application of computer technology,
In such a sense, the engineering of the software shoulg respond
to such necessities and to be adjusted:
» Assisting to the specific necessities of the cnterprise
keeping in mind which are the processes that wil] be part of
the software engineering, what input data are necessary, in
what way will this data will be processed and what information
will be obtained as a result. All this oriented so tha the
organization can effectively optimize these processes,
* Considering the financial standing of the enterprise, without
having to incur in overestimated costs, in the acquisition of
technological inputs. In this case a study should be made on
which are the specific necessities (hardware and soft
tailor-made for the implementation of the system.
Therefore, for the effective implementation of g
management software in the Domingo Savio Enterprise,

an integral plan that observes the aforementioned aspects above,
have been developed.

MODULAR COMPUTER MANAGEMENT DEVELOPMENT SYSTE!J FOR
GUESTS IN THE HOTEL INDUSTRY

As has been said above, the developed software responds
structure composed by the four mentioned modules that ackl
mter_-]inked form, able to give sustainable solutions to &l
réquirements of a hote] industry Enterprise.

f this project foresees the starting OUt
» 0T one of the modules: the guests' mana
one whose structyre is shown in the following chart:




—
Reception of
‘ clients DataEntry | — = I Services Sale
—
Servuction Consumption
Service - - Inventory
P;oduction Gusiia minibar and
sS
roce Management others
Planning
In\.re‘ntt:r;plr Y —ii Accounts to be
Administration charged
Clients Registry — - Wveicko
B

MobuLe: PLANNING OF GUESTS MANAGEMENT

The objective of the module is to project the productive varia-
bles that affect guests' management. In such a sense, one should
understand what the process production consists of, or servuction.

“Servuction is the systematic and coherent organization
of all the physical and human elements of the relationship
client - supplier necessary for the realization of a benefit of
service, whose characteristic and quality levels have been

determined’™’.

QUALITY STRATEGIC PLANNING FORTHE MANAGEMENT FOR THE

HOTEL INDUSTRY SERVICE

The management of total quality 15 8 requirement that the
enterprise cannot stop to keep in mind for assuring competlt;veneji
Rico outlines four basic principles to design a thought an

valid strategic planning™:

‘ i Graw
37- EIGLIER. P. and LANGEARD; E. (1989) Services Marketing. McGra
Hill. Madrid Spain, page 42.

38- RICO, Ruben R. (2001), page 37-40



i . The new vig;
1o | w vision Qf strategy ; Vision
. principle ",be Rico, is based on Michael POI‘ter'Side::

resen , o s o
strategy P » basic aspects to keep in mind withip gy,

es ‘
vho propos _ ‘ 4
;‘ram;work of this strategic focus

¢ 10 create an option with singular qug

n rategy 1! ; it
a. "The straleg do different things, it is to be running

: 't is 10
flerent \-'ah‘e. i . PR
d!ﬂtrhcr career with another goal; but not because it is better
anothe

| but because it i that in what one has chosen to pe
goal,

distinguished " .

b. “The strategy 1S
(ailor-made, to achieve I ;
wants to reach in the objective market "

The two aspects mentioned in the framework qf the ne
strategic vision are part of the same essence of.the project. I th is
case the strategy consists on the design and implementatioft of
quality in the management of guests in the hotel industry service.

» Principle 2: The importance of the strategic thought.

The “Domingo Savio” Enterprise has a strategic, attentive@

concentrated thought as to how to carry out changes acco

to the necessities and the clients' expectations, how the valt
migrates inside the market, inside the industry, inside the enterpn
itself, what does and how does the competition do things, oS
to adapt the strategies and the plan in a consistent way. &

. Principle..?: New vision of the operational effectiveness

Iggiitt;rggse i;l consciousl that operational effectiv?ne

beter way anrf]ig € same -thlngs as the other companies,

and better. Theair:;wmg Cil-}Ith?r; running the same race, % ;

will offer the ge o1 consists in that the Hotel Domingo . k.

rvice the same as the other competitors #%

with the difference Wiy . oft-
&are, tailor-made ofknowing its target (clients) through

ith the implemeantar:

management Plementation of the computerized system of gues=

nt, it wi - AL
Willbe able to improve the operational effectIVeEE

a system of activities, designed and
he unique result that the enterprise

39-Tbid,, Page 38,



of the enterprise gnd you will arrive to a state In offer

practice in 'reICEptlon and in clients' attention to k;) fen"g_ the best

and necessities, obtaining a higher value, rec’zogniz(:e‘z :)helr desires
When‘ all the hotel industry companies ca y them,

activities in the benefit of their services what 2 ITY out the same

changed are the strategies. ’ re necessary to be

. Prfnlciple 4: To fix the strategic limits: The project is b

on a gmgular strategy characterized by clear gmd r;::s_ed
objectives. According to Rico, the strategy ... )im plfeslje
carry out concessions, to fix strategic limits (..{’) Thz
strategy is to choose what necessities, expectat;'gn; and
preferences will satisfy .

The limits allow designing the plan in such a way that each

activity allows it to achieve the result satisfactorily.

INTEGRAL MANAGEMENT TOTAL QUALITY PROCESS

It is worth while to make a query of vital importance, when
giving guests quality services: Which are the factors that impact
in the guest's quality service?

To respond to this question, Baez Casillas'ideas are worthwhj le.
He in general terms, sustains that quality is the rendering of services
to the guest and depend on the following factors*':

Parsonal presentation
Courtesy

l—__ Conductual Aspects Trestitudes
me—

Service Quality “Materials Management|

-~ : of
: Technical Asp?c_ta i _] i The system

The foreign language |

|
|
|
i
|
I

40- Ibid., page 45. £d. Compania Continental S

41- BAEZ CASILL

A. MeXiCO. Mexico’ Page ISI / 2?1

AS, Sixto. (2004) Hotels.



mcntioned author, the two aspectg of qugy;

th :
should fix quality standards that fulf] e

_ s sh , : ol
in service ,g(zifosll.‘fe'; and expectations of the client. This imp}e,
aequality culture, in rendering benefits to each

man talent of the hotel industry enterprise should

creation of
for which the Tt

- ared.
e con\'emenﬂy prepart .
Rico, defines the integral Total Quality management, 44 2

rocess and he denominates it “irn - out process of the integyg)

?"Ofa] Qu v managemen {742 t.hat shoulq be pnderstood as how
e interactibn of the variables intervene 1n.thls process.

The in - out process is explained by this author by means of

the following graphics®:

—_—

iT" ~oUT PROCESS OF THE INTEGRAL MANAGEMENT OF TOTAL QUALITY |

Strategic
ouT
" Competitors Changes |
_ Domestic market
4
r ] 2
i Clients Threats and £ £
| Int iateand [ Opportunities 5 g |=—b
' Final External analysis o £
£ |3
W
Competitors /
External markets A
Strategic |
Division

ed extel

» the internal market competitors and the globaliz :
fies (Y

Markets ,
orgmiz;t?::: fz:;_'ciroducc threats and global and specific opportunt ol
' or competitive ch generate the necessity to carry out strategic, c_ntel‘F-‘“; .
4N isolateq way, cau?g“' The dfmands then, of the markets in con;uﬂf ““wmi
{10! Total Qg © the analysis and make strategic decisions on imp!<" ity
the Nterprige, i WY- If the strategic decision is to incorporate Total Quait'”

il § : . sste
43- Op, cit,, plg‘e";r;ly, redefining clearly and explicitly the values §)

272\
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n this grapha_ the phase out has relation
and implementation of the computer system
of guests in the Hotel .“Domin g0 Savio”, whe
ith its imp}?m‘?nt;tmn the possibility woy
ffering quality in the service opposed to ies i
ihe field, startiT;ghOUt from the diagnosis c:lt}eth(:};?tru:t)ir;f aa?:; StPlxz
establishment of the strategic plan with objecti
s Jectives and very defined
In the following graph; the phase in establishes the rules of th
project in itself, with the structuring of its parts and processe:
The elements of this phase are kept in mind in the development of
the present project, in their different aspects already presented
and others to be presented in the following pages.

ship with the design
for the management
n Setﬂing dOWﬂ that
Id be developing ot,"

‘ IN — OUT PROCESS OF TOTAL QUALITY'S INTEGRAL MANAGEMENT | |

iN
Strategic thought and business portfolio Strategic planning and
Thought Improvement operative |
Anaysis of strengths and weaknesses, threats L] , A
And opportunities [ Accumulated learning |
(domestic and external analysais) : —
Clear and I — Analysis system and |
Explicit Market Cuantitative Improvements |
—> Redifinition of #  Objetivos ond_ !
The values Segments Qualitative 0 _
System and of ' Methodologies
The quality Niches, - 1
; To cls
Products —
| Cambio cultural |
Dev elopiRent of.
5 functions
F’}:ggilgigt; . m’ipiom.bmm‘]
i - training
Uniforme : Search and
- Selection
| Motivation
; Performance
1 L -



THE STATEOF ARTOF THE
«DOMINGO SAVIO

In this chapte
description of the curren
Qavio™ in its ntemal
the other hand the projec
plan of the project 0
hotel industry management.

1 dimensions an the.
tion of this organization as from a strategi

fimplementin

OF HOTELINDUSTRY ENTERPRigE

+we find developed, onone hand, the systemg;,
¢ conditions of the Enterprise “Domingo

d of the environment and, on

g the information system for the

THE ENTERPRISE “DOMINGO SAVIO” IN THE HOTEL PRODUCTION

SERVICES

Itis convenient to recognize the fundamental aspects that make
the differences between a manufacturer enterprise and a service
enterprise. Schroeder* establishes the fundamental differences

Manufacture

Services

"The Product is tangible

The service is intangible

1

. The property is moved the moment it is
| bought

The product is not generally moved.

. The product can be re sold

| .
It is not possible to re sell it L =

' A demonstration may be made before the
purchase

The product does not exist before the
purchase Nt

_ The product can be kept in the inventory.

The product cannot bekept

' Production precedes consumption

Production and consumption are :
simultaneous

' Production and consum tio
n
| separated in space. e enbe

Production and consumption must be i the |
same place - ]

‘ The product can be transported

The selier produces

A possible indirect contact between fhe

ct

_Company and its client. e
The product may be exporied
The enterprise is organized o

i n_p_nr_y_h _|_ala_l_ mﬁﬂjﬂﬁigﬁ Oordlng o

44- SCHROE
Page 145,

The product cannot be transported
(although the producers may be

transported. " |

_part of the production.

as functions.

The consumer takes part direcliy-in th::ut 3
production process, and so can cany |
In most cases It needs direct contagh T

Normaily the service cannot be @xPa I__":' |

but the providing of the serwtcfr 'ZW ‘

Sales and production cannot be ST
P P

ER, Roger G, (1996) Operations Management 39 Bd-



: 'S 80ods in relatig
(he production of services. The following ¢part sum f {0 those of

THE ORGANIZATIONAL CLIMATE OF THE DOMINGO ENT
DIAGNOSES OF THE BEFORE ERPRISEA

To have a panorama of the internal situation of the Company,
we have proceeded to a diagnosis of its organizational climate.
The operation consisted on the application of a structured survey:.

Based on the processed results, analyzed and commented
precedently, the information obtained within the framework of the
research, this may be synthesized in the following terms:

 The enterprise personnel labor satisfaction is positive; there

are no indicators that point that there is dissatisfaction. In this

point it is recommended to maintain the detected indexes.

« The labor load shows dispersion that points towards group

work excess, while another group admits the normality in the

working quantity that develops. It 1s recommended to deepen
in the study of the cases that manifest a labor overloacfl. Ifz
what concerns the importance of the work fo.r the en}plm ees,
the data insinuates that all the employees consndcr, as 1mpu\ﬂ§nt
or very important, their labor contribution, which constitutes
good indicator in the organizational environment. —_—

* The interpersonal relation shijpﬁ amens 1?: tf)";g kept 1‘1;

according to the indicators, i ﬂ-“ i:T}rclLuliun:ahlh and,

mind, the tendency points towards aknmlll_* the'very good™,
and considering that the highest incips Iheq of optimizing

Strategies should be established W '

ith purpos h
team work,
this relationships. These indicators

influence 1N the



ot be efficient as long as they do not hay
lationships among themselves.

Technology and the eql,"pmcm " w'ork, aCCOrdl.n 810 the
. ecs, there is innovation and there is also a Predispositio,,
c:mplﬂ} (‘t - ol chnological innovations on their beha] £
mr.t,he aL\Lg}sc no negative indicators in relation to thé
« There e and the labor security in the company,

which cann

€ Boog
or
very goﬂd re

atmosphe

THE “DOMINGO SAVIO” ENTERPRISE AND ITS ENVIRONMENT

Srruanon Dignosis _ _ |
Due to a formal request of the Domingo Savio Enterprise, for

the development project and implementation of an information
system for the administration of the hotel industry service, a has
been carried out of the internal and external situation in which the
company operates. The diagnosis of the situation has been
developed starting off from a FODA analysis, keeping in mind the
proposed variables Lardent*® and its highlighted aspects.

- Internal evaluation

, Variable Strength Weakness
1. Profitability. the rent covers the opportunities. —
2. Financial resources Planned handling of funds. -
| 3. Physical resources Possibility of growing according to | Physical Limited capacity |
' demand. —
4. Technological Faulty |
| resource T
i S. Position in the market | Mark Prestige.

Good antecedents.

' 6. Innovation Strategic thought of continuous The guests’ manag t |
— Improvement. system is antique _.—
g Dmduc’twl Good occupation percentage . s
8. Development and Ex '
performance of the perience curve wide and
i—ﬁ"“"""\_ professionalized.
. _—-_-—.-._———____.4
9. Tn e T oti
:e“::ﬁrr:: :nd : In the different areas there exist Lack of aptitudes |_
p.mm.’ce of the attitudes of collaboration and
: ?hodlcation. efficiency, In spite of
— — | the sca
10 Wo ?'mnrppnt Adi_df;_.t. technical level. ;_#_._—-——"’"/’1

e —

4s- LAR[)EN']‘ . . o Qystemm
T;Ch“OIDSy and Qualiy Alberto (2001) Management Information 92° '
-18.
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— Vaiables

Opportunities

W market

Demands for the Quality

in the service.

~Financial situation

e bt ]
Exchange stabiiity, The

State tries to adjust itg
fiscal balance J

T P
The competitors do not

develop management

State Policies

information‘ste%

There are no
restrictions for the
development of SMSE

External Evaluation

\
s —

Economic crisis

aitmand reusrtrlctia‘l;fth i e
gh interest rates fo

. r the prod
sector. Micro economy is sr:agnl:acrﬂve

e

:j...ack of government policies: to back
the SMSE ~receptive tourism-
Improving the physical and
technological portals for tourism

development of the country,

With the analy'sis of the concurrent factors to the internal and
external characteristics of the performance of the Doming Savio

Enterprise, the appropriate conditions have been found for the
Project development based on the following aspects:

* The demand of service quality of the market is becoming

greater.

* The enterprise must maintain the quality and prestige it has
earned in this matter.
* The need to innovate and optimize the management and
service administration in the hotel industry, so as to create

differences.

* The enterprise's financial solvency allows it to carry out the
programmed investments.

THE CURRENT SITUATION OF THE MARKET IN THE REGIONANDINT v
esents some characteristics 1n

The P nomy pr o
¢ Paraguayan economy P tavorable, mainly taking into

the current year which are very

HE COUNTRY

account some elements to be enumerated:

The political situation is stable,
2003 the new President assumed thus

renewed hopes. These first mo
Very peaceful, adding some 11
Collection areas; customs contro

Nernationa] organizations.

nths of management

teresting ach
|s and agreemen

taking into account that in August

1 the inhabitants
have been
jevements in tax
ts signed with

giving a



: icultural) is at a high] N
. ector (mainly agrict ghly positiy,
The pnmaf}’ S tional pfices of cotton, soy, wheat and cor;

ent for the interna ' l
:10\1:;11 as for the 1003 production, that reached extremely Y

i< production allowed the country to have an income B
levels. TS P2 fmore than 1,300 million dollars for that
fO‘l‘eing currencies of mo : Ith year,

The industrial and commercial sectors a though they have 5
JJow exchange process, we believe that thanks to the relatiye
tability and the exports they could grow.

The current exchange rate of the Guarani / Dollar tends to gg
down as 18 happening worldwide, land in this counn'y? due to fiscal
balance. that allows it t0 be pI'O]eCthI one year without abrupt
changes, being able to assume relatively .controlled risks in
‘vestments and new projects. The information provided by the
Central Bank of the Paraguay, in July 2005, established that the
international reserves ascended to 1,273.7 million dollars (until the
first semester of 2003).

From the local and regional point of view, being Encarnacion
the Department capital and frontier City it generates two situations:
2) from the point of view of as Department capital, the situation of
Itaptia is highly favorable, taking into account the recently registered
annual grain production, as well as of other highly competitive
products (verba mate (ilex paraguayensis), dairy products, rcé;
etc.). b) As a frontier City it has an interesting flow of people from
the Argentine Republic's neighboring cities, which generate af

1m;b3?rtant commercial exchange, although determined by the va-
nable of the exchange rate. This means that the potential buyef

also evaluate if the relati : ; s
| clationship P ' / Guaran!
1s favorable or not. p Peso / Guarani and Dollar

Para
guayan Socioeconomic situation®

* Population: |
and Ql‘)c a‘tlon., 5,830,583 inhabitants General Statistical, Surve¥®
nsus Department. - year 2003

46-Source:
ree: //htpp: WWw.bep.gov.py. ht
2OV.py.htm

b



. BAE (Economically Active Population

. E.LP (Economically
(36.6‘3’6).

):2,762 459 people

Inactive Population): 1,592,459

. working Population: 2,560,612 (92.7% ‘
. Unemployment: 10.9% of the E. A..P_ ?nog(t)?)ih- A.P)

poverty: 40%.

. Minimum wage: 1,089,103 Guaranies (179. 13 Uss
. Cumulative rate of inflation (until June 2005): 5.1 4
. J.170 year

2003

STATISTICAL DATA

The statistical data corresponding to the months of January
and February of 2004 have revealed that the receptive tourist
movement registered an increase of 11.85% with relationship to
the same period in 2003, according to the National Tourism Board

(SENATUR):
Total Tourists affluence figures of per year
Years Number of people Percentage
2003 48.507
L2004 | 54.257 [ 11.85%(ncrease)
L Tourists' affluence according to origin
I : 1 8.12%
South America | 05N
Europe 590%
' North America 349%
Asia I 1.67%
Oth.n 1 1 55%

Tourist Affluence According to the

87% *
South Am,.ﬁc:.

Continent

« 3%
Europe



— " ourists' affiuence for countries of the region MERCOSyYR
B - (South American Common Market).
“Coumty | Quantlty Q
Country 25140 ssar 1
-Amenia 7,999 14.74%
Braz! 503 1.06%
Uruguay 1,037 — ¥ iy
Chile 571 1.05%
Bolivia L
B _-_____-_-‘_-__'-—-
B Mercosur Turist Affluence
T7%
Argentina
17%
1% Brazil
Bolivia Uruguay
4%
Chile
Tourists' affluence for extra zone countries (not belonging to the MERCOSUR)
Sbuntry Quantity Percentage
USA 1,534 2.83%
Sermany 1,160 2.14%
Spain 574 1.06%
Por 474 087% |
Japan 400 0.74%
= 376 069% |
France 316 0.58%
o S i
e |
Turist affluence outside Mercosur
1
Gen'nﬁ;‘ *1 %




NC. ARNACION AS A TOURIST PRODUCT
Encamaci('m has at present 110,000 inhabjitants
itha lot of European origin. 8

Most of them work in business and services. [t ;
i :th the largest development domest;  "L15 one of the
cities W1 ’ mestic exchange process
It is 370 kilometers from Asuncién, the country's capi :
Attractive places for the tourism are: the Jesuit Reductic;cr?sp lt:'lali
are approximately 30 Kms from the City of Encarnacién ’
The Yacyreta Hydroelectric Dam, (bi-national enterpr{se) it is
some 90 Kms from Encarnacion. The future Corpus Projects is a
new hydroelectric dam to be built between the two countries
Argentina and Paraguay and it is located about 20 Kms away.
The flow of tourists can improve and become more important
inrelation to the last years, keeping in mind that the largest quantities
of people who enter the country do it on what is called purchase
tourism. Since December 2001, just in recent years one has seen
agrowth in receptive tourism in commercial, cultural environments
(studies, congresses, visits to historical places) and for relaxation.

population

The CURRENT SITUATION OF THE HOTEL INDUSTRY MARKET IN ENCARNACIC)N

The hotel market situation in Encarnacion continues being nor-
mal or stable. New offers do not exist, s competition 1s the same
as it has been for several years. In the city there are 1.1 hotels that
offer the same type of services with some relatively differentiated

added valu
es. |
dustry services are not

In all the cases the prices of the hotel in ation &5l
Standardized. This happens due to the lack of hotel reguid Inqnmm
classification which causes a great breach between the minit
and maximum prices. :

The problem affects Enc arnacion 1n
Population as has been described above:

“Xplain the city's most important hotel pop

a direct form and its
The following chart

ulation.
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(GEOGRAPHICAL LOCATION AND ANALYSIS OF THE DEMAND AT THE Horg, Do
MINGO § AVIO

Encarnacion, capital of the Depa ,
ocated 360 kilometers south of AZui:z';t (tl}:"cltjpu_a, is a city
Opu]ation of 120, 000 inhabitants, twinned t:) the C:Pm;i; with a
Argentina. by means of the y of Posadas,
Reato Roque Gonzalez de
ganta Cruz international brid-

l

ge.
This city can offer an

interesting expectation as to
cultural, economy and
leisure tourism, besides its
inhabitants characteristics,

inheritance from a melting
pot of races, for the Jesuit Reductions, near

it, such as Trinidad 27 Km. away, Jesus 37
Kms, and San Cosme y Damian 68 Kms. -
form part of a commercial triangle - Asun-
cion, Ciudad del Este and Encarnacion -
the most important of the country, among
other aspects, they constitute favorable
conditions for the development of the tourist
industry in the region.
According to estimates and informal

polls in the Encarnacion hotel sector, the quantity ©
per day oscillates between 100 and 130 passengers. \ sengers
hotels have, inside their normal activity, @ ““mhcr.m ?TI::: at!. lh;‘
that lodge from Monday to Friday due to labor lmlT‘tL:'a;lh;l‘ and
Weekend they return 1o their private homes. On l.‘:.‘_-un\cs and
one also finds within this kind of chent sulcs"_‘ﬁ..n‘;: s;mt'a\hc con-
Professionals belonging 10 companies (hat carry 04t

ol visits or some other kind of activity
- There are times in the year whclu t ’

Ample: carnival in February, [Laster, WH

‘ » » -
Jesuit Redutions

{ people housed
{ost of the



BICACION bmn;-__-—__"“
. 1ON ' f (8] . ':'ui_'l i,
G‘if:ﬁ: FICA] i Dg IINCAJIQ‘\‘QC}QN . W

b ki

W

i
5.

.

could call stars products for tourism in the area; this is, high seasons
based on traditional activities, on the other hand, given the growth
of university educational activities in the city, it is already traditiona|
to have congresses, conferences, seminars and another kinds of
activities of this nature, without forgetting the movement that is
generated by the students themselves. The growth of the activities
favored by the local Municipality wants Encarnacion to also become
a university city.

The growth of cultural activities that allow the visit of artists’
of diverse parts of the country and from foreign ones.

The Encarnacidn carnival, which every year demands better
preparation and is reported on by the press, generates a level of
expectations that causes a greater number of people who come to
the city, so they need to stay in relatively pleasant places and with
competitive prices (accessible).

The existence of service groups such as Junior Chamber, Rotary
Club, Lions, also allows the realization of events and CONGresses
fqr which the of hotel industry services and gastronomy demand is
high, and the offer in this sector cannot satisfy the expectations.

Other elements to keep in mind for the demand, are .Ihf
hydroelectric projects that are being developed in the region
Yacyret4, in construction, and Corpus, in project, allows us to belie¥®

that people of middle high level groups will need the aforementio
services,

ity will
this

The very grain trade and

- production for export act
allow the City to have a great

n : e v1s1tors,
er number of business ViSIK

286 G




. number of passengers that will come ¢, .

ed : arTy out bygi.
:Irss in the 1" -

R ANALYSIS

The hotel industry market situation in Encarnac
being norma! and stable. New offers do not exist, so competition is
e same as it has been for several years. We have 10 hotels tha
offer the same service as that of the Hotel Domingo Savio, with
some added values that do not make a difference. The prices of
ine rooms oscillate between the 50.000 and 100.000 Guaranies as
an average (be they single, double or triples).

The only hotel that could mark a difference in design is the
Encarnacion Resort, due to its lodging the capacity, but as it does
not have now the trademark that distinguished it, (Novotel) and as
it does not to carry out innovations, this differentiation does not
exist.

In order of importance, we mention the hotels: Arthur, Cristal,
Maria, Parana and Kuarajhy (in facilities and services)

Another very close category is conformed by hotels; Itapua,
Aquarius and Germano.

There are more with names of hotels but they do not form part
of the group due to the type of facilities and services they offer
(Nancy, Liz, etc)

In the regional aspect, the vicinity with Posadas, causes us to
believe that the competition in services could be equally very strong,
but the difference in costs makes it so, that not all consider 1tasa
very valid alternative.

‘ In the interior of the department the possibilities are scarcer
S_Fm’ we can consider as indirect competition the Hotels Tyrol i
Ceptitan Miranda and Papillén in Bella Vista. »

Inall the cases the prices of the hotel industry services are “05
zt!and?rdized- This happens for the lack of hotel regulation ‘:‘;‘e

“Ssification, which gives place to a greal breach betwee

Min; — Services).
MMUm and maximum prices. (See annexed Prices and Serv )

16n continyes



NITION OF THE PRODUCT: HOTEL DOMINGO SAvio

DEFI
avio. Lodging service with a Capaciny o

Hotel Domingo S ‘ _ _
rooms completely equipped with bedspring beds, minibar, teleyig
telephone, video cable, private bathroom and air conditioni,

tal capacity of beds: 45, t0 accommodate approximately g5

people daily.

KINDS OF ROOMS

. 10 multifunctional rooms used as singles and doubje for
couples.

« 10 multifunctional rooms used as double and triple,

« 2 family suites.

« 3 multifunctional rooms used as triple, quadruple or quintuple
« 3 separate double rooms.

Domingo Savio Hotel F acade




Hotel Pool

11}
“DIELF unmao SAVIO" HABITUAL CLIENTS
amily Groups, professionals, executives,

PUbLic corporation employees etc.
study carried out in the Hotel showed the following results

d .
uring a three year period, according to the clients' reasons:

enterprise salesmen,



('::n/ 2001

|Reason _____————
 Tourlstor in transit__ 32%
Participant in events and 3%
conferences
Government officials 10%
| Executives 0 N business trips 45%
Families and others 10%

80 -

50 D———.’—éci D
40

30

L] e
: st FE T Rl i::i:_o_'.%n.‘ﬁ@(?*;fﬁ?c? e
NN IR 1 kil ¥

sy R A

2001 | 3

) Tourists wefff== Events and Conferer
wg== GOVRMANT Functionsaries =s={ J= Executives

+ Others

HOTEL CLIENTS ACCORDING TO THEIR STATUS
2003
3559
Executives ’_‘
20%
Others
2
Government —e 2% Tourist




¢ should point out that, considering the of trade triangulati

w of tourists for purchases was greater. Nowada g;-l E\I:rll?n’
tages have finished, when the country ofger’ed tiz
ducts, tourism flow has diminished considerably. On
he opportunity arises of developing attractions
le's flow for example, beaches, water sports,
ements in the Jesuit Reductions environment

he flo
thesc advan

qumptuous pro
the other hand, t
that generate peop
2008, inclusive improv

and landscape.

E ENTERPRISE

GENERAL OBJECTIVES OF TH
ality in the activity related to hotel industry

. To develop qu

and the tourism.
« To offer a different hotel service.

. To internally operate the enterprise inamore efficient way

To be recognized as @ enterprise in the hotel industry Sec
its clients, with t0p quality

tor dedicated to the satisfaction of
in the whole of the south

in service, efficiency and technology,
region, with national and international presence:

ENTERPRISE MISSION o
To be a services enterpriseé which wants 10 sat:s}'j» its clu.enrs.
with high- level quality by means of permanent innovation,
that it seeks to be a harmonic community m wor{c is

shared among, employees and shareholder ;
profitable enterprise and with social responsibitiy-

EnTerRPriSE MoTTO )
"THE COMFORT THAT YOU AND YOUR FAMILY DESERVE

ENTERPR!sEv

e : o qnwards and
The values of the Domingo Savio Entetrrovrffsc, inw
Outwards, are defined within the envnronmen

* Sense of belonging

® C .
ord]ahty / 291



. Integrity
. Effectiveness
« Total Satisfaction

CONCLUSIONS AND CONTRIBUTIONS

Before doing a conclusive synthesis of the work, it js convenjen
to say that the present work 1s just a part of the Project thy will
have continuity in its execution and evaluation, starting from actions
that appear in the work that up to here has been developed, The
“Hotel Domingo Savio Enterprise” has committed jts effort in
continuing with the development of the strategic plan thyt is
presented in this document, as a first stage.

The information system implementation project, for the "Do-
mingo Savio Enterprise” hotel industry management, has been
developed in three dimensions or phases:

1.Strategic planning process:
* Mission and vision Enterprise development.

* FODA Analysis.

* Strategic objectives of the project: To implement a database
and computerized system for the achievement of a competitive
advantage.

* Design of the operative tactical plan to be able to answer
the outlined problem.

2. Development of computer engineering with tailor-made softwar®

Production, by means of the following actions: .
* Report and analysis of information system: datababe,
generated from the processes in the production of hotel indust>
Services,

N : . . eering
Logical design of the information system: system enginee”



] Physu:al construction of the infi

of thCT software structure whi Ormation g

the tailor-made program ich become

. Informations .

in order to get %Sm:fj; starting it up in a e

, e Xperi

and adjustment of the pmgr;'esu]ts that SYSter:])egﬁmental way

. Putting the system il enerates th
em . €

Fthe &0 ﬁware);n . into operation: practical j

. Bplngtistiofihs it; f]\)roces.s of hotel indu: Implementation

it are given by the ngnatlon system: Ana]t;;??ﬂ;gement.

« Management puter system Griieesils
of ‘

information given Lhe computer system: Th

(knowledge) for organ}if tltl'e SHISERTE. B ima“gi;l: e ol the

gement.

ystem: d

' CVe]o

S t ~10pmen
he application 0:«

strategy
4. Systemati
ystematic evaluation of the executed actions

The res

ult of ) .
. Taﬂol‘-maélcleslz)r? ect will result in the following elements:
contribution of th k:tnware: product developed, based on the
and Cybira Con el now how of the Domingo Savio Enterpnise
system, a legal SLcll ting, fhat works ncEY the Linux L"pc‘ranr;z
s developed lan patented product. The software ;‘r’:g::‘.c_‘cf:r_;
pTOJeCt is th n mOdUIe form, (the mOdU].C‘ dt‘\'t‘lopt‘d In [h:;;
> Fandirse of guests' managemen!
l.mplemtmt::'ﬁcqmSlm.m with favorable characternisties
of puests. ion of the information system for the Mandge
¢ Bunsrinssntil
gu“[l:e”mcnlal implementa
. | 1.:.' management.
at 11‘1;51,]% execution of human
assets L.Vcl"Pmt:nl of the human fac

tor the

' 2 f
meini

tion of the software, computert 2ng

plans: aiming

nt training
{ the main

tale
(or as one ©
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