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TIME LINE
2003

During a trip to Asia, Marcel Zuidhof and Onno Oostveen discuss their
professional “unrest” and the feeling that they want to contribute
something in a developing country; back in the Netherlands they open
a bank account together and start saving € 25 per month each

2005 Spring

Marcel and Onno develop the idea of setting up a sound business to
generate funds for education in a developing country

2006 Spring

Exploratory trip to Nicaragua; concept of Hotel con Corazón is born

April
Summer
2007 February
August
2008 February
October
Christmas
2009 February

Start fundraising among family and friends; introduction of € 500 shares
Institutional sponsor Wilde Ganzen agrees to co-finance the project
Marcel and Onno leave for Granada, Nicaragua
Purchase of property; start of design and construction plans
Start of construction
Dutch ambassador to Nicaragua opens the hotel
Hotel is fully booked for the first time

OUR MISSION

Freek Sanders takes over management of the hotel from Marcel and
Onno; hotel starts financing education projects run by two local NGOs

is to help developing countries build
a brighter future by investing in
education and work.

April

TripAdvisor ranks Hotel con Corazón #1 hotel in Granada and in all Nicaragua

August

Pilot tutor program starts at two schools in Las Lagunas; Hotel con
Corazón appears as “Our Pick” in the Lonely Planet Nicaragua guidebook

2009 December

Bibliobus mobile library visits start to the schools in Las Lagunas

We stimulate children to finish their
education —all the way from primary
school up to higher education—with

Profit and loss 2009 ......................20

MESSAGE TO THE CAREHOLDERS .. 5

Occupancy and cash 2009 ...........22

CREATION .............................................. 7

Risks and provisions ......................23

THE HOTEL ........................................... 9

Financial outlook ............................24

EDUCATION ..........................................11

HOTEL OUTLOOK ................................25

PEOPLE CON CORAZÓN ....................14

LESSONS LEARNED ............................26

IN THE MEDIA ......................................16

COUNTRY INFORMATION ...................27

Europe, between 2006 and 2008
• As of 2009, the hotel is providing a healthy
stream of revenue: the business is profitable,
provides good working conditions and is run
with respect for local culture and the environment
education projects
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How do we work?
Hotel con Corazón is an enterprise
with a social mission:
• The initial investment capital to launch the

good employment prospects.

TABLE OF CONTENTS

STRATEGY

We stimulate local economic

• In time the operations will be handed over to
local Nicaraguan management.

development by running a profitable
business—a healthy enterprise
that creates jobs, income and
professional development
opportunities for its employees.

Goals
• 300 children to receive support towards
completing their education
• 14 Nicaraguans to find employment in the
hotel, including the opportunity for professional
development.
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The hotel opened in October 2008. The average
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early 2009, Freek Sanders took over the hotel
management. The majority of the hotel staff is

Dear careholders*

also studying at the same time.

We are pleased to present the first annual report of Hotel con Corazón. 2009 has been a

occupancy rate of 45% in 2009 exceeded the

special year—although the hotel only opened in late 2008, already 2009 turned out to be a

initial targets set by the founders. Since then

Already during the construction phase in 2008,

profitable year. This report shares with you the effort that was needed to get up and running

the occupancy rate has continually increased.

the foundation started to provide financial

and accounts for the first full operational year.

Guest reviews are extremely positive, and as

support to two local NGO’s: La Esperanza and

a result the hotel was rated the most popular

Empowerment International. In August 2009,

Two years from its opening, the hotel is operating smoothly and is receiving highly positive

in Granada on TripAdvisor, within only a few

Hotel con Corazón started its own education

guest reviews. Of course, there are always things to improve and we continue to work on those

months of the opening.

pilot project at two primary schools on the

with the entire team, both in Nicaragua and in the Netherlands.

outskirts of Granada. The pilot was set up by
The hotel employs twelve full-time employees,

Kim Oostveen and focused on improving basic

Our education effort is still in its infancy. We would like to share with you the activities that

all Nicaraguans, and has a Dutch hotel manager.

learning skills such as reading and writing,

we have undertaken, some of the initial results and the challenges we have encountered.

When the founders, Onno Oostveen and

to help children gain confidence and enjoy

Of course, we also want to look ahead. Where do we want to be when we grow up?

Marcel Zuidhof, returned to the Netherlands in

learning.

How are we going to get there?

“Wonderful, friendly hotel”

We only stayed
for 2 nights but give Con Corazon high marks for their warm,
friendly, staff; their pretty and clean rooms with hot water;
the pool; restaurant and bar. Very friendly atmosphere, we
met people from Spain, Bulgaria, and US. Their breakfasts
(included in price of room): 3 kinds of fresh melon, toast,
cereal, yoghurt, eggs to your order, and rich cafe con leche.
Bonus: the hotel is run by a Dutch Foundation, all profits go to
local education. Arlington, MA Jan 12, 2009 TRIPADVISOR

We sincerely hope that you will enjoy reading about the Corazón adventures in Nicaragua.
And we invite you to share any insight that you may have via e-mail, Facebook or Twitter,
so hopefully we can further improve and maybe even expand the Hotel con Corazón initiative.
Amsterdam, December 2010
Board members, Petra de Boer, Marketing & Communication
Onno Oostveen, Operations & Expansion
Bart Terlingen, Education
Jorma Turkenburg, Finance
Marcel Zuidhof, Human Resources & Sales

PS: Apologies for the late arrival of this first annual report. Next year we plan to report sooner.

*Corazón careholder = anyone who supports the goals of Hotel con Corazón—financially,
commercially, in labor or in spirit
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CONSTRUCTION

CREATION

From colonial ruin to “hotel with a heart”

How Hotel con Corazón
came about…

with international volunteers from one of the
NGOs they had targeted to collaborate with:
La Esperanza. Also, paperwork had to be
organized, such as the registration of the

2005

Nicaraguan con Corazón NGO. In the meantime,

While on a trip in Asia, former colleagues Marcel

volunteers and board members back home in

and Onno came up with the idea of taking a

the Netherlands continued the fundraising.

break from work and setting up a sustainable

CORAZÓN BUSINESS PRINCIPLES

project in a developing country. Their initial

After settling in, Marcel and Onno started to

concept consisted of two parts: an educational

search for the right property to convert into a

component to give children a better future and

hotel. With the help of a local real estate agent

a business component that would provide the

and a local architect the perfect property was

necessary funds.

spotted within six weeks.

2006

Although the initial plan was to create a hotel

The choice for Nicaragua was made during a

with ten rooms, the entrepreneurs decided

three-week exploratory trip in early 2006. Marcel

early on to increase the hotel’s size to sixteen

and Onno visited both small and large-scale

rooms because of tax advantages and the

development projects and it became clear that

ability to cater to tour operator groups. It

a high percentage of children drop out before

took over four months of negotiation before

finishing primary school. They also noticed tourism

the sale was formally closed. Two architects

was growing, but was still at an early stage with

from Granada designed the reconstruction

lots of unused opportunities. The idea was born

plan. Lidia and Ramón from Patio del

to start a hotel and use the profits to fund

Malinche, another boutique hotel in Granada,

education projects.

proved to be invaluable friends who shared
their experience and advice during the

FUN & FRESH: We want to be a

COULEUR LOCALE: Even though Hotel

Fundraising started by selling “social shares”

contemporary enterprise with a no-nonsense

con Corazón was set up by two Dutch guys,

at a cost of € 500. The promised fixed dividend

attitude. We aim for simplicity, try to surprise our

Nicaraguan blood flows through the hotel’s

was one free night in the hotel each year per

guests and our “careholders” and have fun in

veins. The building has been restored in original

share. When demand for these shares proved to

2008

our day-to-day operations.

colonial style; we employ local staff and purchase

be high, the next step was to establish

Exactly one year after their arrival, Onno and

from and work together with many (mainly small)

contacts with Wilde Ganzen and NCDO, two

Marcel oversaw the start of the construction

local enterprises.

Dutch institutional sponsors. This speeded up

works using two local companies.

fundraising and after six months Marcel and

They contracted a seasoned specialist on adobe

A PLACE TO BE YOU: Hotel con Corazón
wants to offer all of its guests a home away from

construction phase.

home, whether they are young or old, tourists or

GOOD BUSINESS: Hotel con Corazón is

Onno felt comfortable enough to book their

walls and traditional cane roofs. A second

business travelers, visiting for a short or long

true to its name. We aim to make a profit for

plane tickets to Nicaragua.

contractor took care of the new wing for the

stay. We offer simple luxury and warm service.

a good cause. Our intentions are honest and

Guests can hang out in the patios, partake in

trustworthy. To be able to act accordingly,

2007

Ambitious deadlines were agreed upon, and

activities or cool down in the pool—whatever

we work and report in as transparent a way

In January 2007, Marcel and Onno left friends,

many locals did not believe these were realistic.

suits their desires.

as possible.

family and jobs behind and moved to Granada,

In a record time of eight months the hotel was

Nicaragua. Quite soon they made contact

built and officially opened.

rooms and the second patio with pool.

8
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CHALLENGES AND LESSONS

THE HOTEL

Star ratings

Over thirty volunteers from the Netherlands

LEARNED – the culture clash

The initial goal was to set up a small-

The hotel received very good reviews on

visited to help on different tasks. Some of them

Understanding the language, the culture

scale hotel operation, from which the

TripAdvisor.com, where travelers gather

selected the colors, others advised on construction

and the local habits are of key importance

profits would fund education projects.

information and decide where to stay. Hotel

details, and volunteers from our sponsor Carlson

when trying to do business abroad. Living

And this is exactly how it turned out.

con Corazón has maintained the #1 position

Wagonlit Travel restored the antique exterior

for a year in Nicaragua before construction

doors of the building together with the local

started and sharing experiences with other

Facilities

hotels) and Nicaragua (compared to 121

carpenter.

“expats” proved indispensable.

The hotel ranks as a boutique hotel: 16 rooms

other hotels) practically without interruption

This behind-the-scenes knowledge made

can hold up to 40 guests for overnight stays.

since April 2009. The hotel was also selected

October 11, 2008

it relatively easy to adapt in a flexible way

Three former colonial houses were drawn

in TripAdvisor’s top five “Best value-for-money

The Dutch ambassador in Nicaragua, Lambert

our common business sense in tendering,

together to hold the reception area, a restaurant,

hotels in South and Central America”.

Grijns, performed the official opening. A large

contracting and negotiating with local

a bar and a large inner patio with garden and

group of friends and family both from Granada

suppliers and hiring and training staff.

hammocks, used for breakfast and dinner.

The latest Lonely

There is also a room for Corazón educational

guidebook (published in August 2009)

activities, including a library.

includes a very positive review of the hotel,

continuing from page 7

and from the Netherlands were present.
!

Country of origin hotel guests
Other

the back of the guide featuring sustainable

air-conditioning, fan, television and safe.

initiatives.

Central America

the low season this is reduced to US$50.

51%
38%
5%

Australia/NZ

US/Canada
West Europe
Central America
Australia/NZ

4%

US/Canada

South America
1%

Guests

Netherlands, but as the hotel received more

Other

During the first two months after opening,

and more publicity on the internet and in travel

occupancy rates were low, partly because

guides, the profile of its guests started to change

construction was still being finalized. As of

to include more nationalities. From early on, the

Christmas 2008 more and more guests found

hotel has attracted many families with children.

their way to the hotel. This resulted in an

The special family rooms with shared bathroom, the

average occupancy rate of 45% in 2009, with

pool and a giant chessboard—providing an ideal

a low of 16% in September and a high of 81%

run-around area—are some of the reasons why.

4%

South America
Other

2008 %

Occupancy

Visitor profile and reviews
Initially, many of the guests came from the

2%

1%

West Europe

51%

2009 %

81

30

Each room has its own bathroom with shower,

Central America

2%

68
44 40

mention in the new “Greendex” section at

including tax and breakfast is US$60, during

Australia/NZ

38%

54

the second patio and the swimming pool.

West Europa

38%
2%

5%

guide’s “Our Pick” hotels, and with a notable

During high season the price for a double room

South America

5%

All of the bedrooms have a window overlooking

US/Canada

51%
1%

Planet Nicaragua

given special commendation as one of the

ABOUT THE HOTEL
4%

for both Granada (compared to 23 other

66
41

44
26

30
16

29
20

1
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

in June, following the peaks and troughs of the
typical tourist season in Nicaragua. The hotel is

Guests appreciate the spacious design of the

developing into a steady revenue generator for

hotel—open and comfortable—and the

the educational programs.

cleanliness of the rooms. Above all, the hotel’s
best asset is its very friendly staff. A main

The hotel receives guests from all around the

differentiator in the market is the fact that the

world. During 2009, more than 2,000 guests from

hotel has a social cause. Overall we aim for the

44 countries stayed at the hotel. Tour operators

adventurous traveler who is looking for simple

account for approximately 10% of the guests.

luxury; the backpacker with a credit card.
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Activities with a local touch in 2009

In the education room of the hotel there is a small

EDUCATION

• March & July: Concerts by some of

library and volunteers support the children who

Hotel con Corazón invests 100% of its

Nicaragua’s most popular singers

come in to read, stimulating their interest in books.

profits in education. From the start,

—Perrozompopo and Moses Gadea—

our goal has been to sponsor 300

which were very well attended

The restaurant area of the hotel is available for

children so they can go to school and

• April 30: The first Orange party to

meetings by NGOs, free of charge. The hotel

finish it successfully.

celebrate Dutch Queen’s Day

hosted the first national library conference in

• October: The hotel’s first anniversary

2009, as well as workshops for local NGOs.

with three days of activities including a

In 2008 the hotel started sponsoring two
Granada-based educational foundations:

fundraising dinner, children’s activities

Sustainability

Empowerment International and La Esperanza.

(for 300 children) and a big party for 400

For Hotel con Corazón, running a sustainable

In the fall of 2009 the Corazón education

Nicaraguan and international guests

enterprise means making a healthy profit to

pilot was launched. All education projects are

• November: A swimming festivity for the

keep operating and to continue investing in

carefully monitored and developed

children with whom La Esperanza works

education.

step-by-step to eventually meet our initial goal

• Christmas: A six-course dinner for

of supporting 300 children.

hotel guests and a special Christmas breakfast

The hotel cares about having sound

• Throughout the year: Weekly

personnel policies, competitive salaries,

Empowerment International

La Esperanza receives US$100 per month as a

dancing classes attended by hotel guests

good working conditions and professional

Empowerment International supports children

scholarship for a 24-year-old university student,

and locals

development opportunities.

in impoverished areas of Granada to escape

who studies architecture. In return she works as

poverty by providing support in education.

a tutor in the Corazón tutoring program.

Also, environmental concerns are an

Their activities include home visits, tutoring

Tree House Travels

important part of the hotel’s mission.

and financial support to children in secondary

Corazón tutorial pilot

To further facilitate interaction between locals

During the construction phase, surplus wood

schools.

In August 2009, Hotel con Corazón started a

and tourists, a “fair trade” travel agency called

from the building works was used to make the

Tree House Travels set up an office in the hotel

hotel’s furniture. Whenever possible, goods are

Empowerment International receives US$250

turned out that partner programs were not

lobby. Tree House Travels offers local experience

purchased locally, to reduce CO2 emissions

per month from the hotel, to help finance their

able to grow fast enough to reach the goal of

tours that focus on participating in the daily

and to help stimulate the local economy.

activities for more than 250 children aged 5 to

supporting 300 children.

pilot tutorial program of its own, because it

18 years in two areas in and around Granada.

activities of Nicaraguan families and local
organizations. This includes excursions and

Guests are encouraged to use the

In the hotel, images from the Empowerment

Also, Hotel con Corazón is about “good business”,

workshops such as “Cook like a Nicaraguan”,

air-conditioning economically and reduce

International photography program are displayed

so we wanted to transfer our business skills

a piñata workshop with handicapped people and

laundry use with fewer requests for fresh towels.

and sold.

into the educational part of the project as well.

fishing with local fishermen in Lake Nicaragua.

Hence we shaped a project from scratch

La Esperanza Granada

Kim Oostveen set up Tree House Travels and

according to “business principles”.

works closely with local guides, families and

“I absolutely love this place” It's got a really

La Esperanza is a volunteer group focusing on

organizations. Since opening in August 2009,

laid-back vibe that echoes the rest of Granada and has all
the comforts of a modern hotel. The staff and the owner are
all very nice and helpful. The rooms are really comfy and are
really well designed as well. The shower is really unique.
And to top it off, it's only 2 blocks from parque central!
Overall, one of the best places to stay in Granada possibly
in all of Nicaragua. Would def recommend it all all travelers,
young and old. New York City Mar 25, 2009 TRIPADVISOR

children’s education at a basic level. Founded in

The Corazón educational program runs at two

2002, they started in a small village on the outskirts

public primary schools in Las Lagunas, a poor

of Granada and now help in seven poverty-

rural area just outside of Granada. Families there

stricken areas. Volunteers go to the schools and

are usually very large and children are expected

assist the teachers, tutor young children, run

to help out their families daily, doing chores like

sports programs, introduce children to computers

babysitting, working on the land or selling tortillas.

and help stimulate an interest in learning.

This is a major cause of low school attendance.

a total of forty excursions have been organized.

NGOs using the hotel
Together with the foundation Puedo Leer
(“I Can Read”) the hotel has opened its doors
to children from the neighborhood.
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Moreover, more and more children are attending

The tutorials provide specific educational

school in the morning. Children have more self-

support to increase the number of children

esteem, better concentration and better behavior

who finish their schooling successfully with

towards the other children.

good employment prospects. The program

EDUCATION, TUTORIAL PROGRAM
& SUPPORT PROJECTS
The Corazón tutorial program

FUTURE ACTIONS:

• Tutorials take place four afternoons

• The 2009 pilot was very successful and

consists of: reading, writing and basic math

Unfortunately some children did not advance, often

a week, with each session lasting three

is continued in 2010. To make sure the

lessons, creative classes, stimulation of school

due to reasons such as dyslexia. One of the

hours. They consist of reading, writing and

projects stays on the right track, we will work

attendance and parental involvement.

third-grade children attended tutorials but did

math classes. There is also time for creative

on new ways of teaching and more teacher

not show progress. Five children dropped out of

classes, sports and games.

involvement.

the pilot program.

• The children that participate in the program

• A range of evaluation and measurement

have been selected through nomination by

methods has been developed to allow tutors

PILOT measurement and results
The tutorials are well attended: 48 children
participated in 2009, and 60 are participating

Children whose parents or other family members

their regular school teachers because they

and teachers to exchange best practices.

in 2010.

know how to read tend to advance more.

have fallen behind in reading and writing.

Quantitative and qualitative performance

Having books at home is also a great stimulant.

• Once a week, tutors visit children and their

indicators will be elaborated in the near

In July and November 2009, the reading speed

A local initiative called the Bibliobus offers

parents at home to discuss progress. Each

future to keep track of results, to be able to

and comprehension of all first, second and

children the opportunity to borrow books to

family is visited on average twice a month.

compare results with similar programs.

third-graders were measured. The World Bank

take home. Since December 2009, this library

• The speed of reading and comprehension

standard states that children should be able to read

bus visits both schools in Las Lagunas once a

are measured at fixed intervals to monitor

a certain number of words per minute (wpm) by

month. The bus lends books to all the children

progress.

the end of each grade: for second-graders 60

there and Hotel con Corazón pays the expenses

wpm, for third-graders 90 wpm. At the first test

(around US$35 per month).

in July the children scored on average below the

Parental involvement is realised by the weekly

standard. After three months of pilot tutoring, the

home visits. In addition, parents are encouraged

test showed more positive results. The average

to help their children through an organization

increase was six words per minute. Children

called “The School of Parents”, in which twenty

attending the tutorials advanced more than others.

parents per school participate.

“Just SUPER!” Adding value to your trip! Would be great
if they open more hotels like these...in the world! Even in (western)
Europe would this be a benefit! Uitgeest, The Netherlands
Nov 2, 2010 TRIPADVISOR

Objectives and goals
Corazón focus
Interest

Direct measures

Indirect measures

Love to learn

Reading skills
Tutorials
Future perspective

Fun
Uniforms / shoes
Food

Scholarships

Health
Psychological support

Enjoy teaching:
motivating, stimulating
and inspiring the
children

Teachings skills
Educational material

White boards
Safe learning
environment

Be aware of the benefits
of education

Parents’ school
Home visits

Joint effort to improve
the school and its
environment

Enabled children

Engaged teachers

Involved parents
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PEOPLE CON CORAZÓN

board in the Netherlands and

Hotel con Corazón would be nothing

management in Nicaragua, a

Tutorial pilot in Las Lagunas

3,072

without its people from the founders

policy guideline was drawn which

Contribution—Empowerment

1,549

to the Nicaraguan personnel - from

explains the division of tasks and

Contribution—La Esperanza

1,011

the members of the Board to the many

responsibilities.

Other contributions & expenses
Total education expenditure

42

careholders.
The new hotel managers, Hans

5,675

Management

and Monique van Hal, have been

The initial tutorial pilot program was

The two founders Marcel and Onno ran the start-up

participating in the board meetings

assessed positively and the Board decided

of the hotel. In March 2009, they handed over

since the summer of 2009. This way

to continue on the same track for 2010.

the daily hotel operation to their fellow Dutchman

we hope to ensure continuity and

The chosen focus—to support young

Freek Sanders. Then in April 2009, Kim Oostveen

smoothen the learning curve. They

children in developing much-needed reading

joined him to set up the education program.

have taken over hotel management
responsibilities in the fall of 2010.

skills—seems to hit the right spot.

Personnel
When the hotel opened in the fall of 2008, a fine

Volunteers & Interns

Education investment

mix of experienced and young but eager hotel

The Board is supported by a vast

The total expenditure made by Hotel con

staff was recruited, all seven of them Nicaraguans.

group of mainly Dutch volunteers

Corazón on education in 2009 was US$5,675

During 2009, five more employees were hired.

that perform all kinds of tasks, such

(see table). More than half (54%) of that

With the start of the tutoring program, nine

as Corazón “fiesta” organization,

expenditure was spent on the tutorials (mainly

tutors were hired.

social shares administration,
communications and graphic design.

the salary costs of 8 tutors). A further 27% was
spent on Empowerment International projects

Three people were dismissed due to disciplinary

From the very start, interns from all

and 18% of the money went to the La Esperanza

reasons, two people left because of better job

over the world have worked in the

scholarship.

opportunities elsewhere. Hotel con Corazón is

hotel on a regular basis. They have

a popular place to work, above all because of

each brought in specific expertise,

the atmosphere, so it is not hard to find good

from hotel design to accounting skills

In 2010, we expect to spend a
total of US$30,000 on education
projects.

replacements.

and operational expertise.

ladies study accounting, a night guard studies
law and several others take English classes.

Training

Salaries

Acquiring new knowledge and improving

Board

Our staff earns Nicaraguan market-standard

LIFE-LONG LEARNING

professional skills is at the heart of the Hotel con

The Board of directors in the Netherlands

salaries in Nicaragua. The aim is to stay 10%

One of the main roles of the hotel management

Corazón operations. Besides investing our profits

consists of five members. The Board has been

above the minimum wage set by the government;

in educational projects, we believe in life-long

mainly focused on defining long-term policies

area co-ordinators earn 20% above the official

learning. So we encourage on-the-job exchange

with regards to personnel and the education

minimum wage. Working staff get a free hot meal

of good practices between all personnel.

program, setting up corporate and marketing

and refreshing drinks during working hours. All staff

promotional activities and media relations.

can claim back education expenses to a maximum

is to continuously work with the employees to
increase co-operation and working as a team.
This is a challenging task: Nicaragua’s culture
is quite hierarchical compared to Dutch culture
and work enivronment.

of 10% of their salary. The Dutch managers earn

Most of the training is done continuously “on the
job”. Many staff members study at local universities.

The Board in the Netherlands receives monthly

$500 per month plus an insurance and travel

Hotel con Corazón provides them with grants up

reports from management in Nicaragua via

compensation. Interns, board members and active

to a maximum of 10% of their salary. The cleaning

e-mail. To clarify the respective roles of the

volunteers receive a reduction on hotel prices.
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HOTEL CON CORAZÓN IN THE MEDIA

http://www.gelderlander.nl/voorpagina/maasenwaal/article521539...

rt
Guests Respond to· Hotel with Hea

07-07-2009 09:25

Maaswaal College: 8.500 euro voor Hotel
con Corazón
maandag 06 juli 2009 | 17:04 | Laatst bijgewerkt op: maandag 06 juli 2009 | 17:08

WIJCHEN - Leerlingen van het Maaswaal College in Wijchen hebben 8.500 euro opgehaald voor Hotel
con Corazón. De vmbo-scholengemeenschap uit Wijchen haalde vorig jaar al 2.000 euro op voor Hotel
con Corazón. Dit jaar liepen de leerlingen op 19 juni mee in een sponsorloop en organiseerden ze een
rommelmarkt.

By Nicole Rogers
Nica Times Staff
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A Hotel with a Heart
MARCEL ZUIDHOF (MBA '96)

Granada: Hotel Con Corazon (Hotel)

When IESE alumnus Marcel Zuidhof
(MBA ’96) decided it was time to take a
career change two years ago, he took a
pretty radical one. Following eight years
in telecommunications, most recently as
marketing director of Verizon Business in
the Netherlands, Zuidhof decided to start
up a small hotel in Granada, Nicaragua,
aimed at “backpackers with a credit card,”
together with his former colleague, Onno
Oostveen.
A year and half later, Hotel con Corazón welcomed its first guests in October
2008. And the small business more than
lives up to its name: all profits from the
hotel will be used to fund kids’ education in Granada, Nicaragua. Zuidhof and
Oostveen hope to increase the number of
children that complete their primary and
secondary school by 300 in 2009.
“Children who get an education develop
themselves early on and still have their
whole life ahead of them. This is key
for their own development and that of
the community and economy,” Zuidhof
explained.

NGOs Wilde Ganzen (Wild Geese) and the
Dutch National Commission for Sustainable Development (NCDO) to the tune of
€180,000.
“We were very careful in choosing which
NGOs to approach, but those that we did
pitch to loved our approach and the fact
that we were young and from a business
background,” Zuidhof said.
While the NGOs were impressed by their
proposal to establish a sustainable commercial business to support social development, the €180,000 came with the proviso
that the duo raised €120,000 themselves.
Zuidhof and Oostveen raised a massive
€85,000 from family and friends.
Among other initiatives, the social entrepreneurs sold “shares” in Hotel con Corazón to family and friends. “In reality, you
can’t sell shares in a non-profit but we
sell shares of €500 with a fixed dividend
of one free hotel night per year,” the IESE
MBA graduate said. “And as one of our
Spanish shareholders pointed out, at least
this is one investment where the return is
fixed,” he added.

Although social entrepreneurship was
not a well-known term when the Dutch
alumnus studied at IESE, Zuidhof’s own
education had an influence on Hotel Con
Corazón’s business plan. “As an IESE graduate, I knew we had to make a profit, so
the hotel is commercially run,” he told the
IESE Alumni Magazine.

On top of that, the social entrepreneurs
secured a further €50,000 in funding from
corporate sponsors such as Carlson Wagonlit Travel. The IESE MBA graduate and
Oostveen are still €45,000 short, though.
Alumni can contact Zuidhof at www.hotelconcorazon.com.

His MBA and industry background also
stood him in good stead when seeking
funding for the €487,000 project. He and
Oostveen received funding from Dutch

Family and friends donated more than
just cash to the project, though. No fewer
than 27 friends pitched in to help with the
extensive renovations. The colonial build-

88

ing, which now boasts 16 rooms, a restaurant, a bar, patios and a swimming pool,
was derelict when the social entrepreneurs
bought it. But nothing went to waste:
some rotten roof beams were reincarnated
as tables and chairs.
Zuidhof and Oostveen also hired local
workers to help with the renovations, in
turn supporting the local economy. Hotel
con Corazón is supplied by local smallscale suppliers. Its bar and restaurant feature local produce and the hotel’s guests
can learn Spanish with a local language
school or go on excursions with a local
travel agency that it supports.
The renovations process also brought some
sharp culture shocks to Hotel con Corazón’s Dutch founders. The lack of reliable
building workers was one challenge. Zuidhof explained that poor Nicaraguans are
often used to living a hand-to-mouth existence, taking on small jobs as they come.
As a result, Oostveen and Zuidhof were
never sure their workers would turn up on
Monday mornings.
Now that the hotel is up and running, Zuidhof is beginning to think ahead. He and
Oostveen plan to hand over the operation
of Hotel con Corazón to an able group of
volunteers in 2009. “It was always meant
to be temporary project,” he said. “I don’t
know what I will do next but I don’t think I
return to corporate life,” Zuidhof said.
It looks like the MBA graduate has been
bitten by the entrepreneurial bug, though.
“I might consider starting a business,
something pioneering and small-scale,”
he said.

city listing and choose another one.
Website: www.hotelconcorazon.com

ICARAGUA

Dit knipsel is geselecteerd op: CON CORAZON, HOTEL TE GRANADA/N

Author tip
One of the delights of Granada is to take a trip in one of the picturesque horse carriages that serve partly as taxis and partly as tourist attractions. They line up a few blocks away on
parque central, and you can choose what you are most interested in seeing. Any trip includes a charismatic commentary in Spanish from the driver.
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FINANCIALS
Raising funds

FINANCIALS
Initial investment

A one-time investment for a long-term return. Hotel con Corazón wouldn’t have
been able to start without the initial investors. This section explains how the first
funds were acquired.

Fundraising

Institutional funding

Investments (up to 31 December 2008)

Thanks to this significant commitment by friends
Donations

€

and family, plus the fact that Onno and Marcel

€
The total investment in Nicaragua to realize

Institutional (Wilde Ganzen/NCDO)

173,436

had agreed to leave their jobs and donate two

Social shares

108,265

years of their time, two large institutional investors

Purchase

Corporates

78,224

– Wilde Ganzen and NCDO—were convinced to

Real estate agent

7,143

of € 488,000. The table shows how this amount

Individuals

31,399

assist with funds. They committed to more than

Lawyer

5,122

was spent.

Sponsored runs

81,287

doubling the funds raised by individuals for the

Subtotal

Events

14,734

Hotel con Corazón foundation. The foundation

Other

9,815
497,160

Expenses
Miscellaneous expenses
Total raised

9,190
487,971

fundraised through sponsored marathons,

Building
150,014

Hotel con Corazón in Granada was just short

162,279
A large part of the investment capital was the
purchase of a colonial building in the center

Construction

of Granada. This building, initially constructed

dinner parties and other activities. In six months

New construction

€ 200,000 had been raised.

Restoration

50,540

around 1890, needed restoration and

Materials

34,420

reconstruction to serve as a hotel. The final

Marginal overhead

Installations/utilities

16,322

step was installing all the utility fittings (such

Even after Marcel and Onno left for Nicaragua,

Architect

3,053

as air-conditioning units and water pumps)

fundraising continued. The total amount of

Supervision

1,729

and furnishing the hotel. The whole process of

almost € 488,000 was raised by the end by

Subtotal

167,386

273,448

restoring the building and turning it into Hotel

€ 500 shares

November 2009. Thanks to the voluntary

The first financial step towards realizing the

co-operation of many friends and companies,

dream of Hotel con Corazón was convincing an

the total costs of the fundraising activities were

Furnishing

16,556

Hotel operations officially started on October

inner circle of friends and family to buy a “social

just € 9,190—less than 2% of the amount raised.

Supplies and inventory

11,531

11, 2008. Gradually the first customers arrived

con Corazón took nine months.
Miscellaneous

share” at a cost of € 500. The dividend each

Pick-up truck

6,786

and over the rest of 2008 the hotel managed to

shareholder receives is one free night in the hotel

Other

9,277

break even.

per year, which amounts to an annual dividend

Finishing touches 2009

7,857

of approximately 10%! This “stock issue” was a

Subtotal

52,007

“Fabulous hotel with a great mission”

great success: soon Hotel con Corazón had
€ 50,000 worth of contributions.

Investments grand total
487,735

“Comfortable” We really enjoyed the clean
room, delicious breakfast which is included, the calm
ambiance, and the service. The hotel helped us with
finding cheap cabs which is a huge PLUS!
San Francisco May 2010 TRIPADVISOR

We stayed here on two separate occasions during our 5 weeks
in Nicaragua. It was by far the loveliest place we stayed! The
hotel is beautifully done - simple and elegant and comfortable.
The staff was just lovely and we were lucky enough to be there
at the same time as one of the founders who was a really nice
person and hugely helpful to us. Really nice breakfasts too!
We were very spoiled by this beautiful hotel and I hope one day
we will be able to return! Cambridge, Massachusetts
August 2010 TRIPADVISOR

20 HOTEL CON CORAZÓN | ANNUAL REPORT 2009

HOTEL CON CORAZÓN | ANNUAL REPORT 2009 21

FINANCIALS
Profit and loss 2009

The budget for the year 2009 was set in 2006
when the hotel founders and other board members
were still living in the Netherlands, so setting a

The first fully operational year for Hotel con Corazón was 2009.

budget for Nicaraguan operations was not an

This section gives an overview of the financial situation during this year.

easy task. This explains the large differences
between budgeted and actual results. When

US$

US$

US$

setting the budget for 2010, the actual data from

US$

HOTEL

EDUCATION

Budget versus actual results

2009 were used, which should give more reliable

Revenues

Revenues

The main revenue driver is room occupancy,

future budgets going forward. Besides that,

on average 45.5% during 2009. Compared

preliminary figures for 2010 show that although

to a budgeted occupancy rate of 31.3%,

occupancy rates have been significantly higher

the revenues—including bar and restaurant—

than in 2009, the hotel expenses have not

exceeded expectations and amounted over to

increased proportionally, resulting in increased

more than US$147,000.

profit expectations.

Hotel

133,344

Restaurant

Donations

2,668

2,983

Bar

2,668

10,861

Total revenues hotel

Costs
147,188

Tutorial pilot

3,072

Empowerment
Costs

International

1,549
1,011

Personnel

33,615

La Esperanza

Purchases hotel

13,806

Other contributions

Stocking restaurant

11,131

and expenses

Stocking bar

11,928

Total costs education

Maintenance hotel

16,255

Gas

However, the costs of the hotel – especially
personnel and energy costs – were much higher

42

than anticipated. When the hotel realized full
5,675

hired to deal with the requirements of peak

2,581

Electricity

season – this was much earlier than anticipated.

12,869

Water

US$

3,305

Permits and

US$

high energy prices negatively affected the hotel’s

Cash in

expenses. Notably the usage of

4,584

Operational profit

Cleaning

3,599

Donations

Promotion

2,603

Total cash in

15,183

air-conditioning surpassed the expected usage.

2,668

Also the quantity of goods purchased (specifically
17,852

15,729

Total expenses hotel

operating profit of just over US$15,000.

Cash out
Investment (remaining
construction)

Profit
15,183

Total cash out

SUMMARY

In 2009 we didn’t pay any income taxes due
10,451

to large depreciation in the hotel construction.

Educational
project costs

5,675

“Home Away From Home”
16,126

Realized Budgeted
Total revenue

147,188

107,100

Total expenses

132,004

53,555

15,183

53,545

45.5%

31.3%

Operational profit
Average occupancy

cleaning products, food and beverages) proved
to be larger than forecasted. This resulted in an

132,004

Operational profit

In addition, the high maintenance costs and

CASH FLOW STATEMENT

operational taxes

Other

occupancy in early 2009, full-time staff were

Cash balance
Total cash balance

1,726

Just returned from Hotel con Corazón
knowing that I will return sometime soon. The gracious owners from Holland made us
feel so much at home. But it was the attention to detail in this brand new property that put
it to the top of my list. It had sparkling new bathrooms, with custom tiles, attractive
decor throughout, new silent AC, great TV with many stations, wifi, sparkling pool, pool
towels, large open areas for relaxing and mingling, and a bar. A huge and delicious
breakfast with cappuchino (yum!!) was included in the room rate (as was the tax) and
3 course reasonably priced dinners were offered 5 nights a week. Great staff. And the
best? It’s a non profit enterprise offering funding for various educational opportunities
in Nicaragua. Best value in Granada. $50! January 2009 TRIPADVISOR
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FINANCIALS
Occupancy and cash flow 2009

FINANCIALS
Risks and provisions
Hotel con Corazón will make three

Installations maintenance

kinds of deductions from the operational

Every twenty years, US$150,000 will be reserved

profit as provision: for major structural

for maintenance of the building’s utilities

maintenance, for installations

installations. Using this fund major systems and

maintenance and for risk and calamity.

installations in the hotel will be maintained, such

The net profits that remain are reserved

as pool pumps, air-conditioning units, electrical

for education purposes.

systems and the generator, kitchen appliances,
washing machines and dryer, the water tank and

Major structural maintenance

warm-water installations.

Provisions are made for building maintenance
and swimming pool maintenance, including the

Risk and calamity

foundations, walls, roof, ceilings, doors and

Besides all this, a (small) calamity provision is

windows, plus the pool. This does not include

created to be able to weather a bad year for

small ongoing maintenance works, such as painting

business without significant financial difficulty.

and minor repairs, but is limited to major structural

This reserve fund has been made on the

work to keep the building in sound condition.

assumption that the hotel ought to be able to
survive a year with 20% occupancy without
grave financial difficulty or serious cost-cutting.

	
  

Such a year would lead to a loss of US$25,000.
This table shows the cash flow and cash

Towards the end of 2009, cost control increased.

The majority of this risk and calamity reserve

position relative to occupancy of the hotel.

The most important trend is that the cash

fund will be built up in a fairly short period of

The cash flow was very volatile during 2009,

position was increasing well towards the end of

time, as is shown in the table below.

because the procurement processes were still

2009. This movement is continuing in 2010.

being implemented. As a result many bills were

Summary of provisions 2010-14

paid only after several months.
Reservations (US$)

“Terrific service” This hotel should get everyone’s
support. It is a hotel that hires Nicaraquans to train in the hotel
management business. The workers are so eager and honest
and sincere. I truly had a wonderful stay because the staff was
so helpful. Photographic art taken by children is displayed on
the walls for sale. Everything is a positive attempt to help the
country. Vancouver, BC April 2010 TRIPADVISOR

2010

2011

2012

2013

2014

Major structural maintenance 7,500

7,500

7,500

7,500

7,500

Installations maintenance

6,000

6,000

6,000

6,000

6,000

Risk and calamity

10,000

7,500

5,000

2,500

Sub total

23,500

21,000

18,500

16,000

13,500

Side note: Insurance in Nicaragua is prohibitively expensive and chances that a claim will not
be honored are considerable. For instance, fire insurance alone costs over US$4,000 annually.
Risks such as fire, natural disasters, and lawsuits resulting from personal injury cannot reasonably
be insured against.
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FINANCIAL OUTLOOK

HOTEL OUTLOOK

Long-term vision
• Environment: Given the sustainable nature

The table below shows the budgeted

Overall the aim of Hotel con Corazón

of Hotel con Corazón, a sustainable energy

occupancy rates for the next five years.

is to continue to run a healthy

policy is a logical next step. Currently the

operation that provides work, income

possibilities of more sustainable energy options

Based on this outlook Hotel con Corazón expects

and development opportunities to

are being considered. One of those is generating

to be able to spend between US$45,000 and

local staff and to make a profit that

energy for the hotel operation by using heat

US$60,000 per year on education projects.

is invested in education projects that

exchangers and solar panels. Furthermore guests

For now the board has chosen a conservative

support children to go to school and

are encouraged not to use more electricity than

investment strategy with regards to its social

finish their education.

they actually need.

children over a longer period of time, even if the

We expect to be able to continue the successful

• Expansion: Already during the first

profit in a given year will be under budget.

exploitation of the hotel and to maintain high

screening of the business plan, the idea to

standards and high occupancy rates due to its

set up several “Hoteles con Corazón” was

unique position in the market. It is reasonable

mentioned. Getting the first hotel up and running

to expect that the occupancy rates will improve

has received the Board’s full attention up until

further and that the costs in certain areas can be

now, but the thought of rolling out the plan in

investments, to ensure that the hotel can support

Average budgeted occupancy rates

Occupancy

2010

2011

2012

2013

2014

reduced, thus securing an increase in profits to

new locations hasn’t gone away. Several people

60%

63%

65%

66%

67%

be invested in the education programs.

have contacted us expressing an interest in
setting up a Hotel con Corazón in another

The education effort is still in its infancy and we will

country. In 2010/2011 the Board will put the

dedicate significant time and energy to measuring

expansion issue on the agenda to explore if it’s

results and adjusting our efforts accordingly.

possible and what this plan might look like.

Short-term goals (for 2010)

• Local management: Over time, Hotel con

• Hotel operation: To ensure continuity in

Corazón’s intention is to hand over the management

hotel management and continuous improvements

of the hotel to a local Nicaraguan manager.

in running the hotel operation. To realize a
successful handover to the new management
team of Hans and Monique van Hal.
• Education: To find suitable partners —
NGOs or local organizations—to improve and

“Great hotel, great cause”

We had a wonderful
time at ‘Con Corazón’ (with a heart). A great hotel, tastefully
designed and (very important) good espresso. Marcel and
Freek, the hosts were so nice to take us on a trip to some of
the educational projects which are supported out of the profits
from the hotel. It made us feel good that with our stay we
contributed a little bit to the future of the children of Nicaragua.
Delft, Netherlands April 17, 2009 TRIPADVISOR

expand support in the educational field.
To extend current education projects to the
fourth, fifth and sixth-graders in primary school.
This is especially important as the drop-out
rate goes up steeply from the fourth grades in
primary school.

“My favourite place in Nicaragua.” We have
stayed here twice. The rooms are nice. The staff is very friendly.
The breakfasts and coffee are absolutely first class. The location
is excellent. After exploring Granada the pool feels great.
This place sets the standard in Nicaragua. Lillooet, Canada
April 2010 TRIPADVISOR
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LESSONS LEARNED

COUNTRY information

export balance of trade than coffee. Income
from tourism in 2009 totaled US$345 million

We have learned some important lessons so far along the way and we keep on

Nicaragua is the largest country in Central

(compared to US$183.5 million in 2005).

learning every day. Here are some of our major insights:

America with an area of 130,373 km

In 2009, international tourists spent on average

2

(five times the surface area of the

2.8 nights in Nicaragua—a number that exactly

• FUNDRAISING: Selling shares to reach

• HUMAN RESOURCES/CULTURE:

Netherlands, roughly the size of Texas).

coincides with the average number of nights

the required investment capital proved to

Even though all the Dutch managers were

The country is bordered by Honduras to

guests spend at our hotel. The growth in tourism

be a great way to gather a group of serious

fluent in Spanish and had lived abroad

the north and Costa Rica to the south,

has also positively affected the agricultural,

committed supporters around us. This in

before, cultural differences within working

and by the Pacific Ocean to the west

commercial, and finance industries, as well as

turn convinced important sponsors such

relationships were not always easy to tackle.

and the Caribbean Sea to the east.

the construction industry.

as ‘Wilde Ganzen’ and Carlson Wagon Llits

It is very important to empathize with the

Travel to provide serious funding.

Nicaraguans, to understand their culture

GDP

and how your own culture differs and build

GDP fell by almost 3% to US$16.51 billion in 2009.

Republic of Nicaragua

bridges between these two.

The main reason was the global economic crisis,

Capital

Managua

which led to decreased export demand in the

(and largest city)

(population 1.8m)

• FINANCE & OPERATIONS:
Collecting and analyzing the right management
information kept the hotel management results

• EDUCATION: Building trust and common

US and Central American markets and lower

Official language(s)

Spanish

oriented. The same measurements philosophy

values are essential to be able to reach

commodity prices for key agricultural export

Ethnic groups

69% Mestizo

is now used to evaluate our education projects

our goal: increasing the number of children

products such as coffee and rice.

more objectively.

that finish their education. To realize this,

17% White
5% Amerindian

it is vital to being patient and celebrate

Politics

• MARKETING & SALES: In our

small successes together with everyone

Elections: the president and vice president are

promotional efforts, we were at first hesitant

involved. As well as to establish a strong

elected on the same ticket by popular vote for a

to put too much emphasis on the

‘buy-in’ of parents, teachers and children

five-year term (eligible for a second term so long as

GDP (US$) 2009 estimates

NGO-character of the hotel- reasoning that

in the Lagunas pilot program.

it is not consecutive). The next presidential

Nicaraguan position in

guests do not necessarily need to care

election is to be held by November 2011.

world ranking: 167th

about our cause to stay with us. In practice,

President Ortega is trying to get this legislation

NL: world ranking 21st

$39,500

the education program has turned out to

changed allowing him to stand for a consecutive

USA: world ranking 11th

$46,000

be one of our unique selling points, so we

second term.

Population

emphasize it more now in our promotional
materials.

9% Black
Area

Total

130,373 km2 (97th)
50,193 sq mi

July 2009 estimate

$2,800

5,891,199

Tourism

Education

Despite these difficulties, tourism is definitely

Average years of education

growing in Nicaragua. Over the last five years

among adults in Nicaragua 4.6 years

growth has averaged 8.7% per year. Nicaragua

% of children finishing

received over 900,000 foreign tourists in 2009—

primary education

38%

a growth of 8.6% compared to 2008. This was
a remarkable result since the global tourism
market shrank by 4% and the Central American

REFERENCES:

region experienced a decrease of almost 7%.

Country Information: CIA World Fact Book,

The main reasons for this decline were the financial

Nicaraguan Ministery of Education, Ministery of

crisis and fears about the Mexican flu virus.

Tourism Intur: Bolletin Estadisticas de Turismo

Tourism now accounts for more of Nicaragua’s

Nicaragua 2009

EDUCATION IS THE KEY TO A BETTER FUTURE. IT IS ONE OF THE
MOST POWERFUL TOOLS FOR REDUCING POVERTY.
AT HOTEL CON CORAZÓN WE INVEST 100% OF OUR PROFITS IN
EDUCATION AND 100% OF OUR ENERGY IN OFFERING YOU A
PLEASANT STAY.
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