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Resumen

La gestion de destinos turisticos de sol y playa juega un papel esencial para el desarrollo
econdmico de cualquier pais que cuente con estos atractivos. No obstante, los cambios
que se producen constantemente en el entorno empresarial repercuten en la necesidad de
trazar politicas encaminadas a la creacion de valor para el cliente. De ahi que los estudios
de calidad percibida de los sectores implicados tengan gran importancia. En funcién de
esto, la gestion hotelera se vuelve esencial como parte de esa cadena de valor, siendo
necesario un enfoque integral en la forma de concebir la calidad percibida. Como parte
de esta premisa se plantea como problema cientifico del presente trabajo: ;Como evaluar
la calidad percibida del Hotel Allegro Palma Real con un enfoque integral? La
investigacion tiene como objetivo: evaluar la calidad percibida del Hotel Allegro Palma
Real con un enfoque integral. A partir de la utilizacion de una metodologia mixta, los
principales resultados se centran en la evaluacion de la calidad percibida del hotel
integrado al destino turistico, en una forma detallada y adecuada a las caracteristicas del
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objeto de estudio. Ademas, se logro establecer relaciones entre cada uno de los criterios
utilizados para evaluar la calidad y la calidad general percibida por el cliente. Se
analizaron e interpretaron los resultados obtenidos y se verificd la validez y fiabilidad del

instrumento, utilizando el software SPSS 22.0.
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Abstract

The management of sun and beach tourism destinations plays an essential role for the
economic development of any country that has these attractions. However, the changes
that occur constantly in the business environment have an impact on the need to draw
policies aimed at creating value for the customer. Hence, studies of perceived quality of
the sectors involved have great importance. Based on this, hotel management becomes
essential as part of that value chain, requiring an integral approach in the way of
conceiving perceived quality. As part of this premise, the scientific problem of the present
work is posed: How to evaluate the perceived quality of the Allegro Palma Real Hotel
with an integral approach? The research aims to: evaluate the perceived quality of the
Hotel Allegro Palma Real with a comprehensive approach. From the use of a mixed
methodology, the main results are focused on the evaluation of the perceived quality of
the hotel integrated to the tourist destination, in a detailed way and adapted to the
characteristics of the object of study. In addition, relationships were established between
each of the criteria used to assess the quality and overall quality perceived by the client.
The results obtained were analyzed and interpreted and the validity and reliability of the

instrument was verified, using the software SPSS 22.0.
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