
Annual Report
2019/2020

Enjoy today, 
care for 

tomorrow



2

Contents

Our Business ......................................  3

Mexico

Hospitality ..................................  10

Education ...................................  17

Impact .........................................  24

Nicaragua

Hospitality ....................................  30

Education .....................................  35

Impact ............................................  40

Financials ..........................................  43

Future Plans ....................................  53



3

Cultivating lasting change
At Hotel con Corazón we are always in motion. We innovate, adapt, change and refresh anew what we do. We expand to 

new hotels, in order to make an impact on many more lives. We improve the impact that we are making, and inspire others 

to follow our example. 

In this report you will read what we have done in the past two years to support children and adolescents’ educational path 

through our hotels in Nicaragua and Mexico. We also want to share with you what other types of impact we have 

achieved.  And we’re not done yet. We’re far from done, with a lot of great projects waiting to be carried out. 

Like many, Hotel con Corazón has had its setbacks in the past couple of years, with 2018’s political turmoil in Nicaragua 

and the arrival of COVID-19 in 2020 being especially dif�cult. But we are proud of what we have accomplished, and we 

look to the future with con�dence. And most important of all: so do our bene�ciaries!

Enjoy the read!

Marcel Zuidhof    Onno Oostveen 

Founders
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Our 
Business

89
Jobs provided

700
Children

�nished school

$521,000
Invested in education



O U R  M I S S I O N

Hotel con Corazón (“Hotel with a Heart”) is a social enterprise dedicated to creating impact. We operate 

hotels in developing countries with the purpose of supporting local communities to build a brighter 

future. We do this by investing in education and work. Most of our pro�ts go towards educational 

programs, set up in cooperation with local NGO’s that support and motivate children to complete their 

schooling. We stimulate local economic development by running a pro�table business that creates jobs, 

fair supplier relations and professional development opportunities for our employees. 

5

Local blood �ows through our organization’s 

international veins. Our hotels have a local touch, 

we employ local staff and we purchase from, 

and work together with, many (mainly small) 

local enterprises.

Good Business A place to be you... 

We are true to our name. We care about people 

and their development, about responsible 

tourism and about the environment. Our 

intentions are honest and trustworthy. We work 

and report as transparently as possible.

We offer our guests a home-away-from-home. 

We offer basic luxury and caring service.

Fun and Fresh  

We are a contemporary enterprise with a no-

nonsense attitude. We aim for simplicity, try to 

surprise our guests and our “careholders”, and 

have fun in our day-to-day operations.

Local �avor

O U R  B U S I N E S S  P R I N C I P L E S

We have four business principles that are the basis for all our decisions:



O U R  V I S I O N

We aim to improve the future prospects of people in the communities where we are active. A proper 

education lies at the heart of our vision, as it is one of the most powerful tools to give adolescents a 

head start on the job market. Another goal is to contribute to building sustainable communities. We 

want to set an example and inspire others to be(come) socially and environmentally responsible. This 

not only applies to other businesses in our community, but extends to our guests, our staff and our 

students.   
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T H E  G LO B A L  G OA L S
F O R  S U S TA I N A B L E  D E V E L O P M E N T

In 2015, world leaders agreed to 17 Global Goals (of�cially known as the Sustainable Development 

Goals or SDGs). These goals have the power to create a better world by 2030 through ending poverty, 

�ghting inequality and addressing the urgency of climate change.

Guided by the SDGs, it is now up to governments, businesses and civil society to work together to build 

a better future for everyone. Hotel con Corazón contributes directly and indirectly to 10 of these goals:

Read more about how we contribute in the hotel’s Education and Impact Reports.



In early 2018 we were selected to participate in “Booking Booster”, an accelerator program organized 

by Booking.com for scale-ups in sustainable tourism. We were chosen out of 700+ applicants and were 

the only hotel of the 10 �nalists.

We became convinced that after 10 years we needed to cultivate  a new perspective, learn from other 

scale-ups and industry professionals, and develop a new approach to scaling Hotel con Corazón. And 

boy, did it meet our expectations…

Winning a €100,000 grant was nice, but the main bene�t was what we learned. Three weeks of 

workshops at the Booking.com headquarters taught us we could accelerate both our impact and our 

business. It challenged us to tell our story more convincingly to potential investors. Most importantly, 

the program made it clear we needed to rethink the professionalism of our operations.

The experience resulted in our decision to transition our organization as a NGO to a social enterprise, 

with impact investors instead of donors, and to develop hotels where the impact is an integral part of 

the hotel’s operations instead of a “distant” educational project. 

One year later, the result is a solid panel of new investors and a roadmap to grow from two to �ve 

hotels in four years.  

Our participation had big pay offs! 
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Gretcheen González
Hotel Nicaragua

General Manager/

Education Manager

Chris Solari
Hotel Nicaragua/

Central Support

Finance & Systems Manager

Saskia Fiselier
Hotel Mexico

General Manager

Erica Donkers
Hotel Mexico

Education Manager/

General ManagerOnno Oosteveen 
Amsterdam Headquarters/

Foundation Board

Managing Director/Treasurer
Marcel Zuidhof
Amsterdam Headquarters

Managing Director

Joost Romeijn
Supervisory Board

Business/Tourism Affairs

Marguerithe de Man
Foundation Board

President

Gertrude Wagemans
Supervisory Board

Impact Affairs

Clement Werre
Foundation Board

Secretary

MEET THE TEAM!
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LEGAL 
STRUCTURE

Hotel con Corazón Foundation
84% 

Other Investors
16% 

Hotel con Corazón Social Enterprise BV ( = Ltd.)

Granada* Oaxaca Costa Rica

NL

Abroad

Nicaragua
non-pro�t

Mexico
non-pro�t

Costa Rica
non-pro�t**

* The hotel in Granada is legally still owned by the Foundation but will be brought under full ownership of Social                     
Enterprise BV   

* *The Costa Rica non-pro�t will be constituted once the �rst hotel there is operational 
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Mexico

HOSPITALITY REPORT 2019

First Year of Success
2019 was an exceptionally good year for tourism in Oaxaca, and for our hotel. Oaxaca City saw its 

highest in�ux of tourists in 20 years, with an average hotel occupancy rate of 51%. Our average 

occupancy rate was 80%, which was far beyond our expectations.

Having opened our doors in June 2018 saw 2019 as our �rst full year in operation – which meant a year 

of learning, experimentation and adjustments. Our 13-person staff was challenged more than once to 

be �exible and adapt to new situations and circumstances. The reward has been the constant 

af�rmation from our guests that we are doing things well!
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Not only individual travelers, but also groups started �nding their way to our doorstep in 2019. 

Discover Corps, Tierraventura Eco-Tours, Thread Caravan, Not Your Sugar Mamas and The Fernweh 

Studio are some of the tour operators that selected Hotel con Corazón as their home while in Oaxaca. 

Contact with these operators is ongoing to date and we very much appreciate their interest in our hotel, 

most especially since their focus on social and environmental responsibility matches perfectly with our 

mission.

Tour agency Solana Tours from Playa del Carmen has been of great support to our cause. Not only did 

they donate substantially to our Education Foundation, they also sent many groups over to participate 

in our cooking classes. 

Since our 2019 outlook was so positive, we decided to give our education program an early start. Our 

scholarship program, originally planned to start up in September2020, was moved up to launch in 

September 2019, with the selection of students in the spring of 2019.  

GUEST RATINGS 
OAXACA 2018 - 2020
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2019 was also a year for several necessary investments to improve the building and facilities. In 

particular, the water drainage system and rain water in�ow were issues that needed to be resolved. 

And although we originally had planned to avoid air conditioning owing to environmental 

considerations, we installed units in most rooms in 2019. Experiencing Oaxaca’s hot climate over the 

months drew us to the conclusion that we couldn’t do without air conditioning if we want to offer 

outstanding service. 

2018* 

51%

2019 

81%

2020 

31%

OCCUPANCY RATES 
2018 - 2020

*As of opening July 1st

4,803

7,684

2,833

10,000

5,000

0

2018*

2019 

2020  

*As of opening July 1st

NUMBER OF GUESTS 
OAXACA 2018 - 2020

15,320

TOTAL



13

The mezcal tour and cooking classes at the hotel, set up in 

2019, turned out to be a great success. Tours and classes 

are designed in a way that bene�t local people, respect 

local culture and traditions, reduce environmental impact 

and support cultural and environmental conservation. Tour 

operator Solana Tours contracted us for a series of cooking 

classes in 2019 for their European groups. We also 

designed special tours around popular yearly events, like 

the Guelaguetza festival and Day of the Dead. 

TOURS AND COOKING CLASSES

What guests say about us

‘One of the best hotels I’ve stayed in. What a fantastic small 

hotel: beautifully designed and in a great location that’s just a 

short and interesting walk from the city centre. We stayed in the 

king room with private patio and it was a five star experience. 

Great bed, loads of space for our things, stylish and practical at 

the same time, terrific shower (and toiletries), and the staff were 

lovely (never over bearing) and always willing to help. Plus the chef 

cooked up a delicious, different breakfast everyday. It made our 

stay in Oaxaca.’

‘Best value for your buck hands 

down. The hotel was beautiful, 

staff was great and it’s all for 

a good cause.'

Our occupancy rate wasn’t the only thing that 

stretched beyond expectations. Customer reviews 

in our �rst full year of operation were outstanding. 

Guests often left comments mentioning our good 

breakfast, excellent client service and kind staff, 

the design of the hotel and our social focus.

‘This was the best hotel we’ve 

ever stayed in and couldn’t 

recommend it more.'

‘Excellent breakfast, there was 

something new for breakfast every 

day and the chef was excellent!  

I love that the hotel is socially and 

environmentally conscious.'

13
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There was quite a bit of interest from local media in our new 

initiative in Oaxaca – being “the stranger in their midst”, 

founded by foreigners and having a social focus. There are 

hardly any businesses around that dedicate a substantial part 

of their pro�ts to social causes. We were publicized in several 

magazines, travel blogs, newspapers and TV stations, such as 

the national newspaper El Universal, the local TV station 

CORTV, local internet TV station Ires & Venires and Mexican 

glossy Maxwell. We were also included in several online “10 

Best”- listings for places to stay in Oaxaca. 

media coverage

31.3%

Mexico

33.8%

North 
America

US & Canada

25.1%

Europe

9.8%

Rest of 
the world

WHERE ARE OUR GUESTS FROM?
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HOSPITALITY REPORT 2020

An Unexpected Turn of Events

There is no need to say that 2020 had a completely different outlook than 2019. 

As was true everywhere, the pandemic hit us by surprise, and hit us hard. With tourism being one of 

the most vulnerable economic activities and the �rst to drop rates considerably, in a split second 

halfway through March, we lost 95% of our short term reservations. That was followed three weeks 

later by a government decree to shut our doors completely because COVID-19 had reached Oaxaca and 

numbers were going up, although not as bad as in other parts of Mexico, Europe or the United States.

We worked for a few weeks with a reduced staff to prepare the building and inventory for a long-term 

shutdown. Following that we worked with only a skeleton staff (cleaning, maintenance) to sustain the 

building’s general upkeep. In addition to our concerns for the staff’s personal health, we were deeply 

worried about being able to keep paying their salaries with zero revenues on the books. 

The outlook wasn’t good, and we had to cut salaries seriously. That’s when we decided to launch a 

crowdfunding campaign with the goal to support our staff and students �nancially. The campaign being 

a huge success, it gave us much-needed �nancial �exibility and helped us get through the lockdown. 

Three months later in July, the lockdown was lifted. It took another couple of monthsfor tourism to 

rebound. By the last quarter of 2020 our occupancy rates started to look better, with an average 

occupancy of 40% and positive �nancial results. All in all, we concluded the year almost break-even, 

with an average occupancy of 31%. 
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Online Cooking Classes
Since we could not sell hotel rooms during the lockdown, we 

decided to focus on other ways of generating revenue. One 

of the products we developed was an Online Cooking Class, 

live from our hotel kitchen. We invited our community of ex-

guests and supporters to join and  we got a very positive 

response. We organized 11 Online Cooking Classes with six 

to ten people attending per class, mostly from the United 

States and the Netherlands, but some logging in from as far 

as Australia! 

Impact Tours
Despite the pandemic we managed to set up three extra tours by 

October: a tour to Monte Albán, a City Walking Tour and a 

Community Commons Tour to San Bartolo Coyotepec. We had a 

slow start in the last quarter, but the outlook for 2021 thus far is a 

lot better, with about ten sold tours per month. Our focus for 2021 

will be on increasing promotion and sales.   

0 7 11

0 0 11

Cooking classes

Online 
Cooking classes

Impact Tours

2018 20202019

3 17 9

3 24 31Total

Impact Tours & Classes
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EDUCATION REPORT 2019

Our Program 
The main goal of our education program is to help teenagers in Zaachila Oriente – a rural community 

close to Oaxaca City – to prepare themselves better for the job market. These adolescents are in a 

transition from junior high to high school and, in this phase, many drop out of school. Only 32% of 

teenagers in Zaachila Oriente enter high school and 22% complete their three years. This spurs a new 

generation of people growing up in poverty. Teenagers abandon their schooling due to a lack of 

economic resources and motivation, as well as a sizeable jump in dif�culty level between junior high 

and high school that leaves students ill prepared and unmotivated. Together with local partners, we 

developed a Motivational and Scholarship Program to address this problem. 

To motivate students, we provide one-on-one coaching once a month. This way our students can share 

personal or school related problems with a tutor. Every Saturday we give group tutoring in English, 

Spanish, Math and Science to close the gap and to help students gain knowledge outside their regular 

school curriculum. We give workshops about life and study skills, and we organize recreational 

activities to keep it fun!

The program support includes a monthly scholarship for school expenses such as tuition, registration 

fees, uniforms, school materials, lunch and transportation. 

Extremely
Poor

Moderately
Poor Total

Poverty 
Rates

Mexico 36.0% 8.0% 44.0%

Oaxaca State 43.3% 24.8% 68.1%

Zaachila 50.4% 25.7% 76.1%

Source:
Secretaría de Economia, Gobierno de Mexico (2020)
Coneval (2018)
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How we began - The First Year of Our Program 
After a year of extensive research (2018) we started a close collaboration in 2019 with the

Oaxaca Learning Center (OLC), a non-pro�t organization with 14 years of experience providing tutoring 

and empowerment workshops for children from marginalized communities. The tutors that work at the 

OLC have the same background as our students. We developed the Motivational and Scholarship 

program together with Solidaridad Internacional Kanda (SiKanda), a non-pro�t that promotes 

sustainable development within similar communities.

Together we de�ned our student pro�le and selected eight students – �ve girls and three boys – who 

were very motivated to join the program in July 2019. We were very pleased that local schools opened 

their doors to us to better reach students and their parents. 

Our Scholarship Student Pro�le

We accept students who:

are motivated & committed 

have parental support

are from Zaachila Oriente

want to go to high school

do not have suf�cient �nancial means

are commited to give back to the community
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The Motivational & Scholarship Program
We started with three workshops about personal �nance involving both scholarship students and their 

parents. They learned how to keep �nancial records of their scholarship funds, as well as how to spend 

their scholarship in a responsible way. We continued our work offering three workshops on study skills 

to prepare our students for the school year to come. In September 2019 we started our regular program 

of tutoring and coaching every Saturday. The expense to implement a full school year of the program 

was 243 US$ per student.   

Additionally, students received 60 US$ over the course of 11 months to help fund school costs and 

transportation (660 US$ per student per school year). Every month they submitted their �nancial 

records so we could monitor their spending behavior. 

MANANTIAL JUNIOR HIGH SCHOOL

We reached out to students who are in their last year 

of junior high in Manantial, an area in Zaachila 

Oriente, to create awareness around future planning. 

They explored questions like, What do you want to 

become when you grow up? and What school do you 

want to go to next? We organized workshops with 18 

teenagers, focusing on life planning skills, 

professional orientation and the process to select a 

high school.

INTERNS

In 2019 we provided internships for four students: 

two local students that worked in the kitchen and in 

Housekeeping, and two interns from Hotel School 

The Hague, The Netherlands. One of the Dutch 

students, Patricia Stegehuis, set up a satisfaction, 

research and coaching program for the staff and 

developed the content for our internship program for 

local students. 
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In March we received a visit from 42 hospitality 

service students from CBTis high school in Oaxaca. 

We divided them into small groups and held two 

interactive workshops – one on how to design your 

own socially responsible business, and the other on

getting into the mindset of a foreign hotel guest to 

better meet their expectations. It was a fun 

experience for them as well as for us! 

WORKSHOPS CBTIS

2019-2020

2020-2021

8

7

Students

2019-2020

2020-2021

4

0

interns

2019 60 Students

workshops

2020

       extra support

online classes Students
Zaachila6 

Students
OLC10 
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EDUCATION REPORT 2020

How we continued – The Second Year of Our Program
Seven out of eight students from the class of 2019/2020 moved on to the second year of high school 

with good results. Their level of English reached half of level A1. One student left the program for 

unknown reasons, with apparent challenges to continue contact with our staff. 

The emphasis during the second year shifted towards more hours dedicated to English classes. During 

the week our students followed online tutoring lessons and on Saturdays, English classes were being 

taught in person, including one-on-one coaching monthly. Then the pandemic changed almost every 

aspect of the program.  

Since March of 2020, our students haven’t been back to school, and the pandemic forced us to change 

our classes to an online format. It was not an easy feat. Students didn’t have access to the right 

equipment (home computers, tablets), nor internet service or mobile data plans to give them access at 

home to online programming. Together with the OLC we decided to do something about it. With help 

from donations through our crowdfunding campaign, we lent the students computers and smartphones 

to use at home, and we provided data plans and co-funded internet connections in their homes.

It was hard to keep our students motivated. The quality of the internet in their village is poor, often 

causing frustration. Local schools demanded a lot of extra online homework, limiting the amount of 

time students had available for our program. Online attendance dropped. We decided to offer more 

frequent online meetings with students and parents to create momentum and increase participation. 

We organized home visits to see if we could help create a better study environment for our scholarship 

students. We collaborated with students and families to consider how to create a proper study space 

with suf�cient daylight, a good chair and desk, working on ways to limit sibling interruptions and to 

encourage taking breaks to reduce screen exhaustion. 

Unfortunately, due to the pandemic we weren’t able to initiate a new group of students for the 2020-

2021 school year. Nor could we invite local interns to participate in the intern program.

Nevertheless, we are very happy with the fact that all seven of our students �nished their second 

school year successfully! Their level of English reached A1 and A2 levels. 
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A special mention goes to the Oaxaca Learning 

Center. Our intensive collaboration with them has 

been a pleasure and very fruitful. 

Their comprehensive experience with academic

tutoring and coaching for junior high and high school 

kids has been extremely valuable to our program. The 

OLC is led by a brilliant professional Oaxacan staff,

all of whom share a culture and background with our 

students, an immense advantage. 

OAXACA LEARNING CENTER

Visit the
Oaxaca Learning Center

website

Thanks to our successful crowdfunding campaign in May and June, we were able 

to provide for smartphone data bundles for our students in the beginning of the 

pandemic, and also help them �nancially with their internet connection at home. 

We funded an extra six students from Zaachila – who were not participants in our 

regular program – with data bundles, as well as helping an additional 10 students 

attend classes at the Oaxaca Learning Center. Our goal, and the result, was to 

help maintain access to education for 23 students during the pandemic. 

EXTRA SUPPORT FOR STUDENTS

https://www.tolc.org.mx/
https://www.tolc.org.mx/
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Jonathan (16):

"For me, Hotel con Corazón means my opportunity to 

continue studying. It means making a difference for young 

people who are looking for a better future".

jenifer (17):

"Hotel con Corazón is a door to opportunities. Like the space 

itself, it is �lled with light and with lots of nature, the project 

is like a light to help more people and seeks to make a chain 

for the project to grow".

kenia (17):

"Being part of Hotel con Corazón makes me very happy. I 

feel like part of the family, it motivates me, inspires me and 

whenever I am there it reminds me why I want to improve as 

a person and why I want to learn new things".

carlos (17):

""At the hotel I feel at home, it has a cozy 

and familiar atmosphere".

WHAT OUR STUDENTS SAY

Tutoring 78

Coaching 176

English Class 59

Personal Finance
Workshop 12

Learning Strategies
Workshop 12

2019-2020

School year hours

EDUCATION & MOTIVATION PROGRAM – THE HOURS

Tutoring

Coaching

English Class

Workshop 1 -
How do I study and 
organize my time?

2020-2021

School year

Workshop 2 -
Making Decisions

66

50

238

4

hours

4

    Workshop 3 -
Emotional Intelligence 4

    Workshop 4 -
The Project of Life 4
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IMPACT REPORT 2019

Social Impact
In 2019, we started our education program, of which you can read more in the education

section of this report. Apart from that we focused on several other projects creating impact, and on 

making our impact more visible. When you want to spark transformation, you should share what you 

are doing, and we realized we hadn’t made enough effort to do that yet. We also developed a strategy 

to bring our impact closer to the hotel, in order for them to share mutually reinforcing effects. The 

challenge we address here is that our main business, selling hotel nights, is unrelated to our social 

mission of investing in education.  

STUDENT PORTRAITS

We decorated our rooms with portraits of our 

students, made by a local artist. They link to a QR-

code that shows a video of each student, made by 

them to introduce themselves. This helped to make 

our impact visible and create awareness amongst our 

guests about our education project. 

ENGLISH CLASSES

One of the bene�ts that comes with working at Hotel 

con Corazón is free English classes! We began in 

2019 with an hour per week of English classes during 

working hours for all staff members, offered by a 

professional teacher. It serves them well in their work 

– as we have many foreign visitors – and is just plain 

fun to be learning a foreign language!
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WORKING ENVIRONMENT

One of the pillars of running a good business is 

creating a good working environment for our staff. 

This consists of several things. Not only do they enjoy 

bene�ts like a fair salary, social security, pro�t sharing 

and a safe working environment with professional 

working tools – but we also focus on their personal 

development and well being. We try to create a 

culture that is open, transparent and non-hierarchical, 

a culture where people work independently, are 

stimulated to take initiative and are responsible for 

their work area. If extra training or coaching is needed, 

then we provide that. The community lunch we share 

together daily also foments an important space for 

connection amongst our team. 

 

Based on the answers to the question “How do you 

describe Hotel con Corazón’s culture?” from our staff 

satisfaction survey in 2019, we believe that our 

efforts to cultivate that culture are bearing fruits.  

TEAM BUILDING DAY

In May 2019 we went on our �rst annual team outing. 

The day started with a zipline activity that got our 

energy levels up! This was followed by several games 

focused on communication,  collaboration and positive 

feedback. It was an absolute boost for our team spirit 

to see how many good things our team had to share 

with each other. That set the mood for the last part of 

the program: beers and barbecue! 
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IMPACT FIRST STRATEGY

Marieke Vollebregt from Strategy&, 

the strategy consulting business unit of

PricewaterhouseCoopers, came over to Oaxaca to 

volunteer and work with us on an Impact First Strategy. 

Together we de�ned 20 projects that increase our social 

and environmental impact and increase awareness 

among guests, staff, students, providers and other 

businesses in Oaxaca and Mexico. Her excellent 

strategic ideas and recommendations made us decide to 

start working on these projects in 2020. 

GSBI IMPACT BOOSTER

Amongst 25 other entrepreneurs leading social 

ventures throughout Mexico, we were selected to 

participate in the Global Social Bene�t Institute 

(GSBI)-booster, a leading program for social 

enterprise capacity development worldwide. In a 

three-day workshop sponsored by the U.S. Embassy 

in Mexico, we focused on garnering better 

understanding of business fundamentals, improving 

strategic thinking, and articulating a business plan 

that demonstrates impact, growth, and long-term 

�nancial sustainability. It sure helped us detail our 

business and de�ne where to head!

'Did you know we are 
a social enterprise?'

We tracked people’s awareness about our social focus over the course of several months. 

We asked the following question upon arrival: 

SOCIAL IMPACT VISIBILITY

86375

YES NO

17%83%

  This result shows that we are on the right track with our efforts to highlight our social impact.
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Aluminium Cans 145

Paper/ Cardboard 300

Plastic 10

Glass Bottles 900

PET 72

recycled materials 

2018-2020 kilograms

Tetrapak 80

Composted Produce 1200

We do many things to operate our hotel as 

sustainably as possible. Big and small initiatives all 

contribute to a cleaner planet. At Hotel con Corazón 

Oaxaca we:

Use low-�ow faucets, showerheads and toilets

Use biodegradable cleaning products and amenities

Have a biodigestor that processes our gray waters and sends it 

clean to the municipality’s drainage system

Have a towel and bed linens re-use program in place

Compost our organic waste ourselves (and thus produce our 

own fertilizer for the garden!)

Separate other waste that is then sent to a recycling station

Buy seasonal and local produce for our breakfasts and staff meals 

Have a zero-plastic policy (besides the use of biodegradable 

plastic bags in the bathroom bins for hygiene reasons)

Have a zero food waste policy 

Offer free water re�lls to our guests so they won’t buy plastic 

water bottles

Encourage our guests to be energy and water ef�cient

Use LED lights throughout the hotel

Have a “save paper” policy and reuse paper to make scratchpads 

for Reception and of�ce

Sustainability
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IMPACT REPORT 2020

Social Impact
We had big plans for our impact program in 2020, but the pandemic threw a wrench in the works. 

The idea was that we would work on the projects as de�ned in the 2019 Impact Strategy. But when the 

lockdown came into effect, we were forced to shift our focus to other things, thus postponing most of 

our plans for a more-stable environment. We did manage to achieve a few things, however.   

PACK FOR A PURPOSE

We joined Pack for a Purpose, a US-based non-pro�t 

that encourages global travelers to donate much 

needed school supplies to local communities. Thanks

to this great initiative, our hotel guests brought over 

20 kilos of school materials for our students in their 

suitcases in 2020.  

STAFF & STUDENT SUPPORT

Thanks to the crowdfunding campaign among our 

community of supporters and former guests, we 

managed to keep all our staff on the payroll – 

although, at a reduced salary – and support our 

students �nancially. We are very grateful to the over 

200 donors that helped us out in those dif�cult 

months. It is worth mentioning that our staff was 

amazing in their sensitivity to the unique situation and 

agreed to a 50% reduction in salaries for several 

months. Luckily we were able to guarantee their 

bene�ts throughout the lockdown and beyond

0 4 3

Salaried workers

Seasonal workers

2018 20202019

8 10 11

8 14 14Total

# Staff Hotel con Corazón Mexico

6.9 7.7 8.9FTE - Full Time 
Equivalent

2 2 2Management

1.5 1.5 2FTE

Go to our
Pack for a Purpose

page

https://www.tolc.org.mx/
https://www.packforapurpose.org/destinations/north-america/mexico/hotel-con-corazon/


29

IMPACT MURAL

In terms of increasing the visibility of our impact, it was a 

great pleasure to host Mexican artist Jorge Prado, who in 

return for his stay made a huge mural on the wall near  

the bar, dedicated to our social mission. Our Impact Mural 

– besides being a great decoration – informs our guests 

about our education project, shows portraits of our 

students, and talks about our other social and 

environmental impact activities.

SALE OF FACE MASKS

With the sudden emergence of and need for face masks, we 

seized the opportunity. We sold over 250 beautifully 

embroidered face masks made by local families of textile 

artisans. Not only did this generate a bit of extra revenue for 

the hotel, but the majority of pro�t went straight back to the 

families, supporting them in a time when they were 

deprived of any income from the regular sale of textiles to 

tourists.  

Sustainability
Like our social impact projects, we also did not 

get the chance to carry out our sustainability 

projects for lack of �nancial means and 

opportunities to work with third parties.  What 

we did carry out was the  improvement of our 

waste separation and composting system, and 

give the staff a refresher course on how it 

functions.
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Nicaragua

HOSPITALITY REPORT 2019

Looking for New Markets
2018 was a hard year for Nicaragua. The political unrest led to many social and economic problems for 

locals and changed the country’s reputation as a safe destination for travelers. After the travel safety 

warnings issued in 2018, Nicaragua experienced a big decrease in the number of visitors, a situation 

that extended to 2019. We faced big challenges and we needed to make strategic decisions for the 

well being of our business. 

At the beginning of the year, the tough decision was made to let go of 80% of our hotel staff. Our 

services were restructured and simpli�ed, and our prices were reduced with the intention of meeting 

the needs of new target markets. 
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A Decrease in Tourism
According to the Tourism Ministry, tourist numbers dropped by at least 25%. Group tourism dropped to 

almost zero because insurance companies would not cover holidays to countries with a high risk pro�le. 

For Hotel con Corazón, these circumstances were especially hard since approximately 40% of our guests 

arrive through travel agencies. We also lost a big portion of our regular guests from North America. 

Products and Services
In 2019, 40% of our guests hailed from Europe (principally from The Netherlands, France and Spain), 34% 

were tourists from the US and Canada, while 22% were from Central America (with Nicaragua and Costa 

Rica being the most frequent origin countries). 

In previous years, a big part of our direct visitors were senior travelers looking to pay for comfort and good 

service. By 2019 we started to receive more young people travelling on a tighter budget. We directed our 

focus towards national tourism – a market that was formerly of minor importance to us –  by reducing our 

rates by 50%. The new tendency towards guests on smaller budgets also resulted in a reduction of other 

service-based income, such as tours, laundry, food and beverages. Considering the market circumstances, 

Hotel con Corazón ended 2019 with a relatively good occupancy at 30%, with April, November and 

December being the best months. 
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INTERNATIONAL TOURISM FAIR

- NICARAGUA -

Hotel con Corazón was invited to participate in the most 

important tourism marketing event in the country and one of 

the most prominent fairs in the Central American region. 

This event was created with the goal of contributing to the 

recovery process for the tourism industry after the 2018 

crisis.  

 

The fair was a meeting point between Nicaraguan exhibitors 

and wholesalers from North America, Latin America, the 

Caribbean, Europe and Asia. Hotel con Corazón presented its 

social business to at least thirty potential clients, and we 

successfully established commercial relations with a few 

new niche travel agencies.

QUALITY CERTIFICATE

With the purpose of maintaining high levels of customer 

satisfaction, we participated in a Quality Certi�cation 

Program directed by the National Tourism Institute INTUR.

During this program, Hotel con Corazón implemented a 

management system aimed at customer satisfaction, 

process improvement, pro�tability, and the well being of 

our employees. Our organization obtained the MODERNIZA 

quality certi�cation valid for one year. 

WHAT GUESTS SAY ABOUT US

It was great to validate our efforts towards good customer 

service, not only via the Quality Certi�cation, but also via our 

guests’ experiences and reviews.   10

9.49.6

2019 GUEST RATINGS  

‘We found out that the whole profit of the hotel is used for 

school projects in the region. One day we made a tour with 

Ever and he was very nice, spoke English perfectly and told us 

many very interesting things about the region as well as the 

project behind the hotel. Breakfast was delicious and huge; we 

really loved all the small handmade details in the hotel. All 

together we would definitely go there again!'

‘Beautiful colonial building - only 10 minutes 

walking distance to the Parque Central. 

Nice, clean and quiet rooms. Perfect 

laundry service and very friendly staff. We 

spent 3 nights there, and also enjoyed the 

pool and the bar with excellent cocktails.'

'Lovely hotel in beautiful Granada. Friendly staff, 

clean and nicely furnished. Nothing is missing! Nice 

pool with beds and good restaurant/breakfast. 

The location is close to everything and we got 

good advice on the many trips in the area. 

Definitely a must!'
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HOSPITALITY REPORT 2020

Keep the business going
Just when we had started our recovery journey after 2018, the pandemic pressed the reset button and, once 

again, we were forced to �nd creative ways to keep the business and the education programs functioning. 

Nicaragua’s COVID-19 experience was very different from most countries. The lockdown was not mandatory, 

the borders did not close and classes were not suspended; however, the worldwide travel restrictions had a 

big impact on the business and our education programs. 

The beginning of 2020 seemed hopeful. January and February had occupancy rates of 53% and 55% 

respectively. We also started receiving more North American and European tourists. Local tour 

salerepresented 7.5% of our total income. March started well, but by the close of the month, with the onset 

of the pandemic, our occupancy rates were down to 31%.

A Temporary Stop
Hotel con Corazón was not able to provide any kind of service from April to July. Tutoring classes were also 

suspended. However, for our scholarship program students (from high school and university), our facilities 

became the perfect learning environment with full access to the internet and computer equipment. Hotel con 

Corazón reopened for business in August, following all mandatory COVID-19 regulations and the 

international Safe Travel Stamp protocol. 
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According to the Tourism Ministry, between April and December 2020, Nicaragua only received 64,472 

tourists, limiting our market to national visitors. We were only able to get to a maximum of 8% monthly 

occupancy during the last trimester. Overall, we ended the year with an average occupancy rate of 17%.  

Fortunately, other services like pool access and small events or gatherings became more popular for 

Nicaraguans, so we were able to get some revenues from these activities. This new segment also started 

contacting us in more direct ways. Almost 95% of our bookings were made via Whatsapp and Social Media.

SAFE TRAVEL STAMP

The World Travel Tourism Council (WTTC), alongside

governments, health experts, and other industry 

associations worked together to set effective recovery 

protocols by developing meaningful action plans that 

optimize sector-wide recovery efforts. Nicaraguans Tourism 

Ministry (INTUR)  handed us those tools for implementation 

and later inspection. We successfully applied these 

protocols and obtained the Safe Travel Stamp. 

ORIENTED TOWARDS QUALITY SERVICE

After twelve years of operation, we have built an excellent 

image in terms of service quality. Therefore, for us, it is very 

important to continue all efforts and actions that take us 

towards this goal. Hotel con Corazón participated like last 

year in the Quality Certi�cation Program directed by INTUR 

and obtained the MODERNIZA quality certi�cation valid for 

another year. 
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EDUCATION REPORT 2019

Our Program - A Decade of Impact
Being the �rst Hotel con Corazón, our Education Program has experienced changes and evolution 

throughout the years, but our main goal has remained the same. We want to provide educational 

support to students of all levels in La Laguna, a rural community close to Granada city. The kids and 

teenagers of this community, like all students attending rural public schools, face many challenges to 

just attend school. 

Since August 2009, our Education Program has evolved into several direct support programs, attending 

the educational needs of almost 500 elementary school students, 84 high school students and 37 

technical college or university students. During these 10 years we also joined other organizations’ 

education efforts, collaborating to provide 175 extra scholarships for high school and university 

students.
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Why we do what we do
The numbers for school dropouts are dangerously high around third grade, sixth grade (end of 

elementary school) and eighth grade (middle high school). Unfortunately, in this community, poverty 

has created a cycle that is hard to break. Kids from elementary school already have responsibilities at 

home, small tasks that demand time and effort, such as the collection of �rewood for cooking, the care 

of younger siblings or of farm animals. Teenagers are also pressured to �nd jobs and to contribute to 

the household. On top of that, parents do not feel capable to help their kids with their studies, due to 

limited free time away from work, or because their kids have already surpassed the parents’ highest 

level of education.

To encourage this community to continue their studies, we created a tutoring program for elementary 

and high school students, and a scholarship program for high school, technical college and university 

students.
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ELEMENTARY AND HIGH SCHOOL 

TUTORING CLASSES

Our tutoring program consists of a group of �ve teachers 

traveling to the community every school day, and working in 

collaboration with the rural schools of San Pablo and Bertha 

Gutiérrez. They focus on reinforcing the kids’ language and 

math skills using the same national education program. They 

also complement speci�c skills that are not covered for by the 

education system, such as computer skills, communication 

skills, artistic skills and more. 

As a consequence of poor economic projections, unfortunately 

we had to reduce our education team down to three teachers, 

and prioritize ourefforts, choosing to close our high school 

tutoring program.

On a positive note, since the start of the year, we were able to 

restructure our elementary school program and integrate a 

new subject for the kids. English classes became one of their 

favorites! 

During 2019 we reached 121 elementary and 52 high 

school students. We invested an average of 132 US$ per 

student per school year, for a total of approximately 

23,000 US$.



37

HIGH SCHOOL, TECHNICAL COLLEGE AND UNIVERSITY SCHOLARSHIPS

In 2019 we provided scholarships for 10 high school 

students and 11 university and technical college 

students with majors in Medicine, Odontology, 

Pharmacy, Civil and Industrial Engineering, Tourist 

Administration, Accountancy and English. Most of 

these students come from previous Hotel con Corazón 

programs. In this way we help them to complete the 

circle of education. 

Each of our high school students received an average 

of 280 US$ to fully cover their monthly fees and 

annual inscription costs. Meanwhile, during this 

school year, technical college and university

students received an average of 672 US$ (amount 

may vary depending on the major and education 

center). 

EMPLOYEE EDUCATION 

PROGRAM

We want to offer the same opportunities to all who 

are part of Hotel con Corazón, and that includes our 

employees. During 2019, �ve members of our team 

received a 10% bonus on top of their regular salary to 

invest in their education, or a 5% bonus to be invested 

in their kids’ education. In 2019, Anielka Castro, our 

Housekeeping Manager, �nished her bachelor’s 

degree in Tourism and Administration.

Additionally, we offered a tutoring program for high 

school scholarship students on Saturdays and an 

internship program for university scholarship 

students, who completed a minimum of 380 hours 

working in different areas of Hotel con Corazón. 

ORGANIZATIONAL

COLLABORATIONS

Political and economic circumstances forced us to 

put our collaborations on hold with other 

educational organizations such as Empowerment 

International, La Esperanza, Nicaragua-Germany 

Mobil Library, and the Folklore classes program – 

organizations that we had been working with for 

years. We de�nitely hope to resume collaborations 

again in the near future.   
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EDUCATION REPORT 2020

Starting the year with a new approach
The political problems that Nicaragua has faced since 2018 resulted in a domino effect as foreign 

tourism disappeared, severely affecting our income. This effect was worsened by the pandemic, forcing 

us to reduce the education project budget even further in 2020. As a consequence, the number of 

bene�ciaries was reduced.   

ELEMENTARY AND HIGH SCHOOL 

TUTORING CLASSES

Unfortunately,  we had to close the high school tutoring 

classes to focus our energy and resources on places that 

have more urgent needs. It was also decided to offer 

continuity and priority to those students that were 

already part of our programs, and not take on new 

applicants. By March, right before the Covid-19 pandemic 

began, the registration list had around 90 elementary 

school students, all from second to sixth grades. The 

results of the registration process were promising, 

however everything changed with the Corona Virus. 

 

Education has been challenging for everyone during 

pandemic, but the challenges were extremely high for 

countries like Nicaragua, where basic services are not 

fully covered in rural areas, nor  are there suf�cient 

resources to continue education programs online. The 

pandemic fundamentally froze the formal education 

process for many months alongside our tutoring classes. 

HIGH SCHOOL, TECHNICAL COLLEGE 

AND UNIVERSITY SCHOLARSHIPS

In 2020 we provided scholarships for nine high school 

students and eight university and technical college 

students. We restricted program access to those that were 

already part of our programs. Three of our students were 

admitted to the national University (Universidad Nacional 

Autónoma de Nicaragua –UNAN).  

Private high schools and universities were able to adapt 

their programs for remote learning (hybrid in-person and 

virtual) and we offered our students access to their 

classes from the hotel – even when it was closed for 

service – using the internet and equipment, to help 

students avoid any absences due to a lack of resources. 



ELEMENTARY SCHOOL 

TUTORING PROGRAM

Seeking alternatives to continue our elementary 

school tutoring program, we conducted a telephone 

survey with parents to examine the chances of 

students returning to school by September 2020. 

We discovered that only 15 of our 90 students had 

access to a smartphone and only �ve were able to 

pay for data usage. In the calls, parents also 

expressed their concern about their kids’ safety. Since 

the government never canceled in-person classes, nor 

offered alternatives, parents preferred to take their 

kids out of school for the year. 

Since our organization is fully determined to operate 

in the best  interest of our bene�ciaries, we respected 

the community wishes. Our teachers were not able to 

return to the classroom during 2020. We were only 

able to organize a couple of activities for the school 

year with a small group of students that continued 

attending classes. 

CROWDFUNDING 

CAMPAIGN

We expected an improvement in revenues at the start 

of 2020, and were willing to restructure our education 

program once again, looking to meet new needs and 

permanent goals. But since the pandemic changed 

our �nancial outlook once  more, we reached out to 

our international community for help through a 

crowdfunding campaign at the end of the year. 

Thanks to our donors, we were able to get enough 

funds for this and next years’ Education Program. 

Since our staff was reduced, only three employees 

enjoyed the 5% bonus to help cover their children´s 

education. 
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scarleth (16):

"The Hotel con Corazón Foundation has not only supported 

my regular studies, but also with tutoring on Saturdays 

when the teachers help us with the weekly homework…

I want to study �nance at the university, I want to have a 

better future and help my parents since they have 

supported me a lot during high school".

scarleth's mom (35):

"I feel very happy because she was able to �nish high 

school, she wants to study and work. Due to the 

circumstances it has been really hard for us, and we would

have not been able to afford her studies without the help of 

Hotel con Corazón".

MEET ONE 

OF OUR 

STUDENTS 

Watch
Scarleth's Testemonial

https://www.tolc.org.mx/
https://youtube.com/watch?v=Fmxrvo2XhUE
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IMPACT REPORT 2019

After many setbacks due to the 2018 Nicaraguan political crisis, during 2019 we focused our resources 
on our students biggest needs, as well as  �nding new business strategies that would allow us to 
continue our operations. We had �nancial struggles, but thanks to our savings and the donations of 
many Corazón friends we were able to keep the business and education program running.  

EDUCATION PROGRAMS - THE 10TH ANNIVERSARY

We celebrated the 10-year anniversary of our Education Programs (started in 2009) with a 

fun and fruitful activity. We decided that a decade of good results needed to be more present 

and visible in the hotel. This was the perfect task for two talented Nicaraguan muralists. 

In September, we had the pleasure to collaborate with Charlie Estrada and Benjamin Estrada 

from La Ratonera Art Studio. They visited the community, led an artistic workshop with the 

kids, and interviewed parents and teachers to create the artistic concept. Everyone was 

involved in this activity. Our kids decided the mural characters were going to be cartoon style, 

and their drawings would be used in the mural. Now we have a mural that tells our students’ 

stories of success and what Hotel con Corazón represents to them.  
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BAR CORAZÓN

One of our former employees, Gerald Corea, who was 

our barman, decided to become an entrepreneur and 

start his own business within the Hotel con Corazón 

building, opening Bar and Restaurant Corazón Nica 

and creating three new jobs. We were able to 

externalize our food and beverage services and 

continue the hotel operations with a minimum of staff. 

Hotel con Corazon’s education team visited Sueño

de la Campana, an Eco-lodge in Matagalpa (in the 

north of Nicaragua), that uses its pro�ts for a program 

called Learning by Playing, a tutoring program 

focused on soft skills. Our teachers used this 

opportunity to share their methods and exchange 

experiences.Later, our education team created a two-

day workshop in Granada for teachers from La 

Laguna, the Education Ministry and other 

organizations we had collaborate

with such as La Esperanza and Biblioteca Puedo Leer. 

WORKSHOP EXPERIENCE EXCHANGE
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IMPACT REPORT 2020

Due the pandemic, our teachers were not able to go back to the community as expected. By October 

2020, the community teachers were still struggling with the student attendance. Hence, we decided to 

create a set of activities that would contribute to the improvement of attendance and also stimulate the 

kids’ creativity. 

PUPPETRY WORKSHOP

We tried to explore imagination and 

creativity with students by organizing 

a Puppetry workshop, where 

students created their own character 

and participated in a storytelling 

activity. The main topic of the activity 

was selfcare, hygiene and emotions 

during the pandemic.

WELNESS AFTERNOON

We initiated a “Safe and Relaxed” activity 

between our teachers and the community 

teachers. We got the help of Fabiola 

Serrano, an amazing yoga teacher, who 

guided us in a wellness afternoon, full of 

good advice on practices very much 

needed in those stressful times.

We �rmly believe that our current and former employees have a 

commitment to our project that goes beyond the hotel. Without 

any doubt, our teachers make a direct impact in the community 

as much as the community makes an impact on them. 

 

After we canceled our elementary tutoring program, Scarllett 

Goméz, one of our teachers, found a way to make her living and 

to continue helping the community by opening a library café in 

Granada. The space is used for English and folklore classes and 

for reading and storytelling sessions. Scarllett also supports our 

former reading program Biblio Bus, a mobile library that goes to 

Comarca La Laguna to lend and exchange books. There is a lot of 

heart that extends beyond Hotel con Corazón’s walls! 

IMPACT BEYOND OUR WALLS
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FINANCIALS 

2019 - 2020 Financial Report
For the �rst time Hotel con Corazón is reporting on two hotels, so we think it is illustrative to show the 

key numbers from since the inception of both hotels. The differences between Granada and Oaxaca are 

most clearly seen in the revenue potential and percentage of pro�t spent towards education. 

Revenues: By only year two, Oaxaca has already surpassed Granada by almost US$ 100,000, which 

was close to Granada’s 2014 record year for pro�t. 

Percentage of pro�ts used for education programs: Contrary to Granada, the Oaxaca hotel was �nanced 

with shares and loans, so we have to reserve a part of the pro�ts for interest, loan payback and 

eventually dividends. On top of that, the tax expenses in Oaxaca are higher. Granada bene�tted during 

the �rst 10 years from a government tourism stimulus bill, reducing corporate tax there by 80%. 

Granada at a glance 

Oaxaca at a glance 

Granada 
2009-2020

$467,944 108%

Oaxaca 
2019-2020

$53,272 73%

Total $521,216 103%

Profit to education to date
US$ % Net Profit
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MEXICO 

2019 was our �rst full year of operation, and it surpassed our expectations. Our biggest surprise was 

the absence of a sharp low season, which we anticipated in our market study and through our 

experience in Nicaragua. The resulting revenues totalled US$ 371,923, sustained by an incredible 80% 

occupancy, and solidi�ed the conviction that our average daily rate had some room for improvement.  

In late spring we evaluated our solid �nancial projections and seeing we might hit the US$ 100,000 

operational pro�t by year-end we decided to jump start our scholarship program early in July. We 

earmarked US$ 31,416 for the education projects, knowing that we also need to dedicate US$ 44,000 

every year to interest and loan payback.

The 2020 pandemic hit the hotel in Oaxaca hard for six months. By October however we saw 

occupancy levels rebound back to 40%, mainly from national tourists. Combined with a strong �rst 

quarter, we ended the year at almost breakeven, with a positive cash�ow of US$ 25,069.

Thus, we earmarked another US$ 21,856 for education projects.  

We have been very conservative in spending the money earmarked for education, which is re�ected in 

the difference between investment in impact/education and actual project costs.  We know by now that 

at all times we have to be prepared for adverse circumstances, meaning that we can continue to 

support students that have started with us even if the hotel pro�ts should drop again in the future. 

Out of prudence, we had to communicate to our debtholders that we would miss the �rst two 

installments of the principal payback in March 2020 and March 2021. By December 2020 we agreed 

with them that the term of the loans will be extended from 10 to 12 years.  
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REVENUES 2020 2019 2018

Hotel revenue $157,596 $345,852 $95,513

Trips revenues $5,671 $7,679 $0

Hotel donations $0 $0 $0

Other revenues $11,385 $18,392 $744

 Total revenue $174,653 $371,923 $96,256

EXPENSES 2020 2019 2018

Personnel $82,040 $98,083 $30,762

Operating expenses $20,874 $49,569 $24,010

Cost of sales $22,249 $45,104 $10,534

Utility cost $4,887 $9,152 $0

Maintenance $3,205 $45,079 $8,407

Hotel stay cost $0 $0 $0

Financial expenses $9,661 $20,642 $2,249

Total expenses $142,915 $267,629 $75,961

 Operating pro�t $31,737 $104,293 $20,295

Depreciation $19,768 $20,754 $10,377

Interest expense $6,668 $7,001 $0

Pro�t before tax $5,301 $77,179 $9,918

Income tax $0 $15,576 $0

Pro�t sharing personnel $0 $3,590 $0

Pro�t after tax $5,301 $58,013 $9,918

Pro�t & Loss - Oaxaca

All amounts are in US$
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Cash�ow Statement - Oaxaca

All amounts are in US$

 2020 2019 2018
Cash�ow from

operations $25,069 $78,767 $20,295

Loan payback $0 $0 $0

Investment in
impact/education -$21,856 -$31,416 $0

 Total cash�ow $3,213 $47,351 $20,295

Education Program Costs - Oaxaca

All amounts are in US$

 2020 2019 2018

Oaxaca Learning Center $3,531 $1,631 $0

Scholarships and
other direct costs $7,063 $3,262 $0

 Total education costs $10,594 $4,892 $0
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Balance Sheet - Oaxaca

All amounts are in US$

ASSETS 2020 2019 2018
Building

(after cum depreciation) $506,474 $553,199 $553,314

Other tangible assets $1,055 $808 $559

 Total tangible assets $507,529 $554,007 $553,873

Banks and cash $54,714 $61,617 $46,572

Other short term assets $79,157 $96,787 $73,227

 Total current assets $133,871 $158,404 $119,799

 Total assets $641,400 $712,411 $673,672

EQUITY & LIABILITIES 2020 2019 2018

Equity $254,579 $365,371 $302,749

Liabilities $386,821 $347,040 $370,923

 Total $641,400 $712,411 $673,672

Forecast 2021 - Oaxaca

All amounts are in US$

Revenue $200,000

Operating pro�t $60,000

Investment in
impact/education $25,000
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NICARAGUA

2019 started still under the effects of the political turmoil, but in the last quarter of the year, the 

occupancies were over 40% again, albeit with reduced daily rates. All in all, it resulted in revenues of 

US$ 64,718 with a gross pro�t of US$ 1,577.

These reduced rates forced us to decrease our education program investment from US$ 30,277 in 2019 

to US$ 21,860 in 2020. Despite that, we were still con�dent that with increased occupancies, we 

would be able to scale up again by early 2021. 

COVID-19 forced us, however, to reduce the hotel staff again, even more drastically than we had to in 

2018. One manager and two nightguards kept our building safe and in good shape during 2020. 

Unfortunately, there was no tourism of any signi�cance for the remainder of the year after March. A 

good �rst quarter, combined with the drastic measures we had to take, resulted in a revenue of US$ 

39,563 and a gross loss of only US$ 2,103. All in all, we must say that 2020 was the worst year in the 

hotel’s history.  

Since the start of our education program, we have always maintained a prudent policy on how much we 

spend of pro�ts. Thanks to that, we have been able to invest US$ 52,068 in education in 2019 and 

2020. Already by the end of 2020 we had spent 108% of our cumulative net pro�ts in education. (93% 

of our cumulative cash �ow). However, with 2020 being the third year in a row without pro�ts, we had 

to decide on an alternative route in order to avoid the prospect of terminating our support entirely in the 

La Laguna community through our education programs. Therefore, we designed a new scholarship 

program for high school and university students. A successful crowdfunding campaign around 

Christmas 2020 allowed us to once again invest over US$ 20,000 in the community by recruiting an 

additional 24 students for these scholarships.  
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Pro�t & Loss - Granada

REVENUES 2020 2019

Hotel revenue $25,852 $31,526

Trips revenues $3,000 $2,747

Hotel donations $8,905 $27,236

Other revenues $1,805 $3,210

 Total revenue $39,563 $64,718

EXPENSES 2020 2019

Personnel $17,602 $25,911

Operating expenses $7,988 $13,762

Hotel cost $1,654 $3,975

Utility cost $9,054 $10,913

Maintenance $3,585 $6,569

Trips cost $2,354 $3,773

Financial expenses -$572 -$1,736

Total expenses $41,666 $63,141

 Operating pro�t  -$2,103 $1,577

Depreciation $17,125 $17,830

Interest expense $0 $0

Pro�t before tax -$19,228 -$16,253

Income tax $785 $0

Pro�t sharing personnel $0 $0

Pro�t after tax -$20,013 -$16,253
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Cash�ow Statement - Granada

All amounts are in US$

 2020 2019
Cash�ow from

operations -$2,888 $1,577

Loan payback $0 $0

Investment in
impact/education -$21,860 -$30,227

 Total cash�ow -$23,963 -$28,650

2020 2019

Personnel costs $11,651 N/A

Scholarship secondary
school $1,549 N/A

Scholarship university $7,272 N/A

Other costs $1,388 N/A

 Total education costs $21,860 $30,227

Education Program Costs - Granada

All amounts are in US$
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Balance Sheet - Granada

All amounts are in US$

ASSETS 2020 2019

Building
(after cum depreciation) $56,912 $72,411

Other tangible assets $13,395 $13,676

 Total tangible assets $70,307 $86,087

Banks and cash $39,767 $73,587

Other short term assets $28,521 $30,875

 Total current assets $68,288 $104,462

 Total assets $138,595 $190,549

EQUITY & LIABILITIES 2020 2019

Equity $137,953 $188,211

Liabilities $642 $2,338

 Total $138,595 $190,549

Forecast 2021 - Granada

All amounts are in US$

Revenue $25,000

Operating pro�t -$7,500

Investment in
impact/education $15,000
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2020 CROWDFUNDING CAMPAIGNS

Very quickly into 2020 we realized the magnitude of the pandemic and the potential consequences for 

our students and staff. We launched two crowdfunding campaigns in May 2020, one for Mexico and 

one for Nicaragua. The aim was clear: to be able to continue to support our students and retain our staff 

without compromising our �nancial stability.  

The result was twofold: In Oaxaca we managed to bridge the period through October, by which time 

guests had returned and we started to make modest pro�ts again.  

In Nicaragua, however, the tourism situation had not improved at all and by October we had to

terminate the tutoring program and let go of tutors and hotel staff.  We  made the decision to adapt to 

the circumstances and launch a third crowdfunding campaign to �nance 24 student scholarships.

The three campaigns were a huge success, over 400 people donated a total close to US$ 52,000. It 

means that currently we are still able to have an impact in the communities we support and, at the 

same time, the hotels are in good shape. Moreover, our �nancial cushion is suf�cient to look with 

con�dence to the immediate future.   

All amounts are in US$

 STAFF STUDENTS # DONORS

Mexico Staff & Students $8,301 $8,301 207

Nicaragua Staff & Students $6,267 $6,267 113

 Nicaragua Scholarships
2021

$22,532 85
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FUTURE PLANS

2019 had three focus areas: securing a �rst panel of impact investors, developing the right legal 

structure for the future and researching the potential for a Hotel con Corazón in Costa Rica. We 

accomplished all three. 

Little did we know then what was to become of 2020. We were in full swing in Oaxaca, in Granada the 

recovery had started after a year of political turmoil without tourism, and we found a piece of land in 

Costa Rica. Then COVID-19 hit us on all fronts. The consequences in Mexico and Nicaragua are 

described earlier in this report. After a time-out to see how the pandemic would develop, in September 

2020 the investors agreed to go ahead with our expansion plans; they believe in Hotel con Corazón for 

the longterm. After this forced COVID-19 time-out in 2020, we reinitiated our expansion plans in April 

2021 with trips to Costa Rica and Mexico. 

 In Costa Rica, at the time of publishing this report, we are in the process of purchasing a piece of land 

in Sámara, a small beach village in a paradise-like bay with a perfect mix of European,

North-American and domestic tourism. In the over-exploited coastal towns in Costa Rica, Sámara is a 

hidden gem, known as a perfect family beach destination due to the relatively quiet waves compared to 

the rest of the country. It also means the village is not populated by surfer crowds and backpackers, and 

therefore attracts tourist segments that match Corazón’s typical guests. The architect has been 

contracted, but with design, permit and construction phases still ahead, we are looking at opening 

“Corazón@TheBeach” in the summer of 2023.

EXPANSION: MORE HOTELS
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In parallel, we are also progressing with a second destination in Costa Rica, Monteverde, one of the 

prime tourist destinations in the country – with beautiful cloud forest national parks, and breathtaking 

surroundings and views. It’s another place where travelers can enjoy a peaceful three-day stay to enjoy 

the nature of Costa Rica. We have several interesting opportunities and expect to close a deal for a 

piece of land by early 2022, so we can open in late 2023. 

Finally, Hotel con Corazón #5 will appear in Mexico, in the enchanting city of San Cristóbal de las Casas.

It’s a complimentary destination to Oaxaca, as travelers that do the Maya route starting in the Yucatán 

peninsula generally include San Cristóbal in their itinerary. The city, in the mountains and with a strong 

and colorful indigenous presence, attracts an above average number of European tourists, just as 

Oaxaca does, an important criterium for us since we strive for a good balance of domestic tourists, 

North-Americans and Europeans.   

FROM NGO TO SOCIAL ENTERPRISE

Our Dutch legal entity changed from a NGO to a Social Enterprise. Why and what does that mean? It 

basically gives us a better basis to professionalize in all aspects of what we do. That is what we will be 

working on in the near future. 

People: While we were building our second hotel in Oaxaca, and at the same time supporting the 

existing hotel in Nicaragua, we realized that there was so much potential for growth, but that we could 

not achieve that with only volunteers. Fundraising, digital innovation, communications, impact 

measurement and development all require different skills that a single hotel manager cannot 

encompass alone.  

Scale: Becoming a social enterprise concerns the question of scale. Larger hotels are more pro�table 

and ensure more impact. But even more so, a bigger group of hotels will permit us to share resources. 

One impact manager can support multiple education projects and one accountant can serve various 

hotels. The same holds true for social media, marketing and revenue management. It means that once 

hotel #3 is in place, we will start employing regional specialists to improve our operations through best 

practices.    
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OUTLOOK EXISTING HOTELS

Starting up a brand new hotel and getting great feedback in the �rst couple of years is one thing. 

Keeping the standard up is another. It requires innovation, focus, dedication and listening to the market. 

We actually love all that. So our To Do list for 2021 and onwards is only growing! 

Impact First

Our focus on making an impact, both socially and environmentally, has become even more important 

since the pandemc.  The global COVID-19 crisis has created more awareness among travelers that 

responsible tourism is the way to go if we want to keep the planet healthy and its people going. That’s 

why we will focus on increasing our social and sustainable responsibility (like continued investment in 

education, quality jobs, fair supplier relations, and eco-sustainability) and inspiring tourists and other 

local businesses. 

Education Projects 

In the years to come, we will work on extending our education program, focusing on two areas: 

Funding & Legal Structure: To make the legal transition from a NGO to a Social Enterprise, we set up a 

limited reliability company (BV in Dutch) with impact investors as shareholders and founders Onno 

Oostveen and Marcel Zuidhof as managing directors. The Hotel con Corazón Foundation will always 

retain a controlling stake to safeguard the social mission. We also decided to have an oversight board 

with three members. The impact investors will be able to make a fair (and capped) return on their 

investment. This means we will no longer be able to say that 100% of our pro�ts are invested in 

education, and requires us to tell our impact story with clarity and conviction to all our stakeholders. 

Implement more programs:

Apart from our existing scholarship programs, we will develop a program for junior high school 

students on vocational orientation. It is intended for them to make a more-informed choice for their 

senior high school. We will also set up projects such as company visits and workshops, leverage our 

alumni network to support new students, and tailor scholarships targeted at hospitality students. 

We will also look for partnerships with ‘multiplier’ companies to increase funds and set up a ‘Pay it 

Forward’ program (students in our program giving back to the community).
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ONLINE HOSPITALITY

The travelers’ market has changed in the past couple of years, and these changes have been 

accelerated by the pandemic. Travelers tend to book later, contact us more through social media or 

directly, and look for more �exibility. The traveler 2.0 also expects swift answers and connecting 

through online media other than email. The post-pandemic traveler is often working online and

expects high-end internet and work facilities. 

We want to facilitate these travelers by offering excellent hospitality online, similar to the hospitality 

level in person at the hotel. We will also focus on getting more direct bookings, and less through online 

platforms charging considerable booking fees. This means improving our activity and visibility online. 

Leverage the hotel as a practice area:

We know that as a hotel and social enterprise, we have a lot to offer to adolescents wanting to 

learn on the job. Besides, we want to offer our locations as a practice area. That’s why we will 

open our doors for internships and short term vocational training, school visits and guest 

lectures.
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The 2021 outlook was uncertain because of the pandemic, but at the time of publication of this

report –  mid 2021 – it looks like the upward trend in visitor numbers we’ve been seeing in the last 

quarter of 2020, will continue in 2021. 

However, in our business forecast we are on the cautious side and calculate a low occupancy,

with a monthly average of 20% in the �rst half of the year, improving to 80% by the end of the year. It 

is extremely dif�cult to make an adequate projection of numbers though, in the midst of a global health 

crisis. 

Our scholarship students will enter their �nal year of their three-year senior high school in 2021. The 

coming year we will focus on their professional orientation to help them choose a suitable university or 

profession. We will also develop an orientation program for students graduating junior high, and 

develop short-term internships in the hotel for young people that have left their schooling early. The 

intention here is to give them a �rst work experience in the hospitality sector, and possibly a 

recommendation from Hotel con Corazón as a stepping stone to a job. 

We will make some more investments in the building in 2021. Solar water heaters, new bathroom 

�oors and stairs towards the roof are the major changes. Another investment will be made to the 

automatization of the entrance gate, so our guests can let themselves in and out. We invested early in 

2021 in a new online reservation and cloud-accounting system that will serve all the future hotels. 

MEXICO
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Tourism in Nicaragua continues to be very low. The number of international tourists looking for a three 

to four star hotel is still close to zero. However, national and international backpackers are increasingly 

looking for opportunities to travel. To service this market, we recently developed products that �t their 

needs, like rooms with shared bathrooms, day passes for the swimming pool, stays without breakfast 

and rooms without the use of air conditioning. 

Because of the highly uncertain market we will keep our investments low in the hotel, but likewise

in the education projects. We currently do not generate enough funds from hotel operations to fuel the 

programs as we did before the crisis. 

At the moment of publication of this report we have been offering stipends to 37 teenagers

(secondary school and university), including guidance and study coaching. A large part of the funding 

has come from crowdfunding we did at the end of 2020. We expect to continue crowdfunding until 

tourism rebounds to similar levels prior to 2018. 

The situation in Nicaragua remains very uncertain. 

NICARAGUA

Hotel con Corazón is a social enterprise with hotels in Mexico and Nicaragua, and its homequarters in 

The Netherlands

Contact

You are invited to respond to this Annual Report! Any questions or comments can be

send to communication@hotelconcorazon.com.

Copyright © 2021 Hotel con Corazón Social Enterprise BV, Amsterdam, 

The Netherlands.
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