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ABOUT THIS REPORT

This Report includes the activity and main results of the Company in Fiscal Year 
2019, with the integration of performance in the economic, environmental, and 
social spheres.

For its preparation, the following global values and standards have been 
considered:

• Principles for preparing reports in accordance with the Essential option of the 
GRI Standards, following the 2016 edition of the guide. Sustainability reports, as 
promoted by the GRI Standards, represent the practice, by an entity, of publicly 
informing about its economic, environmental and / or social impacts, and 
therefore its contributions, positive or negative, towards sustainable 
development. Following these guidelines ensures that the information contained 
in this Report is reliable, complete, and balanced. With this, this report has been 
prepared for the first time in accordance with the Essential option of the GRI 
Standards, following the 2016 edition of the guide.

• Commitment to the Ten Principles of the United Nations Global Compact and 
the United Nations Sustainable Development Goals (SDGs).

This Report complements the financial information of the 2019 Management 
Report, to respond to the legal requirements of Law 11/2018 on Non-Financial 
Information and Diversity.

This Report is published in digital format and is available on the website:

www.gloriapalaceth.com 
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TOURIN EUROPEO S.A. is a family owned company, whose main corporate 
purpose is hotel and tourist exploitation, understood in its broadest sense and in 
accordance with the current provisions on this matter. It offers 
accommodation, catering, Thalassotherapy, Wellness & Spa services.

The Company is consolidated with the companies Mar de Castilla, S.A.U and Mañabara 
2006, S.L.U whose corporate purpose is the real estate development. Since the activity of 
these companies is insignificant in relative terms, the information contained in this report 
is mainly focused on the head of the group.

Business name TOURIN EUROPEO S.A.

CIF

Registered office

Main activity 

Tradename 

Website

A-3.5062.116

C/ Las Margaritas s/n 35100 San Bartolomé de Tirajana
Gran Canaria • Las Palmas

Accommodation, Catering, Thalasso, Wellness & Spa services.

GLORIA Thalasso & Hotels

www.gloriapalaceth.com
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The GLORIA Thalasso & Hotels adventure begins 
in 1988, when the Basque businessman Mr. 
Estanislao Mañaricua, in love with Gran Canaria 
after spending his honeymoon on the island 
with his wife, Valentina Aristondo, decides to 
build an innovative 4-star hotel in the area of San 
Agustín, which I would baptize with the name of 
Gloria Palace San Agustín Thalasso & Hotel. A 
great entrepreneur and visionary, Estanislao 
pioneered the incorporation of thalassotherapy 
services in a sun and beach hotel in Gran Canaria, 
a hotel concept that at that time only existed in 
some countries of central Europe.

More than a decade later, in 2003, Estanislao 
builds Gloria Palace Amadores Thalasso & 
Hotel, a 4-star establishment that would mark a 
before and after on the coast of Mogán, reviving 
the tourism sector in the area. The hotel 
group grew and in 2008 was born what 
would be the third hotel in the chain: Gloria 
Palace Royal Hotel & Spa, a 4-star superior 
located in the heart of Amadores beach. 

The last incorporation of the chain to date, 
Gloria Ízaro Club Hotel, would take place 
shortly after, this time in the magnificent tourist 
area of Puerto del Carmen, in Lanzarote. 

Currently, his children Arantza, Estanislao and 
José María continue their father’s legacy with 
dedication and the firm commitment to offer a 
hotel experience where quality, good service and 
respect for the environment are the fundamental 
pillars.



MESSAGE FROM THE 
MANAGEMENT COMMITTEE
Dear collaborators,

Tourin Europeo, S.A. it has undergone an intense evolution in recent years to adapt to the current 
market needs, which require focusing on the customer as well as an essential technological 
transformation that expands the range of opportunities for customer approach, analysis and efficiency. 
The growth of the Company, together with the family essence of our company and the need to prepare 
ourselves to face the challenge of succession, led us to rethink our management model a decade ago 
until we reached our current system, based on management integrated and focused on the strategic 
objectives related to the client and profitability, in human capital and, above all, in the principle of 
sustainability.

Starting from our firm commitment and intense dedication both in our learning and development 
process and actively participating in the creation and implementation of new procedures and 
consensus, this new system has led to a profound change in daily management, objectives and 
processes.

Today we can talk about the consolidation of this strategic, organizational and cultural change, and 
consider that the change management strategy has proved a success, finding an innovative, proactive 
and flexible organization, with large doses of anticipation and adaptation to the market uncertainties 
and this is demonstrated by the evolution of the results obtained in the main indicators of the 
organization.

We maintain and strengthen the principle of social responsibility that our founder, Estanislao 
Mañaricúa, planted since its inception, and that has led us to be leaders in our sector in aspects as 
relevant at this time as environmental management.

We consider that the only path to success is that which contemplates aspects of economic, 
environmental, and social sustainability.  Since the beginning of 2018, the Company has 
been integrated into the Canarian Network of Corporate Social Responsibility, reinforcing our 
commitment to the Ten Principles of the United Nations Global Compact, making us part of the 
strategic planning of the same.

Management Committee
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PRESENCE
The Company manages the integrity of the hotel establishments and 
Thalassotherapy centres owned by it and located in the Autonomous 
Community of the Canary Islands, three on the island of Gran Canaria, where its 
registered office resides, and one on the island of Lanzarote, with a total of 2.000 
places of accommodation.
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04
HOTELS 

 1.145
ROOMS

LANZAROTE 
Izaro Club Hotel

Gloria Palace San Agustin
Thalasso & Hotel

GRAN CANARIA

Gloria Palace Amadores
Thalasso & Hotel

Gloria Palace Royal
Hotel & Spa
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889.320
STAYS

645
EMPLOYEES
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E C O N O M I C ,  S O C I A L  &  E N V I R O N M E N T A L
C  O  N  T  R  I  B  U  T  I  O  N 
2  0  1  9
The Company manages the integrity of the hotel establishments and Thalassotherapy centres owned by it and located in the 
Autonomous Community of the Canary Islands, three on the island of Gran Canaria, where its registered office resides, and 
one on the island of Lanzarote, with a total of 2,000 places of accommodation.

0,48 M€€
TAXED PAID

4,21 M€€
SOCIAL SECURITY CONTRIBUTION

14,9 M€€
WAGES AND SALARIES

12,96 M€€
PAYMENTS TO SUPPLIERS

43%
WOMEN IN MANAGEMENT POSTS

645
EMPLOYEES

33
NACIONALITIES

24,64 % 
RENEWABLE ENERGY CONSUMPTION VS TOTAL

-28,89%
CO² EMISSIONS

100%
HOTELS WITH GREEN ENERGY SOURCES 

100% 
HOTELES CON CERTIFICACIÓN MEDIOAMBIENTAL
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MAIN BRANDS, 
PRODUCTS & SERVICES

The main brands with which the Company operates are GLORIA Thalasso & Hotels & Thalasso Gloria, at the forefront of 
Health and Wellness facilities and with a high concept of quality in service and in constant development of its human capital.

Among its facilities, the largest Thalassotherapy Centre in Europe stands out, and one of the most modern in the world, 
equipped with the latest technological advances and about 7,000 m² dedicated to health with seawater.

The care for gastronomy is present in all establishments and is especially manifested in the GORBEA and KAIA à la carte 
restaurants, located in Gloria Palace San Agustín Thalasso & Hotel and Gloria Palace Royal Hotel & Spa, respectively.

January 2019, the brand The Market Puerto Rico is incorporated, a space that was born with the mission of creating a centre 
involved with its environment, with an efficient and sustainable architecture, which responds to a demand for responsible 
consumption in its area of influence and promotes a change in the way you interact with your audience.

With an ecosystem architecture and an efficient design, The Market Puerto Rico bets in its 5,200 m2 for vertical gardens in 
its buildings, parking with charge for electric vehicles, photovoltaic panels, glazed enclosures that minimize the thermal 
effects of the sun reducing air consumption conditioning, and materials designed for energy saving with the latest 
technology.

TOURIN EUROPEO S.A -  2019 Annual Report 10



B  U  S  I  N  E  S  S
M  O  D  E  L

OUR MISSION

Contribute to the wellbeing of people by providing hospitality 
services, quality, and profitability, aimed at generating wealth 
and sustainable development of the organization and people. 

OUR VISION

To be the company recognized as a reference in the Canary 
Islands for the quality of its services in holiday, health and 
wellness tourism by its customers, employees, suppliers, and 
all interest groups related to the company's activity.

OUR VALUES

Commitment: We are committed to the growth and 
development of the company and the environment where we 
develop our activity, always acting in accordance with the current 
law and the implementation of sustainable practices. We 
manage with responsibility and transparency to achieve business 
objectives.

Passion for people: We feel that with our work we contribute to 
people’s wellbeing and we are inspired by them to offer a service 
according to their needs and expectations. Your satisfaction is 
also ours.

Constant evolution: We promote the innovation and flexibility of 
our employees to respond, with our most positive vision, to the 
needs of each moment. 

Sustainable Development: We generate opportunities for 
personal and professional development to contribute efficiently to 
the sustainable development of the company.

The current and differentiated success of the company is in a 
management model based on human resources. This management 
model has been implemented since 2008 by the second family 
generation, with a concept of integrated management and based, 
above all, on human capital as a key point for improving 
profitability and sustainable growth of the company.

TOURIN EUROPEO S.A -  2019 Annual Report



GOVERNMENT STRUCTURE
The Government system of Tourin Europeo S.A is defined in the Articles of Association, as well as the other rules, codes, internal 
procedures, and corporate policies, all approved by the competent bodies of the Company.

MANAGEMENT BOARD

The Management Board is the highest management and representation body of the Company. It is empowered to carry out, in 
the scope of the corporate purpose delimited in the Statutes, any legal acts or businesses of administration and disposition, by 
any legal title and will decide on the new business opportunities that may arise, either on its own initiative or prior Management 
Committee approach.

The Management Board is configured as the highest decision, supervision, and control body, to whom the 
Management Committee will report on the results of the business and the financial situation of the Company.

The Board of Directors will act to guarantee the long-term sustainability of the company and maximize its value, also considering 
the legitimate, public, or private plural interests that converge in the development of all business activity.

SEAT ON THE BOARD Name

President

Secretary

Member of the Board

Member of the Board

Dña. Valentina Aristondo Mejías 

Dña. Aranzazu Mañaricua Aristondo 

D. José María Mañaricua Aristondo

D. Estanislao Mañaricua Aristondo

The President does not hold any executive position while the members of the Management Board, Mrs. Aranzazu and Mr. José 
María Mañaricua Aristondo, are also part of the Management Committee, and serve as Purchasing Director and CEO, respectively.

STEERING COMMITTEE

The Management Committee defines the Management Policies of the organization to be developed by the different Technical 
and Operational Areas, as well as the strategic objectives that affect profitability and / or customer satisfaction.

The mission of the Steering Committee is to ensure an effective and efficient organization, clearly setting the strategic framework 
in which the company makes its decisions in a manner consistent with that framework.

Composition of the Steering Committee on December 31, 2019:

· D. José María Mañaricua Aristondo
· Dña. Aránzazu Mañaricua Aristondo
· D. José Ignacio García Rolland
· Dña. Eva Brunhuber
· Dña. Sonia E. Martínez Alcalá

CEO
Purchasing Director
Financial Director
Commercial Director
Human Resources Director, Quality and Sustainability Coordinator

TOURIN EUROPEO S.A -  2019 Informe Anual 12
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MANAGEMENT SYSTEM
TOURIN EUROPEO carries out its activity based on its commitment to the creation of shared value at an economic, social,  
and environmental level in the environment where it develops its hotel activity.

The sustainability approach is present in the values of the company, from the commitment declared by the Management 
Committee and reflected in the investments made, until reaching all the processes of the organization, both in the analysis of 
results and opportunities for improvement and in the decision making.

Any procedural change for the optimization and increase of efficiency always goes through the sustainability filter, both from an 
economic and social and environmental perspective. This has been possible due to the involvement of the entire organization at all 
levels, based on the commitment acquired in the Integrated Management Policy, approved by the Management Committee, 
until the involvement of each worker.

The management system is based on two fundamental pillars

INTEGRATION & FOCUSING
Involvement of all people in obtaining results
We focus on strategic objectives and their omnipresence in decision making and in all management processes:

Of the 5 key indicators of the company’s management, 3 are directly related to human resources: Satisfaction of internal clients 
(ISCI), Training and Development and interdepartmental relations, enhancing communication between different work teams and 
promoting diversity, equal opportunities and the integration of all people for the shared achievement of goals.

It is based on a complete system of management indicators, which control the results in all business areas, as well as a 
comprehensive process map, so that the company’s staff have clear their tasks, responsibilities and indicators of success and 
Improvement.

There are 3 basic and strategic principles that preside over the implementation of the system and that are part of the Company’s 
values are Transparency, Coherence and Sustainability.

TRANSPARENCY  COHERENCE SUSTAINABILITY

13

• Economic profitability
• Customer Satisfaction
• Employee Satisfaction
• Training and Development
• Interdepartamentals Relations

•  Be clear with our employees.

• Show information about the
reality of the company that
offers a clear view of reality

• Be close to our Employees
(Count on people).

• Demonstrate by example.

• Work to generate a common
block of the entire Organization
that allows economic, social
development and without
damaging existing resources,
so that it lasts over time.



CORPORATE
POLICIES
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TOURIN EUROPEO’s relationship with its main stakeholders is articulated through the different corporate policies that the 
Company has, all of which are approved by the Board of Directors:

INTEGRATED MANAGEMENT POLICY:  the Integrated Management Policy sets out the general principles that 
should govern in the management of the Company’s activity in all its areas of action, with the aim of contributing to the 
wellbeing of people, to the growth and sustainable development of the company and the environment where it operates.

PREVENTION POLICY: Through the Occupational Risk Prevention Policy, the method to be followed in the 
development of preventive actions to be integrated into the entire organizational structure is established, formally 
regulating all preventive activity in activities that take place in the Company.

GENDER EQUALITY POLICY: This Policy, integrated into the Equality Plan, is based on the commitment made by 
the Management Committee in the establishment and development of policies that integrate equal treatment and 
opportunities between women and men, without directly discriminating or indirectly on the basis of sex, as well as in 
promoting measures to achieve real equality within our organisation, establishing equal opportunities between women 
and men as a strategic principle of our Policy Corporate and Human Resources, in accordance with the definition of this 
principle established by Organic Law 3/2007, of March 22, for effective equality between women and men.

POLICY AGAINST CHILD SEXUAL EXPLOITATION: TOURIN EUROPEO contemplates in this Policy its rejection of 
conduct that harms the fundamental rights of minors and which are contrary to the intrinsic objectives of tourism, such as 
respect for all peoples and cultures, development the promotion of peace and respect for human rights, as established 
by the UNWTO World Code of Ethics for Tourism (World Tourism Organization) As a result of the above, the Company 
defines the lines, within its scope of action, to protect minors against commercial sexual exploitation associated with 
travel and tourism.

HUMAN RESOURCES POLICY: This policy is constituted as the corporate reference framework for the 
management of people, containing the areas of action that respond to the Company’s commitment to the generation of 
employment and opportunities for personal and professional development to contribute efficiently to the sustainable 
development of the company. 

CRIMINAL RISK PREVENTION POLICY: This Policy sets out the basis for action for the identification and 
management of risks to prevent the commission of crimes affecting the organization and forms the basis of its Manual of 
Conduct.

POLICY ON THE RIGHT TO DIGITAL DISCONNECTION: In this Policy the Company undertakes to preserve and 
promote the right to digital disconnection recognized in Organic Law 3/2018, of December 5, on the Protection of Personal 
Data and Guarantee of Digital Rights, and for this purpose measures are established ensure the effectiveness of 
disconnection. This Policy was approved by the Steering Committee on 24 May 2019.

The organization has the following collegiate bodies for monitoring and monitoring in the implementation of the 
various Policies: Safety and Health Committee, Equality Committee, Steering Plan Monitoring Committee and CAR System 
Review Committee.

Channels to communicate the violation of any of the principles contained in the Corporate Policies, rules or 
behaviours contrary to the Manual of Conduct are established in the different protocols of action.



INTEGRATED 
MANAGEMENT POLICY
For TOURIN EUROPEO is a commitment to contribute to the well-being of people, providing customers with 
hospitality and services of optimal quality, contributing to the growth and sustainable development of the company 
and the environment where it develops its activity by assuming the following Management Policy for the 
accommodation, catering, laundry and thalassotherapy and Spa services of the whole chain:

• Obtain maximum satisfaction of the needs and expectations of our customers to achieve their loyalty,
focusing the necessary resources to that goal.

• Maintain a conduct of permanent adequacy to compliance with current legislation and regulations
that apply to us for reasons of activity and geographical location, as well as that which the company
voluntarily subscribes, and any other requirements that we implement, respecting and supporting the
protection of fundamental, internationally recognized human rights within our sphere of
influence, paying particular attention to the principle of non-discrimination in all its fields and to
the child protection.

• Promote, internally and externally and actively, environmental protection, including pollution
prevention.

• Set goals and goals to ensure the continuous improvement of our management (quality,
environmental and energy management) and the environmental and energy performance
behaviour of the organization.

• Evaluate, control, and reduce the environmental impacts of the company, ensure the availability of
information and resources to achieve the objectives and perform internal and external audits of the
system to verify that it is working properly.

• Provide the necessary resources to ensure training of staff that ensures compliance with this policy,
and their participation and involvement, promoting teamwork and the necessary collaboration and
interdepartmental communication, generating opportunities for personal and professional
development to contribute efficiently to the sustainable development of the company.

• Sensitize staff and customers towards greater sustainability, facilitating their participation, to minimize
the environmental impact of the activity.

• To make suppliers of products and services and other partners aware of the current approach to
quality, environment, energy management and occupational risk prevention, integrating them as an
interested party.

• Support the acquisition of energy efficient products and services and as well as design our processes
in a way that improves energy performance.

• Support the local economy, culture, and traditions, giving priority to residents to provide our
services, to local products and suppliers and spreading local gastronomy, parties, and
traditions among our customers.

The full Management Policy can be consulted on the website www.glorialaceth.com 15
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M A N A G E M E N T     S Y S T E M 
C E R T I F I C AT I O N S
The Management System of TOURIN EUROPEO S.A. (TOURIN EUROPEO), has the following certifications:

Certificate of the Quality Management System, in accordance with the Standard:
ISO 9001:2015. Nº SGI 6005232. 
Applicable to: Accommodation, Restoration and Thalassotherapy Services

Certificate of the Environmental Management System, approved by AENOR, in accordance with the Standard: ISO 
14001:2015. Nº GA-2006/0329. 
For activities: A: Accommodation, catering, and thalassotherapy services. B: Accommodation, catering, and spa services. 
C: Accommodation and catering services.

A 
A 
B 
C 

Gloria Palace San Agustin Thalasso & Hotel 
Gloria Palace Amadores Thalasso & Hotel 
Gloria Palace Royal Hotel & Spa
Izaro Club Hotel 

Energy Management System Certificate, approved by Aenor, in accordance with the Standard, for accommodation, catering 
and thalassotherapy services. 
ISO 50001:2011. Nº GE-2018/0020. 
First issue date: 06/08/2018. 
Expiration Date: 06/08/2021. 

European Eco-management and Eco-audit Scheme EMAS,  issued by AENOR, certifying that the organization has an environmental 
management system that meets the requirements of EC Regulation Nº 1221/2009, modified by UE Regulation 2017/1505.

EMAS REGISTER Nº ES-IC-000106 
Gloria Palace San Agustin Thalasso & Hotel. Accommodation, catering, and Thalassotherapy services.
EMAS REGISTER Nº ES-IC-000107 
Gloria Palace Amadores Thalasso & Hotel. Accommodation, catering, and Thalassotherapy services
EMAS REGISTER Nº ES-IC-000109 Gloria Palace Royal Hotel & Spa. Accommodation, catering, and Spa services. EMAS 
REGISTER Nº ES-IC-000209 Izaro Club Hotel. Accommodation and catering services.

Distinctive of the Comprehensive System of Spanish Tourism Quality in Destinations, SICTED, issued by the Ministry of 
Tourism.
The Hotels are certified with the international TRAVELIFE certification program, specialized in sustainability management for 
the tourism industry sector, which guarantees responsible management and compliance with all sustainability commitments. 
The Travelife program has 163 requirements based on 13 categories that include the following topics:

• Good practices in the Organization’s Policies.
• Human Rights.
• Relations and working conditions.
• Environment
• Compliance with legislation.
• Local development.
• Commitment to communities and customers.



DIALOGUE 
WITH 
STAKEHOLDERS

The Company maintains a constant and fluid 
dialogue with its stakeholders, through multiple 
channels and formats, in order to keep the 
Company updated on the new demands and needs, 
as well as to respond better to the concerns and 
opinions of the stakeholders. 

In recent years, social networks have become an 
essential means for the relationship with 
customers and society. In addition, other channels 
that ensure a stable relationship with its 
stakeholders, such as customer and employee 
satisfaction surveys or periodic meetings with 
other interest groups, stand out.

TOURIN EUROPEO S.A -  2019 Annual Report 17
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Intereted Part SG Requirements

CLIENTS 

HOTEL • Key process procedures, including maintenance as a
key cross-cutting process

• Process indicators
• Customer satisfaction indicators (ISCE)
• Environmental procedures and indicators
• WiFi Service
• Human Resources Procedure
• PC-06 Suppliers
• Conference-enabled rooms.

THALASSO 

RESTAURANTS SERVICES 

GROUPS 

EVENTS CONGRESSES 

TOUROPERATORS 

• Key process procedures.
• Process indicators.
• TT.OO. Contracts
• Customer satisfaction indicators
• Reports of audits of the TT.OO
• Business strategies.

BEDBANKS 
• Economic indicators.
• Business strategies..

EMPLOYERS 

• Satisfaction Indicators (ISCI)
• HR and Training procedures, and technical

instructions.
• Occupational Risk Prevention.
• Integrated management policy.
• Environmental declaration.

TRAINEES 

• PC 23 Trainee Staff.
• Infrastructures.
• Collaboration agreements.
• Internship services at Hotels

SUPPLIERS 
• Support process procedures.
• Process indicators.
• Coordination of activities

PUBLICS ADMINISTRATIONS 
Including  Councils &  Town Halls 

• RL Identification and Evaluation Procedure.
• Communication procedure.

STEERING COMMITTEE 

• Integrated management system
• Corporate social responsibility

BOARD OF DIRECTORS 
•
•

Reinvestment of profits (not dividend sharing)
Strategic plan

• Key processes
• Management policy
• Company values

PARTNERSHIP 
Society in the islands where the hotels are located 
(Gran Canaria and Lanzarote) 

• Good environmental practices.
• Strategic management.

ASSOCIATIONS AND FUNDAMENTS 
Confederations, Federations, Associations, 
Foundations and Advocacy Groups environmental 
protection and historical heritage. 

• Sustainability Report.
• Legal compliance assessment.
• Credit fees



HUMAN RIGHTS PROTECTION

Tourin Europeo undertakes to maintain a conduct of permanent adequacy to the compliance with current legislation 
and regulations that is applicable for reasons of activity and geographical location, as well as the one that the company 
has subscribed voluntarily, respecting and supporting the protection of fundamental human rights, internationally 
recognized, within our sphere of influence, paying special attention to the principle of non-discrimination in all its fields 
as well as to the child protection, as expressly set out in its Integrated Management Policy.
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R E S P O N S I B L E  A D H E S I O N S 
A N D  A L L I A N C E S

TOURIN EUROPEO adheres to the Canary Islands Network of Corporate Social Responsibility, committing itself to 
comply with the Principles of the United Nations Global Compact for Social Responsibility and sustainability and 
becoming part of its strategic planning.

The Network is a project that started in 2016 with the signing of the Canary Islands Corporate Social Responsibility 
Agreement between the Employment, Social Policies and Housing Councils; of Economy, Industry, Commerce 
and Knowledge and the Commissioner of Social Inclusion and Fight against Poverty with the objective of 
promoting sustainable business practice committed to the population and the territory, so that they can share 
projects and strategies of active and voluntary contribution to the social, economic and environmental improvement 
of the Canary Islands. With this adhesion, the company expresses its commitment to support and develop these 
principles within its sphere of influence as part of the company’s strategy, culture, and daily actions.

TOURIN EUROPEO renews in 2019, for the sixth consecutive year its commitment to the UNICEF Hoteles Amigos 
of Spain Spanish Committee initiative. This is an initiative of UNICEF Spanish Committee with the tourism sector for 
the protection of children.

Through this initiative TOURIN EUROPEO collaborates with the organization in protection projects. The 
initiative includes both the donation in invoice and the contribution of the payroll solidarity by employees. Since the 
beginning of the collaboration and after 6 years have already raised more than one hundred and fifty thousand euros 
thanks to the manifest commitment of the company and its employees.

The company’s commitment to the initiative continues in 2019, at which point the aid will go to Unicef Water, Sanitation 
and Hygiene Projects and, in general, to minimize the impacts of climate change on children.

2019TOTAL ACCUMULATED FROM 2013
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EMPLOYEES CONTRIBUTION ● SOLIDARITY PAYROLL 
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In 2019 TOURIN EUROPEO’s commitment to ADECCO Foundation, launched in 2015, is renewed with the aim of deploying 
joint initiatives in the field of corporate diversity and social and labour inclusion.

One of these initiatives is the Family Plan, an action that focuses on family members of people working in the company who 
have a disability certificate equal to or greater than 33%.

The Family Plan consists of an accompaniment to that person and the family by providing the appropriate resources in each 
case. In this way, the company wants to contribute to the improvement of the integral quality of life of the people who work in 
the organization, providing specialized care to their family members with disabilities, so that they acquire tools and 
resources for their access to the and can lead a normalized life.

OTHER INITIATIVES
Traditionally, the company collaborates with concrete actions promoted by Associations, Foundations, NGOs, or public 
entities, mainly municipal, insular, or regional in nature to meet the closest needs of the place where it develops its Activity. 

In 2019 we have maintained the collaboration, through contributions in kind, with CAIPSHO SAN FERNANDO CARITAS DEL 
SUR, which works to improve the vital and social conditions of people who demand to meet subsistence needs, contributing 
for 4 weeks a year 30 menus for lunch of people occupying the 30 places available in the center, from Monday to Sunday.

The company has participated in events or carried out concrete actions for fundraising in favour of the Down Las 
Palmas Syndrome Association, the Spanish Association against Cancer, the Association of Deaf People of Gran Canaria 
and the Alzheimer’s Association, among others.

Also in 2019 the company has supported initiatives in conjunction with the City Council of Mogán and the Cabildo de Gran 
Canaria, such as the GLORIA MOGAN OPEN WATER and the GLORIA CHALLENGE MOGÁN GRAN CANARIA, which in its IV 
Edition make the island of Gran Canaria, the beach of Amadores and the coastline of the municipality of Mogán on the world 
stage of triathlon.

AFFILIATION TO ASSOCIATIONS
The company is associated with CEHAT (Spanish Confederation of Hotels and Tourist Accommodation), CCE (Canary 
Confederation of Entrepreneurs), FEHT, (Federation of Hospitality and Tourism Entrepreneurs of Las Palmas), ASOLAN, 
(Island Association of Entrepreneurs of Hotels and Aptos de Lanzarote), Gran Canaria Spa, Wellness & Health 
Association, Gran Canaria Blue, Gran Canaria Tri, Bike & Run, and GEHOCAN, (Association of Management and 
Management of Hotel Operations and other sectors of the Canary Islands)
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RISK 
MANAGEMENT
Risk management is part of the culture of TOURIN 
EUROPEO  and integrates crossswise into the 
Company’s operations.

The company is committed to treating the risks that 
could affect the organization, by identifying, 
managing and controlling the different activities of 
the organization, establishing its Risk Management 
System Policy as a mechanism that allows, achieving 
the objectives of the organization, providing security 
and guarantees to different stakeholders and 
protecting the reputation of the organization.
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RISK MANAGEMENT
The Risk Map has been approved by the Steering Committee, and is reviewed on an annual basis. The risks to which the 
company is exposed can be classified into the following categories: 

2019  RISK CLASSIFICATION

TYPOLOGY DESCRIPTION

The risk and opportunity management model allows the identification of those events that may have a negative or positive impact 
on the strategic objectives of the Company, establishing action plans agreed in the Management Committee and carrying out 
monitoring of agreed measures.

23

FINANCIAL RISKS
Result of fluctuating interest rates, exchange rates, inflation, 
liquidity, non-compliance with financing commitments, 
restrictions on financing and credit management.

COMPLIANCE RISKS

Derived from possible regulatory changes, interpretation of 
legislation, regulations, and contracts, as well as non 
compliance with both internal and external regulations. These 
include tax, environmental and reputational risks arising from 
Company behaviours that adversely affect the satisfaction of 
the expectations of one or more of our stakeholders.

BUSINESS RISKS

Those generated by inadequate management of processes and 
resources, both human, material, and technological. This 
category includes the difficulty of adapting to changes in 
demand and customer needs and those related to the field of 
human resources, in particular those arising from the potential 
dependence on key personnel and the circumstances affect the 
working climate.

EXTERNAL RISKS

As a result of natural disasters, political instability, or 
terrorist attacks in any territory, national or international, 
that influences the behaviour or operability of one or more 
of our stakeholders.

SYSTEM RISKS

Produced by attacks or failures in infrastructures, 
communication networks and applications that may affect the 
security, integrity, availability, or reliability of operational and 
financial information. Also included in this section is the risk of 
service interruption.

STRATEGIC RISKS Generated by market access difficulties and those arising from 
insularity.



MODEL OF PREVENTION OF 
CRIMINAL RISKS
The objective of this Risk Management System Policy is to establish the basis for action for the identification and 
management of risks to prevent the commission of crimes affecting the organization, which must be mandatory for 
all employees and third parties deemed appropriate working at Tourin Europeo, S.A.

The will of the company is to combat and prevent the commission of any wrongdoing within it, so this policy implies 
a commitment to monitor and sanction criminal acts and conduct, maintain the management system and the 
creation of a culture focused on ethics and honesty.

Its scope includes all activities carried out by TOURIN EUROPEO SA. No process is excepted since the commission of 
crimes can occur in all areas of activity, being applicable to all managers and employees of the company, as well as to 
those third parties who, due to their relationship with the entity, must know and fulfil the same.

THE PRINCIPLES BY WHICH IT IS GOVERNED ARE:

 Implementation of the necessary actions to prevent the commission of illegal acts through the preventive 
measures identified because of the risk analysis carried out.

 Encourage the communication of possible irregularities, through the complaints channel, through which 
any interested employee or third party can inform the acts that they have knowledge.

 Investigate any complaint that is presented, guaranteeing the confidentiality of the complainant and the 
rights of the persons investigated.

 Sanction disciplinarily, in accordance with the provisions of the applicable legislation always, to behaviours 
that are intended to prevent or hinder the discovery of crimes and the non-communication of a criminal act.

 Comply with the code of ethics and conduct established in the company.
 Raise awareness among all employees, so that there is no tolerance in the commission of crimes.
 Provide the material and human resources to the Compliance Officer so that they can carry out the tasks 

entrusted.

The Criminal Risk Management Policy is implemented through the Management System, supported by the 
Compliance Officer, and supported by internal support procedures, methodologies, and tools, which allows:

 Identify the risks and threats that may affect the organization, managing its possible occurrence within the 
organization.
 Establish a structure of policies and guidelines for the approval and deployment of treatment plans focused on 

mitigating the company’s risks.
 Measure and control the risks following procedures and standards of the organization.
 Analyse the risks associated with services and processes, as an essential element in decision making and 

business strategies.
 Maintain a system for monitoring compliance with policies and procedures implemented in the organization.
 Evaluate the efficiency and application of the Risk Management System and the best practices and 

recommendations regarding risks for its eventual incorporation into the Management System.
 Evaluate the effectiveness of the controls implemented through a chart of indicators, reviews, and control reports.
 Audit the System to verify the adequacy of the processes and those of the controls defined to mitigate the 

identified risks.
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CODE OF ETHICS AND CONDUCT

The Code of Ethics and Conduct comes to 
reinforce the company’s values, customized in 
the actions that its employees, executives and 
suppliers carry out every day, and in the 
establishment of an internal regulatory 
framework to which everyone must adhere to 
continue advancing by the good road to a 
profitable future.

FIGHT AGAINST CORRUPTION AND ANTI-MONEY 
LAUNDERING 

Tourin Europeo S.A. is committed to work 
against corruption in all its forms through 
policies and mechanisms that ensure the 
prevention of possible cases of corruption, 
bribery and money laundering within the 
organization and the Code of Conduct reflects 
respect for the applicable regulations in this 
area. In 2019 and up to the date of this report 
there have been no complaints about it.

DATA PROTECTION

On the occasion of the entry into force, in May 
2018, of the new data protection regulations, 
Tourin Europeo S.A. has carried out an analysis 
of the different treatments of personal data that 
it carries out, in order to specify the aspects 
indicated in the regulations and in those cases 
where it is necessary, to regularize the 
treatments to the new legal requirements.

Thus, the update of the different privacy 
policies has been carried out, as well as the data 
protection sections of the legal notices, both of 
the websites and of the documents provided to 
customers and other people with whom they 
communicate and relates.

The figure of the Data Protection Delegate has 
been created, not only to comply with the 
requirements of the new regulations, but to 
guarantee, among other functions, that the 
rights of the clients in the field of data 
protection are always treated by the 
organization in accordance with the principles 
established in the new regulations.

SECURITY OF THE INFORMATION

TOURIN EUROPEO, S.A. It has among its 
priority objectives to ensure the information 
that the organization uses daily for the 
development of its activity and, therefore, is 
critical for its continuity.

The Security Master Plan includes the 
constitution of a Security Committee, of which 
members of the Management Committee and 
the Person Responsible for Systems are part 
and with a series of actions aimed at Protection 
of this vital asset.

Among the measures that the company is 
carrying out for the protection of information 
and regulatory compliance, it has contracted 
the services of a company specialized in 
cybersecurity and information security with the 
objective of increasing guarantees and fulfilling 
the proposed objective in terms of training and 
awareness in this area.

For this purpose, a training platform is used to 
strengthen the response of employees to 
potential social engineering attacks that seek 
by means of deception to access the 
information held by the company. This 
platform uses various techniques that allow to 
publicize the latest techniques used by 
cybercriminals and how to proceed before a 
potential attack.

The interactive modules contain, for their 
learning, information related to cyber security 
and social engineering and are regularly sent 
to all members of the organization according 
to the programming carried out.

In addition to the online training, Newsletters 
are sent with content designed to reinforce the 
training in a pleasant way keeping the 
attention of the users in the various topics 
shown. Likewise, the Newsletters are designed 
by specialists and present updated and 
important contents such as the communication 
of the latest trends in social engineering that 
users must know to be prepared.

The monthly reports allow us to obtain 
conclusions about the evolution of the training 
and awareness action in the organization, 
analyse deviations and take appropriate 
measures.



MATERIALITY 
ANALYSIS
The analysis of relevant issues for the business and for 
the interest groups or materiality analysis is key in 
the Corporate Responsibility management process, 
for the definition of the strategy, initiatives, 
and relationship with the interest groups.



The main strategic objective of the Company is focused on providing wellbeing to people, contributing 
to the growth and sustainable development of the company and the environment where it carries out its 
activity. 

The prioritization of material matters has been carried out considering their impact on each of the key 
areas for the business and its relevance for any of the interest groups.

Impact on Key Business Areas: Weight of each topic in the key areas of the business 
(PROFITABILITY - SATISFACTION - TRAINING AND DEVELOPMENT - INTERDEPARTAMENTAL 
RELATIONS) based on the strategy of GLORIA Thalasso & Hotel, in accordance with its values and 
strategic objectives and trends in the sector.

Impact on Interest Groups: Weight of each topic among the different interest groups based on 
available information, trends, and social concerns.

The materiality of an aspect has been considered taking into 
account the HIGH or VERY HIGH valuation for both variable
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V A L U E

87%
LOCAL SUPPLIERS

12,9M€
ANNUAL PURCHASE VOLUME

549  
SUPPLIERS
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SUPPLIERS
The Company considers its suppliers key collaborators in the implementation and development of sustainable and 
innovative solutions and therefore strives to optimize resources and implement tools that facilitate bilateral 
communication.
This involves sharing the same approach to quality, environmental, energy management and prevention of 
occupational hazards in force. For the company, both the evaluation and selection processes of suppliers, based on 
sustainability criteria, as well as support for the local economy, culture and traditions, giving priority to people 
residing in the locality for the provision of services, are essential local products and suppliers and spreading local 
cuisine, parties and traditions among our customers.

SUPPLIER EVALUATION
based on quality criteria and commitment to the environment where we develop our activity. In 2019, 11 new 
suppliers have passed evaluation and selection filters according to environmental criteria.

PROXIMITY SHOPPING.
We encourage proximity purchases to reduce CO2 emissions. We give priority to the supply of local products 
avoiding long transport of goods and favouring local economic development.

ENERGY EFFICIENT PRODUCTS.
That the product is of low energy consumption (computer and office equipment) and that does not contribute to the 
greenhouse effect

LONG LIVE PRODUCTS.
That the product purchased has a long service life / is reusable. For example, giving priority to glass bottles than 
plastic bottles in drinks.

LOTS OF ADEQUATE SIZE.
Supply of lots of adequate size to minimize waste.

BULK GOODS.
Delivery and packaging of goods in bulk and not by units.

PACKAGING AND USED PRODUCTS.
Recovery or reuse by the contractor of the packaging material and the products used. Controlled withdrawal and 
delivery to duly authorized waste managers of 100% of paper, cardboard, plastic, and glass containers.

In addition, organic chemicals are used for cleaning and laundry services.

As innovative measures, in addition to the gradual introduction of the document management system, DF SERVER, 
which is allowing a drastic reduction of paper, it should be noted that, after several years managing the coordination 
of business activities through the E-MANAGEMENT Platform. We have agreed on a new management system for the 
relationships between supplier companies and customers, the METALDOC system, facilitated by FEMEPA Foundation 
with the aim of guaranteeing the adequate coordination of activities with the companies providing products and / or 
services in TOURIN EUROPEO , SA.

With this objective, as of May 1, 2019, it is established as an essential requirement that all our employees be users 
of the METALDOC platform. The effective implementation of this system will require close collaboration between 
company and suppliers in what will be a considerable benefit for all.

During the period of 2019 there have been no significant changes in the size, structure, ownership, or supply chain of 
the organization, beyond those related to the construction of the new commercial space.



CLIENTS

For Tourin Europeo, S.A., it is key to offer the maximum satisfaction of the needs and expectations of the clients 
focusing the necessary resources to this objective, constantly innovating, and offering the latest trends in service. 
For this, the Company maintains a constant connection and communication with the client that allows it to 
positively influence its experience. In this way, direct contact with customers is key to offering them a personalized 
offer and making their experience better and better.

IMPROVEMENT IN DIRECT SALES CHANNELS

The business growth generated through the website continues to consolidate, considering that in 2019 it has grown 
more than 12%.

TOURIN EUROPEO S.A -2019 Annual Report 30



MEASURING TOOLS

The instruments that make it possible to monitor the 
perceived quality and that allow the implementation of the 
action plans include both internal and online channels.

To ensure the impartiality of the client’s opinion during 
their stay, a weekly audit is carried out by the external 
entity Geshotel. The results, indicators, comments, 
and suggestions are monitored by Clikview. facilitating 
data management and the effectiveness of action plans. 

ReviewPro is the Cloud based Guest Intelligence solution 
that allows us to know in depth the performance of our 
online reputation, as well as the strengths and areas of 
operational and service improvement.

The overall perception of quality has followed an 
ascending line with respect to the previous year, with a 
score of 1,79/2, which positively boosts the visibility of the 
Company.

VISIBILITY

The promotion of the use of online channels has 
led to an increase in ratings, reaching a total of 
13.730, reaching a GRI of 91,3%.



RESPONSIBLE CUSTOMER

We show our guests how they can contribute to the 
generation of Responsible Tourism, making their trip an 
enriching experience. 

In its commitment to sustainability, the company seeks to 
integrate and involve customers in its corporate 
responsibility initiatives, either generating opportunities 
for a social contribution or promoting responsible 
behaviour with the environment.

We also offer information about activities, cultural and / or 
religious events that take place near our establishments.

An example of these inclusive actions is the solidarity 
donation to UNICEF, through the Hoteles Amigos 
Program, through the donation in invoice of the 
customers at check out, and through which in 2019 
€29.118,62 has been collected.

External RATINGS 2018 2019

Global Review Index 91,3%
Gloria Palace San Agustín Thalasso & Hotel 89 ,4%

Gloria Palace Amadores Thalasso & Hotel 9 1 ,7%

Gloria Palace Royal Hotel & Spa 9 2 ,9%

GLORIA Izaro Club Hotel 9 1 ,0%

Total Ratings 1 3.730
Webs Ratings 10.891

Online Ratings 2 .839

ISCE – Client Satisfaction Index¹ 2019

1,79

Gloria Palace San Agustín Thalasso & Hotel 1,73

Gloria Palace Amadores Thalasso & Hotel 1,77

Gloria Palace Royal Hotel & Spa 1,81

GLORIA Izaro Club Hotel 1,83

62.889N.º Ratings

¹ Relative values over 2 (maximum score)

91,9%

90,9%

92,5%

93,4%

92,3%

18.268

10.628

7.640

2018

1,76

1,69

1,76

1,80

1,78

71.827

29.118,62€thanks to the solidarity of our clients

Internal RATINGS



STRATEGIC LINES OF WORK 

HUMAN 
RESOURCES 
2 0 19

As a fundamental value, all actions are focused on strengthening
the commitment of employees to the Company’s project,
through a permanent focus on improving their satisfaction and
identification with the Company.
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STRATEGIC 
LINES OF WORK 

 HUMAN RESOURCES
2019

PERFORMANCE MANAGEMENT
CAR

Commitment – Action– Result OBJECTIVE: Facilitate 
performance and professional development

TALENT MANAGEMENT
MENTORING PROGRAM

Development of people of high 
potential, managing the existing 
knowledge in the organization

ATTRACTION OF TALENT
EMPLOYER BRANDING

Attraction of potential new 
employees, mainly using social 

networks such as Linkedln.



EQUALITY AND DIVERSITY

The corporate culture is also based on the pillars of diversity and equality.

After the approval of the Equality Plan in 2012 with a period of validity of 5 years, progress has been made on 
the road to standardization, so that most of the measures approved at the time are integrated into the usual 
management of the Company in based on the principles that govern it.

Notwithstanding the foregoing, of the 87 measures contemplated in the 2012 Plan, the data obtained during the 
year 2018 show us that the positive action measures No. 3.16 and 3.17, related to access to the organization in 
the Maintenance, Kitchen and Floors, in favour of the less represented sex, continue to present a special 
relevance, because there is still an imbalance and therefore they remain valid.

The data shown below are referred to the average obtained during the year  2019.

49% of the total workforce are women, who occupy 60% in the Management Committee and 39% in the rest of 
management positions.

2019 MANAGEMENT POSITIONS Men Women Total 



93

108

97

106

93

-

RETRIBUCIÓN SALARIAL

In 2019, women's wages constitute 98% of the gross hourly salary of men in the company, with the average 
gross hourly salary of € 17.62 for men and € 17.32 for women.

WOMEN’S SALARY RELATIONSHIP REGARDING MEN 
BY PROFESSIONAL CATEGORY (%

DIRECTION

MIDDLE MANAGERS

STAFF

REST OF CORPORATES¹

¹Technical positions in Corporate Areas with Higher or university studies

RELATIONSHIP OF WOMEN'S SALARY RELATING TO MEN 
BY AGE (%)

DIRECTION

<=30 years old
31-50 years old 122

77

108

>50 years old

MIDDLE MANAGERS

<=30 years old 79 
31-50 years old 100

100
97

>50 years old

REST OF STAFF

<=30 years old 77

31-50 years old 84

93

106

>50 years old

REST OF CORPORATES¹ 

<=30 years old -

31-50 years old 103

>50 years old -

This analysis of the diversity of the workforce and the wage differences in the different groups, has confirmed 
aspects already known as the positive presence of women at all levels of responsibility of the Company, as well as 
the existence of a gender-equitable remuneration policy.

The 645-working people in the company represent up to 33 different nationalities, which favours diversity 
and openness to different cultures.
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Most of the staff reside in the municipality where the 
workplace is located or in nearby or adjoining 
municipalities, ensuring income to relatives, 
and providing well-being and economic stability to 
the population. 
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CONTRACT 
WORKDAY

STAFF
In 2019, the company has continued to work to promote the stability of industrial relations and the effectiveness of 
development plans. The data reflected below are expressed based on the annual average.

53% 47%

645 working people

AGE

The % of working people between the ages of 30 and 
50 remains at 58%, while that of <30 years has 
increased slightly compared to the previous year, with 
23%, and that of> 50 years decreases, looking at 19%.

MODALITY



Some auxiliary services are provided by specialized external companies, such as the Animation service, and other services 
(cleaning of common areas or cleaning kitchens) by a Special Employment Centre (EEC), with which the company collaborates 
favouring the employment placement 

INTERNAL CUSTOMER SATISFACTION 
INDEX
The satisfaction of internal customers is one of the key areas of the Company. Twice a year a survey is carried out in which 
100% of the active employees are invited to participate at the time of the survey, responding to every suggestion obtained. 
The results and comments are published and analysed with the workers, stating in the minutes the commitments made. 
These commitments are incorporated into an act as priority objectives for the Company.

In this 10th edition of the survey we have maintained a very high participation rate, 98,2%, which makes the results obtained 
very representative and guarantees the reliability of them. The overall satisfaction rate is  2,75/3.

PERFORMANCE 
MANAGEMENT
CAR (COMMITMENT – ACTION – RESULT

The company’s performance management system, CAR (Commitment – Action – Result) is aimed at indefinite staff up to the 
level of Intermediate Commands, with the exception of certain operational and corporate areas where it reaches all the 
members teams at all levels.

It is an ongoing process that allows the employee to become aware of the gaps between where he is and where he wants to 
go, working on action plans to enhance his strengths, develop areas of improvement and enhance the leadership of his own 
Development.

The participation rate in 2019 has been 97% of the target people, which makes up 35,6% of the indefinite staff.

TRAINING AND PEOPLE 
DEVELOPMENT
Training and People Development is one of the 5 key areas of the Company, giving priority relevance to on the job ongoing 
training.

The Annual Training Plan is based on the needs identified and includes training actions on economic, social and environmental 
sustainability, welfare and prevention of occupational risks, in a way that increases competitiveness and promotes development 
of the people who are part of it.



AREA Total 
Nº  

Participants 
Nº 

Hours 
Total 324 3.885 
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PROFESSIONAL GROUPS %  

Participants 

DIRECTION 6,79 
MIDDLE MANAGERS 33,76 

REST OF STAFF 59,45 

Details AAFF 

%  

%  
%  



TALENT MANAGEMENT
MENTORING PROGRAM

The company launched its II Mentoring Program for Talent Development in 2019 in a personalized way.

Identifying talent and expertise in the organization through CAR, potential has been united with knowledge and experience 
creating mutual enrichment binomials and facilitating the assistance needed to build committed relationships where the trust, 
empathy, motivation, and communication.

Following the definition of objectives based on strategic plans, succession plans and long-term vision, the criteria for the 
selection of actors were established, the profiles and allocation criteria  Mentor/Mentee were defined, as well as the criteria and 
follow-up results. 

Among the tools provided to the participants in the Program is the intense training received by the Mentors, as well as the 
coaching sessions for the development of their skills as Mentors.

This 1st Edition has had four mentors, five mentees and a coordinator, as well as the essential collaboration of two experts in 
Mentoring, Coaching and Skills Development.

Participants stand out in a special and positive way a feeling of recognition and identification with the values and objectives of 
the company, assessing the usefulness of the program with a score of 9,71/10 and the resulting learning in 100% of cases.

The Programme presents a vocation for continuity and growth. People who are mentees today are to-morrow’s potential 
mentors, allowing them to accompany others in their professional growth.

COMUNICATION
Dynamization sessions:

Since 2012, once a month and in small groups of 10-12 people, in each Hotel there are dynamization sessions, one of whose 
objectives is to enable workers to become aware of how each person can contribute, from their job, to the achieve the objectives 
set in each of the key areas. 

Environmental days: 

Two days a year are held in which improvement measures are shared and implemented. Training actions on specific subjects 
provided for in the Annual Training Plan.

Intranet information:

In order to provide transparency to the system and facilitate the day-to-day management of operations, analysis and decision 
making, the results obtained in the main indicators are published on a weekly, monthly and/or annual basis, as appropriate. This 
publication is carried out without prejudice to the monitoring of them through ClickView, a tool that allows the consultation of 
the different periods and results obtained in the different indicators at any time.
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E M PLOYER   BRANDING    
The Project developed throughout the year 2019, aims to enhance the image of the brand, in a way that is an attractive 
company to work in for a long time. 

To do this we have needed to advance the proper internal and external communication of our corporate culture, as well as the 
advantages and opportunities that come with working in the company. 

The challenges that we have posed during the duration of the Project, which extends throughout the year 2019 is to enhance 
the following specific aspects that were already developing years ago, adapting them to new trends and giving them a greater 
relevance and appeal to its recipients.

In 2019, we managed to increase the number of followers in our LinkedIn profile by 44% compared to the previous year.

SOCIAL DIALOGUE AND COLLECTIVE AGREEMENT
More than 99% of the workforce is covered by the Collective Convention of Hospitality of Las Palmas (2016-2019) which also 
includes aspects related to the safety and health of workers.

Taking into account the number of workers, in the Hotels located on the island of Gran Canaria, in addition to the constant 
dialogue with the respective Business Committees, the representation of the workers is present in the Committee on Safety and 
Health and the Equality Commission.

♥ Linkedln: Contents
♥ Attractive job offers.
♥ Gloria Ambassadors: Campaign "The Value of 

each position"

♥ Welcoming guide.
♥ Dissemination of employee benefits.
♥ Annual Recognitions.
♥ Tributes.

ATTRACTING TALENT CARING FOR TALENT 
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ROTATION

¹ NOT VOLUNTARY: Worker's voluntary discharge, leave, retirement, death
² VOLUNTARY. Not exceeding the probationary period, temporary contract end, dismissal.

Given the characteristics of the hotel business, it is relevant for TOURIN EUROPEO, S.A. to know and manage the rotation 
of workers with indefinite contract.

The table below shows the results obtained in 2019 for the fixed workforce.



HEALTH AND SAFETY AT WORK 
The Company considers as a priority objective, to develop an effective policy of protection of the safety and health of 
workers based on the prevention of risks during work. The Preventive Policy is based on the following principles:

Compliance with current legislation and regulations on preventive matters.
Facilitate the consultation and participation of workers in issues affecting safety and health.
Ensure that all workers receive the necessary Information and Training on the risks that may arise at their workplace.
Provide all workers with regular monitoring of their health status.

PREVENTION SYSTEM

The Prevention System includes the organizational structure, definition of functions, practices, procedures, processes, 
and resources necessary to carry out such action.
TOURIN EUROPEO S.A. has its own Prevention Service to train and inform our staff with the aim of minimizing accidents, 
promoting the safety, health, and well-being of people.
The Preventive Service itself assumes three of the four preventive disciplines, namely Occupational Safety, Industrial Hygiene 
and Ergonomics and Applied Psychology, having arranged the Occupational Medicine and Safety at Work with ASEPEYO. 
Therefore, of the four preventive disciplines required by the Law, three are covered by the company three with own staff 
member of the Own Prevention Service, and The Occupational Medicine, with specialized entity. 

HAZARD IDENTIFICATION, RISK ASSESSMENT AND INCIDENT INVESTIGATION
The risk assessment procedure allows to determine the risks existing in the operations placed and equipment used in the 
production process, define the causes that can cause them and plan the corrective and preventive actions to be taken in 
function of a pre-established priority order.
Risks whose assessment require more complex assessments and measurements are studied separately and complement the 
assessment carried out: industrial hygiene reports (control of exposure to pollutants), studies ergonomics, application of 
specific regulations (industrial safety in installations and equipment), fire risk assessment (according to specific methods)

POLICY ABOUT THE RIGHT TO DIGITAL DISCONNECTION
Aware of the importance of effective enjoyment of rest and vacation periods and their impact on the wellbeing of 
individuals, the Company recognizes the right to digital disconnection as a fundamental element in achieving better 
management of the time work for the sake of respect for private and family life and, ultimately, the quality of life and health 
of workers and is committed to preserving and promoting the right to digital disconnection recognized in Organic Law 
3/2018, of 5 December, Protection of Personal Data and guarantee of digital rights. To this end, on 24 May 2019, the 
Steering Committee adopts this policy on the use of the right to digital disconnection and measures to ensure the 
effectiveness of disconnection.

TOURIN EUROPEO S.A -2019 Annual Report 45



TOURIN EUROPEO S.A -2019  Annual Report 46

OCCUPATIONAL HEALTH SERVICES

According to the Health Surveillance Planning, the staff has medical examinations, on a 
regular basis or on a year-long basis, according to the protocols established by Job Post 
and conducted by concert with the entity ASEPEYO.

PARTICIPATION OF WORKERS, CONSULTATIONS AND COMMUNICATION ON 
HEALTH AND SAFETY IN WORK

The company has the number of Prevention Delegates required according to the 
planned scale in relation to the total number of workers in each of them, in accordance 
with Article 35.2 of Law 31/1995, as well as a Safety and Health Committee for each of the 
centres.

The meetings of the Committee are attended by the person Responsible for the Own 
Prevention Service, who also prepares the content of the meetings. The outcome of the 
meetings is reflected in the Minutes, and this body is the one that must deliberation and 
direct the preventive activities to be carried out by the Prevention Technician, it is noted 
in them the study, approval, if any, and planning of the activities and implementations of 
the Own Prevention Service (risk assessments, preventive action planning, courses, 
content, calendar, etc.)

Prevention Delegates act as channels of communication between workers and the 
company, exposing the concerns or concerns of workers at the meetings of the Committee 
on Safety and Health

FORMATION OF WORKERS ON HEALTH AND SAFETY IN THE WORK AND FOMENT 
OF THE HEALTH OF WORKERS

In the period 2019 training related to occupational health and safety has been carried 
out, either directly or present in a crosscutting way:



ACTIVITIES COORDINATION
The coordination of preventive activities makes it possible to verify the commitment to comply with safety standards, and 
information on the risks of the work areas.

In 2019 a new system for managing the relationships between supplier companies and customers, the METALDOC system, 
provided by Fundación FEMEPA, has been agreed with the aim of ensuring the proper coordination of activities with 
the supplier companies products and/or services at TOURIN EUROPEO S.A.  For this purpose, from 1 May 2019, 
it is established as an essential requirement that all our partners be users of the METALDOC platform. Effective 
implementation of this system will require close collaboration between business and suppliers in which it will bring 
considerable benefit to all.

The preventive activity carried out by the company is audited by AUDILEGE GESTION EN PREVENCION S.L. 
Last verification report: 18 May 2016.

Market Data: from 01/2019 to 12/2019
Market data: companies of more than 250 workers and CNAE 55 (Canary Islands)
Source Report: TOURIN EUROPEO, 2018 Asepeyo. Responsible absence management. 

PC CC

*4 0,44 1 3,95

21,45 24,82 37,62 33,43

0,29 0,45 0,00 3,10

4,62 6,54 34,58 42,88

33 250

31 231

764 11.791

591 7.145

2 0

Leve Grave Leve Grave

31 0 231 0

Muy grave Fallec. Muy grave Fallec.

0 0 0 0

4 12,90%

97 16,41%

4 12,90%

119 20,14%

31

6

653

0

0

ABSENTEEISM 
INDICATORS
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COMPANY 
INFORMATION 

MARKET 
INFORMATION 

COMPANY 
INFORMATION 

MARKET 
INFORMATION 

Absence Index 

Average Duration 

Prevalence Index 

Incidence Index 

Time off Work Nº Initiated 

Total 

Days of Time off Work 

Days of Time off Work 
(withouth  direct temporary disability) 

Employees pending medical discharge 
(last day of study) 

Injury grade 

Initiated cases 

In itinere 
Cases initiated 
 % on total 
Days off 

Traffic Accidents 
Cases initiated 
% on total 
Elapsed leave days 

Accidents without temporary 
disability 

Risk for pregnancy Initiated cases 

Childcare 

Elapsed leave days 

Initiated cases 
Elapsed leave days 

A total of 7 paternity leave has been registered in 2019.



ENVIRONMENTAL 
MANAGEMENT
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ENVIRONMENTAL BEHAVIOR
From an environmental point of view, the so-called Sustainable Tourism is an exceptional opportunity to combine the 
leisure and relaxation activity of the human being with its environment. Getting human activity to have zero 
environmental impact is virtually impossible, but it is available to everyone to make it as small as possible, in order to 
facilitate its assimilation and preserve natural resources, unique environments, flora and fauna, etc., these aspects that, 
if exhausted, would jeopardize the very survival of the human species, in addition to causing irreversible damage to 
tourist activity.

The sustainability approach is present in the company’s Values and its Strategic Plan, from the commitment declared 
by the Management Committee and reflected in the investments made, to reaching all the processes of the 
organization, both in the analysis of results and opportunities for improvement as in decision-making. 

Any procedural changes for the optimization and always increase of efficiency pass through the filter of sustainability, 
both from a social, environmental and energy perspective. This has been made possible by the involvement of the 
entire organization at all levels. Based on the commitment made in the Management Policy, approved by the 
steering committee, until the involvement of each worker.



DESCRIPTION OF THE 
SYSTEM
The primary purpose of our Environmental Management System is to ensure compliance with current environmental 
legislation and the company’s environmental policy, which includes a commitment to continuous improvement and 
pollution prevention. In this way, the organization aims to minimize the environmental impacts of its activity on the 
environment. The Environmental Management system consists mainly of the following elements:

 Integrated Management Policy
 Environmental Management System Documentation, consisting of:

Procedures (General requirements of ISO 14001 and EMAS III Regulation)
Technical Instructions (Establishment of responsibilities and environmental mode of action in 
relation to environmental aspects, detailing clearly and concisely the tasks to be carried out). Records 
(documents that show that an action has been performed, allowing to analyse the degree of 
compliance of the GIS).
Environmental Declaration: Public access document where all the information of the environmental 
management of the organization is reflected in a truthful, clear, and transparent way. Environmental 
Management Program: In order to achieve the principle of continuous improvement of 
environmental behaviour, environmental objectives and targets are established on an annual basis, 
aligning resources and responsibilities to achieve them.

 Internal Environmental Audit: Its function is to determine whether it complies with current 
legislation, as well as the Environmental Policy, the goals and objectives of the environmental program 
and the other requirements established in The System.

 Management Review: Documented review of the ISS to ensure its adequacy and continued 
effectiveness. During the meeting, the need for changes in the Policy, objectives and other elements 
of the Management System is addressed.

Each establishment has, within its organization, a responsible for Environmental Management, who together with the 
management of the Hotel and under coordination of the corporate department of Quality and Sustainability ensure 
the implementation and continuous improvement of the quality and environmental policy.

ENVIRONMENTAL MANAGEMENT SYSTEM CERTIFICATIONS

100%
E N V I R O N M E N T A L L Y  C E R T I F I E D  H O T E L S

Accession to this Regulation is a voluntary decision from a business point of view, although motivated at all times by 
the growing interest of the company TOURIN EUROPEO in view of meeting the increasing awareness of customers, 
employees, tour operators and other stakeholders with environmental aspects and the urgent need to contribute to 
reducing the adverse effects of the activity we develop.

After the certifications obtained for Izaro Club Hotel in Lanzarote in 2018, currently, 100% of the hotels have 
environmental certifications
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 Substantial reduction in 
corporate carbon footprint 
by implementing new systems 
based on the use of renewable 
energy and improving energy 
efficiency in their existing facilities.
 Reducing the energy 
dependence of propane
 General optimization of 
facilities
 Generating and consolidating 
a culture of sustainability 
Among all stakeholders, managing 
responsibly and transparently to 
achieve business objectives

ECO GLORIA 20/20
The European Union has set its member states the target of generating 20% of its energy from renewable sources by 
2020. Tourin Europeo S.A., a decade ago, set out to achieve this goal, through the ECO-GLORIA 20/20 project, integrating 
it into its main strategic objective: sustainable development. At the same time, it contributes to the achievement of a 
global goal: the fight against climate change and its devastating consequences for humanity.

As part of its commitment to permanent innovation and always looking for a way to combine technological development 
and sustainability, TOURIN EUROPEO, S.A. has been making a total change in energy generation since 2007, looking for 
renewable sources and not pollutants to supply at least 20% of their energy needs.

Based on an innovative plan of efficiency and sustainability, it combines technological advantages with intense awareness 
raising, training and information.

OBJETIVOS
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All the measures implemented to achieve these objectives considering the integration of the new facilities in the urban 
landscape both the hotels and the environment around them. This circumstance has resulted in the creation of new areas of 
gardens integrating the works into the landscape environment, creating the least possible environmental impact.

544.781 2007 

PHOTOVOLTAIC FACILITY 
Generation of 175,000 Kwh of renewable electricity. 

Mogán 
Gran Canaria 666.482 2011 

SOLAR THERMAL PLANT Tías 
Lanzarote 115.527 2013 

BIOMASA CALDERS 
3 Biomass Boilers (Biomass Boiler 1x 600 kW and 2x450 kW) for thermal 
power generation that supplies 100% of the hot water needs for human 
use, pool heating and heating of thalassotherapy pools. Replacing the 
chiller plant with new unit with heat recovery, high energy efficiency and 
lower power consumption. 

SBT
 Mogán

Gran Canaria 1.395.554 2013 

AEROTHERMAL¹ 
Renewable thermal group composed of 4 high temperature heat pumps of 
100 Kw each, soundproof with acoustic panels fto produce heat intended for 
sanitary hot water and swimming pools. The new thermal installation 
generates the heat previously provided by the gas boilers, to reduce up to 
94% of the propane currently consumed by the hotel in the heat generation. 
It provides usable cold to the installation, while reducing cooling 
consumption by 17%. The installation also allows the 42% reduction in Co2 
emissions in the heat and cold generation in the hotel in which it has been 
installed.
____________________________________________________________________________________________________________
► Installation subsidized by the Government of the Canary Islands through the Ministry of 
Economy, Industry and Commerce with the co-financing of the European Development Fund 
(ERDF) within the framework of the ERDF Canarias Operational Programme 2007-2013. 
Grant amount: 41,412û

Mogán 
Gran Canaria 294.975 2015 

SOLAR THERMAL PLANT 
With a power of 637 Kw and a panel surface of 1000m2

LOCATION       INVERSIÓN     AÑO 

PHOTOVOLTAIC FACILITY¹ 
(1x99,83kw + 1x140kw) 
____________________________________________________________________________________________________________
►Installation subsidized by the Government of the Canary Islands through the Ministry of 
Economy, Industry, Trade and Knowledge, co-financed with ERDF in the field of the Canary 
Islands, in the 2019 financial year. Grant amount: 60,000 euros

Mogán 
Gran Canaria 184.800 2019 

Total 3.202.119€ 

SBT
Gran Canaria 

PERFORMANCE
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MEASURES

EFFICIENCY AND FACILITY CONTROL

Installation of a 100% automated control system for centrally controlling installations. The system consists of a technological 
solution based on a set of distributed control processors, which are physically located throughout the building near the 
equipment or systems they control and all of them distributed in a single bus, in the that the communications protocol is 
specially designed for real-time process monitoring and management.

REDUCING ENERGY CONSUMPTION

• Replacement of exterior labels and conventional lighting by LED technology, taking into account the longer life cycle and
lower consumption.
• Replacing traditional light bulbs with energy-efficient light bulbs.
• Replacing conventional TVs with more efficient devices.
Terrace doors in rooms equipped with detector to avoid unnecessary expense by air conditioning.

REDUCING WATER CONSUMPTION
• Installation of control devices and consumption water saving in the rooms of all hotels and the common areas thereof.
• Promotion of the rational use of water and detergents, replacing towels when deposited on the floor by the customer.
• Replacement of sheets with pre-set periodicity unless the customer requests a more frequent change.

REDUCTION, CLASSIFICATION AND TREATMENT OF RESIDUES
• E-GESTIONA document management system.
• Eco-friendly chemicals for cleaning and laundry services and use of returnable packaging
• Controlled removal and delivery to duly authorized waste managers of 100% of paper, cardboard, plastic packaging, 

glass, cooking oil, alkaline batteries, adhesives and sealants, cartridges, ink, toner, fluorescents, and bulbs.

REDUCTION OF EMISSIONS
• Quantification GHG emissions.
• Space reserved for recharging electric vehicles.
• Priority to supply local products by avoiding long transport of goods and promoting local economic development.
• Mobility Plan and Manual of Good Environmental Practices.
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ENERGY EFFICIENCY PLAN
In accordance with the organization's Policy, this plan includes Energy Efficiency actions, considering all those that can improve 
energy consumption in the hotel, in addition to being present in any decision-making regarding the acquisition of goods and 
renovation of installations.

WASTE MANAGEMENT

To minimize the generation of waste, the acquisition of products according to ecological criteria is foreseen, taking into account 
the impacts of their life cycle. The Purchasing centre considers environmental criteria that allow reducing the amount of waste 
based on actions directed towards the supplier itself.

In accordance with the BEMP contained in Decision (EU) 2016/611, each hotel in the chain has the necessary infrastructures for the 
selective collection of waste throughout the establishment, guaranteeing the existence of a clear waste separation procedure. The 
waste is subsequently managed through managers authorized by the Government of the Canary Islands, both hazardous and non-
hazardous waste.

COMMITMENT TO REDUCE PLASTICS OF A SINGLE USE

In 2018, European regulations on single-use plastics are identified as a relevant impact. Therefore, a plan has been put in place to 
remove single-use plastic disposable items at group hotels. From 2019 and progressively, plastic straws, removers, bags, among 
others, will disappear or be replaced by more sustainable alternatives.

IDENTIFICATION OF ENVIRONMENTAL ASPECTS 
AND IMPACTS ASSOCIATED WITH THEM
Each establishment keeps track of its environmental aspects, to know the trend of them and emphasize those aspects that can 
generate a greater impact on the environment. To assess environmental aspects, the organization has developed a systematic 
and raised criteria for each of the categories of aspects

ENVIRONMENTAL ASPECTS ¹¹ 

DIRECTS INDIRECTS EMERGENCY CONDITIONS 
• Frecuency
• Relative magnitude
• Severity of the consequences

• Frecuency
• Environmental management

ofsuppliers/contractors
• Environmental awareness

• Ability to control
• Probability of occurrence
• Severity of the consequences

¹ For each environmental aspect assessed with a significant character, the associated environmental impact is indicated. 



ENVIRONMENTAL BEHAVIOR OF THE 
ORGANIZATION
On the basis of the monitoring of the environmental aspects carried out, the basic implementation indicators are calculated in 
accordance with Annex IV to the environmental reporting of Regulation (EC) 1221/2009, of the European Parliament and of the 
Council of 25 November 2009, the voluntary participation of organisations in a Community environmental management and audit 
system (EMAS).

The sectoral indicators set out in Commission Decision (EU) 2016/611 of 15 April 2016 on the reference document on best 
environmental management practices, indicators environmental behaviour sectors and the comparative parameters of excellence for 
the tourism sector. 

Each of the basic indicators is composed of:

The company performs an in-depth analysis 
of the applicability of the indicators, using its 
own methodology with criteria based on 
other fundamentals, in relation to significant 
environmental aspects. 

As a result of this methodology, indicators are 
obtained that are immediately reflected in the 
Environmental Declaration of each Hotel, as 
well as a three-year planning, to progressively 
incorporate the rest of the indicators that are 
relevant to our Activity. 

• An A figure, indicating the total annual impact/consumption in the field under consideration, collected from
the above validated statements.
• A B-figure, which indicates the organization’s overall annual production in number of stays/overnights.
• An R-figure, which indicates the A/B ratio.



¹ Data collected from the environmental Declarations validated in each Hotel corresponding to the period
January to December ,2019.

The following is the available information on the organization’s behaviour with respect to the basic 
indicators set out in EMAS III.

To carry out the calculation of the Carbon Footprint we follow the methodology published by the 
Ministry of Agriculture and Fisheries, Food and Environment.

The carbon footprint generated by each emission source is the result of the product of the consumption 
data (activity data, in our case, stays) by its corresponding emission factor. 

Scope 1: CO2 emissions from fossil fuel consumption originating directly at the hotel (burning 
propane, gasoil, and butane, among others)
Range 2: indirect emissions due to electricity consumption.
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WE CALCULATE THE CARBON FOOTPRINT FOR SCOPES 1 AND 2:

Sonia
Resaltado

Sonia
Resaltado



ENERGY PROCEDENT FROM 
RENEWABLE SOURCES

EMISSIONS
To make this calculation, the organization has used the methodology published by the Ministry of Agriculture and 
Fisheries, Food and Environment, in its Carbon Footprint section.   

FUENTE RENOVABLE THERMAL SOLAR PHOTOVOLTAIC AEROTHERMAL BIOMASS

H
O

TE
L 

 - - 
-  - 
-  -

SAN AGUSTIN  • Gran Canaria 
AMADORES • Gran Canaria 
ROYAL  • Gran Canaria IZARO 
IZARO • Lanzarote  - - - 

2019 Variación (%)
TOTAL EMISSIONS  Tn CO2 / est. - 28,89

Total emissions expressed in tonnes of CO2 equivalent. 



2018

OTHER FACTS OF INTEREST
EMERGENCIAS AMBIENTALES

During 2019 there have been no environmental emergencies affecting the organization’s facilities or the 
environment.

NOISES

Established by municipal ordinance, in each of the Hotels noise measurements are made at the main points, 
checking in any case that the obtained values do not exceed the legal limit values.

LEGAL COMPLIANCE

Strict compliance with current environmental legislation is one of the objectives defined in the organization’s 
environmental policy. The multiple legal requirements applicable to the organization at the state, regional and 
municipal level can be consulted in detail in the Environmental Declarations of the reference period.

The organization has not identified breaches of laws or regulations on the environment in in the period covered by 
this report. 
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 Good Practice Manual: From the beginning of the employment relationship, detailed information is 
provided on good practices to be followed according to the work area.

 Dynamization sessions: Once a month and in small groups of 10-12 people, in each Hotel there are 
dynamization sessions, one of whose objectives is to allow workers to become aware of how each person 
can contribute, from their job, to the achievement of the targets set in each of the key areas.

 Internal ISCI Satisfaction Surveys: Every six months, a survey is carried out in which workers are 
encouraged to propose actions to improve the environmental management system in aspects related to 
energy consumption or waste separation. The results and comments are published and analysed with the 
workers, stating in the minutes the commitments made.

 Digital Panels in Receptions with relevant environmental information available to guests in several 
languages (Gran Canaria)

 Information about the environmental management in each room of the Hotel and specific information on 
the use of water as well as the responsible change of towels.

 Customer-specific waste collection points where solid waste is collected and separated according to its 
nature.

 Promotion of ecological means of transport with reserved spaces for recharging electric vehicles (Izaro 
Club Hotel – Lanzarote)

 Awareness-raising actions aimed at clients through children’s activities on the importance of natural 
resources, recycling, or child protection.

 Weekly surveys of customers valuing in particular the suggestions made in environmental management.

SUSTAINABILITY INITIATIVES 
IN HOTELS
Internal initiatives

External initiatives
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AWARS FOR EXCELENCE

AWARD FOR BUSINESS EXCELLENCE

In its V Edition awarded to TOURIN EUROPEO (TOURIN EUROPEO S.A.) by 
the Government of the Canary Islands in the medium-large company 
modality. 

http://www.gobiernodecanarias.org/ceic/industria/RESOL_CONC_PCEE_2014.pdf

AWARD FOR EXCELLENCE IN HUMAN RESOURCES IN CANARIAS

TOURIN EUROPEO has been awarded the Award for Excellence in Human 
Resources of the Canary Islands in the category of Big Business, in what 
was the first edition of these Awards at the regional level. 

http://www.premiosrrhhcanarias.com/

INNOBANKIA AWARD TO THE BEST TOURIST COMPANY 2019

Gloria Thalasso & Hotels receives the award for Best Tourism Company in 
the second edition of the Innobankia awards. The awards are intended to 
give visibility to the projects carried out by Canarian companies and give 
them the recognition they deserve for innovative initiatives and projects 
that allow identifying opportunities for all companies in the country.

NOMINATIONS

EMAS  NOMINEE AWARDS

Gloria Palace Amadores Thalasso & Hotel, was a finalist in the category of 
medium private company, on a proposal from the Ministry of Agriculture, 
Food and Environment, after submitting our candidacy by the Vice 
Council of the Environment of the H.E. Government of the Canary Islands. 
In this way, we become the first Canarian company to access this 
important finale, within the only 3 Spanish companies nominated in the 
different categories.
http://ec.europa.eu/environment/emas/emasawards/nominees_2014.htm

DISCOVER THE  EUROPEAN ECO-MANAGEMENT AND AUDIT 
SCHEME (EMAS)

The European Commission selects TOURIN EUROPEO, among other 
companies referenced for its environmental management and certified in 
accordance with the EMAS Regulation, to be included in its promotional 
video DISCOVER THE EMAS, which was presented on the EMAS AWARDS 
2015.
http://ec.europa.eu/environment/emas/index_en.htm

R E C O G N I T I O N S
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A W A R D S  A N D  
R E C O G N I T I O N S  
T O  H O T E L S  2  0  1  9
- TRAVELIFE  GOLD AWARD
Award that recognizes the performance in the management of its social, environmental, and economic impacts, reflecting, in short, the 
firm will and dedication of the Company in defending and working for sustainable development. 100% of GLORIA Hotels have this 
recognition.
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL • GLORIA PALACE AMADORES THALASSO & HOTEL •
GLORIA PALACE ROYAL HOTEL & SPA • IZARO CLUB HOTEL

- TUI ENVIRONMENTAL CHAMPION 2019
Award of international recognition of hotels and other businesses related to tourism that have achieved high standards of 
environmental management.
GLORIA PALACE ROYAL HOTEL & SPA

- TUI HOLLY
GLORIA PALACE ROYAL HOTEL & SPA is awarded once again the TUI Holly, placing it among the 100 best hotels in the world for TUI 
customers.

- TUI TOP QUALITY
GLORIA PALACE AMADORES THALASSO & HOTEL, is awarded this international reference award,

- TUI FAMILY CHAMPION 2019
GLORIA PALACE AMADORES THALASSO & HOTEL • GLORIA PALACE ROYAL HOTEL & SPA • IZARO CLUB HOTEL

- HOLIDAYCHECK GOLD AWARD
GLORIA PALACE AMADORES THALASSO & HOTEL  has received this prestigious international recognition from its German-speaking 
guests. Only hotels that have been awarded a HolidayCheck Award for at least the last five consecutive years are awarded this special 
award. Once again, Gloria Palace Amadores Thalasso & Hotel is among the 7 hotels throughout Spain that have been awarded the 
Exclusive GOLD Award.

- HOLIDAYCHECK 2019
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL • GLORIA PALACE AMADORES THALASSO & HOTEL •
GLORIA PALACE ROYAL HOTEL & SPA

- BOOKING.COM GUEST REVIEW AWARD
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL • GLORIA PALACE AMADORES THALASSO & HOTEL •
GLORIA PALACE ROYAL HOTEL & SPA • IZARO CLUB HOTEL

- TRAVELLER’S CHOICE TRIPADVISOR.
GLORIA PALACE AMADORES THALASSO & HOTEL • GLORIA PALACE ROYAL HOTEL & SPA • IZARO CLUB HOTEL • THALASSO GLORIA 
SAN AGUSTIN • THALASSO GLORIA AMADORES • RESTARUANTE GORBEA (Among the 10 best restaurants in Spain)

- ECO LÍDERES TRIPDVISOR
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL (Platino Level) •  GLORIA PALACE AMADORES Thalasso & Hotels (Platino Level)

• GLORIA PALACE ROYAL HOTEL & SPA (Gold Level)

- FISCHER AWARD 1019
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL • GLORIA PALACE AMADORES THALASSO & HOTEL •
GLORIA PALACE ROYAL HOTEL & SPA

- EXPEDIA: LOVED BY GUESTS
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL (8,2) • GLORIA PALACE AMADORES THALASSO & HOTEL (8,8) •
GLORIA PALACE ROYAL HOTEL & SPA (9,4)  • IZARO CLUB HOTEL (9,0)

- JET2HOLIDAYS QUALITY AWARDS 2019
GLORIA PALACE SAN AGUSTIN THALASSO & HOTEL 63
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ANNEX I:  ORGANIZATION PROFILE

2018 2019

4 4
1145 1145

23,2M€ 

4 4
5 5

60% 60%

701 645 
32 33 
47 47 
43 43 

5.609 3.885 
399 324 
8,0 11,9 

13,3 
14,9 

112.355 85.510 
16.073 10.694 

37,1 35,7 
2,75 2,75 
97,8 98,2 

1.18M€ 1.16M€ 

14.780€ 9.583€ 
44.570€ 32.279€ 

ECONOMIC VALUES (M€)
72,5 69,4 Generated economic value 

Distributed economic value 
Retained economic value 

-44,5
28,0

-44,3
25,1

G.O.P.
37,7% 34,1% 
47,0% 45,4% 
45,7% 44,5%

Gloria Palace San Agustin Thalasso & Hotel 
Gloria Palace Amadores Thalasso & Hotel 
Gloria Palace Royal Hotel & Spa 
Izaro Club Hotel 27,4% 32,2% 

CLIENTS
947.257 889.320

71.827 62.889 
1,74 1,79 

18.268 13.730 

Stays 
Customer Ratings ISCE 
Index obtained ISCE 
External Ratings 
Index external ratings (%) 91,9 91,3 

SUPPLIERS
538 549 

14,9 M€ 12,9M€ 
Supplier Volume 
Annual Purchase Volume 
Proportion of spending on locally based suppliers 81% 87% 

TOUROPERATORS
46 48 Touroperators Volume 

Billing
Total Hotels Production

41,6M€  34,6€ 
64,3M€ 59,2M€ 

Billing Impact (%)
70,09% 61,90% 
15,21% 20,82% 

9,90% 13,67% 

Touroperators 
Online Sales 
Own Web 
Bedbanks 4,81% 3,62% 

23,2M€ 

2018 2019

13,4 
9,9 

BUSINESS NAME: TOURIN EUROPEO S.A.    A35062116

HOTELS 
Hotels Nº
Rooms
Net Profit (€) 

HIGH DIRECTION
Partners Family Owner 
Steering committee 
Women Steering Committee

STAFF
Average Staff 
Nacionalities 
Women in workforce (%) 
Women in executive positions  (%) 
Formation hours 
Participants Nº 

Formation Investment (€) 
Develop Program Investment (€) 
Performance Evaluations (% indefinite staff) 
CAR (Commitment, Action, Result) 
ISCI Client Satisfaction Index 
Internal climate participation (%) 

SOCIAL CONTRIBUTION (€)

Work integration disability CEE 
Donations for solidarity projects
Unicef: Solidarity Payroll | Clients
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EXTERNAL VERIFICATION:

1 LLOYD’S REGISTER – LRQA.

2 AENOR INTERNACIONAL S.A.U. Reports dated 08/2020.

3 UDILEGE GESTION EN PREVENCION S.L, entity accredited as an auditor of Occupational Risk Prevention Systems in the Spanish national
scope, according to a resolution issued by the Ministry of Employment, General Directorate of Occupational Health and Safety of the Junta de 
Andalucía, dated August 11, 2010. Audit report dated 18 may 2016
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ANNEX II: GRI STANDARD CONTENTS INDEX 
This report has been prepared including basic contents of the GRI Standards.

COMPANY PROFILE PRACTICES FOR THE PREPARATION OF REPORTS

STANDARD DISCLOSURE PAGE Nº EV DISCLOSURE PAGE Nº STANDARD EV

GRI 102: General Contents 

102-1 Company name

102-2 Activities, brands, products and services

102-3 Registered Office location
102-4 Locations of operations
102-5 Property and legal form
102-6 Markets served
102-7 Company size
102-8 Information about employees and other workers
102-9 Supply Chain

102-10 Significant changes in the organization and its supply chain
102-11 Precautionary Principle or approach
102-12 External initiatives
102-13 Membership in associations

GRI 102: General Contents 
102-14 Declaration of senior executives responsible for decision making 

102-15 Key impacts, risks, and opportunities

ETHICS AND INTEGRITY 

102-16 Values, principles, standards, and norms of behaviour 
102-17 Advisory mechanisms and ethical concerns

102-18 Governance structure

102-19 Delegation of Authority

102-40 Stakeholder List

102-41 Collective bargaining agreements
102-42 Identification and selection of interested parties
102-43 Focus for stakeholder participation
102-44 Key issues and concerns mentioned

GRI 102: General Contents 

102-45 Entities included in the consolidated financial statements 
102-46 Defining report content and topic boundaries
102-47 List of material topics

102-48 Restatement of information

102-49 Changes in reporting

102-50 Reporting period

102-51 Date of last Report

102-52 Reporting period

102-53 Contact point for questions regarding the report

102-54 Claims of reporting in accordance with the GRI Standards 
102-55 GRI Content index

MANAGEMENT APPROACH 

GRI 103: Management 
Approach 

103-2 The management approach and its components
103-3 Evaluation of the management approach
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GRI 201: ECONOMIC PERFORMANCE 

GRI 302: ENERGY 

GRI 305: EMISIONES 

GRI 307: ENVIRONMENTAL COMPLIANCE 

GRI 308: SUPPLIER ENVIRONMENTAL ASSESSMENT 

GRI 205: ANTICORRUPTION 

GRI 308: Supplier 
Environmental 
assessment  

308-1 New suppliers that were screened using environmental
criteria

GRI 401: Employment 
401-1 New employee hires and employee turnover

401-3 Parental leave

GRI 403: Salud 
y Seguridad en el trabajo 

GRI 404: Training 
and Education 

404-1 Media de horas de formación al año por empleado

404-2 Programas para mejorar las aptitudes de los empleados y
programas de ayuda a la transición
404-3 Porcentaje de empleados que reciben evaluaciones periódicas
del desempeño y desarrollo profesional 

GRI 405: Diversity and 
Equal Opportunity  

GRI 401: EMPLOYMENT 

GRI 403: OCCUPATIONAL HEALTH AND SAFETY 

GRI 404: TRAINING AND EDUCATION 

GRI 405: DIVERSIDAD E IGUALDAD DE OPORTUNIDADES 

EXTERNAL VERIFICATION:

1 

2 

3 

LRQA. Report dated 13 June 2019 for TOURIN EUROPEO

AENOR INTERNACIONAL S.A.U. Reports dated 28 June 2019

AUDILEGE GESTION EN PREVENCION S.L, entity accredited as an auditor of Occupational Risk Prevention Systems in the Spanish 
national scope, according to a resolution issued by the Ministry of Employment, General Directorate of Occupational Health and Safety of the 
Junta de Andalucía, dated August 11, 2010. Audit report dated 18 may 2016
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ANNEX II: GRI STANDARD CONTENTS INDEX 

GRI 201: Economic 
performance 

201-1 Direct economic value generated and distributed

201-4 Financial assistance received from government

GRI 204: PROCUREMENT PRACTICES

GRI 204: Procurement 
practices 201-1 Proportion of spending on local suppliers

GRI 205: Anticorruption 
205-2 Communication and training about anti-corruption policies
and procedures
201-3 Confirmed cases of corruption and measures taken

GRI 302: Energy 
302-1 Energy consumption within the organization
302-3 Energy intensity
302-4 Reduction of energy consumption

GRI 305: Emissons 
305-1 Direct (Scope 1) GHG emissions
305-2 Energy indirect (Scope 2) GHG emissions
305-5 GHG emission reduction
305-6 ODS emissions

GRI 307:  
Environmental compliance 

307-1 Non-compliance with environmental laws and regulations

403-1 Occupational health and safety management system

403-2 Hazard identification, risk assessment,
and incident investigation

403-3 Occupational health services

403-4 Worker participation, consultation, and communication
on occupational health and safety

403-5 Worker training on occupational health and safety

403-6 Promotion of worker health

403-7 Prevention and mitigation of occupational health and
safety impacts directly linked by business relationships

405-1 Diversity of governance bodies and employees
405-2 Ratio of basic salary and remuneration of women to men
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