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ABSTRACT

The aim of the research is to analyze the impact of the perceived benefits of implementation
and subsequent certification of a Quality Management System on the implementation level of
the critical quality factors and results obtained. The empirical study was conducted in 100 of
the 227 rural accommodations certified in Spain. The methodology consists of a descriptive
analysis of the benefits perceived by the establishments and conducting a factor analysis, in
order to determine the structure of the benefits and lastly, the hypotheses are contrasted and
verified using a cluster analysis. The results obtained show that the benefits in this sector
are grouped into two clusters; internal and external benefits, and it has been confirmed that
the higher the benefit levels arising from the implementation and certification, the higher the
implementation levels of the critical factors and results obtained.

Keywords: Quality Management; Q for Tourist Quality; Benefits; Critical Factors; Results;
Tourist Accommodation.

1. INTRODUCTION

Rural accommodation establishments, mostly micro SMEs, as well as industrial companies
or service enterprises of a larger size must provide services that meet the real needs of their
customers and on the other hand, do it at the lowest possible cost. Thus, quality as a means
to achieve it becomes part of a long-term business strategy, by putting emphasis on meeting
customer needs, becoming an approach for continuous improvement of all the aspects of the
business (Al-Khalifa and Aspinwall, 2000).

In this sense, rural accommodation managers should consider both quality prospects; the
external prospect, according to Hurtado et al. (2009: 19) "considers quality as something
that creates customer value, to the extent that the product or service meets its customer’s
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expectations, as well as maintaining good management of company relationships with
customers, suppliers, society and the environment (stakeholders)", and the internal prospect,
which "is based on identifying a strategy that mobilizes the entire organization to achieve
optimization of all the operations, cultural change and internal changes necessary to maintain
or achieve a competitive position". In conclusion, the former places emphasis on efficiency
and customer satisfaction and the internal prospect on efficiency.

There are many studies showing that implementing quality in a company generates positive
and measurable results for the company (Casadesus and Karapetrovic, 2005; Aldowaisan and
Youssef, 2006; Camison et al., 2007; Sila, 2007; Prakash, 2008; Lee et al., 2009; Mak, 2011,
Chatzoglou and Chatzoudes, 2015). In this sense, when you take into account that quality
management systems involve every area of the company, we can therefore consider that
the benefits derived therefrom are felt throughout the company: benefits at customer level,
financial and business performance (processes, organizational) benefits, etc.

In the literature review on quality, we have found that the benefits to be gained from the
implementation of a QMS have been extensively studied in the industrial sector (Buttle, 1997;
Huarng et al., 1999; Gotzamani and Tsiotras, 2002; Stevenson and Barnes, 2002; Naveh and
Marcus, 2007; Martinez et al., 2008, entre otros), but there are very few studies in the tourism
sector (Casadesus et al., 2010; Mak, 2011; Sheehan and Presenza, 2011; Tari and Pereira,
2012; Tari et al., 2012) and none in the rural accommodation sector, which leads us to consider
the present study.

On the other hand, we must consider that rural tourism is more relevant in today's economies
due to its potential for local and regional development, in areas where there is a great socio-
economic imbalance caused by the decline of the primary sector. Thus, it becomes an
important driving force for development, due to its ability to generate economic benefits, boost
employment, promote the settlement of the population and promote conservation of natural
resources and its historical and cultural heritage. The data provided by the Rural Tourism
Accommodation Occupancy Survey in December 2014 in Spain, gives us an idea of the
importance of this sector: the number of rural accommodations open is 14,654 with 133,290
places and 20,178 employees. The number of travelers who stayed in these establishments was
238,191, representing 592,853 overnight stays, with an average stay of 2.49 days.

In view of the above considerations, the importance of this type of tourism and scarcity of
studies in this area, the aim of this research is to identify the benefits perceived by managers
of rural accommodation establishments provided by the implementation and certification of
QMS and analyze the impact of these benefits on the implementation level of the critical
factors and results obtained.

To be able respond to these objectives, the work is divided into several sections. In the first
place, a review of the literature on the perceived benefits of implementing a QMS is performed.
The methodology describes how we collect information and the statistical techniques used to
conduct the empirical analysis of the data. Next, the analysis of the results is presented and
discussed and finally in the last section, the main conclusions of the research are presented.
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2. LITERATURE REVIEW

The literature review allows us to observe that researchers have tried to identify the benefits
that implementing a quality management system bring to companies. In this sense, there are
many studies that have involved measuring and analyzing them, being a very complex task,
due to their diversity as to the difficulty in using objective variables to measure their impact.

Casadesus and Karapetrovic (2005), building on previous studies argues that if the ISO 9001
is adopted properly, it can have positive effects on business performance, understood as: (1)
economic and financial results, (2) operational-organizational, refers to the benefits related
to the processes and company’s operations, (3) internal and external customer satisfaction
(reduction of complaints, improved satisfaction), and some studies have found that quality
certification involves improvements in working conditions of employees, occupational health,
training, promotion (Sun, 2000) and job satisfaction (Dow et al., 1999; Rahman, 2001). Other
authors classify them into internal and external benefits: Internal benefits are those obtained
within the companies related with the quality of the product and process improvement and
external benefits, which are those benefits related with company image and performance in the
market (market share ...).

There are several measures used in research to quantify the impact of the implementation of
a Quality Management System. Previous studies that analyzed the economic and financial
benefits, have either used objective data, assessing benefits from the difference in value of
companies before or after certification (Aarts and Vos, 2001), or used for such analysis the
data contained in commercial databases, in order to analyze the impact of the implementation
and certification on both the profitability and sales of companies (Haversjo., 2000; Wayhan
et al, 2002). These studies aimed at analyzing the increase in sales, improved market share
(Hendricks and Singhal, 2001a, b; Sharma, 2005) and increased company profitability
(Héaversjo, 2000; Benner and Veloso, 2008; Dick et al., 2008).

With respect to operational benefits, the studies have analyzed the improvement of relationships
with suppliers, cost reduction and non-compliances, on-time delivery performance,
productivity, improvements in product and service quality (Ahire and O'Shaughnessy,1998;
Choi and Eboch,1998; Dow et al., 1999; Nield and Kozak, 1999; Forza and Flippini, 1998;
Samson and Terziovski, 1999; Ho et al., 2001; Kaynak, 2003; Naveh and Marcus 2005;
Sharma, 2005; Terlaak and King, 2006, among others), based on subjective data. To carry out
their research, the data is obtained from surveys or face to face interviews with the quality
managers of companies, evaluating only the behavior and perception of the company at a
particular moment in time (Brown and Van der Wiele, 1995).

Today there is still difficulty in measuring the benefits, being more evident when it comes
to measuring the relationship between the quality and financial result. In this sense, Hardie
(1998) states that this difficulty is derived from the difficulty of identifying and measuring
the intermediate factors by which the quality operates in the results, as it has no direct effect
but performs through various variables: productivity, customer satisfaction, company image,
cost reduction, efficiency improvement, etc. For example, a better quality of products affects
growth in sales and better sales margins which in turn affects financial performance. Claver
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et al. (2006: 35) supports this approach by saying, "quality can influence performance in
two complementary ways (Garvin, 1984; Rust et al, 1995; Reed et al., 1996)." through the
processes carried out within the enterprise and through the market (Brown et al., 1998; Quazi
and Padibjo., 1998; Singels et al, 2001; Yahya and Goh, 2001).

The study by Tari and Pereira (2012: 55) is very interesting, which shows the different
approaches in the literature, that reflect and make clear the existing debate on the benefits
obtained by the certification of a QMS; "An initial approach claims that certified companies
perform better than non-certified companies in aspects such as rework, efficiency, customer
and employee satisfaction, service quality and market share (Lee et al., 2009; Mak, 2011),
although the effects on financial results are less clear. The second approach suggests that
certified companies have better financial results than non-certified companies, while improving
their internal processes (Chow-Chua et al., 2003; Mokhtar and Muda, 2012). The third and
most negative approach states that certification does not influence business performance
(Martinez-Costa et al, 2009; Lo et al, 2011)". These contradictory results on whether quality
affects or does not affect business results show the need for further research on whether quality
management practices affect organizations.

In the existing literature many benefits are identified, as stated by Jones et al (1997: 652) "the
list of benefits derived from certification is potentially infinite and has been well-documented
(Brecka, 1994; Brown and Van der Wiele, 1995)". There have been several attempts to classify
them by researchers. One of the first classifications was made by Buttle (1997), that groups
them into profitability benefits, process improvement benefits, marketing benefits and other
benefits. Other classifications can be found, like the one made by Jones et al. (1997), that
groups them depending on whether or not they involve the development of the organization.
Marin and Gimeno (2010) grouped them into quality results, operating results and financial-
economic results.

Taking into account the review carried out and the above considerations, implementing a
quality system has positive effects for the company. Therefore, we think that the greater the
benefits achieved thanks to its implementation, the higher the quality levels implemented by
the company. Therefore, we propose the following hypotheses:

H1: The higher the benefit levels derived from implementation and certification, the higher the
implementation level of the critical factors of quality.

H?2: The higher the benefit levels arising from implementation and certification, the higher the
results obtained by the company.

3. METHODOLOGY
3.1. Universe and field of study

The target population is 227 establishments of Rural Accommodation in Spain, that have
already implemented a QMS, which is supported by the Spanish certification brand "Q for
Quality" (norm UNE183001: 2009 - Rural Accommodation). This standardized norm aims
at searching for customer satisfaction, going from the management system to the provision
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of the service, through infrastructure and equipment. This is an intermediate QMS between
assurance (ISO 9001) and Total Quality Management (EFQM).

The submission was carried out by email, obtaining a sample of 100 valid questionnaires and
3 incomplete ones, representing a response rate of 44.05% for a confidence level of 95% (Z =
1.96p=q=05).

Regarding the size of rural accommodations, measured by number of employees, 95% of
the sample corresponds to microenterprises (0-9 employees) and the remaining 5% are small
enterprises (10-49 employees). If we measure by number of rooms, 42% of the establishments
have a dimension of 1-5 rooms and 58 establishments more than 5 rooms. 67 of the
accommodations of the sample have been certified in the UNE183001: 2009 standard for 3
years or less and 33 accommodations more than 3 years.

3.2. Questionnaire and measurement

The questionnaire was designed with the aim of knowing the benefits perceived by rural
accommodation enterprises, derived from the implementation and certification of its QMS
(the brand "Q for Tourism Quality"). A literature review of the research was carried out in this
field of study (Adanur and Allen, 1995; Jones et al., 1997; Buttle, 1997; Tari and Molina, 2002;
Casadests and Karapetrovic, 2005; Casadesus and Heras, 2005, among others), which focused
on the items used to measure the perceived benefits, with the purpose of the questionnaire
complying as far as possible with the requirement of internal validity, which indicates the
degree to which the measurement process is free of both systematic and random error (Kinnear
and Taylor, 1995). Thus, the repeated use of the items to measure the perceived benefits by the
companies guarantees that validity.

The result of this process was to obtain a questionnaire in which the benefits will be measured
by 12 items, using a 7-point Likert scale ranging from 1- 7- nothing important to very
important. The measurement was performed by using the perceptions of quality managers of
the accommodations, who were asked about the impact with which they had perceived such
benefits.

3.3. Data Analysis

Firstly, a descriptive analysis of the benefits to observe the greatest improvement is carried
out and the Cronbach a coefficient is analyzed, which evaluates the internal consistency of
the scale through the correlation of each variable with the rest of the scale. This measure of
reliability (Nunnally, 1998) refers to the extent to which a measure is free from random errors
and thus provides consistent results if repeated measurements (Sanchez and Sarabia, 1999:
367) are performed. Then, in order to analyze whether the characteristics of establishments
influence the perceived benefits, the Levene's test was applied for equality of variances and
where it was observed that the variables did not comply with the homogeneity of variance, the
nonparametric Kruskal-Wallis test was applied, which provides the Chi-square significance.
For the remaining cases, Student’s t (2 samples) or Anova (more than two samples) was applied.
In the cases where significant differences were observed but not between pairs of variables,
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as there were more than two samples, the Scheffé or Games-Howell procedure (nonparametric
test) was used for cases in which the criteria of normality and homoscedasticity is not fulfilled.

Finally, the cluster analysis was applied to corroborate the hypotheses. As a preliminary step,
an Exploratory Factor Analysis (EFA) was carried out, of principal components on the data
with the aim of grouping the 12 benefits analyzed into other variables, to replace these with
as little information loss as possible. Based on the literature review on the topic, the analysis
was performed according to the "A Priori" criterion, considering only two factors, internal
and external benefits (Tsiotras and Gotzamani, 1996 and Vloeberghs and Bellens, 1996). In
the cluster analysis, the factor scores of the variables were used and hierarchical analysis
was applied (Ward method to minimize the differences within clusters and Euclidean squared
distance), with the aim of identifying the appropriate number of groups or clusters.

4. RESULTS

The descriptive analysis allows us to observe that the most important improvements perceived
by Rural Accommodations are: a clear definition of processes and responsibilities within the
organization, increase in quality awareness together with an improved competitive position,
followed by quality services, better understanding of customer expectations and therefore
improved customer satisfaction. While they perceived to a lesser extent an improvement of
aspects such as: cost reduction, reduction of complaints and increase in sales. We stress that
there were only minor improvements in cost reduction (Table 1), which got an average rating
of less than 4.00. The Cronbach a is 0.955 exceeding the minimum recommended value of 0.8
(Esteban and Fernandez, 2000).

Table 1: Benefits perceived by rural accommodations

Little

Benefits Mean Standard Importance
(from 1 (score between

Very important
(score between

(Cronbach o« =0.955) to7) deviation 1-3) o 5-7) )

o . © companies
"0 companies

(BF2) Clear definition of processes /5 4550 | 52670 7.00 73.00

responsibilities

(BF5) Increased quality awareness 5.3400 1.57775 8.00 76.00

(BF12) Increased competitive position  5.3000 1.71447 9.00 67.00

(BF9) Quality services 5.2900 1.73668 11.00 71.00

(BF4) Bjctter knowledge of customer 5.1100 178034 13.00 68.00

expectations

(BF1) Improved customer satisfaction ~ 5.1000 1.63608 9.00 66.00

(BF6) Productivity / better use of time 5.0800 1.67983 10.00 61.00

and resources

(BF11) Increased market share 4.4900 1.61117 14.00 50.00

(BF3) Improved work environment 4.4800 1.68463 13.00 42.00

(BF10) Increased sales 4.4200 1.68283 19.00 49.00

(BF7) Reduction of complaints 4.4200 1.75913 15.00 37.00

(BF8) Cost reduction 3.7700 1.84147 34.00 29.00

Source: Personal compilation
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Continuing with the analysis, we have gone into depth on whether the characteristics of
establishments, such as the size and length of time with "Q" certification, influence perceived
benefits. The results show that the size of the establishment does not affect the benefits
perceived by managers, but there are significant differences when we consider the age of
certification (< 3 years> 3 years) in two items; (BF7) Reduction of complaints (t, -2.765; Sig.
0.007) and (BF11) Increased sales (t, 4,676; Sig. 0.031). Generally, establishments which have
“Q” certification for more than three years perceive to a greater extent that the implementation
of a QMS allows for improvements in the reduction of complaints and increased market share
(Average: BF7- <3 years, 4.0896 and> 3 years, 5.0909; BF11- < 3 years, 4.2687 and> 3 years,
4.9394).

In the EFA, we examined the correlation matrix, Bartlett’s sphericity test shows that the
approximate Chi-square is very high and with a significance level less than 0.05 maximum
allowed, the measure of sampling adequacy Kaiser-Meyer Oklin (KMO) exceeding 0.809 and
0.788 higher than the 0.05 minimum allowed. All the parameters analyzed indicated that it
was feasible to continue with the factor analysis. The matrix was rotated with varimax method
to facilitate its interpretation, eliminating those factor loadings with a value less than 0.4
minimum considered (Table 2). The variance is 73.579% for internal benefits and 71.310%
for external benefits, which exceeds the minimum requirement of 50%. Cronbach's alpha that
measures the reliability of the scale is greater than 0.8 recommended minimum.

Table 2: Indicators of the degree of association between internal and external benefits
variables Rotated matrix of benefits

Factor 1  Factor 2

Benefits Type* Benf. Benf. Ingl?;:or
Internal  External
(BF6) Productivity / better use of time - Correlated variables
0915 . .
and resources - Correlation matrix
(BF3) Improved work environment 0.878 determinant: 0.027
(BF2) Clear definition of processes / - Bartlett’s sphericity test:
responsibilities Internal - 0.873 347.500 sig. 0.000
(BF8) Cost reduction 0.811 - Adequacy measure of the
(BF5) Increased quality awareness 0.807 ) Issﬁpolin((igf“(? -88.9776)
(BF11) Increased market share 0.875
(BF10) Increased sales 0.873 - Correlated variables
(BF1) Improved customer satisfaction 0.872 - Determining correlation
(BF9) Quality services External 0.831 matrix: 0.001
(BF4) Better knowledge of customer 0827 - Bartlett’s sphericity test:
expectations ’ 673.195 sig. 0.000
(BF12) Increased competitive position 0.819 - Measure adequacy of the
(BF7) Reduction of complaints 0.812 sample: (0.916- 0.787)
Own value 3.679 4.992 - KMO index: 0.788
% of the variance explained by factor 73.579 71.310%
Standardized Cronbach's alpha 0.909 0.933

Source: Personal compilation
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The EFA has allowed us to identify two factors, which we call "Internal benefits" consisting
of improved productivity and use of time and resources, improved work environment, clearly
defined processes and responsibilities, reduced costs and increased quality awareness and
"External Benefits", consisting of increased market share, sales and improved customer
satisfaction by providing quality services and understanding customer expectations better,
increasing the competitive position and reduction of complaints. Furthermore, we found that
the implementation of the QMS has virtually the same impact on the external benefits with an
average of 4.8757 as on the internal benefits (4.8240).

Finally, companies are grouped by cluster analysis. To do this, we observe the dendrogram
and the coefficient of agglomeration, noting that the ideal number of groups is three. We then
proceed to perform the k- means analysis, using the number of clusters obtained and taking as
initial centers the hierarchical analysis results (mean factor scores of the four groups). Finally,
the results are validated by the analysis of variance of a factor (La Fuente, Salas and Pérez,
1985) and we found that the two factors are significant; internal benefits (F- 173.884; sig
0.000) and external benefits (F- 177.362; sig 0.000). The next step is the interpretation of the
three groups created and determining whether there are differences between them. Table 3
shows the mean scores of the original variables included in each factor for each group (instead
of the factor scores) to determine the mean profiles.

Table 3: Means by factor and statistical tests to compare differences

Mean Kruskal-Wallis
Factors Group 1 Group2 Group3 Chi- Si

n=40 n=53 n=7 cuadrado &
Internal Benefits 4.0350 5.8528 1.5429 71.787 0.000
External Benefits 4.1071 5.9057 1.4694 74.419 0.000
Critical factors 4.9353 5.7170 3.5510 15.191 0.001
Results on the clients 5.9500 6.2453 5.1429 8.099 0.017
Results on employees 4.9071 5.2830 3.3878 4.863 0.088
Results in society 5.1531 5.6061 3.8571 5.866 0.053
Key Results 4.6972 5.2809 3.2540 24.620 0.000

Source: Personal compilation

The first group consists of 40 Rural Accommodations that perceive both average internal and
external benefits. The second group, which is the largest, consists of 53 accommodations with
high rated internal and external benefits, and group 3 which is the smallest in number (7
establishments), is made up of Rural Accommodations with a low perception of benefits. As a
final conclusion, we can say that over 50% of the accommodations obtained a high perception
of the benefits analyzed, 40% average and only 7% lower of both internal and external benefits
with perceptions very close between them.

To the cluster analysis carried out, ie to the profile of establishments, additional variables
(critical factors and results) are added, which will allow us to test the hypotheses (Table 3).
The data of the additional variables are part of another section of our research, in which as well
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as analyzing the benefits, we also analyze the critical quality factors and results. We regard as
critical factors: quality policy (7 items), leadership (8), alliances & resources (7), learning (9),
employee management (11), process management (15) and as results: customer satisfaction
(7), employee satisfaction (9), social impact results (8), key results (12). The factor analysis
performed on the critical factors allowed us to consider them in an aggregate manner.

In group 1, we note that the analyzed benefits generated by the implementation and subsequent
certification have an average rating, influenced by the implementation level of the critical
factors, showing a medium-high level but lower than group 2 (the largest) with a higher
rating of perceived benefits and also with a higher implementation level of the critical factors.
Similarly, in group 3 where the perceived benefits are low and so is the implementation level
of the critical factors. This allows us to corroborate hypothesis H1. In the same way, in group
two we observe that when the external benefits are high, this has an effect on a higher level of
implementation of the critical factors. With respect to hypothesis H2, it is confirmed because
in group 2 the perceived benefits are higher, as well as the results obtained.

5. DISCUSSION AND CONCLUSIONS

In this study, the benefits perceived by managers of rural accommodation establishments,
obtained by implementing a QMS are identified, with the intention that the experience of
some of them provide guidance and encourage the rest of the establishments that have not yet
decided to implement a QMS.

In this sense, the most important perceived improvements after implementation demonstrate
the ability of the QMS to promote efficiency through increased knowledge of the processes
and setting responsibilities within the organization, ie internal processes are improved
(Carlsson and Carlsson, 1996; Casadests and Heras, 2001; Corbett et al., 2003; Casadesus
and Karapetrovic, 2005; Camison et al., 2007; Sila, 2007; Lee et al, 2009;. Mak, 2011), so
they control the service provided, which provides greater security in what is done, which in
turn affects quality service (Jones et al., 1997) and the benefits derived therefrom. Similarly,
the results show that companies have increased quality awareness of employees and have a
better understanding of customer expectations, ie the desires of consumers, which form the
basis for providing quality service and thus achieving customer satisfaction and therefore,
organizational performance.

These results are corroborated in studies by Dissanayaka et al. (2001), and Ragothaman and
Korte (1999), Van der Wiele et al. (2000), Yahya and Goh (2001), Tang and Kam (1999),
Escanciano et al. (2001), Stevenson and Barnes (2001), Dick et al. (2001), McAdam and Fulton
(2002), Magd and Curry (2003), among others; all performed in the industrial sector in different
cities. All of them suggested that the most important benefits were: the improvement of the
efficiency of the quality system, improvement of the product / service quality, improvement of
the company image, further development of quality management, etc. In this regard, Brown
and Van der Wiele (1995) and Vloeberghs and Bellens (1996) concluded that an improvement
of the efficiency of the quality system is the most important benefit, which is consistent with
the present study. Although studies in the tourism sector are scarce, we also find research
performed by Alvarez et al. (2012, 2013a) on spa establishments and hotel accommodation,
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suggesting that quality managers claim that the perceived benefits of the implementation of
quality are: a clear definition of processes and responsibilities, better knowledge of customer
expectations and improvement of customer satisfaction.

Therefore, the main advantages and benefits of certification, according to standard ISO 9001,
are quite consistent from one country to another and from one activity sector to another
(Vloeberghs and Bellens, 1996; Anderson et al., 1999; Buttle and Jayne, 1999; Van Der Wiele
and Brown, 1998; Krasachol et al., 1998; Corbett et al., 2003).

Regarding the structure of perceived benefits by companies in the rural accommodation sector,
we have concluded that they are grouped into two clusters: internal benefits and external
benefits. The grouping of companies depending on them, has allowed us to verify that 7% of
rural accommodations perceived low benefits from implementation and 53% perceived high
benefit levels. This quantitative study allowed us to detect the need to do a qualitative study
in depth, by interviewing those responsible for quality establishments, on the causes of low
perceived benefits by 7 establishments, and why 40% of the establishments are indifferent
when assessing benefits. Several studies have found similar results, grouping benefits into
internal and external ones (Tsiotras and Gotzamani, 1996; Vloegeberhgs and Bellen, 1999).

Finally, we confirmed the hypotheses posed, that allows us to state that the higher the benefit
levels derived from the implementation and higher certification, the higher the implementation
level of the critical factors and the higher the level of benefits arising from the implementation
and certification, the higher the results obtained by the establishments. In this sense, Tari and
Pereira (2012) studied the influence of quality practices on profitability in hotel chains and
claim that quality can have positive effects on employees (Nield and Kozak, 1999; Rubio-
Andrada et al., 2011), reduce waste (Callan, 1992), improve the image of the hotel (Birdir
and Pearson, 1998), improve financial results (Nicolau and Sellers, 2010; Rubio-Andrada
et al, 2011; Alonso-Almeida et al., 2012). In relation to works that study the positive effect
on business performance, we see a long list of them in Claver et al., 2006. These authors
reached the conclusion that "in general, quality management can positively influence business
performance... ". A later study by Ul Hassan et al. (2012), also examined the effect of TQM
practices on quality, business and organizational results. His works includes a variety of works
whose impact on business results is positive; Solis et al., (1998), Samson and Terziovski
(1999), Gadenne and Sharma (2002) and Lagrosen Lagrosen (2003) and Chong and Rundus
(2004), Prajogo (2005), Joiner (2007), Malik et al. (2008), Karani and Bichanga (2012), Zehir
et al. (2012).

In general, based on the results, we can state that all benefits analyzed were highly rated by the
accommodations, confirming that rural accommodation considered equally important internal
and external benefits, which leads us to consider that there are many and very important benefits
derived from the implementation of a Quality Management System, because it affects the
internal aspects and involves significant improvements in performance or level of satisfaction
and integration of workers. In this regard, in the literature there are different opinions about
the importance of internal and external benefits. Some authors, like Vloegeberhgs and Bellen
(1999) believe that most of the benefits of certification are internal, even when they say, like
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Brown et al. (1998), that companies are certified for external reasons, in particular SMEs, for
whom the improvements obtained with the certification are mostly internal: improvements
in quality awareness, improvements in the awareness of their problems and improvements in
product quality. On the other hand, for Quazi and Padijbo (1998), the most important benefits
are external, where the first three are: increase in customer satisfaction, improvement of quality
image and market competitiveness, and compliance with the client’s requirements.

The originality of this study is that it is performed in the tourism sector and more specifically
in the field of Rural Accommodation because there are few studies on it. In this regard, there
is highly relevant research on the implementation of quality and its impact on performance,
results and operating performance in hotels (Tari et al, 2009; Tari et al, 2010;. Cortés et al.,
2012; Pereira et al, 2012; Tari and Pereira, 2012; Alvarez et al, 2013b; Pertusa et al, 2013).
Furthermore, the greatest contribution of this research is that it identifies the benefits associated
with the implementation of quality in this sector, and there is empirical evidence of high
levels of benefits associated with high levels in the implementation of the critical factors and
results obtained. The practical implications for managers of establishments have already been
mentioned; awareness of the benefits of the process of implementing a QMS can boost the start
of implementation in establishments that are reluctant.

The implementation, precisely in the rural accommodation sector implies a limitation to the
generalization of its results to other sectors. Another limitation is related to the cross section
thereof. It was carried out at a moment in time.
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