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Introduction

Studying culture in organizations has a high degree of importance within the organizational environment, due to
the influence it has on the behavior of employees. Its diagnosis is fundamental. The existence of an adequate or
optimal organizational culture has a positive impact on the performance of employees and the organization in
general. Therefore, studying the culture in a public or private organization and whether it serves the decision
making of the top management is decisive, to directly influence the service provided to the clients. In a hotel,
strategies, policies, objectives, and goals should focus on customer service that is satisfactory. The most important
point in any organization that is dedicated to lodging service, is to know just what kind of service culture it
provides. In other words, the organizational culture is a set of beliefs, values and norms that are specific behavioral
expectations imbued in the organization, which are not simply written down in a manual that must be known to
improve. (Manucci, 2010).



Literature review

The organizational culture has been measured by instruments that bring together the main characteristics of the
organization. One of them is Cooke and Lafferty's (1989) Organizational Culture Inventory, which has a fully
human orientation, reflecting perceived support, cooperation, mutual respect, and consideration, as dimensions.
Cooke and Lafferty's model provides an image of the organization’s culture, based on the norms of human resource
behavior in organizations. It focuses on the behavioral patterns that members believe are necessary to fit and meet
expectations within their organization. There are 12 types of behavioral patterns, which are organized in three
general dimensions; they are distinguished between:

Constructive culture: Its members are encouraged to interact with people and approach tasks in ways that help
them meet their needs. It has 4 subgroups: Accomplishment, self-actualization, humanist-encouragement, and
affiliation.

Passive/Defensive Culture: Its members believe that they should interact with people in a way that does not
endanger their own safety. It has 4 subgroups: approval, conventional, dependent and avoidance.
Aggressive/Defensive Culture: Its members seek to approach the task in forceful ways to protect their status and
safety. It has 4 subgroups: antagonistic, power, competitive and perfectionist



Methodology

This research comprises a descriptive study with a quantitative approach. In this sense, "descriptive studies seek to
specify the properties, characteristics and profiles of people, groups, communities, processes, objects or any other
phenomenon that is subject to analysis", "in quantitative studies their purpose is to measure independently or jointly
the variables that will allow evidence of the study of the phenomenon in particular and establish the relationships”
(Hernandez, 2014). The aim of this research is precisely to describe the dominant culture of an organization in
Mexico. This information will make it possible to determine what aspects of its culture are. The Organizational
Culture Inventory (OCI; Cooke & Lafferty, 1987) was used, which is a quantitative instrument by Cooke and
Lafferty. The design of this research can be defined as non-experimental. "Non-experimental research is observing
phenomena as they occur in their natural context, and then analyzing them" (Hernandez, 2014). The data collection
for this study was cross-sectional since the data collection was in a limited time. The sample to be considered for
this study is 73 hotel employees, 100% of whom are employees.



Results
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Conclusions

The organization must seek to increase the constructive style of its organizational culture to achieve the objectives
since, according to the theory of Cooke and Lafferty is the best style for optimal performance in the organization. It
Is also necessary to lower the percentages of the aggressive/defensive and passive/defensive styles because it is a
service organization.

The implementation of an intervention program is recommended to implement the constructive style because they
are the ones that are more oriented to the human being and his relations, since in the hotel there is always direct
contact with the guests and these are the main objective of the organization for the construction of the fidelity with
the organization.
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