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Abstract

The hospitality market has as a main goal to show a place that is perfect and beautiful. In order to serve the needs of guests, hotels depend on
professionals that have much, few, or almost no contact with the guests. For these professionals, things such as good appearance, good diction,
perfect hair and nails are required in order to meet the hotel market standards. Based on this, this work sought to figure out how these organizations
react to the insertion of disabled professional in the working place, through the analysis of the Human Resource practices of three hotels Belém, Pard,
northern Brazil. This research follows a qualitative approach. Data collection was made through interviews and non-participant observations. Data
analysis was made through Content Analysis. The results identified the Human Resource practices set on the insertion of people with disabilities,
compared them, and found that only one hotel works with all HR practices studied. In all studied hotels, it was noticed that during the selection the
main focus was on the type and severity of the disability, excluding the most severe ones. The absolute criteria is the search for a lighter disability
and not the search for the specific skills needed to fulfill a position. This led to the belief that the mere insertion of people living with disabilities
in a company does not necessarily means that they are really being included, this information should serve as a reflection for companies and future
studies on the topic.
© 2016 Departamento de Administracdo, Faculdade de Economia, Administra¢do e Contabilidade da Universidade de Sdo Paulo — FEA/USP.
Published by Elsevier Editora Ltda. This is an open access article under the CC BY-NC-ND license (http://creativecommons.org/licenses/by-nc-
nd/4.0/).
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Resumo

O ambiente hoteleiro € voltado para mostrar sempre um lugar que prima pela perfeigio e pela beleza, atributos que se materializam na aparéncia
fisica do hotel, tanto interna quanto externamente. Para dar suporte as necessidades dos hdspedes, os meios de hospedagem dependem, em sua
quase totalidade, da atuac@o de profissionais com variadas qualificacdes que t€ém muito, pouco ou quase nenhum contato com os héspedes. O
Departamento de Recursos Humanos (RH) € o responsavel por buscar pessoas com as competéncias necessdrias ao atendimento das necessidades
da organizacdo e consequentemente dos héspedes. Itens como boa aparéncia, boa dicgdo, cabelos e unhas bem feitos etc. fazem parte dos pré-
requisitos para se enquadrar nos padrdes das empresas hoteleiras. Nesse contexto, buscou-se entender como a cultura dessas organizagdes reage
a insercdo profissional das pessoas com deficiéncia no ambiente de trabalho. Para tanto, foi feito um estudo de multiplos casos, em que foram
selecionados, como unidades de andlise, trés hotéis: Independente, de Rede Nacional e de Rede Internacional da cidade de Belém, Estado do Para.
A abordagem adotada nesta pesquisa foi de natureza qualitativa, tanto na coleta quanto na andlise dos dados. A base para a andlise dos dados
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foram as transcri¢des do conteddo das entrevistas e das anota¢des colhidas no didrio de campo. Salienta-se que o exame dos resultados foi feito
por meio da andlise de contetido. Dos resultados encontrados, os mais relevantes foram: a existéncia de elementos da cultura organizacional, tais
como valores, crengas, mitos, tabus, pressupostos, normas, histdrias, rituais e cerimonias e como cada um desses elementos interfere na inser¢ao
de pessoas com deficiéncia; bem como a identificacdo das praticas de gestdo de recursos humanos adotadas na inser¢do de funciondrios com
deficiéncia. Por fim, conclui-se que dos trés hotéis, apenas o de Rede Internacional trabalha todas as praticas que fizeram parte deste estudo e que

os outros dois usam apenas as praticas de recrutamento e selegdo.

© 2016 Departamento de Administracdo, Faculdade de Economia, Administracdo e Contabilidade da Universidade de Sdo Paulo — FEA/USP.
Publicado por Elsevier Editora Ltda. Este € um artigo Open Access sob uma licenga CC BY-NC-ND (http://creativecommons.org/licenses/by-nc-
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Introduction

The tourism industry in Brazil grows every year, gaining
greater importance in social and economic development (Naves
& Coleta, 2004). Even the Hotel Business, although facing a
crisis that affected the world, has presented expressive growth
(ABHI-PA).

The city of Belém, state of Pard, located in Brazil, has pre-
sented a significant growth regarding the hotel sector structure
in the latter years (ABHI-PA). After all, the city of Belém is the
largest city in the world that is located on the equator, and it is
the natural entrance door for the realm of Amazon, its friendly
people, its natural beauties, its historical heritage, and the invest-
ments that are being done indicate a great potential for tourism
(Teixeira, Teixeira, & Vieira, 2006, p. 2).

This growth in the hotel industry creates the need for a large
number of workforces in a variety of functions. After all, to
support the guests’ needs, hotels depend on the human element
(Marques, 2003, p. 333). The department of Human Resources
(HR) is the one responsible for finding these professionals. It is
important to note that, to work in the front office of the hotel
business, these professionals must keep good appearance, have
good diction, perfect hair and nails, etc. (Castelli, 2003).

In this context, one of the challenges of hiring people with
disabilities (PwDs), especially in the hotel industry could be
the emphasis on the physical appearance of hotel employees
(Groschl, 2007). Regarding this issue, Wood (1992) argues that
for positions involving a high level of contact with the public,
hotels often look for people who present a reasonable level of
physical attractiveness, these aspects generally linked to beauty.

Therefore, a kind of cult of beauty and perfection is created.
This leaves behind people that do not fit in the established stan-
dards, even when they have the required or even additional skills
to perform the job. Cristina and Resende (2006, p. 1) consider
that this situation is still more worrying for PwDs, who, in
addition to living in a competitive environment, have to face
the “famous and invincible prejudice”.

In Brazil, the concern with the inclusion of people with dis-
abilities stood out after the creation of the Law 8213/91, also
called Law of quotas, which obligates all companies with more
than 100 employees to have between 2 and 5 percent of its
vacancies designated to PwDs.

This law, however, does not guarantee PwDs with access to
the labor market (Mourdo, Sampaio, & Duarte, 2012; Tanaka

& Manzini, 2005; Wooten, 2008) because of innumerable
obstacles, including: prejudice regarding PwDs’ capacity of
contributing (Campos, Vasconcellos, & Kruglianskas, 2013;
Costilla, Neri, & Carvalho, 2002); failures in the professional
formation and training processes (Tanaka & Manzini, 2005,
p- 275); and individual, economic and social factors (Ta & Leng,
2013).

In order to better know the specific issue of the inclusion of
PwDs’ in the hotel industry of the State of Pard, this research
studied hotels subject to the Law of quotas (hotels with more than
100 employees). Three different kinds of establishments were
included: an Independent Hotel (smaller, unique, and family-
owned), a Hotel that belongs to a National Chain (part of many
units owned by one national company), and a Hotel that belongs
to an International Chain (part of many units owned by one
international company). By doing this, this research sought to
understand how three distinct management patterns in the hotel
business reacted to the insertion of people with disabilities.

According to Carvalho-Freitas de, Leal, and Souto (2011)
survey, conducted between 2000 and 2010 having as theme
the issue of employment of PwDs, some international studies
address the situation, in the case Lebanon (Wehbi & El-Lahib,
2007), barriers to PcDs employment in Canada (Shier, Graham,
& Jones, 2009) and the work on their own (self-employment)
among PwDs from 13 European countries and its advantages for
these people (Pagan, 2009). An ethnographic study conducted
in Cambodia, associating disability and discrimination at work
(Gartrell, 2010) and a study on the nature of the barriers that
people with disabilities face in the work environment in Kenya,
Africa (Opini, 2010).

Finally, there is a study on discriminatory practices in hir-
ing PwDs in New Zealand (Harcourt, Lam, & Harcourt, 2005).
According to the authors, it should be noted that the main issues
of interest are linked to discrimination and barriers to employ-
ment, indicating that these issues do not seem to depend on
cross cultural contexts and different countries. Regarding the
national scientific production on the subject, according to Faria
and Carvalho (2011), few studies still need to be forward, to
the extent that there is 45.6 million Brazilians with disabilities,
which shows the importance of studying the subject. Within
this context, this study aimed to answer the following research
question: How do human management practices guide the inclu-
sion of people with disabilities in the hotel industry of Belém,
State of Para, Brazil?
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Theoretical basis
Human Resources practices

For years, society has excluded PwDs from social life. Ribas
(2000) states that the cultural image of people living with dis-
abilities was tied to their presumed inability to work. The author
emphasizes that: “coherently with this image, executives of phil-
anthropic institutions pursued what they thought was the best:
shelter, protection, and asylum for people with disabilities”. This
exclusion is still reflected today in several sectors of society
(Costilla et al., 2002; Cristina & Resende, 2006).

Brumer, Pavei and Mocelin (2004, p. 302) mentioned the
Program of Worldwide Action for Disabled Persons, of United
Nations (1982), which said:

experience has shown that, to a large extent, it is the means
that determines the effect of a deficiency or of an inability
on an individual’s daily life. People see themselves rele-
gated to disability when opportunities in the community that
are essential for life are denied to them, including family
life, education, work, housing, economic and personal secu-
rity, participation in social and political groups, religious
activities, sexual or emotional relationships, access to public
facilities, and common lifestyle.

Therefore, it is noted that the UN held a different perspective
about PwDs, considering them as citizens who possess rights and
obligations, and who are participants and builders of society.
This is remarkable since, from this moment on, new interna-
tional laws motivated countries to produce national laws, which
guaranteed PwDs an equal and fair treatment.

In Brazil, since 1991, with the implementation of the Law of
quotes, the companies with more than 100 employees were obli-
gated to hire people with disabilities. The right to participate in
the labor market was acquired through national and international
legislations (Tanaka & Manzini, 2005).

However, there are few PwDs who are effectively included in
labor market. Schwarz and Haber (2009, p. 215) considered that
there are still many barriers to be overcome, since there is a lack
of knowledge about this issue, and a lack of qualified profes-
sionals with disabilities. Still according to these authors, these
professionals have to deal with the lack of structural, techno-
logical, communicational, and attitudinal accessibility, as well
as with issues regarding urban mobility, accessible means of
transportation, and quality education.

Belizario (2009, p. 15) denounces that, among companies,
there are some which are only concerned with following the
Law and are, thus, reserving the vacancies of lower hierar-
chical levels, worse payments, and with no prospect of career
advancement to PwDs. There are also others, which are delay-
ing the employment of people with disabilities, even though
these companies are at risk of suffering legal sanctions, because
its managers think they will have to invest a lot to adjust the
organizational structure and to change the daily work routine.

Although PwDs have the right to participate in the labor mar-
ket guaranteed by legislation, difficulties are part of the process
of actually finding a position in a company (Beltrao & Brunstein,

2012). When a company decides to create positions for peo-
ple with disabilities, it overcomes the barriers that traditionally
exclude these people from productive process.

Three issues must be addressed primarily by companies: first
of all, the communication problems between employers and
employees; second, the lack of experience of current employ-
ees in working with people living with disabilities; and, third,
the precarious education and professionalization of most of
the individuals living with disabilities (Ethos, 2002, p. 21).

Itis in this context that people management practices become
especially relevant. One of the factors that makes HR an strate-
gic dimension of companies is the elaboration of HR policies,
which, in Fleury’s (2009) opinion, must be connected to “a
strategic plan, transforming goals into guidelines, which will, by
their turn, be translated into concrete practices” (Fleury, 2009,
p. 116).

In the next section, some well recognized people management
practices will be presented, as well as their implications.

Recruitment and selection. Recruitment and selection pro-
cesses are important tools not only to integrate people, but
also as a strategic (Limongi-Franca & Arellano, 2002; Zacarelli
& Teixeira, 2008), cultural, and political factor (Zacarelli &
Teixeira, 2008). Zacarelli and Teixeira (2008) emphasize that
choosing individuals to participate in a company’s group work
is not an isolated process anymore. In fact, this process is a part
of daily routine in companies that try to find and employees who
may aggregate certain qualities and advantages to the company.

Pantzier and Schroder (2010, p. 75) state that recruitment is
a phase of the process of aggregating people to a company that
“seeks to attract and invite people to participate in the organiza-
tion”. Mullins (2004, p. 275) highlights that “it is important to
guarantee justice and equal treatment to all candidates”.

In this sense, what is the situation of PwDs? What positions
are more suitable for them? Should their recruitment and selec-
tion processes be equal to those of other people? The Ministry
of Work and Employment (Mte, 2007, p. 27) clarifies that com-
panies, when selecting PwDs, should only list requirements that
are adequate to PwDs’ realities and peculiarities.

Regarding this issue, Schwarz and Haber (2009) alert that the
obligation to hire PwDs should never surpass human dignity,
therefore, all hiring processes of professionals with disabilities
should be done in the same way as those of other professionals.
The authors emphasize that the hiring process should not be
done:

in a hurry, only to enforce the law. It is necessary to offer
defined positions or activities, respecting the professionalism
of these people who do not want to be the object of charity
nor to remain excluded in ‘special institutions’ (Schwarz &
Haber, 2009, p. 215).

One of the interviewees in a study developed by Serrano and
Brunstein (2007) reported her indignation regarding newspa-
per advertising which recruited disabled people for a position,
because she believed that individuals should be hired because of
their specialties and not because of their disabilities. In fact, it is
possible to find, everyday, examples of the recruitment of people
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with disabilities to occupy certain vacancies in the media with-
out any information regarding the position that they will hold in
companies. In this sense, it is understood that companies should
not be looking for disabilities, but rather for skills. People with
disabilities have the right to be respected whatever the nature of
their disabilities is (Mte, 2007, p. 27).

With respect to the method used to recruit people, Souto
and Garcia (2009) explain that they may vary: recommenda-
tion from previous employees, advertising, and recruitment in
schools, internet, professional associations, employment agen-
cies, and recruiters. In the case of PwDs, companies may look
for alternative manners, such as, for an example, outsourcing
service (Ethos, 2002).

The recruitment is the initial phase to fill positions in a com-
pany and it supports the process of selection (Limongi-Franga
& Arellano, 2002, p. 64). The selection, on the other hand, ends
with the choice of the most suitable candidate for a job among
all those recruited. This is done using several instruments such
as analyses, evaluations, and data comparison (Limongi-Franca
& Arellano, 2002, p. 66). Fernandes and Silva (2008, p.194)
refer to the process of selection of a disabled person as equal
to the “process of selection of a normal person, in which they
need to satisfactorily analyze the position for which the com-
pany intends to hire, given that it is through this analysis that it
is possible to place the person living with a disability”.

In this sense, if an organization decides to hire a person with
disabilities, regardless of it being required by law, and does not
have the structure to do this, there are, in Brazil, NGOs and gov-
ernment institutions which may support the companies through
this process. In Belém, the National System of Employment
(NSE), the Association of Disabled People in Para (ADPA), and
the Association to Value People with Disability (AVPD) may
assist companies.

The first step in the selection process of PwDs, according to
Fernandes and Silva (2008, p. 193) is:

to analyze and predict some factors such as the quantity of
persons that will be hired, the necessary skills, when and how
they should be recruited, the nature of vacancies, and the
qualifications needed to fill them.

According to Mullins (2004 ) the kind of disability is the least
relevant variable in the selection process. In a study conducted
by the author, she concludes that

all researched companies consider that ‘sometimes’ the kind
of disability may interfere in hires. Even tough the kind of
disability is not strongly present in the selection process, it
is important to highlight that the preference for one type of
disability may be characterized as a discriminatory practice
(Mullins, 2004, p. 276).

To find the ideal person for a position, it is necessary to
apply certain techniques that will help the decision. The selec-
tion methods used by companies vary according to the context
and time (Zaccarelli & Teixeira, 2008, p. 130). The main tech-
niques used in this process are interviews, tests, and simulations.
Zacarelli and Teixeira (2008)remembers that the analysis of the
resume is the first step of selection processes.

In a study made by Aratdjo and Schmidt (2006), education
was pointed as the major obstacle to hiring PwDs because the
minimal educational requirement among researched companies
was the completion of Junior High school. In this research, the
authors also concluded that “in a general way, most of the com-
panies interviewed cannot comply with the Law of Quotas, even
tough, predominantly, they say that they would hire people liv-
ing with disabilities due to the pressures made by the referred
Law” (Aradjo & Schmidt, 2006, p. 250).

When the selection is finalized, the company will be able
to decide whether it should hire or not a certain individual. At
the end of this process, the individual who was until then just
a candidate to a position becomes an employee accepted by the
group and, consequently, feels that he or she is a part of the
organization.

Socialization. After all interviews and tests are completed,
it is time for the candidate to assume a commitment with the
company. From this point on, another process — integration or
functional socialization — starts. This process is a natural exten-
sion of recruitment and selection. It starts with the interviews
and continues through the first months after a hire.

Mullins (2004, p. 279) explains that the integration “is
designed in order to help new employees to get familiar with the
environment, to easily adapt to their new roles, and to establish
good professional relationships with current employees”. For the
author, regarding the hotel industry, the integration training must
“highlight the multicultural nature of work environment, empha-
sizing the importance of acting in an integrated and balanced
manner (Mullins, 2004, p. 280).

Pantzier and Schroder (2010, p. 76) explain that there is a
great misunderstanding when companies think that, in order to
socialize newly hired employees, it is enough to present the
company and introduce the current employees, imagining that
this is a form of integration.

These same authors emphasize that there are several ways of
socialization, some of which are quite creative, such as: using
mentors; connecting employees through their hobbies; produc-
ing events, especially events which involve food; integrating
employees outside of the company. Caldas (1999) explains that
“the individual also wants the socialization process to occur in
the least painful way and, to accelerate its acceptance, seeks
information that may reduce uncertainties and difficulties.

Thévenet (1989, p. 47) showed the other side of the inte-
gration process of an employee, which is the influence exerted
by the organizational culture on the individual. Thévenet (1989)
also reports that it is during the first days or weeks in the new job
that the company communicates the most fundamental messages
to new employees. The value of socialization for organizational
culture is revealed by Robbins (2005, p. 382) who highlights
it as one of the three pillars of the maintenance of organiza-
tional culture, along with the selection process and the leadership
styles.

Using an even broader view, Carvalho-Freitas et al. (2010,
p. 37) understands organizational socialization as:

The process of learning values, beliefs, and world views that
are specific of a certain organizational culture. This process
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may include: the acquisition of the organizational ethos,
which is not necessarily expressed by words; the conditions
to learn how to behave and act; the degree of organizational
tolerance regarding differences and divergences; expec-
tations that may be held; issues that may be expressed
explicitly, to whom, when and how to approach them; and
what should be valued as well as what should be forgotten.

Finally, it is questioned: how does the socialization of PwDs
happen in companies? Does the hotel industry follow the trends
of other organizations? Does this process happen differently for
PwDs than for other employees? In this sense, Gil (2002, p. 9)
calls attention to the fact that:

[...]itis necessary to assure conditions for the interaction of
disabled people with other employees, and with all partners
and clients to whom they should relate. Therefore, itis not just
about hiring people with disabilities, but also about offering
them possibilities to develop their talents and remain in the
company while meeting the performance criteria previously
established.

Training and development. In a context marked by accel-
erated changes, organizations try to invest in training and
development for their employees. After all, success for any orga-
nization is directly related to people’s performances (Mullins,
2004; Tachizawa, Ferreira, & Fortuna, 2006). In the case of the
hotel industry, this condition is present at all moments, since
this kind of company deals with people from different places
of the world, different cultures, and diverse needs on a daily
basis. Therefore, employees have to be prepared to face the most
unexpected situations.

Thus, it seems unquestionable the relevance that the training
and development areas (T&D) have acquired among Human
Resources’ functions (Eboli, 2002, p. 185). In this sense,
Pimenta (2004, p. 138) clarifies that this relevance is due to the
fact that the company becomes competitive, which justifies the
investment in Training and Development (T&D). Tachizawa
et al. (2006) defends that the process of T&D should be perma-
nent and involve all areas of a company, under the supervision
of Human Resources.

Regarding training, Mullins (2004, p. 282) states that its goal
is to enhance the knowledge and skills of employees, developing
an adequate attitude. The same author affirms that it is also the
basis for personal development and for management succession.
Bergamini (1980, p. 39) employs the term training “as a specific
preparation for a good performance in several tasks that compose
different positions”.

In the case of tourism, it is a fact that for this to develop, a
high level of quality and productivity is needed within Human
Resources. Thus, initiatives that involve training are required,
since this can be a key factor for personal development and for
the improvement of quality standards in touristic organizations
(Rodrigues et al., 2005).

In regards to development, Ratto (2008, p. 265) explains
that the aspects in focus are “the integration of the employee
within the company and with his colleagues, the flexibil-
ity and openness to changes, team work, qualification to

exercise positions of leadership, and leadership skills develop-
ment”.

It is possible to see training as a short-term process, while
organizational development is a long-term investment (Pimenta,
2004, p. 143). It is possible, therefore, to perceive training as
one aspect of employee development, and that both training and
employee development are aspects of a bigger plan, which is the
organizational development (Pimenta, 2004; Ratto, 2008).

Regarding the PwDs, how are they involved in this context?
What kind of policies of T&D do companies hold for people
who live with disabilities? For Fonseca (2001, p. 155):

The right to professionalization assumes, here, an essential
role of socialization of the disabled, since their limitations for
work constitute a barrier to work only in an instrumental way,
whether their limitations are physical, mental, or sensorial.
All of them are possible to overcome if the prejudices, inher-
ited perhaps from ancient conceptions of primitive people
who believed that a disabled is a ‘sinner punished by God,’
are overcome.

Once the hiring is made effective, the organization must
provide PwDs the same opportunities of training and devel-
opment that are offered to other employees, respecting their
limitations. Sassaki (2003, p. 69) suggests that the companies
include the disabled professionals in their career promotion
plans, giving them the same opportunities as other employees.

Methodology

The choice for a qualitative approach is due to the fact that
it makes possible to search for the studied phenomenon using
the perspective of the people involved in it (Godoy, 1996).
Among the techniques chosen were bibliographic and documen-
tal research and field study.

This research is a case study, considering that this kind of
strategy is used to answer questions about “what” and “why”
(Yin, 2001). As this study was conducted with more than one
hotel (units of analysis), based on Yin (2001), it may be classified
as a multiple case study.

The loci of this investigation were three hotels located in
Belém, Brazil, which follow three different administration mod-
els. They were classified as: Independent Hotel (HI), Hotel
belonging to a National Chain (HNC), and Hotel belonging
to an International Chain (HIC). These three different kinds
of establishments were included by having different organiza-
tional cultures, taking into account its management structure: an
Independent Hotel (smaller, unique, and family-owned), a Hotel
that belongs to a National Chain (part of many units owned by
one national company), and a Hotel that belongs to an Inter-
national Chain (part of many units owned by one international
company). By doing this, this research sought to understand how
three distinct management patterns in the hotel business reacted
to the insertion of people with disabilities. The goal of choice for
these different types of management was to verify the possible
existence of differences or similarities in the way of conduct-
ing the policies and practices of Human Resources in relation
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to the PwDs and the extent to which they are applied in hotels
with different management structures.

The selection of research subjects focused on Human
Resource managers, who are in direct contact with policies
and practices of people management, including those geared
toward professionals with disabilities. Nine persons were inter-
viewed, three Human Resource managers (all female) and six
PwDs (half male and half female). Of the PwDs interviewed,
half had become disabled due to accidents, and the others were
born with a disability, a hearing disability in all cases. Semi-
structured interviews were used for data collection, since this is
an efficient technique to obtain data regarding several aspects
of social life (Gil, 2002). Non-participant observation was also
conducted, which made it possible to make notes about physical
and behavioral aspects during the interviews. This data collec-
tion happened between June 1st and July 4th, 2011. Interviews
with HR managers, people with disabilities and the observations
were carried out as a form of data triangulation, seeking greater
consistency in the results, as recommended by Yin (2001). On
average, each interview lasted 40 min. All interviews were tran-
scribed and analyzed based on categories drawn up a posteriori,
following the procedures suggested by Bardin (1977).

In accordance with the goals of this research, its Content
Analysis was used. Content Analysis is a “set of techniques used
to analyze communication which includes systematic and objec-
tive proceedings to describe the content of messages” (Bardin,
1977, p. 38).

Analysis of data
Independent Hotel (IH)

This hotel has been on business for over thirty years, hav-
ing a great status in the market. It employs over 158 people.
From these, three live with disabilities: one has a visual disabil-
ity, the other, a physical, and the third, a hearing disability. Two
of them work in the general services sector and the third in the
maintenance sector.

Table 1 summarizes the findings about the HR practices
employed to include people with disabilities in this Hotel.

Table 1
Human Resource practices in the Independent Hotel.

Categories Hotel’s practices

Recruitment Done by the National System of Employment
(NSE) and any other kind of resource.

The candidate is interviewed first by the general
manager, then by the manager of the specific
area. There are no tests or other requirements.
There is no ceremony to receive the newly
admitted employees. They only receive a manual
with the Hotel’s rules that they should keep with
them all the time.

Inexistent practice for professionals with
disabilities.

There is no intention of investing on disabled
employees.

Selection

Socialization

Training

Development

Source: the authors.

From the manager’s statements, it was possible to notice that
the Human Resources practices are only associated with the
initial process of entrance of new employees in the company,
being restricted to recruitment and selection.

In the categories of recruitment, selection, and socializa-
tion, it is important to emphasize that there was a convergence
between the information given by the manager and by the
employees interviewed. In the case of training and development,
there is also a convergence between the manager’s statements
and employees’ statements, when they affirmed that there is no
investment in these areas for people with disabilities. This can
be perceived through the statement made by Employee 3 (E3):

No, I am working here for 1 year and 7 months and I never
participated [in training]. I have already done it outside, in
company X, in which I worked for a while, so sometimes I go
back there to see if there is something new in the place that
I worked. I am anxious because in the position that I have
now there are always new products that we have to deal with
every day, and we need to be updated” (E3).

The justification for the non-existence of training specific to
PwDs can be perceived in the manager’s (M) statement below:

Look. .. (showing doubts), see. .. they can’t, don’t demon-
strate, that is what I am telling you about the difficulties of,
the, the. . . of a maid, to be a maid, to be a waiter [. . .] I mean,
it is not possible (M).

The company, as can be seen, has no intention of investing in
its employees with disabilities. Therefore, they have few or no
perspectives of growth and development.

Besides, the PwDs are restricted to few areas and positions in
the Hotel: the administrative, general services, and maintenance
sectors The managers explained explicitly that this situation is
the best for PwDs in order to guarantee their safety, as well as
for the hotel, since the guests are there to see “beautiful” things:

and some other sectors, as for example, in the restaurant it
is also not possible, we avoid putting them in the kitchen
because of sharp material, and in the laundry because of the
machines (M)

The guests arrive and they want to be well received, see a
beautiful receptionist, you know, I mean, a ‘good evening’
well said and all those things that become more complicated
with a disability (M).

On the other hand, E3 expresses the opposite: that he would
have the opportunity to compete for any better position in the
company if he would be more qualified:

I think not, I think everybody is able to fill a position, anyone
can be in any position with no difficulties [...] (E3).

... you know that you are qualified to be perform this func-
tion, but if you are not, it is not possible to go to a sector
unprepared (E3).

Regarding the perception of inclusion of people with disabil-
ities, a divergence was noticed in the opinions of manager and
employees. On one hand, there is the organization that must
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comply with the Law, and on the other hand, there are the PwDs
who hold a positive view about their insertion in that company.
These two different positions can be seen below:

The interest is because there is the Law, and the company
has to fill a certain percentage to meet the requirements of
the Law (M).

Maybe it is a way to give opportunity to disabled people,
because many times what a person does, is not just because
the person has disabilities that she must not be a good pro-
fessional, I think this must be it (E2).

Finally, when comparing the HR manager’s and disabled
employees’ affirmatives, itis possible to find, as divergent points,
the practices of: development, interest for inclusion, and reclu-
sion in specific sectors; as convergent points are listed the
practices of: recruitment, selection, training, and socialization.

Hotel belonging to a National Chain (HNC)

This hotel is a part of a national chain of hotels that possesses
units in four Brazilian states. Although it only has sixty employ-
ees, the HR manager informed the researcher that the hotel is
required to hire two persons with disabilities, since the quota
was stipulated for the whole chain and not just for the individual
hotel. The hotel, however, had only one employee with a disabil-
ity during the time of this research. The manager said she was
“waiting some time”, but that she would do a selection soon.

In this hotel there is no Human Resources department, but
rather a Personnel Department; therefore, HR practices are inex-
istent. This can be seen in Table 2.

Recruitment is delegated to one of the institutions that sup-
ports workers with disabilities. This is because it is easier
to select employees this way, and because there are no costs
involved. The manager even says “No way! Am I going to spend
money because of this? (Smiled)”.

The manager performs bureaucratic activities in the Person-
nel Department, being one of them to hire workers. In this sense,
the only activity developed to this end (hiring people) is the
selection process, which is very simple, through an interview.

Regarding the severity of the disabilities of candidates to a
position, there were reported restrictions for some kinds of dis-
abilities, especially the most severe. The manager justifies this
attitude saying that PwDs are only hired for the General Services

Table 2
Human Resource practices in the Hotel of National Chain.

Categories Hotel’s practices

Recruitment Practice is delegated to the National System of
Employment (NSE).

Selection Interviews and analysis of working history

Socialization Inexistent. The only ritual is to take the new
employees to know the facilities of the hotel and

their workplace.

Training Inexistent, but with perspectives of existing in
the future, focusing on all employees, in general.
Development Inexistent.

Source: the authors.

department, and that a severe disability may serve as an excuse
to not perform determined tasks.

No, because after she will find an excuse not to work
she does. She comes to tell me that she has a special
need. .. she. .. everything that I asked her if she would be
fine doing, she said she will, that it is ok, but after sometime,
she will say: - Oh!. .. I cannot do this, I cannot do that [Man-
ager does a high voice and an expression of disdain]. Do you
understand? (M).

According to the interviewee, it is common for PwDs to
not work well and to use their disability as an excuse for that.
According to her, one of the reasons for this would be the possi-
bility of receiving unemployment insurance in case of dismissal
as well as the easiness to be hired again in the labor market.

After almost a year they already have all the benefits [...]
they know that, on the next day, if they look for it, they will
get a job, you know? It is complicated (M).

In her speech, prejudices regarding the capacity to contribute
of these people were found, as well as assumptions about their
way of working, and even their character, as in her reference to
“finding excuses not to work™ or even her reference to disabilities
that were so light that seemed to be only an excuse, as seen below:

about five years ago, when I started to work, T hired an old lady
who was hearing impaired, but I am going to tell, she could
listen to everything, she listened from the phone, normal,
I am telling you, she listened normally, but she had a medical
certificate, right?

The hotel also does not allow PwDs to compete for the same
positions that people without disabilities. Regarding their reclu-
sion to specific sectors, the manager affirmed that PwDs do
not have the possibility of exerting functions out of the general
services department.

This condition was unknown by the employee interviewed,
given that she had the understanding that she could work in any
sector of the company: “No, in any of them, but this is the only
one that I like”.

The manager also pointed the lack of interest in hiring peo-
ple with disabilities, saying that the Hotel only does this to
comply with the Law.

It is complicated; it is a “kind” for those who want to
work (M).

What is the interest? We do not have interest, the government
obligates us to hire them [...] if I could get rid of some, and
I would get rid of them, ok? (M).

On the other hand, the employee’s report shows that she
believed that the hotel had an interest in her experience as
cleaner: “First they wanted a person to take care of the cleaning
here, then they liked my service and I already had this experience
[...]".

Finally, the data also presented a divergence between the man-
ager and the employee regarding the socialization process. The
manager mentioned that, after signing the contract, the person
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walks through the Hotel and then learns about her place of work.
The employee said that she was only taken to know her place of
work (general services).

There were no reports regarding training and development
by any of the interviewees. However, the manager mentioned
that a HR department would be created soon, and that, after this,
there would be trainings for all employees: “For everyone. For
employees in general. After all, we have few [PwDs] here” (M).

Therefore, divergences between manager and employee’s
perceptions were found: socialization, interest for inclusion, and
reclusion in specific sectors for PwDs; and as convergent points
were found the practices of: recruitment, selection, and training.

Hotel belonging to an International Chain (HIC)

This international hotel possesses 134 employees. Although
the Law of Quotas requires three disabled employees for this
hotel, only two employees currently present disabilities. There
is a third person who, however, has not yet been formally hired.

In this hotel, an unexpected situation was found. On the
first visit to the hotel, the researcher was informed that both
disabled employees were hearing impaired, but that both of
them could communicate because they used a device and
because they could read and write. In the day of their interview,
though, it was found that the employees had a severe disability,
and that they could not hear almost anything. Besides, they did
not use a device, and neither of them could read or write. This
situation made communicating very difficult, since it was not
possible to talk with them, and they could not answer a written
questionnaire. Therefore, most of the information in this session
originated from the manager’s reports.

In this hotel, several HR practices are adopted, but there is
nothing specific to PwDs. There are only generalized practices
for all employees, independently of having a disability or not,
as can be seen in Table 3.

With respect to recruitment, according to the managers, the
hotel has a good database; also, to hire disabled employees, they
had already done an internal recruitment. An interesting point is
that the call for applications is done using the disability and not

Table 3
Human Resource practices in the Hotel of International Chain.

Categories Hotel’s practices

Recruitment There are several practices for the recruitment of
PwDs.

Selection Depends on the position, being possible to use

more than one technique or a combination of
several of them.

Socialization occurs every month in an occasion
in which all employees hired in that period are
gathered and the rules, rights, and duties of all
employees are presented.

Socialization

Training The disabled employees participate in all
training and all activities organized by the hotel,
which, however, are not sufficiently inclusive.

Development There is the possibility of ascending in the

organization.

Source: the authors.

the position, which is apparently incoherent with the hotel’s val-
ues. The employee 1 confirmed the manager’s statement about
recruitment (E1), who can lip-read. After a lot of effort, this
employee also said that the advertising focused on the disabil-
ity and not on the position that corroborates with the managers
statement:

We never specify the position, but depending on the needs of
the person, we put the person in a vacancy according to her
disability, in order to allow her to perform the tasks. I am not
going to put a hearing impaired in the reception because he
is not going to have the understanding (M).

From what was exposed above, and following the same line
of though, the manager justifies the fact that the hotel does not
accept that PwDs compete for the same vacancies offered to
people without disabilities. The manager’s arguments are related
to the impossibility of a PwD to perform certain tasks: “We
cannot open a position to people that may not be able to fulfill
the position’s requirements” (M).

In the case of employees with hearing disabilities, it was
reported that the selection of both employees was made through
the application of a practical test, since both of them had experi-
ence in the area. However, in this occasion, it was clarified that
during the selection, the choice of the candidate is also based in
the kind and degree of the disability:

What could be perceived in the moment was that they had
already been in similar situations before, that they had per-
formed similar tasks, and the fact that they don’t have a
physical disability, hands, arms, gave us the possibility to
put them in two sectors: kitchen and governance, where we
were needing people (M).

It was noticed, in the manager’s report, that this hotel favors
PwDs who present lighter disabilities. Even tough they hired two
persons with severe disabilities; they pursued a perfect physical
aspect. Besides, the manager said that the Law of Quotas is the
main reason they hire people with disabilities.

Despite the fact that both PwDs participate in all training
processes, an interpreter is never present, which compromises
their effective participation and comprehension of the training.
In addition, there is the aggravating factor that none of the other
employees of the company can use sign language, which further
complicates communication with the disabled professionals:

They normally participate in all trainings, they are invited,
and we use visual aids, right? Thus it is very easy for them,
because they read the PowerPoint, see the pictures, we put
up images to help their understanding (M).

The manager reported that the two employees participated
in all activities and emphasized: “They are concerned about
participating in everything!” (M).

However, it was perceived that when they were invited to par-
ticipate in some events, they did not have any idea of what was
happening. Besides, because they cannot read, they are unable to
take advantage of the visual resources mentioned. They partici-
pate only because they physically present in the space. This was
exactly what happened in the day of the interview for this study,
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when they were taken away from their work and left in the HR
room without a clue of what was happening. This conclusion
can be drawn by observing their body language and posture as
sources of non-verbal language.

Another interesting point is the existence of the possibility to
ascend in the career, as reported by the manager: “Sure, espe-
cially because they are two persons who are very accessible,
they don’t have difficulties regarding anything, time, schedule,
absences”.

However, as the positions destined to PwDs are defined
according to the type of disability, so is the possibility of ascend-
ing within the company. The professionals with disabilities tend
to work in specific sectors, according to the data obtained in
this research. It was noted that the manager presented a dis-
criminatory attitude regarding the PwDs’ ability to work and,
consequently, to their allocation in several sectors of the hotel
(reception, laundry, restaurant, kitchen, etc.).

Discussion

Among the hotels researched, only one of them (HIC) plans
and executes all Human Resources practices, which are the focus
of this study. The other two basically focus on the selection
process. The pursuit for the easier manner of doing recruitment
and selection, demonstrated by the hotels IH and HNC, shows
the unpreparedness on the part of many organizations in dealing
with the inclusion of disabled employees. For Ribas (2000) this
happens because “most of the companies, until recently, hire
them only because they are obligated to comply with the Law.
They end up hiring few [PwDs], in a disorderly manner, without
criteria or planning, and, therefore, without real commitment”.

In all studied hotels, it was noticed that during the selection
the main focus was on the type and severity of the disability,
excluding the most severe ones. The absolute criteria is the
search for a lighter disability and not the search for the spe-
cific skills needed to fulfill a position. This led to the belief that
the mere insertion of people living with disabilities in a company
does not necessarily means that they are really being included
(Fernandes & Silva, 2008). What occurs in these cases is an inte-
gration (Sassaki, 2003), i.e., a punctual adaptation that does not
require a structural change in a companyj; it is the person living
with a disability who must adapt to a poorly planned situation
(Guimaraes, 1999).

Socialization, which is, in theory, essential for both the com-
pany and the employee (Carvalho-Freitas et al., 2010, p. 265)
is executed only by the hotel HIC. With respect to training and
development (T&D), the situation is the same.

In the case of IH, the manager makes it clear that the hotel
has no intention of investing in disabled employees, which is an
attitudinal barrier (Sassaki, 2003). Cox and Baele (1997) observe
that one of the factors that generate a feeling of exclusion is
the lack of attitudinal accessibility, as well as prejudices and
stereotypes.

However, why not invest in people that are already part of the
company? The answer to this question is in Marcondes’ (2008)
conceptualization about what Training and Development.
He says that “training is the improvement of the employee’s

performance in order to enhance the productivity of resources®,
while development is “the worker’s qualification to reach new
positions”. The hotels IH and HNC stigmatize disabled people
and exclude them from social interaction, especially with
guests. In both managers’ statements (IH and HNC) this is clear
when, during selection processes, things such as schooling and
professional experience are not considered.

When questions about HR practices were made, it was possi-
ble to notice some indications of prejudice in managers’ speech.
They displayed features such as: preference for lighter dis-
abilities; allocation of PwDs in exclusionist sectors; search for
disabilities that may be hidden; lack of development in PwDs’
careers in the companies; belief that PwDs do not have ability to
execute a diverse range of activities; desire to comply with the
Law of Quotas as the main reason to hire PwDs.

The analysis of managers’ and PwDs’ responses provided
the opportunity to understand how their relationship works.
There were convergences in the statements regarding HR prac-
tices when it came to recruitment, selection, socialization, and
training. However, regarding development, the influence of the
cultural and social network in which we live was noticed, and it
was found that people with disabilities believe in the discourse
that says that their employment in the hotels is a result of belief
in their potential as professionals, and that they will receive the
same opportunities as other employees.

The three managers’ statements indicated that it is not the
capacity to contribute of these professionals that matters, demon-
strating that they do not seek the social inclusion of this
professionals which, even facing limitations, may be as pro-
ductive as any other person (Cristina & Resende, 2006).

Conclusions

The statements made by managers allow for the verification
that the two kinds of insertion exist. One kind inserts PwDs
in companies because of the Law’s requirements (IH, HNC). It
was noticed an indifference regarding the disabled professional’s
capacity of contributing. The other kind also inserts people to
comply with the Law (HIC), but displays more inclusive actions,
even though it still does not meet all the adaptations to be truly
inclusive.

By analyzing the data, it was noticed that the only hotel that
adopts the HR practices studied as a hole in this research (recruit-
ment, selection, socialization, training, and development) was
the HIC, and even then, with certain restrictions. This occurs pos-
sibly because of international chains from developed countries
that have a culture of greater respect for people with disabilities,
while that by settling in different countries of origin are required,
more accurately to comply with the laws so as not to jeopardize
its permanence and expansion in the country of interest. Further-
more, the preservation of the positive image of these companies
is an important asset for the sale and maintenance of its brands
which includes being socially responsible.

In relation to independent hotels, family-owned and national
chain, you may need a breakthrough in business education and
a greater exercise of citizenship, since according to research
meet the minimum required by law seems to be the way when
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it comes to policies and practices applied to the case of people
with disabilities.

It was also demonstrated that, to different degrees, the selec-
tion of PwDs’ occurs as a discriminatory act, be it by the lack of
attention given to the issue (IH, HNC) or by the preference for
lighter disabilities (HIC).

The placing of disabled people in exclusivist sectors (IH,
HNC, HIC) and the impossibility of ascending in their careers
(IH, HNC), justified because of the disabilities, shows that there
is a primary focus on the disability and its limitation, and not in
the people and their potential to contribute to the company. This
also justifies the inexistence of specific training and development
programs for PwDs.

Finally, it is important to highlight that due to discriminatory
statements, it is not surprising that modifications in job descrip-
tions to make them suitable for disabled workers were not found;
on the contrary, the PwDs were the ones who had to adapt to their
jobs.

Besides, the discourses demonstrated that employees believe
that their managers value them as employees in these compa-
nies, a belief that is not shared by the managers (IH, HNC). With
respect to HIC, it is possible to infer that the manager’s discourse
that PwDs are keen to participate in all of the hotel’s events does
not corroborate with reality. It is evident that, in spite of the dis-
course in favor of social inclusion, this discourse is situational,
and there is a great difference between what something looks
like, and what it really is.

The unpreparedness of managers in the IH and HNC hotels
in dealing with disabled employees was verified, since they
hold discourses filled with prejudice and stigma. This situation
reached the level of total disrespect and lack of professional
ethics when the manager of HNC calls these professionals a
“kind”.

From the search results, we present some propositions:

1. The hotel companies operating in Brazil must move forward
in the aspects related to the definition of policies and practices
of Human Resources for people with disabilities;

2. Theinternational hotel chains have and apply HR policies and
practices for people with disabilities in a manner more con-
sistent when compared to the national chain hotel companies
and independent hotels;

3. There is still some misunderstanding and preconceived
notion regarding the work capacity of people with different
levels of disability;

4. As the hospitality fantasy and glamor are important princi-
ples for managers and customers do not seem to be a clear
space in this context for people with disabilities, despite the
imposition of the law.

Therefore, this research adds to the understanding that even
though there is an enormous legal apparatus (both national and
international) which aims to promote the rights of people liv-
ing with disabilities, there are still cultural forces that prevent
them from being fully integrated in the labor market; there is,
thus, the need for broader changes within social contexts. The
identification of taboos leads to the inference that the complete

inclusion of employees with disabilities in the three hotels was
compromised.

This study did not aim to exhaust the subject and being a
qualitative research brought insights that can serve as a basis for
future studies, such as: (1) conduct a quantitative study to verify
the applicability of HR policies and practices for people with
disabilities; and (2) make a comparative study on HR policies
and practices applied to different areas of service.

Conflicts of interest

The authors declare no conflicts of interest.

References

Abih-PA. (2010). Associagdo Brasileira da Industria de Hotéis — Pard. Apre-
sentagdo,. Available at: http://abih.com.br/apresentacao/ Accessed 20.06.10

Aratjo, J. P, & Schmidt, A. (2006). A inclusdo de pessoas com necessidades
especiais no trabalho: a visdo de empresas e de institui¢des educacionais
especiais na cidade de Curitiba. Revista Brasileira de Educa¢do Especial,
12(2), 241-254.

Bardin, L. (1977). Andlise de Conteiido. pp. 70. Lisboa: Edicoes.

Belizério, M. (2009). Empregabilidade: uma Ponte a Construir. In A. Schwarz, &
J. Haber (Eds.), Cotas: Como Vencer os Desafios da Contratagdo de Pessoas
com Deficiéncia. Sao Paulo: 1. Social.

Beltrao, D. C., & Brunstein, J. (2012). Reconhecimento e construcao da com-
peténcia da pessoa com deficiéncia na organizacdo em debate. Revista de
Administrag¢do, Sao Paulo, 47(1), 7-21.

Bergamini, C. W. (1980). Desenvolvimento de Recursos Humanos (1sted.). Sdo
Paulo: Atlas.

Brumer, A., Pavei, K., & Mocelin, G. (2004). Saindo da “escuriddo™: perspec-
tivas da inclusdo social, econdmica, cultural e politica dos portadores de
deficiéncia visual em Porto Alegre. Sociologias, 6, 300-327.

Caldas, M. P. (1999). A passagem do pica-pau: andlise da socializagdo de trainees
como rito de passagem. In: Caldas, M. P; Wood Jr. (orgs). Transformagdo e
realidade organizacional: uma perspectiva brasileira. Sao Paulo: Atlas.

Campos, J. G. F,, Vasconcellos, E. P. G., & Kruglianskas, G. (2013). Incluindo
pessoas com deficiéncia na empresa: estudo de caso de uma multinacional
brasileira. Revista de Administrag¢do, Sao Paulo, 48(3), 560-573.

Carvalho-Freitas, M. N. de, D’ Avila Toledo, 1., Ferro Nepomuceno, M., Cdssia
Coelho Suzano, J. de, & Drumond Almeida, L. A. (2010). Socializagdo orga-
nizacional de pessoas com deficiéncia. Revista de Administragdo de Empre-
sas, 50(3), 264-275. Available at: http://www.16.fgv.br/rae/rae/index.cfm
Accessed 20.06.10

Carvalho-Freitas, M. N. de, Leal, G. T., & Souto, J. F. (2011). Deficiéncia e
Trabalho: Literatura Cientifica Internacional. Pesquisas e Prdticas Psicos-
sociais, 6(1). Sdo Jodo del-Rei.

Castelli, G. (2003). Administracdo Hoteleira. Caxias do Sul: EDUCS.

Costilla, H. G., Neri, M., & Carvalho, A. P. (2002). Politica de cotas
e inclusdo trabalhista das pessoas com deficiéncia. Ensaios Econdmi-
cos da EPGE/FGV, (462). Available at: http://virtualbib.fgv.br/dspace/
bitstream/handle/10438/518/1310.pdf?sequence=2. Accessed 22.11.09

Cox, T., Jr., & Baele, R. L. (1997). Developing competency to manage diversity:
Readings, cases and activities. San Francisco: Berret-Koehler Publishers.

Cristina, E. R., & Resende, J. B. S. (2006). Dificuldades da inclusdo do deficiente
fisico no mercado de trabalho. Revista Cientifica Eletronica de Ciéncias
Contdbeis, IV(08).

Eboli, M. (2002). O desenvolvimento das pessoas e a educagio corporativa. In
M. T. L. Fleury (Ed.), As pessoas na organizagdo. Sao Paulo: Gente.

Ethos Institute. (2002). O que as empresas podem fazer pela inclusdo das pessoas
com deficiéncia. Sdo Paulo: Ethos.

Faria, M., & Carvalho, J. (2011). Andlise da produg@o académica recente sobre
pessoas com deficiéncia no campo da Administracao: tendéncias, lacunas e
diretrizes para novas pesquisas. In EnEPQ — Encontro de Ensino e Pesquisa
e Administrag¢do e Contabilidade, Anais.



M.A. Sd et al / REGE - Revista de Gestdo 24 (2017) 13-23 23

Fernandes, A. L., & Silva, S. M. (2008). Recrutamento e selecio do
Profissional portador de deficiéncia nas organiza¢des: Integracdo ou
inclusdo? FACEF Pesquisa, 11(2.). Available at: http://www.facef.br/
facefpesquisa/2009todos_artigos.asp. Accessed 22.10.10

Fleury, M. T. L. (2009). O simbdlico nas relacdes de trabalho. In M. T. L.
Fleury, & R. M. Fischer (Eds.), Cultura e poder nas organizagoes. Sao Paulo:
Atlas.

Fonseca, R. T. M. (2001). O trabalho protegido do portador de deficiéncia.
Justitia — Revista do Ministério Piiblico de Sdo Paulo, 195, 149-156.

Gartrell, A. (2010). ‘A frog in a well’: The exclusion of disabled people from
work in Cambodia. Disability and Society, 25(3), 289-301.

Gil, M. (2002). O que as empresas podem fazer pela inclusio das pessoas
com deficiéncia. In A. C. Gil (Ed.), Gestdo de Pessoas: enfoque nos papéis
profissionais. Sao Paulo: Instituto Ethos.

Godoy, A. S. (1996). Pesquisa Qualitativa: tipos fundamentais. Revista de
Administrag¢do de Empresas, 35(3), 20-29.

Groschl, S. (2007). An exploration of HR policies and practices affecting the inte-
gration of persons with disabilities in the hotel industry in major Canadian
tourism destinations. Hospitality Management, 26.

Guimardes, M. P. (1999). A graduacdo da acessibilidade versus a norma NBR
9050-1994: uma andlise de contetido (3rd ed.). Belo Horizonte: Centro de
Vida Independente de Belo Horizonte.

Harcourt, M., Lam, H., & Harcourt, S. (2005). Discriminatory practices in hiring:

Institutional and rational economic perspectives. International Journal of

Human Resource Management, 16, 2113-2132.

Limongi-Franca, A. C., & Arellano, E. B. (2002). Os processos de recrutamento
e selecdo. As pessoas na organizagdo. Sao Paulo: Ed. Gente.

Marcondes, R. (2008). Desenvolvendo pessoas: do treinamento e desenvolvi-
mento a Universidade Corporativa. In D. M. M. Hanashiro, M. L. M. Teixeira,
& L. M. Zaccarelli (Eds.), Gestdo do fator humano: uma visdo baseada nos
Stakeholders. Sao Paulo: Saraiva.

Marques, J. A. (2003). Introdugdo a hotelaria. Bauru: EDUSC.

Mourio, L., Sampaio, S., & Duarte, M. H. (2012). Colocacio seletiva de pessoas
com deficiéncia intelectual nas organizag¢des: um estudo qualitativo. O&S,
Salvador, 19(61), 209-229.

Mte — Ministério do Trabalho e Emprego — Brasil. (2007). A inclusdo de pessoas
com deficiéncia no mercado de trabalho. Brasilia: MTE, STI.

Mullins, L.J. (2004). Gestdo da hospitalidade e comportamento organizacional.
Porto Alegre: Bookman.

Naves, E. M. R., & Coleta, M. F. D. (2004). Cultura Organizacional na Hotelaria
de Uberlandia. Turismo — Visdo e A¢do, 6(1).

Opini, B. (2010). A review of the participation of disabled persons in the labour
force: The Kenyan context. Disability and Society, 25(3), 271-287.

Pagan, R. (2009). Self-employment among people with disabilities: Evidence
for Europe. Disability and Society, 24(2), 217-229.

Pantzier, R. D., & Schroder, L. (2010). A acdo de gestdo de pessoas. In F. C.
Lenzi, M. D. Kiesel, & F. D. Zucco (Eds.), A¢do Empreendedora: como
desenvolver e administrar o seu negdcio com exceléncia. Sdo Paulo: Editora
Gente.

Pimenta, M. A. (2004). Gestdo de Pessoas em Turismo: sustentabilidade, qual-
idade e comunicagdo. Campinas: Alinea.

Ratto, L. (2008). Comércio: um mundo de negocios (2nd ed.). Rio de Janeiro:
Senac Nacional.

Ribas, J. B. C. (2000). Emprego e trabalho para portadores de deficiéncia. Revista
Ler para ver,. Available at: http://www.lerparaver.com/node/272. Accessed
03.04.10

Robbins, S. P. (2005). Comportamento Organizacional. Sio Paulo: Pearson
Prentice Hall.

Rodrigues, C. P, Farah, O. E., Giuliani, A. C., & Speers, E. E. (2005). Perfil
dos recursos humanos em hospedagem em duas cidades do interior de Sdo
Paulo. Revista da FAE, Curitiba, 8(2).

Sassaki, R. K. (2003). Inclusao: Construindo uma sociedade para todos. Rio de
Janeiro: WVA.

Schwarz, A., & Haber, J. (2009). Cotas: como vencer os desafios do contrato
de pessoas com deficiéncia. Sao Paulo: i.Social.

Serrano, C., & Brunstein, J. (2007). Relacdes de trabalho, percepcio da defi-
ciénciae o desenvolvimento profissional do tetraplégico em uma organizagao
publica: em busca do significado da inclusdo. In ENCONTRO DE GESTAO
DE PESSOAS E RELACOES DE TRABALHO DA ANPAD, 1. Anais. Natal:
Anpad.

Shier, M., Graham, J., & Jones, M. (2009). Barriers to employment as expe-
rienced by disabled people: A qualitative analysis in Calgary and Regina,
Canada. Disability and Society, 24(1), 63-75.

Souto, S. R., & Garcia, F. C. (2009). A influéncia da cultura organizacional nos
processos de recrutamento, seleg¢do e socializagdo: um estudo de caso de
uma empresa do setor de hotelaria de Minas Gerais. Revista Turismo Visdo e
Acgdo, 11(01), 41-62. Available at: www.univali.br/revistaturismo Accessed
28.10.10

Ta, T.L., & Leng, K. S. (2013). Challenges faced by malaysians with disabilities
in the world of employment. DCIDJ, 24(1).

Tachizawa, T., Ferreira, V. C. P., & Fortuna, A. A. M. (2006). Gestdo com pes-
soas: uma abordagem aplicada as estratégias de negdcios. Rio de Janeiro:
FGV.

Tanaka, E. D. O., & Manzini, E. J. (2005). O que os empregadores pensam
sobre o trabalho da pessoa com deficiéncia? Revista Brasileira de Educagdo
Especial, 11(2), 273-294.

Teixeira, R. C. F, Teixeira, I. S., & Vieira, R. (2006). O Municipio de
Belém do Pard e os seus produtos turisticos. XIII SIMPEP. Anais,. Avail-
able at: www.simpep.feb.unesp.br/anais/anais_13/artigos/796.pdf Accessed
07.05.11

Thévenet, M. (1989). Cultura de empresa, auditoria e mudanga. Lisboa:
Monitor.

United Nations. (1982). Resolution UN 37/52, 3 dec 1982.. Available at:
http://www.cedipod.org.br/w6pam.htm Accessed 05.07.10

Wehbi, S., & El-Lahib, Y. (2007). The employment situation of people with
disabilities in Lebanon: Challenges and opportunities. Disability & Society,
22(4), 371-382.

Wood, R. C. (1992). Working in hotels and catering. Londres: Routledge.

Wooten, L. P. (2008). Breaking barriers in organizations for the purpose of
inclusiveness. Human Resource Management, 47(2), 191-197.

Yin, R. K. (2001). Estudo de Caso: Planejamento e método. Porto Alegre:
Bookman.

Zacarelli, L., & Teixeira, M. L. M. (2008). Um lado da moeda: Atraindo e selecio-
nando pessoas. In D. M. M. Hanashiro, M. L. M. Teixeira, & L. M. Zaccarelli
(Eds.), Gestao do fator humano: uma visdo baseada nos stakeholders. Sdo
Paulo: Saraiva.



