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1. Our main policies 

1.1. Our Mission 

We are a team that creates unique and socially responsible travel experiences, providing services beyond 
expectations. 
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1.2. Our Vision 

To strengthen our position as the leading tourism company providing quality, creative, innovative, competitive and 
socially responsible services in the region. 
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1.3. Our Values 

Excellence: We distinguish ourselves through our strong commitment to improve and to 
inspire. 

Responsibility: We commit to fulfil the needs of the persons, the interested parties and the 
environment through our work, maximizing the company’s resources. 

Loyalty: We are reliable and trustworthy in all our relationships. 

Respect: We encourage harmony and warmth between persons, considering human 
diversity. 

Readiness: We are prompt, proactive, careful and impassionate in complying with our tasks. 
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1.4. Our Managing Policy 

Our company is committed to promote Costa Rica as a tourist destination, offering comprehensive and innovative 
solutions to satisfy our clients’ needs, seeking to exceed their expectations, within the framework of quality, 
responsibility, equity and a sustainable development. 

We will achieve this by: 

 Continuously improving our management system 
 Controlling the environmental impact of our activities and services 
 Supporting local communities through socio-economical actions and life culture preservation 
 Carrying out actions to promote equal opportunities and to ensure gender equity 
 Complying with legal requirements, regulations and company’s procedures and 
 Fulfilling our own goals and objectives. 
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1.5. Our Sustainability Policy 

According to our Mission, enforcing our Managing Policy and considering our values of Excellence, Responsibility, 
Loyalty, Respect and Readiness, at Travel Excellence we state our strong and steady commitment to: 

a) Offer Costa Rica as a sustainable destination by responsible marketing practices that ensure economic 
business sustainability and showing Travel Excellence as the committed and verified company it is. 

b) Comply to and enforce the national and international legal applicable framework, considering labour, 
tourism, environmental and social issues, especially those in the company’s Sustainability Legal 
Conformance Declaration. 

c) Protect environment by preventing our office and operational impacts, mitigating the inevitable impacts 
(including rational resources use, waste management and greenhouse gases emission) and reporting 
damaging practices such as pollution, artificial feeding and captivity or extraction of wild fauna and flora. 

d) Safeguard people (clientele, staff, suppliers and others) maintaining proper safety practices and emergency 
plans. 

e) Support the local economy, the traditions and local culture by promoting development on the 
communities hosting the operation, stimulating a proper interpretation of cultural and archaeological 
heritage, involving rural attractions and rescuing idiosyncrasy, artistic, sportive and local values. 

f) Boost respect and opportunities for most vulnerable or less favoured social groups, such as minors, 
women, indigenous communities or people with disabilities. 

g) Reject business related to illegal trafficking, illicit substance use, sexual harassment, minors’ sexual 
exploitation or terrorism, including compliance with the US Treasury Department OFAC policies 
according to our General Business Ethics Policy. 

h) Involve tourists on the hereby presented commitments and best practices, as required or applicable on 
their itinerary. 
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1.6. Gender Equality Policy 

In Travel Excellence, we are aware that Tourism has the power to transform people’s lives. With this in mind and 
knowing that gender equality is a key element to guarantee social well-being and development, Travel Excellence 
has engaged to carry out actions to promote equal opportunities and to ensure gender equity in the company, 
through the Managing Policy. 

We are committed to promote a productive work environment supporting gender equality and a better quality 
of life for our work team. In addition, we encourage the persons and companies that work with us to reproduce 
some of these best practices. To meet these challenges, we undertake continuous improvement on the following 
topics: 

 Labour relationships in compliance with the law, ensuring: 
o Full professional recognition of women and men considering their diversity. 
o Fair access to opportunities, work conditions, benefits and rewards. 
o Assertive, respectful, inclusive and effective communication that would prevent and properly 

tackle any form of discrimination or violence. 
 Integral health for our staff, considering: 

o A satisfying work environment. 
o Balance between private life, family and work. 
o Professional and personal growth. 

 Spreading the principles and best practices towards gender equality among: 
o Our clients. 
o Our commercial allies. 
o Our staff’s families. 
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2. Our Certifications and Marks 

 

2.1. Certification for Sustainable Tourism (CST) 

Certified since November 2007 

Currently Level 5 (highest possible) 

CST is a program which seeks to categorize and certify 
Tourism companies according to the compliance of their 
operation to a sustainability model. Four fundamental 
topics are evaluated: Physical-biological parameters, 
Service Management, External Client and Socio-
economic environment. 

 

2.2. ISO 9001:2008 

Certified since June 2010 

ISO 9000 is a voluntary standards family designed by the International Organization for 
Standardization. ISO 9001 certification is aimed to assure the Company maintains the 
international standards on our services’ quality management and that the company is based 
on principles such as customer focus, mutually beneficial supplier relationships and continual 
improvement. Travel Excellence quality management system is the combination of internal 
processes required to change our clients’ needs into all-round incoming tourist solutions. 

With this certification, our clients 
can be assured and confident to 
work with a company providing 
quality in services that have been 
internationally recognized. 

The quality management system 
became an important tool to 
ensure many sustainable practices, 
such as suppliers’ evaluation on 
this issue, legal requirements and 
continuous training. The company 
started its own process to 
integrate the management system 

by including all the organisational activities related to accomplish quality and sustainability 
requirements from clients, government and our own goals on these subjects. 

Natalia Lizano and Modesto Blanco (two of Travel 
Excellence owner) with President Oscar Arias, 

receiving our CST Certification, 2007. 

Modesto Blanco, Vanessa Cubillo, Natalia Lizano and Carlos Blanco 
(Company owners) at the official ISO 9001:2008 Certification delivery, 



 

 

2.3. Rainforest Alliance Certified 

Granted on June 2015 

Rainforest Alliance Certified standard for Sustainable Tourism is aimed to assure the 
environmental, social, economic and cultural sustainability on hotels, tour operators and other 
tourism companies around the world, promotion the responsible use of natural resources 
and encouraging a healthy market system that considers production, sources, sustainable 
consumption and fair trade. Rainforest Alliance Certified mark allows companies to 
communicate its clients that their products or services come from a company concerned by 
its impact on planet and community, and that has taken specific measures in order to reduce 
that footprint. 

 
2.4. Carbon Neutral Mark 

Mark granted since March 2013. 

Carbon Neutral mark is a recognition from 
MINAE confirming that as a C-Neutral 
company, we measure our greenhouse 
gases footprint, develop reduction 
projects and support offset programmes. 
This is the way the company has technically 
demonstrated its Carbon Neutrality since 
2011.  

On November 2012, Travel Excellence 
became the first organization registered by 
the Ministry of Environment & Energy on 
the National Carbon Neutral Program and the first Tourism Company certified with the INTE 
12-01-06 Standard (national standard on C-Neutrality management systems, and first national 
standard worldwide). Considering our efforts on this subject, Madam President Laura 
Chinchilla Miranda delivered us the C-Neutral mark certification on March 7th, 2013.  

Carbon Neutral Mark has had national impact, especially considering Costa Rican target to 
become the first Carbon Neutral country in 2021 and international commitments such as the 
Paris Agreement on 2015. Organisations as Costa Rica Institute of Technical Standards and 
National Consultative Council on Social Responsibility have invited us to forums and meetings 
to present our experience in greenhouse gases inventory and as a Tourism company 
recognized this way. Travel Excellence has encouraging many companies from industrial, 
commerce, services and academic sectors. 

  

MINAE Minister René Castro, Alberto Blanco (Human 
Talent Manager), Madame President Laura Chinchilla and 

Modesto Blanco (General Manager and company co-owner) 
at the Carbon Neutral Mark delivery ceremony. 



 

3. Conduct Codes 

 

Paniamor Foundation Code of Conduct 

Signed in April 2004. 

The Code of Conduct is an international initiative developed by World Tourism 
Organization and ECPAT International to eradicate sexual exploitation of minors around 
the world. This gave birth to an international organization named The Code. Paniamor 
Foundation is the local representative of The Code International. 

In this Code of Conduct we commit to stablish internal policies, training and denounce 
procedures in order to eliminate any form of sexual exploitation of children or adolescents. 
We also encourage our suppliers to include clauses against this kind of practices on their 
own contracts. 

Travel Excellence is also a member of The Code International since 2014. 

 

 

Global Code of Ethics for Tourism 

Signed on May 2013 

The Global Code of Ethics for Tourism is a reference framework for responsible and 
sustainable tourism. This Code is a list of principles designed for the tourism development 
actors. It is directed to governments, companies, communities and tourists, aiming to 
maximize the tourism social profit and to minimize the negative impact on environment, 
cultural heritage and society. 

  



 

4. Minimising Environmental Impacts 

Travel Excellence’s Managing Policy states that we will achieve innovative and complete receptive tourism solutions 
by controlling the environmental impact of our activities and services. Our environmental footprint is always a 
management criterion to make daily basis decisions. Based on this Managing Policy scope, the company has 
established and maintained certain policies on resources management and sustainable promotion. 

 

4.1. Energetic efficiency 

Travel Excellence trains all the new staff on the environmentally friendly practices, such as efficient use of energy. 
Particularly, all the staff is committed on the rational use of electricity on illumination and air conditioning. This 
training is complemented with general refreshments as in-house training sessions or even inviting our energy 
provider (CNFL, according to its Spanish acronym) to join us and present us these good practices. 

Staff is aware to use only those lighting required for their activities. For 
instance, hallways’ lights are off most of the day. Sunlight is used as much 
as possible. Our electric appliances and light switches have stickers to 
remind us to turn them off if not in use. This kind of practices reduce our 
monthly consumption on 20% (about 600 kWh a month), based on the 
non-efficient scenario using these lights all day long. 

Staff also controls the air conditioning system. A/C equipment is used only 
if necessary. This practice, joining the 23º C to 24º C policy for a higher 
durability, reaches a 59% saving, (about 2650 kWh a month). 

The company has enforced these practices among years. In 2015, 
consumption on energy was 13.89% (more than 7010 kWh) lower than 
2014 consumption and 2016 consumption reduced 10.32 % (more than 
5206 kWh) compared with that same year. 

There also are preventing maintenance programs for electronic 
equipment, wires and air conditioning, all in order to ensure the good 
function and to prevent the waste due to failure on the equipment. 

  



 

4.2. Air and water quality 

In order to reduce our greenhouse gases emissions, 
Travel Excellence trained its driver’s team on fuel-
efficient driving techniques and office staff has 
attended lectures on rational electric consumption 
delivered by the CNFL, a local energy provider. For 
both customer satisfaction and environmental 
consciousness, we decided a gradual update of our 
fleet previously than expected. On this last program, 
the company currently estimates its greenhouse gases 
reduction on 0,003 tons of equivalent CO2 for 2015 
and 3.43 tons of equivalent CO2 for 2016.  

As a responsible company, we have been taking 
actions to offset our carbon footprint, by participating 
–since 2007– on the Environmental Services Payment 

Program managed by FONAFIFO, the National Forestry Financing Fund. Since 2008, we have acquired the offset 
rights on nearly 600 tons of equivalent CO2, all on Costa Rican forestry projects. 

In addition, the company has strengthened the permanent programs on waste management and resources' savings, 
especially on water and energy, all of them related either directly or indirectly with greenhouse gases emission. 

 

4.3. Water conservation 

Travel Excellence has developed policies on the use of 
potable water. As with electric energy, the whole staff is 
aware of the practices required for them, including rational 
use, immediate report of eventual leaks and water conserving 
toilets. Based on 2015, in 2016 Travel Excellence increased 
its water consumption on 2% (6 m3). This situation is because 
during the last year the company increased its workers. 

Our plumbing system is periodically treated with bacteria 
components in order to minimize the methane emission of 
waste water. 

  

Part of our drivers’ staff. 



 

4.4. Waste minimisation 

Travel Excellence has a permanent recycling program since 
2007. Recycling storage centre at Travel Excellence 
receives eight types of materials: plastic, newspaper and 
office paper, carton, aluminium, glass, batteries and tetra 
pack. IT Department also stocks all the electronic waste 
material. This program has been successful enough to get 
some of the staff to transport their own residential 
recyclable material to Travel Excellence’s recycling centre. 

We prefer the use of electronic media than printing, shown 
on the extensive use of e-mail and the application of 
software in order to avoid fax paper consumption and send 
any received fax as an e-mail. The company also has a policy 

allowing and encouraging the two-side printing and the reuse of paper instead of single faced printing. This allowed 
the company to reduce its paper consumption up to 90000 sheets in 2013 (based on purchase data). This reveals 
a 21% saving (50 paper reams) compared to 2012 consumption. 

Although we do not have full control on it, we also take into consideration the 
waste produced during our itineraries. Our water bottles are oxo-
biodegradable, which means their production involves an especial additive which 
shortens the bottle’s biodegradation, which makes more acceptable to freely 
dispose them in ordinary waste cans. Even though, ordinarily we give one bottle 
per person and we recommend passengers or participants to refill them at 
hotels or other reliable water sources. This is not an operational challenge at 
all, since water of Costa Rican distribution system is drinkable in most of the 
national territory – and basically all tourist spots. Other waste sources are 
controlled by having a recycling bag in all of our fleet units so that passengers 
have facilities to separate recyclable items from ordinary waste. Drivers are 
responsible of disposing this waste either at our headquarters or at any hotel 
with recycling programs. 

  



 

4.5. Wildlife 

We often support our supplier’s wildlife projects and programs. For example, in 2014 we sponsored Punta Islita’s 
Ara Project for Ara Macaw preservation and Park Inn’s Green Cube for urban re-greening. This projects are 
selected according to our suppliers’ offers to participate. 

Our internal procedures and information on the welcome kit recommend tourists not to feed animal species, 
since this practice is not only a negative impact but in many cases illegal. All tour guides in Costa Rica will be as 
emphatic on this issue, becoming our first line wildlife safeguards.  

We support annually Amigos de los Parques Nacionales (Friends of National Parks, a ProParques Foundation 
program). Travel Excellence is a founding Tropical Forest Partner, which means we are on the top donating 
category. ProParques participated in a training session last green season for our staff to know both the current 
needs in National Parks and to know services and support provided by ProParques Foundation. This NGO helps 
the National Parks by improving the living and work conditions for National Parks Rangers and the tourist 
experience. These two main lines allow the park to minimize the negative impact their visitation has, by ensuring 
infrastructure for visiting and living is as friendly to flora, fauna and visitors as possible. 

  
Staff volunteering with ProParques. Arenal Volcano National Park, 2015. Staff volunteering with ProParques. Braulio Carrillo National Park, 2015. 

 
  



 

5. Lending a hand to development: Commitment to Community 

5.1. Legal compliance 

Our company abides by the national and international regulations. It is our concern not only to be conforming to 
it, but also to ensure all the actors in the national mean are also respectful of the law. 

Considering this, the company has its own denounce procedure to attend any report of illegal behaviour and 
support the observer of the infraction in the eventual process if necessary. This procedure applies for denounces 
related to subjects like: 

 Minors’ sexual exploitation 
 Sexual harassment 
 Archaeological pieces trade 
 Protected areas pollution 
 Law-banned Flora or fauna species or product trade 
 Wild animals artificial feeding 
 Drug trafficking 

As part of our sustainable consciousness, every year our Human Talent Managing Plan includes training on 
applicable legislation in order to ensure our staff is aware of the current regulations. 

5.2. Local economy, gifts and purchases 

Travel Excellence is a conscious company, aware of its role on the value chain and its chance to intervene and 
favour community development by educating tourists, purchasing to micro entrepreneurs and offering tours that 
expose respectfully the local culture. As tourism market actors, we acknowledge that local economy is the actual 
base of our business. 

Giveaways are purchased to micro or small entrepreneurs. 
Some of our most interesting souvenirs are small traditional 
ox carts we buy to an elderly couple business, in which the 
husband (a person with reduced mobility) produces the carts 
and the wife is in charge of merchandising. We also 
collaborate with the indigenous community of Boruca by 
acquiring the handmade bags produced by their community 
women with traditional indigenous techniques and designs. 
Also some of our clients receive Sibu chocolates, which is a 
Costa Rican initiative for local chocolate artisan’s 
development, using recycled materials for packing and cacao 
from Rainforest Alliance Certified farms as raw material. 

 



 

5.3. Culture respect and promotion 

We are committed to preserve our cultural heritage, both as part of our own roots as nationals and for our 
business sake, since culture contact is part of tourism experience. As a matter of fact, World Tourism 
Organization’s Global Code of Ethics – in which Travel Excellence is signatory – stands: 

 “The understanding and promotion of the ethical values common to humanity, with an attitude of tolerance and 
respect for the diversity of religious, philosophical and moral beliefs, are both the foundation and the consequence of 
responsible tourism; stakeholders in tourism development and tourists themselves should observe the social and 
cultural traditions and practices of all peoples, including those of minorities and indigenous peoples and to recognize 
their worth” (Article 1).   

Our tour guides are aware of the importance of respecting local culture and inhabitants idiosyncrasies. Our 
individual travellers receive a Welcome Kit, in which we provide them useful information about local culture and 
activities and we encourage them to be eco tourists and “be sensitive to the local culture and traditions and willing 
to interact with local people, so that the tourism activity is a positive experience for everybody involved”. 

At the office, we design staff meetings or contests for holidays related to culture. Our staff involvement is very 
important in order to celebrate culture and preserve our consciousness of how relevant it is to our activities. 

  

Door decoration contest for July 25th, a national holiday which celebrates the integration of Guanacaste province to Costa Rica on 1824. 

  



 

5.4. Volunteering and charity 

We invite passengers and international tour operators to 
consider volunteering experiences while in Costa Rica. The 
project The Real Costa Rica is in constant contact to us. 
Through this organisation, various volunteering works have 
been possible to help schools and families in Arenal region. 
They usually visit the local school at San Rafael de Peñas 
Blancas, where children show them traditional dances and 
games. Through us, this project received more than 
US$6500 in funds during 2013. We also promote rural based 
tourism through ACTUAR, Costa Rican Rural Tourism 
Association) an organisation specialized in this kind of 
activities. 

Some of our clients have also coordinated their donations 
to hospitals, children welfare homes and nursing home services. We generated more than US$8000 on rural tours 
in 2012 and more than US $7000 in 2013 to this association. 

We coordinate National Parks volunteering or donations through ProParques Foundation. There are also many 
other volunteering projects and our Sales staff is trained to include these kind of experiences in any itinerary. 

Our staff also participates in volunteering journeys, especially in urban region nearby our office. We support 
national beach and river cleaning organised by Terra Nostra Foundation. 

  

Volunteering group at San Rafael de Peñas Blancas. 



 

5.5. Future generations 

At Travel Excellence we are convinced our future as a society is based in our children. Their conditions to grow 
in a proper physical and social environment is key to ensure our future citizens development. 

As our own commitment, every year we select a school with special needs to provide a group of their students a 
celebration at the end of the school year (in Costa Rica, this collides with Christmas season). We explore these 
needs on communities affecting our operation or our staff. Some of our recent experiences have combined 
economically vulnerable schools, especial education centres and schools inside indigenous territories, either 
related to our operation or our staff members. 

  

Staff members with children at St. Gabriel’s Centre for children in 
terminal stage and their parents, San Jose. 2016. 

Part of Travel Excellence’s guides and Operations Coordinator (Xinia 
Alvarez) in the mural painting volunteering at El Palmar School, Sarapiqui. 

2016. 

 

Staff attending at the Ninfa Cabezas School, Quitirrisí (outside San José, 
indigenous region). 2014. 

 

Traditional piñata for children of Tarcoles Primary School, Puntarenas 
(Pacific Coast. 2016. 



 

5.6. Women in main roles 

We truly believe in gender equality. This means both women and men are 
as equally capable of performing any task in the company, if properly 
trained and accordingly experienced. From Vanessa and Natalia (two of 
the Company Owners) to every staff member or supplier female 
representative, there is no place of doubt on their outstanding work and 
professional performance, which should be as well recognized as any male 
colleague on the same task and experience level. We don’t expect at any 
level for them to assume secondary roles, but to outstand as much as 
male staff because of their remarkable professional skills. 

This systematic initiative is called SIGIG (Spanish acronym for Gender 
Equality Management System), coordinated by INAMU (National Women 
Institute) and regulated by a national standard (INTE 38-01-01 Standard). 
SIGIG is in turn part of a Latin American Equality Marks Community. 
These kind of development and recognition projects are spread by all the 
region and are often coordinated from government institutions, or in few 
cases national NGO’s. 

Thus, we are progressively integrating to our management systems 
documented policies to ensure the current anti-discrimination practices, 
to define procedures for gender-approach attendance of any case of 
sexual or labour harassment and to plan actions to ensure justice by closing historic gender gaps. These affirmatives 
actions are expected to eliminate any potential gap. 

5.7. Value chain involvement: Responsible Supplier Code 

Travel Excellence is always seeking for commercial partners ruled by ethics, community awareness and 
environmental commitment. Considering that our sphere of influence is not able to change radically a widespread 
practice in the Costa Rican tourism sector, we knew a contract itself would not be as relevant as an ethical and 
moral commitment, as Paniamor and ECPAT’s Code of Conduct against Minor’s Sexual Exploitation requires. 

Thus, our Human Resources Department and our Product Department created a Responsible Supplier Code 
(approved by our Board of Directors), not only compelling the supplier to accomplish legislation on minor’s sexual 
exploitation. The Responsible Supplier Code is meant to encourage all our suppliers to join our standards of 
excellence by signing it. We consider this code’s signature is voluntary, but it helps us to let the supplier be aware 
of our expectations on quality and sustainability about their service. The Responsible Supplier Code is not based 
on any brand new list of activities; it is an expansion of Travel Excellence’s values. This way, this social responsibility 
enchainment is not only to consider suppliers our external allies, but also to consider them a key part of our 
organisation, with the same ethics and principles. This code makes them part of our family in a matter of quality 
and deep sustainable actions undertaking. 

Vanessa Cubillo and Natalia Lizano, two of the 
Company Owners. 



 

Although the main part of Travel Excellence commercial agreement with any supplier are tariffs, the code is 
intended to be attached to the tariff request e-mail sent by the Product Department. When we conceived this 
option, 2014 tariffs were already requested, we except to receive most of the signed Codes on 2014, when the 
suppliers send their 2015 tariffs. Meanwhile, we have sent a few Codes to new suppliers, and one supplier has 
signed it already. We hope many of our suppliers and all of our important allies to sign it, and we expect the 
suppliers’ participation to improve among years. 

This Code opens the door for the supplier to communicate their own practices and to ask for our advice if there 
is any part of the code they are not accomplishing on the level they would like. Travel Excellence has been and 
still is wide open to help in sustainability issues those allies who respond with great service and environmental and 
social responsibility. 

5.8. Promoting local entrepreneurship: “Caminos de Osa” 

As a part of our commitment to local economy, we support RBA (Reinventing Business for All), a consulting group 
leading a project for development of local entrepreneurship in Osa Peninsula: “Caminos de Osa”. This project 
involved Travel Excellence’s participation since 2014. CRUSA Foundation, INOGO program (from Stanford 
University) and Interamerican Development Bank are deeply involved in “Caminos de Osa” for financing and 
supporting activities. This area is well known by its enormous nature attractive, but tourism remains inside the 
National Park. “Caminos de Osa” intends to give small entrepreneurs the tools to develop their own tourism 
businesses outside National Park that may coexist with the few larger hotels currently available. 

Our role in “Caminos de Osa” has been training small local entrepreneurs on Tourism basics: Tourism Industry, 
Product development, Costs and Accountancy, Sales, Operations, Quality and Customer Service, among others. 
As potential clients, we have visited all the local accommodations, tours and small restaurants participating in this 
project. We have been selected from the very beginning of the project to support with our knowledge and 
experience, which have been deeply rewarding for us as professionals of Tourism and hopefully will be so in 
touristic terms for us and our clientele. 

  

Natalia Lizano (Company co-owner, second from left) taking part of the 
site inspection of one of the participating tours. 

Agnes Avila (Accountant) at the training session of Accountancy, Costs 
and Insurance. 

 


