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1. Introduction to the company and challenges
Fuerte Hoteles is a limited company specialising in leisure services and tourism. It is
well known for its environmentally friendly management and responsibility
towards society and has achieved a solid position on the Spanish market with
hotels in the south of Spain.
The chain is headquartered in Marbella (Málaga), where the first hotel, Fuerte
Marbella, was founded in 1957 and where it also currently owns the Fuerte Miramar
hotel. In addition, it has four more hotels distributed throughout Andalusia: Fuerte
Conil - Costaluz (in Conil de la Frontera, Cádiz), Fuerte Grazalema (in the middle of
the Sierra de Grazalema), Fuerte El Rompido (in Cartaya, Huelva), and Fuerte
Estepona (in Estepona, Málaga); the company also offers rental apartments in
Estepona and Torrox Costa (Málaga).
As regards its management and operating methods, Fuerte Hoteles' values provide a
strong foundation for the company's culture. Working and running the business
based on a set of sustainable guidelines and a code of ethics shared and respected
by everybody forming part of, or interacting with the company, is fundamental for
good operations and properly achieving the objectives that have been set.
As a result, these principles form part of the company's vision and mission in the
following manner:
Fuerte Hoteles' mission is to be a family company fundamentally focused on
profitable hotel and property businesses, while remaining committed to the
responsible development of people and their environments.
The chain's vision translates into ongoing improvements to the quality of goods and
services offered to guests, meeting the needs of its professionals, the well-being of
society and, more specifically, the well-being of the places in which it runs its
business. This is all done with maximum respect for the environment and with the
smallest possible environmental impact.
In addition to explaining how our commitment to responsible tourism has evolved,
in this document we intend to showcase our most recent efforts that we have made
in relation to innovation and raising awareness of the importance getting
everyone involved in the quest for a more sustainable world.
Responsible commitment and Corporate Social Responsibility strategy
The concept of sustainability as a true parameter within our management system is
what we believe to be our responsible commitment. This is true to such an extent
that we have adopted the phrase "WHATEVER CAN BE MEASURED, CAN BE
MANAGED" to explain its operation.
In other words, for Fuerte Hoteles it is essential to be able to measure different
management elements, as this will allow us to set out guidelines to analyse, process
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and, in short, improve every action that is being carried out. If we can measure it, we
can manage it for the better.
Therefore, being responsible is much more than just a philosophy for Fuerte Hoteles.
Far more than just words, marketing and medals, it is an objective reality that can be
clearly measured through indicators showing the efficiency of sustainable
management initiatives, which are based on three fundamental principles:
•
•

•

Getting back to the roots. Ensuring the maintenance and development of
cultural and social environments.
Reducing pollution. Responsibility that can be measured using indicators to
show the environmental impact of our activity, such as ecological or carbon
footprints (among other indicators).
Ethical and transparent management. Striving for ethical and transparent
management through the disclosure of guest satisfaction, working
environment and budgetary results figures.

In terms of setting new challenges and targets to be tackled over the coming year,
commitments have once again been made to disclosure and Corporate Social
Responsibility (CSR), including the development of a range of major activities to
achieve these targets (represented by the "Best Practices" highlighted in this report).

Strategic corporate objective
More and better internal and external
communication on matters relating to
CSR

Action taken to achieve it
•

•

Achieve better brand recognition in
the field of CSR.

•

•

•

	
  

Creation of an interactive
environmental microsite (see
item 2.3 of this report).
Production of a corporate video
on responsible tourism in three
languages, for the website and
guest rooms (item 2.2 of this
report).
Implementation of efficiency
measures in all hotels (see item
2.1 of this report).
Development of methodology for
calculating ecological and carbon
footprints (see item 2.1 of this
report).
Participation in different events
and obtaining distinctions and
awards
from
prestigious
organisations (see item 3 of this
report).
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2. Specific actions: Suggested solutions for challenges
2.1 Use of more effective communication and efficiency tools
	
  
ENERGY EFFICIENCY. Actions for optimising consumption and raising awareness
Our tourism development strategy seeks to strike a balance between the economic,
socio-cultural and environmental impacts of tourism activities; this forms the basis of
all management policies implemented in the company and is why the chain's
premises are known as Responsible Hotels.
On this basis, for many years we have been working on adopting measures that allow
us to build a business that is increasingly efficient in all senses. Our guests are
provided with information about efficiency-related measures, which can be
summarised as follows:
•

Environmental noticeboard project: It was just last year that we decided to
implement a project to raise awareness among our guests, with noticeboards
displaying messages about savings and efficiency.

Noticeboards used in the hotel's
common areas
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•

Annual CSR report: This document contains information on all of our
sustainable measures. It is distributed and made available to guests,
employees, suppliers and any other people interested in reading it. As we are
currently working hard on drafting our new CSR report on the last full year
(2014), we would like to invite you to read the last report that we published,
referring to 2013 here.*
∗

•

Renewable energies: All of our
hotels are fitted with solar panels,
allowing us to use the sun's energy
to heat water for rooms and heated
swimming pools.
Guests are
provided
with
information
through
the
website
and
newsletters, our annual CSR
report and social network
accounts.

•

Automatic disconnection sensors: We have installed this intelligent system
in our rooms, which automatically turns off the air conditioning when it
senses that a window has been opened. Leaflets are left in rooms to inform
guests of this.

•

Replacement of traditional light bulbs with low-energy LED bulbs. We are
replacing conventional bulbs with low energy LED type bulbs, which have
longer useful lives and use much less energy. So far with this change we have
decreased average energy consumption by 15%. Guests are provided with
information through the website and newsletters, our annual CSR report
and our social network accounts.

•

Double glazing: We have installed double glazed outside windows and
thermoacoustic windows in our hotels. This allows us to maintain a stable
temperature inside our facilities and to reduce energy consumption. A leaflet
is left in rooms to inform guests of this.

•

Natural light: Our hotel rooms are designed to let in as much sunlight from
outside as possible. Thanks to this, we are able to avoid the excessive use of
artificial light in our rooms by making use of a natural resource like sunlight. A
leaflet is left in rooms to inform guests of this.

	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
	
   If we are selected to participate as a success story, we hope to be able to present this new report,

∗

currently being drafted, during next November's conference.
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•

Bed linen (and towels): We clean our guest rooms every day, and occupants
are given the option to reuse the bed linen and towels or to request a new set.
We provide fresh linen and towels when requested, but we encourage all
guests to reuse them.

Information leaflet available in rooms.

•

Saving advice: Advice on how to save water and energy, and how to
collaborate with the local culture are available to guests in their rooms. We
place leaflets like this one in our rooms, as well as notices in our
bathrooms, providing information on how to save water.

Information leaflet available in rooms.

•

	
  

Fuerte Experiences: Fuerte Hoteles makes a series of active participation
activities available to guests, which attempt to instil environmental values
through recreational activities that take place in hotels and their natural
surroundings. From among the environmental Fuerte Experiences on offer,
we would like to highlight two examples that are becoming true attractions
for our guests:
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§

Botanical Tour. Wonderful
strolls through the gardens
and surroundings of our
hotels, where all plants
species are identified by
signs offering interesting
explanations about their
individual features, along
with an identifying image.

§

Responsible tours of hotels. This initiative shows guests the "inner
workings" of our hotels, allowing them to see for themselves how
Fuerte Hoteles' environmental measures work in reality. Entertainment
and maintenance staff acts as guides to show guests around solar
panels, laundries and machine rooms, etc., answering all of their
questions and giving explanations about good environmental
performance.

In addition, cultural experiences are organised, such as guided tours around
historical city centres and workshops for preparing traditional dishes from the
area, such as the gazpacho workshop.

Gazpacho workshop

•

Responsible Tour

Electric cars: Installation of new recharging points. Available at Fuerte
Marbella and Fuerte El Rompido.

Electric car charging point at
The Fuerte El Rompido Hotel

	
  

8	
  

Sustainable Tourism +20
Fuerte Hoteles

INNOVATIVE impact control with ecological and carbon footprint calculations
PIONEERS IN DEVELOPING AN IN-HOUSE CONSUMPTION CONTROL METHODOLOGY
•

Control of energy consumption and ecological and carbon footprint
calculations: In addition to controls of consumption of water, electrical
energy, diesel and propane, one of the indicators that we use to integrate
sustainability into our activity is the calculation of the carbon footprint of our
facilities. Through this indicator, we know how much CO2 our hotels emit per
guest, allowing us to make changes to reduce it and, in turn, our
environmental impact. All of these indicators are on display in our hotel
receptions for guest information, and they are updated on a monthly basis.

Graphs on display in the receptions of all our hotels

Fuerte Hoteles is recognised for its commitment to society and its
surrounding areas, stated in its corporate social responsibility policies set out
each year in a CSR report. This document describes over 50 innovative
measures aimed at reducing atmospheric CO2 emissions by saving energy,
using water more efficiently and continuously recycling waste. Resources are
controlled using an in-house methodology that gives group hotels the
information that they need to learn about their impact; ecological and carbon
footprint indicators are used to identify areas for improvement.
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These indicators analyse trends in each guest's consumption of resources
such as water (litres), electricity (kWh), propane (kg) and diesel (litres) - those
that cause hotels to have the greatest impact on the environment. They allow
Fuerte Hoteles to calculate its ecological footprint, that is how many
biologically productive hectares (expressed in m2) are required by the hotel to
maintain levels of consumption and parallel levels of waste; they also allow
carbon footprint calculations to be made, which show the amount of hotel
business-related CO2 that we release into the atmosphere, expressed in
tonnes or kilograms of CO2 per guest.

The above graph shows monthly comparisons of the chain's average
carbon footprint for the years 2013 and 2014.

This innovative way of controlling consumption and impacts was received very
well by the specialist press, which praised work done by the hotel chain.
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2.2 Responsible tourism video shown in guest rooms
As a way of providing better information to guests about our sustainable
management, we decided to produce a new video that is shown on all televisions in
guests rooms at our hotels, on a channel set aside exclusively for this purpose (the
video is played on a loop). Fuerte Hoteles staff provided all information on the video,
and it was edited and produced in-house.
Its content includes entertaining explanations of the main sustainable measures and
best environmental practices implemented at our establishments , and it can also be
viewed in three languages (Spanish, English and German) on our YouTube channel
by clicking here.
∗

Screen shot of the Responsible Tourism video available
to view on all televisions in guest rooms

2.3 Responsible tourism information on our website reemphasised using an interactive microsite about
environmental measures at our hotels
As a result of its ongoing efforts to strive for improvement, the Fuerte Hoteles chain
started the year by setting itself the challenge of improving communications and
explanations of responsible measures.
It was finally decided to bring together all of these environmental (mainly energy
saving), social, cultural support and local culinary measures and activities in an
interactive and easily understood space, where each aspect is showcased in an
entertaining and very visual way.
Through its new environmental website, Fuerte Hoteles is exploring new
technologies to provide information about all of its environmentally friendly and
protective measures that it has been applying for over 50 years as one of its social
	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
	
   These measures are mentioned in paragraph “2.1 Use of more effective communication and efficiency
tools” of this report	
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responsibility cornerstones. The major challenge was to raise awareness among
guests and explain to them how these measures are contributing to a more
sustainable world.

Microsite homepage

Structured into six sections, the website provides in-depth information about
measures used to integrate hotels into their environments (selective waste collection,
use of mineral-based paint on façades, ecological waterproofing and the use of
renewable energies), as well as the use of ecological chlorination for swimming pool
maintenance. It also explains some innovative concepts used at Fuerte Hoteles to
guarantee minimal impact, such as xeriscaping (irrigation techniques to save
irrigation water), minimising the consumption of raw materials (particularly
hazardous materials), encouraging recycling and selecting the most ecological
suppliers.

Virtual view indicating interactive measures
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With the six sections described above, this new microsite offers a virtual tour around
different parts of a hotel; more information about responsible measures can be
found by clicking on these different parts:
1.
2.
3.
4.
5.
6.

Hotel frontage
Swimming pools and outside areas
Room
Bathroom
Ecological kitchen garden
Restaurant

Interactive icons can be found in each section, which describe each of the measures
applied by the chain; different types of measures are grouped as follows:
o
o
o
o
o

Energy saving: Green icon
Water saving: Light blue icon
Waste and contaminants: Dark blue icon
Sustainable materials: Orange icon
People (social - cultural): Purple icon

As a result, inside a room at any of the
chain's hotels it can be seen that low
energy bulbs are used, the equipment is
efficient, double glazing is installed, bed
linen and towels are laundered in a way
that is kinder to nature and that cleaning
products are as harmless as possible.

As part of the chain's commitment to raise awareness, guests already find
information in their rooms about saving and energy efficiency measures, but this
new website facilitates communication about sustainability measures applied by
Fuerte Hoteles, and does so in a way that is much more attractive, participative and
intuitive. This website is aimed at guests, suppliers and employees alike.

An explanation of a measure shown while
interacting with the site
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3. Results and our targets
3.1 Hotels certified for environmental management
Year after year, Fuerte Hoteles has been receiving the UNE-EN ISO 14001
Environmental Management Certificate from the accredited entity AENOR, which
guarantees that the philosophy behind work done at all of the group's facilities
promotes the protection of nature and strives to reduce environmental impacts.
There are many advantages to having a management system of this type, particularly
at a competitive level, as the factors of guest satisfaction, saving resources and
minimising environmental impacts are constant points of reference in our day-to-day
work.
A press release was recently published on the subject of our environmental
management, which was very well received by the specialist press, such as Ecoticias.

3.2 Awards and recognitions
As proof of the success of our strategic plan, an overview of this season shows that
Fuerte Hoteles got the year off to a good start by winning a new international award,
thanks to high levels of guest satisfaction. This was the HolidayCheck Award 2015,
used by the HolidayCheck travel website to recognise the most popular hotels in the
world, based on ratings left by their guests.
Some of the more notable awards and recognitions received by Fuerte Hoteles were:
•

The German tour operator TUI once again ranked Fuerte Hoteles as being
among the most environmentally committed hotel chains in the world, with
the TUI Umwelt Champion 2014 award. For another year running, the
prizewinning establishments were Fuerte Conil-Costa Luz, Fuerte El Rompido
and Fuerte Marbella.

•

TripAdvisor ® 2014 Certificate of Excellence for all of its establishments.
Including the Beach Restaurante Grill at Fuerte Miramar and the Beach
Restaurante Grill at Fuerte Marbella. A prize that recognises the tourism
establishments given the best ratings by the users of one of the largest travel
websites in the world.
∗

Thanks to the chain's Corporate Social Responsibility policies, three of its
establishments (Fuerte Conil-Costa Luz, Fuerte El Rompido and Fuerte
	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  
	
  Now called Amàre Beach, following the refurbishment of the Fuerte Miramar hotel prior to its
opening in 2015	
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Grazalema) have been awarded the highest category in TripAdvisor's recently
launched GreenLeaders program, rolled out by the largest travel website in
the world in the middle of 2014.
•

During October last year, Fuerte El Rompido received a third prize for CSR in
the Spanish Hotel Industry. This prize, awarded by the Intermundial Group
and the Spanish Confederation of Hotels and Tourist Accommodation
(CEHAT) recognises outstanding establishments in terms of activities in the
field of Corporate Social Responsibility.

•

Furthermore, Fuerte Hoteles has achieved the position as the most influential
Andalusian hotel chain on Twitter in 2014, according to a study published in
The Luxonomist by Fernando Gallardo, a hotel critic for the El País newspaper.
Furthermore, the report entitled "Top Hotel Brands in Spain" rates the chain at
number 15 out of Spanish hotels with the most influence nationwide on the
140-character social network. The majority of our sustainable communication
is circulated using this channel.

These prizes are the result of initiatives such as the launch of an electric car hire
service, rational and efficient use of resources, the use of renewable energies and the
integration of groups at risk of social exclusion promoted by the chain in its
surrounding areas. All of these initiatives are described in its CSR report and, since
the year 2014, on its new environmental information website described in item 2.3 of
this report.
It has been a fact for some time that sustainability is increasingly taking on
importance in all sectors, particularly in the field of tourism. More and more articles
are being published in specialist industry press, such as the Hosteltur website
mentioned above, which increasingly regularly features themes and articles relating
sustainability in the field of tourism to higher levels of guest satisfaction.
At Fuerte Hoteles, it is always with great joy that we receive news of this type, as well
as when we note that the media, guests and general public are becoming
increasingly aware of the profound importance of adopting responsible business
management behaviour.
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3.3

Summary and new objectives

Our Corporate Social Responsibility policy is based on innovation, as each year we
implement new environmental measures and actions, always with a firm
commitment to saving energy and other natural resources. We want to improve the
quality of life of people living close to our hotels with policies for hiring people at risk
of social exclusion, as well as through employment and training programs. We
promote local gastronomy and culture, as well as customs and local traditions of
each place where our hotels are located. But this is not enough.
It is not enough if we are not able to explain to our guests what we are doing so well.
This is why we have recently been focusing our efforts on COMMUNICATING, in
capital letters, our actions in the field of sustainability, using all of the tools available
to us. We have run awareness campaigns on our website, blog and social networking
sites, alongside other publicity activities, where we try to get all of our stakeholders
involved, including suppliers and our employees, as well as our guests.
We want to share our values with increasingly aware guests. The fact is that,
according to TripAdvisor data, over 25% of European tourists opted for ecosustainable travel over the last year and one in ten chose their accommodation
based on sustainability policies, although a high percentage complain about a
shortage of information on the matter.
Therefore, one of our strategic objectives for the coming year is the proposal to
improve our Fuerte Experiences and create new ones to allow guests to fully
immerse themselves in our sentiments of responsibility. We will also be increasing
the amount of Spanish and international publicity of our sustainable actions through
an elaborate communication plan, as well as through the use of social networking.
At Fuerte Hoteles, we are one hundred percent convinced that we are witnessing a
process of change in the travellers' mindset, so we must continue investing in
innovation in order to respond to their new needs and to remain competitive as well
as efficient and sustainable.
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