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SAZETAK: Rad se bavi obrazovanjem i razvojem u hotelskom sektoru, s obzirom da uspjeh tog
sektora u velikoj mjeri ovisi o kvaliteti obrazovanja I razvoja onih koji u njemu pmzaju uslugc. U teo-
rijskom dijelu obrazlaze se vainost odnosno pozitivan utjecaj obrazovanja i razvoja na unapijedenje
kvalitete usiuga u holelskoj industriji. U empirijskom dijelu istrazuje se problematika obrazovanja i
razvoja u hotel.skoj industdji u Hrvatskoj. Istrazivanje je pokazalo da hotelska poduzeéa u Hrvatskoj
joS ne prepoznaju vaznost obrazovanja i razvoja za njihov dugoroCan razvoj i dugoroCan razvoj njiho-
vih zaposlenika. Konkretno, istrazivanje je pokazalo da ona u obrazovanje i razvoj svojih zaposlenika
ulazu manje od prosjeinog hrvatskog poduzeéa. iako kao radno-inlenzivne usiuzne kompanije iz
strategijski va^nog sektora za hrvatsku ekonomiju imaju u pravilu veée potrebe za struCnim zaposle-
nicima.
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SUMMARY: The paper looks aE a number of training and development issues in the hotel sector,
as its success depends heavily on the quality of the training and development of those who deliver its
services. In its theoretical part, the paper provides evidence of the positive impact that training and
development can have on improving the quality of customer service within a hotel environment. In its
empirical part, training and development is.sues in Croatian hotel industry were explored. The survey
revealed that hotel companies in Croatia have not yet recognized the role that training and develop-
ment play in the long-term development of their staff and business. Precisely, the survey revealed that
they invest in their employees' training and development even less than average Croatian company,
although as labor-intensive service companies from the strategically important sector for the Croatian
economy they have generally a greater need for trained employees.
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1. UVOD

U Dobu znanja organizacije moraju biti
svjesne vainosti znanja, vjeStina i sposob-
nosti svojih zaposlenika. To posebice vrijedi
za turizam i ugostiteljstvo, kao radno-inten-
zivne usiuzne industrije Ciji je „proizvod za
ljude i u svojoj isporuci ovisan o Ijudskom
faktoru" (Baum, 1993, str. 3.). Nadalje,
globalizacija, rast usluznog sektora te
potreba za konkurentnoséu, trendovi su koji
sve znaCajnijitn resursom za konkurentnost
ugostiteljstva i turizma Cine rad i menadz-
ment (Littlejohn i Watson, 2004). Sukladno
tome, razvoj Ijudskih resursa (engl. human
resource development - HRD) se smatra
kljuCnim zadatkom s kojim se susreée
svjetski turizam danas (Esichaikul i Baum,
1998). Opee je prihvaóenc da uspjesno
obrazovanje i razvoj omogucuju organi-
zacijama u turizmu i ugostiteljstvu pruzati
jedinstvenu i diferenciranu uslugu, a §to re-
zultira povecanom profitabilnoscu (Hays,
1999; Taylor i Davies, 2004). Jednostavno
reCeno, uspjeh turizma ovisi o kvaliteti ob-
razovanja i razvoja onih koji pruzaju usluge
u turizmu (WTTC, 2002).

Navedeno je razlog zbog kojeg je prob-
lematika obrazovanja i razvoja u turizmu i
ugostiteljstvu Cest predmet bavljenja znan-
stvenika. Problemi koje istrazuju su na
primjer uloga Í razliiiti aspekti obrazovanja
i razvoja u turizmu i ugostiteljstvu (Ramos,
Rey-Maquieira i Tugores, 2004; Taylor i
Davies, 2004); podruija obrazovanja i raz-
voja u turizmu i ugostiteljstvu (Gamio i
Sneed, 1992; Garavan, 1997; Baum i
Nickson, 1998); efektivnost raziiöitih me-
toda obrazovanja i razvoja u turizmu i ugo-
stiteljstvu (Paulson, Baltzer i Cole, 1990;
Perdue, Ninemeier i Woods, 2(X)2); obra-
zovanje i razvoj za potrebe razliôitih vrsta
turistièkih/ugostiteljskih poduzeca (Wilson i
sur., 1998; Barrows, 2000; Jameson, 2000);
obrazovanje i razvoj u malim i srednje
velikim turistiàkim/ugostiteljskim podu-

1. INTRODUCTION

In Knowledge economy every organiza-
tion must recognize the importance of knowl-
edge, skills and abilities of its employees.
This is especially true lor tourism/hospitality
industry, as a labor-intensive service-based
industry which "product is about people and
is dependent, for its delivery, on the human
factor" (Baum, 1993, p. 3). Furthermore,
globalization, the rise of services in econo-
mies and pressures on competitiveness are
trends that heighten the role of labor, and
management, as a key competitive resource in
hospitality and tourism industry (Litilejohn &
Watson, 2004). Consequently, human re-
source development (HRD) has been identi-
fied as the vital issue facing world tourism
today (Esichaikul & Baum, 1998). It is
widely acknowledged that effective training
and development allows organizations to
provide a unique and differentiating stan-
dard of service in tourism/hospitality indus-
try, resulting in increased profitability to
service providers (Hays, 1999; Taylor &
Davies, 2004). More simply, the success of
[ravel and tourism depends on the quality of
the training and education of the people who
deliver its serviees (WTTC, 2002).

Therefore the issue of training and de-
velopment (T&D) in tourism/hospitality in-
dustry was frequently researched by
academics. Research topics include for ex-
ample the role and different aspects of T&D
in tourism/hospitality industry (Ramos. Rey-
Maquieira & Tugores, 2004; Taylor & Da-
vies, 2004); areas of T&D in tour-
ism/hospitality industry (Gamio & Sneed,
1992; Garavan, 1997; Baum & Nickson,
1998); the effectiveness of different teach-
ing methods in tourism/hospitality industry
(Paulson, Baltzer & Cole, 1990; Perdue,
Ninemeier & Woods, 2002); T&D in differ-
ent types of tourism/hospitality facilities
(Wilson et al., 1998; Barrows. 2000;
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zeéima (Jameson, 2000.; Nolan. 2002; Av-
cikurt, 2003); ili na primjer vaènost,
dostatnost i podruCja obrazovanja i razvoja
menadzera u turizmu i ugostiteijstvu
(Wilson i sur., 1998; Avcikurt, 2003; Lit-
tlejohn i Watson. 2004).

No, iako su obrazovanje i razvoj u turi-
zmu i ugostiteljstvu aktualna podruÔja istra-
zivanja znanstvenika diljem svijeta, nedos-
talak literature i empirijskih istrazivanja na
tu temu u Hrvatskoj je oCigledan. Iz tog se
razioga ovaj rad, uz svoj teorijski dio u ko-
jem se navode argumenti u prilog pozitiv-
nog utjecaja obrazovanja i razvoja na po-
boijsanje kvalitete usluge u botelskom
okruzenju, bavi obrazovanjem i razvojem u
hrvatskom hoteiskom sektoru, kao kijuônom
dijelu turistiökog/ugostiteijskog sektora.
Takoder, na temelju rezultata provedenog
istrazivanja zakljuiit éc se i pridaju li hotel-
ska poduzeéa u Hrvatskoj veóu paznju obra-
zovanju i razvoju od prosjeCnog hrvatskog
poduzeóa. Naime. istrazivanja provedena u
Hrvatskoj 1990-tih i 2000-tih godina poka-
zuju da hrvatska poduzeóa ne ulazu dostatno
u obrazovanje i razvoj svojih zaposlenika
(Marusie, 1999; PoloSki Vokié, 2004; Po-
loSki Vokic i Frajlié, 2004; Poloski Vokié i
Grizelj, 2007), sto ne bi trebao biti siuôaj
kada je u pitanju hotelski sektor, s obzirom
da su za osiguranje kvalitete turis-
tiCke/ugostiteljske usluge obrazovanje i raz-
voj zaposlenika izrazito vazni (Ross, 1997).

Nadalje, maii broj istrazivanja obrazo-
vanja i razvoja u turizmu i ugostiteljstvu u
svijetu ukijuôuje veéi broj nezavisnih vari-
jabli. Utoliko je provedeno istrazivanje,
osini sto ukIjuCuje objektivne i subjektivne
pokazatelje obrazovanja i razvoja sto ga ta-
koder Cini specifiCnim, jedinstveno, jer pro-
blematiku obrazovanja i razvoja u hotelskoj
industriji istrazuje iz aspekta veéeg broja
karakteristika hotela.

Jameson, 2000); T&D in small and medium
sized tourism/hospitality facilities (Jameson,
2000; Nolan, 2002; Avcikurt. 2003); and the
importance, sufficiency and areas of man-
agement training in tourism/hospitality in-
dustry (Wilson et al., 1998; Aveikurt, 2003;
Littlejohn & Watson, 2004).

However, although T&D in tour-
ism/hospitality industry is a popular topic
among scientists around the world, there is
an obvious lack of literature and empirical
work concerning that issue in Croatia.
Therefore, except from its theoretical part,
which provides evidence of the positive im-
pact that training and development can have
on improving the quality of customer ser-
vice within a hotel environment, this paper
looks at a number of training and develop-
ment issues in the Croatian hotel sector, as a
predominant sector in tourism/hospitality
industry. More to it, the intention of the sur-
vey was to reveal whether training and de-
velopment in hotel sector are given greater
attention that in Croatia in general. Namely,
researches conducted in Croatia in 1990s
and 2000s found that Croatian companies do
not invest sufficiently in training and devel-
opment of their employees (MaruSió, 1999;
Poloski Vokió, 2004; Poloäki Vokié & Fra-
jlié. 2004; Poloski Vokié & Grizelj, 2007).
This, however, should not be the ease in
hotel industry, as training and development
of staff for the tourism/hospitality industry is
an important aspect of assuring service
quality (Ross, 1997).

Additionally, very little research around
the world addressed the concept of T&D in
tourism/hospitality industry integrating a
broader set of antecedent variables. There-
fore, apart from using objective and subjec-
tive T&D indicators, which is as well
distinctive, this research is unique as it ap-
proaches the issue of T&D in the hotel in-
dustry from the perspective of broader set of
hotel characteristics.
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2. VAÉNOST OBRAZOVANJA I
RAZVOJA ZA USPJEH
HOTELSKE INDUSTRUE

Po svojoj prirodi, botelska industrija je
radno-intenzivna usluina industrija (Nolan,
2002), Ciji uspjeh, kako istiCe Gabriel (1988
prema Nolan, 2002), ovisi o soeijalnim i te-
hniCkim vjestinama njenih zaposlenika, nji-
hovoj domisljatosti i mukotrpnom radu.
Dnigim rijeCima, kvaliteta usluge, kao klju-
Cne karakteristike koja razlikuje uspjeäno
hotelsko poduzeée od neuspjeânog, zahti-
jeva struCno, vje§to i dobro utrenirano oso-
blje. Zaposlenici su „kljuCan Ôimbenik zna-
ôajnog poboljSanja kvalitete u turizmu"
(Anderson i sur., 2001, str. 97.). Proiziazi da
je rast turizma u mnogim zemljama ograni-
Cen ponudom adekvatno obuCenog osobija
(Mahesh, 1993.). Prekomjerna kasnjenja u
zraCnim lukama. losa iskustva u zeijezniC-
kom i cestovnom prometu, neugodni bo-
ravci u hotelima u pravilu se pripisuju nea-
dekvatnim sustavima i objektima, iako je
zapravo osnovni problem nedostatak profe-
sionalizma pri razvoju ljudskih poteneijala
(Mahesh, 1993.).

Iz tog razioga obrazovanje i razvoj imaju
presudnu ulogu u podizanje kvalitete usluge
koju pruza hotelska industrija (Barrows.
2000; Nolan, 2002). Poboljsanja u pruianju
ustuga klijentima, kao izazov posebiee
prisutan u sektoru turizma i ugostiteljstva
(Garavan, 1997), moguéa su zahvaljujuéi
znatnim ulaganjima u aktivnosti obrazova-
nja i razvoja. StoviSe, usn>|erenost na izvrs-
nost usluge postaje dio organizacijske kul-
ture iskljuCivo zbog obrazovanja i razvoja
(Mahesh, 1993).

Aktivnosti obrazovanja i razvoja potiCu
ponasanja i stavove koji doprinose efektiv-
nosti hotelske usluge te ukazuju na potrebe
za unapredenjem onih ponaSanja koja ne
omoguéuju oslvarivanje zeljenih ciljeva ve-
zanih uz kvaiitetu usluge (Garavan, 1997).
One su vazne za zaposlenike u hotelskoj in-
dustriji zbog toga sto praznine u obrazova-

2. THE ROLE OF TRAINING AND
DEVELOPMENT IN HOTEL
INDUSTRY SUCCESS

By its very nature, the hotel industry is a
labor-intensive service industry (Nolan,
2002), depending for its success, as Gabriel
(1988 after Nolan. 2002) expressed it, on
the social and technical skills of its person-
nel, their ingenuity and hard work, their
commitment and attitude. Quality service, as
a vital characteristic distinguishing one hotel
company from another, requires skilled and
well trained service staff. Employees are
"the essential ingredient in the significant
improvement of the quality of tourism"
(Anderson et al., 2001. p. 97). Conse-
quently, in many countries, the growth of
tourism is severely limited by the lack of
adequately trained personnel (Mahesh,
1993). Inordinate delays at airports, horren-
dous experiences in rail and road transpor-
tation, unpleasant stay in hotels, are
commonly attributed to inadequate systems
and facilities when the central problem is
actually one of a lack of professionalism in
the approach to human resource develop-
ment (Mahesh, 1993).

Therefore, training plays a critical role in
raising the quality of service offered in the
hotel industry (Barrows. 2000; Nolan. 2002).
Achieving improvements in customer service,
as a challenge particularly pertinent to the
tourism and hospitality sector (Garavan, 1997),
is possible only through extensive training and
development activities. Moreover, the notion
of serviee excellence can be imbued within a
company's culture primiirily through training
and development (Mahesh, 1993).

Training and development activities rein-
force certain behaviors and attitudes which
contribute to effective hotel service while
stressing the need for improvement in behav-
iors whieh do not facilitate the attainment of
desired service quality goals (Garavan, 1997).
They are essential for employees in hotel in-
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nju i treningu zaposlenika smanjuju njihovu
efikasnost, a tako i samopouzdanje. te zbog
toga sto unapreduju njihove vjestine, znanja.
ponaáanja i komunikacije (e povecavaju nji-
hovo samopostovanje (Avcikurt. 2003).
Nadalje, one su vazne za hotelsku industriju
zbog toga Sto unapreduju izvedbu le donóse
financijske koristi,' ali i vece zadovoljstvo
klijenata te veéu konkurentnost. Kako rezi-
mira Forrest (1983. prema Avcikurt, 2003),
od obrazovanja i razvoja koristi imaju i
gosti. i zaposlenici, i menad2ment.

Pojedinaöne koristi od obrazovanja i ra-
zvoja u hotelskoj industriji, kako na razini
zaposlenika iako i na organizacijskoj razini,
pobrojane su u tablici 1."

dustry because gaps in the training of employ-
ees can cause a reduction of their efficiency as
well as self-confidence, and may improve their
skill, knowledge, behavior, their communica-
tions and self-esteem (Avcikurt, 2003). They
are essential for organizations in hotel industry
because they bring many performance and fi-
nancial benefits.' as well as greater guest satis-
faction and improved competitiveness. As
Forrest (1983 after Avcikurt, 2003) summa-
rizes, training benefits the guests, employees,
and management.

Potential individual benefits of training
and deveiopment in the hotel industry on the
employee and on the organizational level
are depicted in table I .̂

Table I. Korístí od obrazovanja i razvoja za hotelsku industriju

Razina zaposlenika

Psiholoske
koristi

Bihevioralne
konsli

Ostale koristi

kao ilii su smanjcnjc .siicsa.
veci moral (ukijuíujuci vece
samopouzdanje, samopoStova-
nje. osjeéaj samoaktualizacije i
sL), veée zadovoljstvo poslom
te veéa odanost 1 lojalnost

kao Sio su veée kompetencije
(znanje i vjeStine), manje po-
greSki, profesionalizam, uspje-
änije pruíanje usluge te veéa
efikasnost i efektivnost

kao Sto su moguénosti napre-
dovanja te veca bdga za sigur-
nost i zdravije

Organizadíska razina

Korísti za
radni u¿inak

Financijske
koristi

Ostale
korísti

kao Slo su unaprijedcni od-
nosi s klijentima. poveéanje
kvalitete i produktivnosti te
veéa efikasnost

kao 5to su smanjenje troíí-
kova 7.bog manjeg broja pog-
regki te boiji ekonomski po-
kazatelji (npr. profit)

kao §to su smanjeni apsenti-
zam i fluktuaeija, veée zado-
voljstvo gostiju, veéa konku-
rentnost i manifestacija
odanosti menadímenta zapo-
slenicima

Povtícanje obrazovanja i razvoja za 10% povezano Je s povecanjem produktivnosti od 8.6%, dok poveéanje dio-
niCarskog kapitala za 10% rezullira poveóanjem produktivnosti od samo 3.4% (Manel, 2002).
A 10 percent increase in training and development is associated with an 8.6 percenl increase in prodtictivity,
whereas a 10 percent increase in capital stock saw a produclivity increase of only 3.4 percent (Martel, 2002).

Razvijeno na temelju: Baum (1985) prema Baum i Nickson (1998.); Mullins (1998); Hays (1999); Frabotta
(2000); Davies. Tayior i Savery (2001 ); Avcikurt (2003); i Taylor i Davies (2004).

Developed using Baum (1985) after Baum and Nickson (1998); Mullins (1998); Hays (1999); Fraboita (2000);
Davies. Taylor and Savcry (2001); Avcikurt (2(K)3); and Taylor and Davies (2004).



14 Acta turistica. Vol 20 (2008). No I. pp 1-144

Table I. Benefits of training and development for the hotel industry

On the employee level

Psychological
benefits

Behavioral
benefits

Other benefits

such as reduelion of stress,
better morale (including self-
contldence, self-esteem, self-
actualization ete.), greater job
satisfaction, and greater staff
commitment and loyalty

sueh as greater abilities (know-
ledge and skills), fewer mi.s-
takes, professionalism, im-
proved delivery of service, and
greater efficiency and effec-
tiveness

such as job advancement, and
.safety and sanitation awareness

On the organizational level

Psycbological
benefits

Behavioral
benefits

Other benefits

sucb as reduction of stress,
better morale (including self-
confidence, sell-esteem. self-
actualization etc.), greater
job satisfaction, and greater
staff commitment and loy-
alty

such as greater abilities
(knowledge and skills),
fewer mistakes, profession-
alism, improved delivery of
service, and greater effi-
eieney and effeetiveness

such as job advancement,
and safety and sanitation
awareness

No, obrazovanje i razvoj se smatraju
skupim ulaganjima u zaposlenike. Zbog vi-
sokib troSkova i fluktuacije u industriji, u
turizmu/ugostiteljstvu prisutna je nesklonost
trosenja resursa na obrazovanje i razvoj za-
poslenika (Taylor i Davies, 2004). Naime, s
obzirom da je karakteristika internog trziSta
rada tog sektora visoka stopa fluktuacije,
posebice medu zaposlenicima koji su u di-
rektnom kontaktu s klijentima, ne Cini se
smislenim znaèajno ulagati u njihovo obra-
zovanje i razvoj (Baum, 1985. prema Baum
i Nickson, 1998). Podizanje razine vjestosti
zaposlenika samo ih Cini atraktivnijima dru-
gim poslodavcima i potiCe da napuste sada-
5nju organizaciju, pa tako od svakog ulaga-
nja u obrazovanje i razvoj zaposlenika
zapravo koristi ima konkurencija (Baum,
1985. prema Baum i Nickson, 1998).'

Osim zbog troskova, razlozi nedostatnib
ulaganja u obrazovanje i razvoj zaposienika
u turizmu i ugostiteljstvu su i (Boella, 1996.

However, training and development are
expensive investments in employees. Due to
its eost and the perceived high staff turnover
in the industry the reluctance to expend funds
for training and developing employees in
tourism/hospitality industry is present (Taylor
& Davies, 2(X)4). Namely, as characteristics
of the tourism and hospitality internal market
are conducive to high labor turnover, espe-
cially among those staff in customer contact
zones, and staff is going to leave anyway, it
does not make sense to invest heavily in their
training and development (Baum, 1985 after
Baum & Nickson, 1998). Giving staff en-
hanced skills will only make them more at-
tractive to other employers and encourage
them to leave, and thus any investment will
benefit the competition (Baum, 1985 after
Baum & Nickson, 1998).'

Apart from training and development
costs, there are other reasons for the laek of
employee training in the tourism/hospitality

Iz tog su razioga poslodavci skloniji viSe ptatiti iskusne zaposlenike nego ulagati u obrazovanje i razvoj zaposle-
nika (Esichaikul i Baum, 1998).
Therefore, employers are more inleresled in paying higher salaries for experienced staff than invest in training
(Esiehaikul & Baum, 1998).
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prema Wilson i sur., 1998): (1) mnogi vlas-
niei i menadzeri sami nemaju formalno ob-
razovanje pa nisu svjesni koristi od obrazo-
vanja i razvoja, (2) mnogi su poslodavci
zaokupljeni tekucim operativnim proble-
mima te zbog toga nemaju vremena plani-
rati unaprijed, (3) mnoga turistiCka/usluzna
poduzeéa nemaju dovoljno kapitala pa si ne
mogu priustiti ulaganja u obrazovanje i raz-
voj zaposlenika, te (4) mnogi smatraju da su
za osiguranje vjestih zaposlenika zaduzeni
drugi, kao na primjer fakulteti.

3. METODOLOGUA

Kako bi se istraziti obrazovanje i razvoj
u hrvatskoj hotelskoj industriji, provedeno
je anketno istrazivanje u Ijeto/jesen 2007.
godine.'' Istrazivanje je bilo izvidaCke pri-
rode, odnosno u svrhu dobivanja prvotne
slike stanja prakse obrazovanja i razvoja u
hrvatskoj hotelskoj industriji.

Instrument istra?.ivanja je bio anketni
upitnik kreiran od strane autorice koji je
sadrzavao otvorena i zatvorena pitanja te je
biü distribuirán postanskim putem. Upitnik je
odabran kao najpogodnije sredstvo priku-
pljanja podataka zbog toga Sto omogucuje
kontaktiranje hotelskih menadzera (kao
predstavnika njihovih hotela) bez obzira na
njihovu geografsku lokaciju te kao vremen-
ski i troskovno efektivna metoda. Pitanja u
upitniku bila su grupirana u dva dijeia: (1)
pitanja vezana uz stanje obrazovanja i raz-
voja u hotelu - objektivni pokazatelji obra-
zovanja i razvoja, te (2) pitanja vezana uz
pereepcije ispitanika o stanju obrazovanja i

industry, sueh as (Boella, 1996 after Wilson
et al., 1998): (1) many proprietors and man-
agers have had no formal training them-
selves and are unaware of the benefits of
training; (2) many employers are concerned
with immediate operational probiems, and
as such do not have time to plan ahead; (3)
many tourism/hospitality businesses are un-
der-capitalized and cannot afford this in-
vestment; and (4) many believe it is the
responsibility of others, such as colleges, to
provide them with trained staff.

3. METHODOLOGY

Training and development issues in
Croatian hotel industry were investigated by a
survey undertaken by the author during the
summer and autumn of 2(X)7."' The survey
was exploratory in nature, wishing to provide
an initial overview of training and deve-
lopment practices in Croatian hotel industry;^

The research instrument used was a ques-
tionnaire created by the author, containing
open and closed questions, and sent by mail.
A questionnaire was chosen as the most ap-
propriate means of obtaining information be-
cause hotel managers (as representatives of
their hotels) could be targeted no matter of
their geographic location, in a time and cost
effective method. Questions were grouped in
two sections: (1) questions concerning the
state of training and development in a hotel -
objective T&D indicators, and (2) respondents'
perceptions concerning the state of training and
deveiopment in their hotel - subjective T&D

iz tog su razioga subjektivni pokazatelji obrazovanja i razvoja pokazatelji za 2007. godinti (pereepcije menadiera ti
2(X)7. godini), dok su objektivni pokazatelji obrazovanja i razvoja za 2006. godinu (slanje praksc obrazovanja i
razvoja u hotclskim poduzc¿ima u Hrvatskoj u 2006. godini).
Therefore, siibjeelive indicators are indicators for 2007 (managers' perceptions in 2007), but objective indicators are
for 2006 (sl3tus of training and deveiopment practice in hotel companies in Croatia in 2006).
Kako su organizacije koje prulaju usluge smjeütaja ¿esio ncsklone ulagali u obrazovanje i razvoj privremeno zapo-
slenih. zbog toga alo oni upravo zbog prirode njihovog zapoSljavanJa u organizaciji ostaju kraói vremcnski period
(Davies, Taylor i Savery, 2001.), islrazivanjem suobuhvaceni iskljuCivo obrazovanje i razvoj sialnozaposlenih.
As accommodai ion organizations are oflen reluctant to invest in training on casual and part-time employees, due to
ihe perception of management that owing lo the nature of their employment type they will only be with the
company for a short period of time (Davies, Taylor & Savery, 2001), only iraining and development of full-time
employees was explored.
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razvoja u tijihovom hotelu - subjeklivni po- indicators. In addition to those questions, re-
kazatelji obrazovanja i razvoja. Uz ove dvije spondents were asked a series of questions
grupe pitanja, ispitanicima je postavljeno i concerning their hotels' characteristies (size of
viSe pitanja vezanih uz karakteristike njiho- the hotel cotupany measured by nutnber of
vih hotela (veliiina hotela mjerena brojetn employees, size of the hotel company meas-
zaposlenika, veliCina hotela mjerena brojem ^^reá by number of beds.̂  hotel category, own-
kreveta,^ kategorija hotela, vlasni§tvo hotela g ŝhip of the hotel company (type of ownership
(vrsta vlasnistva i zemlja porijekla vecinskog ^^^ majority-owner's country of origin), and
vlasnika) te zupanija u kojoj se hotel nalazi). ^̂ ^̂ t̂y where it operates).

Populaciju odnosno okvir uzorka Cinila jhe population consisted of all hotel
su sva hotelska poduzeéa u Hrvatskoj. Too- companies in Croatia.^ Precisely, question-
nije. upitnici su odaslani na ádrese 510 hotel- „aires were sent to 510 hotel companies, out
skih poduzeéa, od kojih je 48 vratilo ispunje- of ^^ich 48 returned a completed question-
ne upitnike' te stoga Cini konaCan uzorak (ka- pajrc^ and as such form the final sample
rakteristike uzorka na kojem je provedeno (characteristics of the final sample are given
istrazivanjc prikazane su u tablici 2.). jn table 2)

Pokazateiji veliSine poduzeóa koriSteni u istrazivanju bilí su broj zaposlenih i broj kreveta. iako su preina
zakonodavslvima vecine zapadnih zemaija mjere veliCine organizacije prvenstveno broj zaposlenih i godiSnji
promet, a istraîivaCi kao pokazatelje vdi£ine holelskih poduzeca naj£e£¿e koriste broj zaposlenih (vidi na prim-
jer Jameson (2000) i Nolan (2002)) i broj soba (vidi na primjer Baum (1999), Davies. Taylor i Savery (2001) i
Avcikurt <2(X)3)). Naime. hrvaiske organizacije su u pravilu nesklone iznosili podatkc o svojem fmancijskom
uspjehu. dok spremno iznose podatak o broju zaposlenih, a broj kreveta u hrvatskim hotelima je podatak dostii-
pan na intemetskoj stranici Hrvaiske luristiCke zajednice (hitp://www.croaiia.hr/English/L(>kacijc).
Measures of hotel company size used in ihe study were number of employees and number of beds, although
headcount and annual turnover are the foremost measures of company size according to the majority of western
countries government laws, and researchers most frequently as measures of hotel company size use number of
employees (see for example Jameson (20(W) and Nolan (2002)) and number of bedrooms (see for example
Baum (1999). Davies. Taylor & Savery (2001) and Avcikurl (2003)). Namely. Croatian companies are in gen-
eral reluctant to disclose their llnancial performance dala, while they willingly reveal the total number of their
employees, and the number of beds in Croatian hotels is available at ihe Croatian National Tourist Board web
database (hitp://www.croatia.hr/EnglisK/Lokaciie).

Usta hrvalskih hotelskih poduzeéa koriätena u istraíivanju je ona Hrvatske turistüke zajednice
fhttp;//www.Croatia hr/Ençlish/Lokaciie).
The list of Croatian hotel companies was obtained from the Croatian National Tourist Board web database
itittp://www,croaiia.hr/English/Lokaciie).
Kako je prvotna responzivnost bila niska. nakon Sto su identificirani hoteli koji nisu vratili popunjeni upitnik.
odaslano im je pismo podsjecanja s jos jednim primjerkom upitnika. Takoder, kako bi stopa povrata bila Sto
veca, koriätene su sljedeée tri strategije: (1) pojedinosti vezane uz hoteie navedene u koriStenoj bazi podaiaka su
telefonski provjerene. zbog toga su. iako se radi o ncdavno objavljenoj listi. mnoge bile netoCne ili zastarjele. (2)
iako vremenski zahtjevno. telefonski su pdkupljena imena osoba zaduíenih za obrazovanje i razvoj u svakom od
hotela s liste, kako bi se na taj naCin minimizirao utjecaj anonimnosti u sltiCaju kada jo upitnik adresiran na
„hotel", i (3) uz upitnike je udaslano i prateie pismo u kojem je bila objaSnjena svrha istiazivanja, navedeno da
óe hotelska poduzeóa koja ¿e sudjelovati u istraiF.ivanju dobiti primjerak konaCnog izvjeStaja o stanju obrazova-
nja i razvoja u hrvatskim hotelskim poduzeóima. te je bilo navedeno kako su podaci povjerijivi odnosno da neée
biti prikazani pojedinaCno veo agregatno za sve holele u uzorku zajedno.

As the initial response level was low. after identifying hotels that had not returned a questionnaire, follow-up
letters with additional copy of a questionnaire were sent. As well, to achieve as high a response rate as possible.
the following three strategies were adopted: ( I ) Organizational details on the database were checked out by tele-
phone, because despite being a recently published list, much of the information on the database was inaccurate
or out of date; (2) Although time consuming, for each hotel, the name of the person responsible for training and
deveiopment was obtained, because this approach had the benefit of overcoming, to a degree, the anonymity of
receiving a questionnaire in the post addressed to the "hotel": and (3) An accompanying letter explaining the
purpose of ihe research with the information thai respondents to the survey are going to be supplied with a copy
of the finished research and an assurance that the information given would be confidential was send.
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Tahlica 1

Or(ïanizacijskc varijable
Vtliíina
hoteUkog
poduzeéa

Broj zapüslcnih

Broj krcveta

Katt^gorija hotcla
(broj zvjezdica)
Vlasnistvo Vrsta vlasniStva

Zemija porijekla
vecinskog
vlasnika

Zupanija

. Proftl hoíelskih poduzeca u uzorku

Struktura (% hotelskih poduzeéa)
Maiije üd 50 zaposlenih (66.70%), 50 dü 100 zaposlcnih
(10.40%), 100 do 200 zaposlenih (14.50%), 200 do 500
zaposlcnih (4.20%), viSe od 500 zaposlcnih (4.20%)

Do 50 (25.00%), 50 do 100 (34.40%), 100 do 300 (28.10%),
300 do 500 (0.00%), vi.Çe od 500 (12.50%)

Jedna (2.80%), dvije (22.20%), tri (52.80%), eetiri (11.10%).
pet (11.10%)

Vecinski dr?.avno (12.80%), veéinski privalno hrvalsko
(70.20%). veéinski privatno slrano (17.00%)

Hrvalska (83.20%), Europa (12.60%), Sjeverna Amerika
(2.10%). Ju^na Amerika (2.10%)

Grad Zagreb (9.10%), ZagrebaCka (2.30%.), Krapinsko-
zagorska (2.30%), Vara2dinska (2.30%), Bjelovarsko-bl-
logorska (2.30%). Sisaíko-moslavaáka (4.50%). PozeîSko-
slavonska (2.30%). Osjeéko-baranjska (4.50%). Vukovarsko-
srijemska (2.30%). Liöko-senjska (2.30%). Istarska
(13.50%), Primorsko-goranska (13.60%), Zadarska (6.80%),
Sibensko-knin.ska (11.40%). Splilsko-dalmalinska (9.10%),
Dubrovaßko-neretvanska ( 11.40%)

Table 2. Profile of hotel companies in the sample

Or(;anizatiunal variables
Size of the
bntel
company

Number oí
employees

Number of beds

Hotel category
(number of stars)
Ownership Type oí

ownership

Majorily-owner's
country of origin

County

Structure (% of hotel companies)
Less than 50 employees (66.70%). 50 lo 100 employees
(10.40%). 100 to 200 employees (14.50%). 200 to 500
employees (4.20%), more than 500 employees (4 20%)

Up to 50 (25.00%). 50 to 100 (34.40%). 100 to 300
(28.10%), 300 to 500 (0.00%). more than 500 (12.50%)

One (2.80%), two (22.20%), three (52.80%), four (11.10%)
five (11.10%)

State-owned enterprises (12.80%), private Croatian-owned
enterprises (70.20%), private foreign-owned enterprises
(17.00%)

Croatia (83.20%), Europe (12.60%), North Ameriea (2.10%),
South America (2.10%)

City of Zagreb (9.10%), Zagreb County (2.30%), Krapina &
Zagorje County (2.30%), Vara2din County (2.30%), Bjelovar
& Bilogora County (2.30%). Sisak & Moslavina County
(4.50%). Poiega & Slavonia County (2.30%), Osijek &
Baranja County (4.50%). Vukovar & Srijcm County (2.3O%0,
Lika & Senj County (2.30%), Istria County (13.50%).
Primorsko-goran.ska County (13.60%). Zadar County
(6.80%). Sibenik & Knin County (11.40%), Split & Dalmatia
County (9.10%), Dubrovnik& Neretva County (11 40%)
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Iako je stopa responzivnosli relativno
niska (9.41%), broj hotelskih poduzeca u
uzorku se smatra dostatnim iz dva ra/.loga.
Prvo, ugledni istrazivaCi iz dotiCnog podruija
donóse /akIJuCke na temelju sliCno velikih
uzoraka (na primjer, Avcikurt (2003) jc u
svojem istrazivanju imao uzorak od 30 malih
i srednje-vehkih holelskih poduzeca (engl.
small iind medium-sized hotel enterprises -
SMHEs). Connolly i McGing (2006) su do-
nosiie zakljuCkc na temetju uzorka od 40
hotela, a 32 su hrvatske hotelske kompanije
sudjelovale u islrazivanju provedenom od
strane Osmanagic Bcdcnik i Lalovae (2007)).
Drugn, stope povrala poslovnih isirazivanja
na nacionalnoj razini su u Hrvatskoj
tradicionaino niske iz razioga §to veliki bioj
hrvatskih organizacija nije zainteresiran
sudjelovati u istrazivanjima koja iznose na
vidjelo njihovu losu poslovnu praksu.

Ispitaniei su bili holelski menadzeri zadu-
zeni za obrazovanje i ra/.voj koje je moguóe
svrstali u Cetiri grupe: (I) zaposleniei zadu-
zeni iskljuCivo za akiivnosti obrazovanja i ra-
zvoja, (2) zaposlenici odjela za Ijudske re-
surse zaduzeni izmedu ostalog i za aktivnosti
obrazovanja i razvoja. (3) menadzeri ljudskih
resursa te (4) generaini direktor iü menadzeri
drugih poslovnih podruôja odnosno podruôja
rada u sluíaju kada su, kao posljedica raspo-
diele posla, aktivnosti obrazovanja i razvoja
nj ihova odgovorno.st.

Prikupljeni podalei analizirani su uz po-
moc statistickog soflverskog paketa SPSS.
Uz deskriptivnu statistiku. znaíajnost veza
ispitivana je izraCunom Pearsonovih i Spe-
armanovih koellcijenala korelacije i hi-kvad-
rat testovima, ovisno o vrstama varijabli, uz
razinu znaíajnosti od 0.05 kao prihvatijivu.

4. OBRAZOVANJE I RAZVO.Ï U
HRVATSKOJ HOTELSKOJ
INDUSTRIJT

Stanje obrazovanja i razvoja u hrvatskoj
hotelskoj industriji odredivano je uz pomoé
tri grupe pokazateija: (1) objeklivni poka-

Although the response rate was low
(9.41%), the number of hotel companies in
the sample is considered sufficient because
of two reasons. Firstly, respeetable studies
in the field draw conclusions having similar
sample sizes (for example Avcikurl (2003)
had 30 small and medium-sized hotel enter-
prises (SMHEs) in his sample, Connolly and
McGing (2006) had 40 hotels in their sam-
ple, and 32 Croatian hotel companies took
part in the survey conducted by Osmanagic
Bedenik and Lalovae (2007)), Secondly, re-
sponse rates of business surveys in Croatia
on a national level arc still traditionally low
sinee a quantity of Croatian organizations is
not interested in participating in surveys
which expose their poor business practices.

Respondents were hotel managers in
charge of training and development. Pre-
cisely, they were from four different groups:
(I) employees exclusively specialized for
those activities, (2) employees from human
resource department responsible for those
activities, (3) human resource manageis, and
(4) general or managers of other busi-
ness/woiking areas in case of training and
development being their responsibility as a
eonsequence ofthe division of labor.

The collected data were analyzed using
SPSS. Except from descriptive statistics cal-
culations, significance of the Undings was
explored using Pearson and Spearman cor-
relation coefficients and chi-square tests,
depending on the various types of combina-
tion of variable that oecurred, with 0.05 be-
ing an acceptable significance level.

4. TRAINING AND
DEVELOPMENT IN
CROATIAN HOTEL
INDUSTRY

Training and development in Croatian
hotel industry was as.sessed through three
groups of indieators: (I) objective training
and development indicators, (2) subjective
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zateljl obrazovanja i razvoja, (2) subjektivni
pokazatelji obrazovanja i razvoja, te (3) od-
nosi izmedu karakterislika hotela (broj za-
poslenih, broj kreveta, kategorija hotela,
vrsta vlasnistva, zemlja porijekla vecinskog
vlasñika te z.upanija u kojoj se nalazi hotel) i
prakse obrazovanja i razvoja u hotelima.

training and development indicators, and (3)
relationships between hotel characteristics
(number of employees, number of beds, ho-
tel category, type of ownership, majority-
owner's country of origin, and county where
the hotel is located) and hotel's training and
development initiatives.

4.1. Objektivni pokazatelji
obrazovanja i razvoja u
hotelskim poduzecima u
Hrvatskoj

Tablica 3. prikazuje osam objektivnih
pokazateija obrazovanja i razvoja u hotel-
skim kompanijaina u Hrvatskoj.

4.1. Objective indicators of
Iraining and development
in hotel companies
in Croatia

As table 3 reveals, eight objective indi-
cators of training and development in hotel
companies in Croatia were gathered.

Tablica 3. Objektivni pokazatelji obrazovanja i razvoja

Fokazatelji obrazovanja i razvoja

1. Postotak hotelskih poduzeca koja imaju zaposlenika zaduienog
iskljuCivo za obrazovanje i ra/.voj

2. Postotak hoteiskih poduzeca u kojima je zaposlenik zaduzen za
obrazovanje i razvoj na strategijskoj razini

3. Postotak hotelskih poduzeóa koja svake godine postavljaju plan
obrazovanja i razvoja

4, Postotak hotelskih poduzeca koja su izjavila da ulazu u obrazovanje i
razvoj svojih zaposlenika

5. Postotak hotelskih poduzeca koja su izjavila da ulazu u obrazovanje i
ra/.voj svojih menadzera

6. Postotak hotelskih poduzeca koja su u zadnje dvije godine povecala
svoja ulaganja u obrazovanje i razvoj u odnosu na operativne troskove

7. Prosjeino postotno ulaganje godiSnjih prihoda u obrazovanje i razvoj
zaposlenika u 2006. godini

8. Postotak hotciskih poduzeca koja sustavno prate svoja ulaganja u
obrazovanje i razvoj

Vriiednost

10.6

90.3

34.0

33.3

29,2

41.5

0.99

25.0
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Table 3. Objective training and development indicators

T&D indicators

1. Percentage of hotel companies that have an employee exclusively in
charge of T&D

2. Percentage of hotel companies where an employee in charge of T&D is
on the strategic level

3. Pereentage of hotel companies that set T&D plan every year

4. Pereentage of hotel companies that reported investments in T&D of their
employees

5. Percentage of hotel companies that reported investments in T&D of their
managers

6. Percentage of hotel companies that in the last two years enlarged
spending on T&D compared to their operation costs

7. Average percent of yearly earnings invested in T&D of employees in
2006

8. Percentage of hotel companies that keep track of their T&D spending

Value

10.6

90.3

34.0

33.3

29.2

41.5

0.99

25.0

Prvo, samo 10.6% hotelskih poduzeca
koja su sudjelovala u istrazivanju ima zapo-
slenika zaduzenog iskljuj^ivo za obrazo-
vanje i razvoj. Navedeno ukazuje na oCiti
nedostatak svjesnosti o vaznosti obrazova-
nja i razvoja za organizacije u Dobu znanja,
posebice za organizaeije koje pruzaju us-
luge, a nadasve za hotelska poduzeéa. Do-
datno, u hotelskim poduzecima u uzorku u
38.7% sluCajeva primarno su za obrazova-
nje i razvoj odgovorni generaini direktori, u
19.4% sluCajeva menadzeri za ljudske re-
surse, u 19.4% sluÊajeva marketing mena-
dieri odnosno menadzeri prodaje, u 16.1%
sluCajeva ostali menadzerj (kao na primjer
zamjcnik direktora hotela ili vodJtelj reccp-
cije), te samo u 6.5% sluCajeva menadzeri
zadu?-eni iskljuCivo za obrazovanje i razvoj.
No, ovi su nalazi sukladni nalazima istrazi-
vanja provedenima u Europskoj uniji. Tako
je na primjer nalaz. Daviesa, Taylor i
Saverya (2001.) da je za obrazovanje i raz-
voj primarno zaduzen vlasnik odnosno di-
rektor hotela. a istra^ivanja CERT (2000.
prema Nolan, 2002.) da je za obrazovanje i
razvoj u najvecem broj sluCajeva (48%)
primarno odgovoran generalan direktor, a

Firstly, in only 10.6% of hotel compa-
nies that participated in the study there is an
employee exclusively in charge of training
and development. This implies an obvious
lack of the awareness of the importance of
training and development for any company
in Knowledge age, especially for a service
company, and above all for a hotel com-
pany. Furthermore, in hotel companies in
the sample in 38.7% of eases the primary re-
sponsibility for training and development
lies with the general manager, in 19.4% of
cases with human resource manager, in
19.4% of cases with marketing/sales man-
ager, in 16.1% of cases with some other pro-
fessional (such as deputy hotel manager or
reception manager), and in only 6.5% of
cases with manager responsible exelusively
for training and development. However,
these findings correspond to some EU ones
about the owner/manager appearing to be
the primary person responsible for the de-
livery of training programs (Davies. Taylor
& Savery, 2001), or the one that the primary
responsibility for training and development
lies with the general manager (48%), fol-
lowed by the human resources/personnel
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nakon njega (u 42% sluèajeva) menadzer za
ljudske resurse. Bez obzira na navedeno, za
aktivnosti obrazovanja i razvoja hotelskih
zaposlenika trebali bi biti zaduzeni struô-
njaci za obrazovanje i razvoj. Te aktivnosti
ne bi smjeic biti jedna od zadaca odnosno
dodatna zadaóa direktora hotela ili njegovih
zamjenika.

Drugo, kada se analizira postotak hotel-
skih poduzeéa u kojima je zaposlenik za-
duzen za obrazovanje i razvoj na strate-
gijskoj razini, hotelska poduzeca u
Hrvatskoj djeluju kao da su svjesna vaznosti
obrazovanja i razvoja za organizacijski us-
pjeh. Naime, strategijski pristup razvoju
ljudskih resursa je nesumljivo posljedica
toga nalaze li se sampioni za razvoj ljudskih
resursa (engl. HRD champions) na viSim
hijerarhijskim razinama (Nolan, 2002). No,
pojedinci zaduzeni za obrazovanje i razvoj
se u 90,3% hotelskih poduzeóa u uzorku
nalaze na visim hijerarhijskim razinama ne
zbog toga sto su na strategijskim pozicijama
sampioni za obrazovanje i razvoj, veo zbog
prethodno navedenc Cinjenice da su aktiv-
nosti obrazovanja i razvoja u najvecem
broju sluCajeva zaduzenje direktora hotela.
Stoviiíe, ne samo da struCnjaci za obrazova-
nje i razvoj nisu strategijski pozicionirani,
veé su, kako je prethodno navedeno, izuze-
tno rijetki u hotelskim poduzecima u Hr-
vatskoj.

Treée, samo 34% hotelskih poduzeéa u
uzorku izraüuje plan obrazovanja i raz-
voja svake godine. Drugim rijcíima, 66%-
njih nije viCno toj aktivnosti, iako se planovi
obrazovanja i razvoja u turizmu/ugostitelj-
stvu sve Cesée razvijaju (sto znaíi sve vise
smatraju vaiinima),"* íak i u malim turistiC-
kim/ugostiteljskim poduzeóima koja su ma-
nje Ibrmalna. Naime. ne samo da je postotak

manager (42%) (CERT, 2000 after Nolan,
2002). Nevertheless, responsibility for
training and development of hotel employ-
ees should be charged to training and devel-
opment experts, and should not be the side
responsibility of general manager or his as-
sistants.

Secondly, when looking at the percent-
age of hotel eompanies where an em-
ployee in charge of training and
development is on the strategic level, hotel
companies in Croatia seem to be training
and development conscious. Namely, a
strategic approach to HRD in all forms is
undoubtedly dependent upon HRD champi-
ons in senior positions (Nolan, 2002). How-
ever, the fact that in 90.3% of hotel
companies in the sample individuals respon-
sible for training and development are on
the senior/strategic position is the conse-
quence of the previously elaborated indlea-
tor of training and development activities
being primarily the responsibility of general
manager, and not of the HRD champions'
strategic positions. Furthermore, not only
that training and development experts are
not positioned strategically, but, as revealed
before, they are extremely rare in hotel
companies in Croatia.

Thirdly, only 34% of hotel eompanies in
the sample set training and development
plan every year. This implies that 66% of
them are not accustomed to that activity,
although training and development plans are
found to be increasingly present (meaning
important) in tourism/hospitality industry,^
even in small firms which arc less formal
than larger ones. Namely, not only that the
percentage of hotels in western countries
that have a formal training and development

Prema Hays (1999) i Fraholla (2000) po.stojatijc ptanova odnosno politike obrazovanja i razvoja dovodi do vccc
prolllübllnosti hotola. koja je direktna posljedica vi.Sih standarda pru2anja usiuge do kojih dolazi zbog toga Sio
su zaposlenici, zbog loga ÍSio im ulaganja u njihovo obrazovanje I razvoj ukazuju da ih hotelsko poduzeóe smatra
vaánima za svoj uspjeh. odaniji i zadovoljniji.

Improvements gained from having training and development policy can lead lo increased profilability. coming
from an improvemcnl in service standards through committed, happy siaff (Hays. 1999; Frabotta. 2(X)()).
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hotela u zapadnim zemljatna koji imaju
formalni plan obrazovanja i razvoja vcci
nego u Hrvatskoj te raste - 62% njih u
2000. godini u odnosu na 40% 1999. godine
(CERT, 2001. prema Nolan, 2002), veé,
kako iznosi Jameson (2000), samo 44% ma-
lih turistiÔkih/ugostiteljskih poduzeca nema
plan obrazovanja i razvoja (dok 17% njih
ima formalni pisani plan, a 39% neformaini
nepisani plan),

Cetvrto, samo 33,3% hotelskih podu-
zeca izjavilo je da ulaze u obrazovanje i
razvoj svojih zaposlenika. Kada se ta
brojka usporedi s 82,3%' turistiôkih/ugo-
stiteljskih poduzeóa u zapadnim zemljama
koja dodatno obrazuju i razvijaju svoje
zaposlenike (Davies, Tayior i Savery,
2001). oCigledno je da obrazovanje i razvoj
nisu visoko na listi prioriteta hotelskih
poduzeca u Hrvatskoj. To dokazuje i broj
hotelskih poduzeóa u uzorku koja su iznijela
podatke vezane uz 24 pokazateija ulaganja u
obrazovanje i tazvoj"^ (pokazateiji ukupnih
ulaganja i ulaganja po pojedinim obrazov-
nim" i hijerarhijskim razinama). Naime, u
prosjeku je vrijednosti za pojedine

plan is greater that in Croatia and raises -
62% of them in 2000, while the comparable
figure for 1999 was 40% (CERT, 2001 after
Nolan. 2002), but, according to Jameson
(2000), only 44% of small tourism and hos-
pitality firms have no training plan (17% of
them have a formal written plan, and 39%
have an informal unwritten plan).

Fourthly, only 33.3% of hotel compa-
nies reported investments in training and
development of their employees. When
compared with a total of 82.3% of tour-
ism/hospitality establishments in western
countries which responded to provide some
form of internal training for their staff (Da-
vies, Taylor & Savery, 2001), it is obvious
that training and development is not high on
priorities list of hotel companies in Croatia.
This is evident as well when looking at the
number of respondents that provided data
for 24 indieators of investments in training
and development'" (indicators of total and
investments depending on education anil
hierarchical levels). Namely, on average
only 23% of respondents revealed those

'" Pokazatelji ulaganja ii obrazovanje i razvoj koji su istrazivani bili su: (I) postotak zaposlenika koji su pohadali
programe dodalnog obrazovanja i razvoja (ukupno i po pojedinim obrazovnirn odnosno hijerarhijskim razi-
nama). (2) ukupni sati dodatnog obrazovanja i razvoja zaposietiika (ukupno i za pojedinc obrazovne odnosno
hijcraihijski: razine). i O) iroi5kovi dodatnog obrazovanja i razvoja zaposlenika (ukupno i po pojedinim obrazov-
nim odnosno hijerarhijskim razinama).

Precisely, respondenis were asked about: ( I ) the percentage of Iheir employees that attended training and devel-
opment programs (in total and by different education and hierarchical levels). (2) total hour.s of training and de-
velopment of their employees (in total and by different education and hierarchical levels), and (J) co.sts oí
additional training and development of their employees (in total and by different education and hierarchical lev-
els),

" Ulaganja u obra/.uvanje i razvoj zaposlenika s obzirom na njihovo formalno ohrazovanje istraiiena su zbog loga
ato Jc za podruCje uirizma/ugosiitcljstva dokazana povezanosi izmedu dodatnog obrazovanja i obrazovne razine:
postotak pojedinaca koji se dodatno obrazuju se povecava kako se povecava obrazovna razina (Ramos. Rey-
Maquieira i Tugores. 2004.). Smaira se da bi postotak dodaino obrazovanih zaposlenika u turizmu s obzirom na
njihovu obrazovnu razinu trebao biti (Ramos. Rey-Maquieira i Tugores. 2004,): za manje od osnovne äkole -
oko 15%. za osnovnoäkolsko obrazovanje - oko 22%, za srctinjoäkolsko obrazovanje - oko 23%, za visokoäkol-
sko obrazovanje - oko 24%. te za studij turizma - oko 26%.

The idea of assessing investments in training and development of employees depending on their education level
derived from the fact that there is a positive relationship belween training and education: the percentage of
individuals who receive training increases as Ihe ma.xinium level of completed studies increases (Ramos, Rey-
Maquieira & Tugores, 2004). It is said ihai percentage of trained workers in tourism industry by education
should be the following (Ramos, Rey-Maquieira & Tugores. 2004): lower than primary - almost 15%. primary -
around 22%. secondary school - around 23%, higher education - around 24%, and tourism studies - almost
26%.



N. Poloäki Voki¿: Vainost obrazovanja i razvoja za uspjeh hotelske industrije - sluCaj Hrvatske 23

pokazalelje obrazovanja i razvoja iznljclo
samo 23% holelskih poduzeca u uzorku. To
ukazuje da vecina hotelskih poduzeca u Hr-
valskoj ili ne prali le va/.ne pokazatelje ob-
razovanja i ra/voja ili ih nevoljko ohjeloda-
njuje (Jer bi tako iznijela na vidjelo da
nedovoljno ulazu u obrazovanje i razvoj
svojih zaposienika). Dodalno, odreden broj
ispitanika Je otvoreno priznao da su ulaga-
nja njihovih hoiela u podruCju obrazovanja i
razvoja ncdo.statna. Tako Je na primjer Jedan
ispiianik rekao da njihov „plan izgradnje
novih kapacilela i podizanja slandarda kva-
liteie zahtijeva novu poslovnu politiku koja
ce ukijuôivali i vécu vaznost obrazovanja i
razvoja zaposlenika nego sto je to danas."
Drugi Je Jednostavno postavio pitanje Je li
Ístra2ivanje obrazovanja i razvoja u hrvats-
kom luristiíkom sektoru uopce smisleno
kada znamo da se hrvatski turistiéki sektor
su.sreée s mnogobrojnim problcmima.

Peto, samo Je 29,2% holelskih poduzeca
u uzorku izjavilo da ulazu u obrazovanje i
razvoj svojih menadzera, slo je izrazito
malo u odnosu na 64% hotelskih podu/cca u
Velikoj Britaniji. 75% hotelskih poduzeca u
Europi i 66% hotelskih poduzeca u SAD-u
(Nolan, 2002). To ukazuje ne samo na ne-
dostatna ulaganja u programe razvoja me-
nadzera, veé Je suprotno uvrije/enome od-
nosno cinjenici da su u turizmu/ugostitelj-
stvu pojedinci u CiJe se obrazovanje i razvoj
najviíe ulaze oni na visim hijerarhijskim
razinama tj. oni na poslovima s vecom
odgovornosóu (Ramos, Rey-Maquieita i
Tugores. 2004). Isto potvrduje i slika !.,
koja pokazuje u obrazovanje i razvoj koJih
grupa zaposlenika hotelska poduzeéa u
Hrvatskoj pritnarno ulazu.

numbers. This implies that majority of hotel
eompanies in Croatia either do not keep
track of those important training and
development indicators or are reluctant to
make them public (because those data would
expose their insufficient investments in
training and development of their
employees). In addition, some respondents
openly admitted that their training and
development efforts arc not suffieient. One
said that their plan to "build new capacities
and raise quality standards would imply the
new bu.siness policy which would assign
greater importance to training and
development of employees than it is
assigned today." Other posed the question
whether the whole survey oí training and
development in Croatian hotel sector is
meaningful as we know that Croatian tour-
ism sector laces many problems.

Fifthly, a total of 29.2% of hotel eompa-
nies in the sample reported that they invest
in training and development of their
managers, compared with an average of
64% of UK hotels. 75% of European hotels
and 66% of US hotels (Nolan, 2002), This
indicates not only inadequate investments in
management development programs, but
opposes one of the realities of tourism in-
dustry that individuals receiving more
training are those in the upper levels of the
hierarchy, in other words, those individuals
with greater Job responsibility (Ramos, Rey-
Maquieira & Tugores, 2004). The second is
confirmed when looking at groups of em-
ployees which are primarily trained and de-
veloped (figure 1).
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Slika I. Postotak hotelskih poduzeca koja primarno ulazu u obrazovanje i razvoj
navedenih grupa zaposlenika

Figure I. Percentage of hotel companies that invest primarily in training and
development of numbered groups of employees
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Kako je vidljivo iz slike I., ir.,-"-''^'""' -u
tek treéa odnosno éetvrta grupvi pu \a/nosti
s obzirom na to u obrazovanje i razvoj kojih
grupa zaposlenika primarno ulazu hrvatska
hotelska poduzeca. Naime, hotelska podu-
zeéa u uzorku primarno ulazu u obrazovanje
i razvoj kuhara, konobara i recepcionara.

KonaCno, nedostatak obrazovanja i raz-
voja ljudskih resursa u botelskim poduze-
éima u uzorku Je najuoèljiviji kada se pro-
matraju pokazatelji ulaganja u obrazo-
vanje i razvoj. Konkretno. samo Je 41,5%
hotelskih poduzeéa u uzorku poveéalo svoja
ulaganja u obrazovanje i razvoj u odnosu na
operativne troskove u zadnje dvije godine.
Kada su upitana za postotak godi§njih
prihoda koja uta^u u obrazovanje i razvoj
svojih zaposlenika, 56,3% njih nije bilo
spremno iznijeti taj podatak (najvjcrojatnije
zbog toga sto nisu htjeli iznijeti „crno-na-
bijelo" koliko malo ulazu u svoJe ljude),

As figure 1 reveals, managers are the
third/fourth most invested in group of em-
ployees. Hotel companies in the sample in-
vest primarily in training and development
of their cooks, waiters and receptionists.

Finally, wben looking at indicators of
training and development spending, the
insufficiency of human resource develop-
ment in hotel companies in the sample is
even more evident. Specifically, only 41.5%
of hotel eompanies enlarged tbeir spending
on training and development compared to
their operation eosts in the last two years.
When asked about the percentage of yearly
earnings that they invest in training and de-
velopment of their employees, 56.3% of
them were reluctant to expose tbat figure
(probably because they did not want to put
in writing bow little they invest in their
stafO, 10.4% of them were sincere and ad-
mitted that they do not invest in training and



N. Poiofiki Vokid: Vaínost obrazovanja i razvoja za uspjeh hotelske industrije - sluCaj Hrvatske 25

10,4% njih Je bilo iskreno Í priznalo da
uopée ne ulaïe u obrazovanje i razvoj
zaposlenika, a oni koji su odgovorili na to
pitanje su u prosjeku u 2006. godini u obra-
zovanje i razvoj svojih zaposlenika ulozili
0,99% svojih godisnjih prihoda, Takoder,
samo 25% njib prati svoja ulaganja u obra-
zovanje i razvoj, sto ukazuje da veéina ho-
telskib poduzeéa iz uzorka JoS uvijek nije
svjesna da „ono ato se mjeri bude i uCi-
njeno."

Sveukupno sc moie zakIJuCiti da bi ho-
telska poduzeéa u Hrvatskoj trebala vise
ulagati u aktivnosti obrazovanja i razvoja, i
to, prema suvremenoj teoriji menadzmenta
ljudskih poteneijala u turizmu (vidi na
primjer Esichaikul i Baum (1998) i Nolan
(2002)), najmanje 1% svojih ulaganja u
IJudc odnosno iznosa koji izdvajaju za plaóe
i s njima povczanc troskove.

4.2. Subjektivni pokazatelji
obrazovanja i razvoja u
hotelskim poduzecima u
Hrvatskoj

Kvaliteta obrazovanja i razvoja u hotel-
skim poduzecima u Hrvatskoj oejenjivana je
i na temelju pcrccpcija hotelskih menadzera
koji su u ime svojih hotelskih poduzeéa po-
punjavali odnosno bili odgovorni za popu-
njavanje anketnog upitnika.

Oni su prvo bili upitani za pereepcije
uspjesnosti njihovih hotelskih poduzeéa
glede pet aktivnosti odnosno ponasanja
vezanih uz obrazovanje i razvoj. Postotci
ispitanika koji smatraju da su njihova hotel-
ska podu7xéa uspjesna u obavijanju navede-
nih aktivnosti odnosno da su u njihovim
hotelskim poduzeéima prisutna odredena
ponasanja vezana uz obrazovanje i razvoj
navedeni su u tabliel 4.

deveiopment of their staff at all, and those
who provided their answer invested on aver-
age in 2006 on employees' training and de-
velopment only 0.99% of tbeir yearly
earnings. In addition, only 25.0% of them
kept track of their training and development
spending, whieh means that the majority of
them is not aware that what gets measured
gets done.

Altogether it can be concluded that hotel
companies in Croatia should commit more
resources to training and development, at
least 1% of payroll and related expenses ac-
cording to the contemporary theory of hu-
man resource management in tourism (see
for example Esichaikul & Baum (1998), and
Nolan (2002)).

4.2. Subjective indicators of
training and development
in hotel companies
in Croatia

The quality of training and development
in hotel eompanies in Croatia was assessed
as well using perceptions of hotel managers
which were responsible for tilling the re-
search questionnaire.

Firstly they were asked whether their
hotels are proficient in five training and
development behaviors/activities, The
pereentage of respondents that perceived
that his/her hotel behaves or performs tbose
activities well is shown in table 4.



26 Acta turistic.1. Vol 20 (2008). No I, pp 1-144

Tablica 4. Subjektivni pokazateiji obrazovanja i razvoja

Pokazateiji obrazovanja i razvoja

1. Postolak ispitanika koji smatraju da je njihov hotel uspjesan ili izrazito
uspjesan u obrazovanju i razvoju zaposlenika

2. Posiotak ispitanika koji smatraju da direktor hoteia izrazito podrzava
dodatno obrazovanje i razvoj zaposlenika

3. Postotak ispitanika koji smatraju da njihov hotel dostatno ulaze u
obrazovanje i razvoj zaposlenika

4. Postotak ispitanika koji smatraju da su planovi obrazovanja i razvoja
njihovog hotela dobro definirani

5. Postotak ispitanika koji smatraju da njihov hotel adekvatno prati provode-
nje i rezultate dodatnog obrazovanja i razvoja zaposlenika

Vrijednost

25.0

31.8

31,1

38.1

36.3

Table 4. Subjective training and development indicators

,. T&D indicators

I. Percentage ol"respondents which beheve that Iheir hotels are suceessl'ul
or extremely successful in T&D of employees

2. Percentage of respondents which believe that their general managers
highly support T&D activities

3. Percentage of respondents which believe that their hotels spend sulfi-
ciently on T&D

4. Percentage of respondents which believe that their hotels' T&D plans are
well defined

5. Percentage of respondents which believe that their hotels evaluate T&D
efforts suffieiently

Value

25.0

31.8

31.1

38.1

36.3

Kao sto je navedeno u tablici 4., ispita-
nici smatraju da njihova hotelska poduzeda
nisu uspjeSna odnosno iznimno uspjesna u
obrazovanju í razvoju svojih zaposlenika
(samo je 25.0% njih iznijelo da smatra
suprotno), da direktori njihovih hotela ne
podrzavaju dovoljno aktivnosti obrazovanja
i razvoja (.samo 31,8% njih je iznijeio da
smatra suprotno), da njihova hotelska podu-
zeóa ne ulazu dovoljno u obrazovanje i raz-
voj sojih zaposlenika (samo 31,1% njih je
iznijelo da smatra suprotno), da planovi ob-
razovanja i razvoja njihovih hotelskih podu-
zeéa nisu dobro definirani (samo 38,!% njih
je iznijelo da smatra suprotno) te da njihova

As table 4 reveals, respondents perceive
that their hotels are not successful or ex-
tremely suecessful in training and develop-
ment of their employees (only 25.0% of
respondents said the opposite), that their
general managers do not highly support
training and development activities (only
31.8% of respondents said the opposite).
that their hotels do not spend sufficiently on
training and development of their staff (only
31.1% of respondents said the oppo.sile),
that their hotels' training and development
plans are not well defined (only 38.1% of
respondents said the opposite), and that their
hotels do not evaluate sufficiently training
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hotelska poduzcca nc prate adekvatno pro-
vodenjc i rezuilate dodatnog obrazovanja i
razvoja zaposlcnika (samo 36,3% njih je iz-
nijelo da smatra suprotno).

Kada su ispitanici upitani da ocijene
prethodno navedene aktivnosti/ponasanja
vczana uz obrazovanje i razvoj na skali od 1
(izrazito lose) do 5 (izvrsno), oni su bili jos
kriliCniji (vidi sllku 2.).

and development activities (only 36.3% of
respondents said the opposite).

When asked to evaluate before men-
tioned training and development behav-
iors/activities on the scale from 1 (poor) to 5
(excellent), respondents were even more
critical (figure 2).

Slika 2. Prosjeëne ocjene/percepcije za razli¿ite aspekte obrazovanja i razvoja

Figure 2. Average perceptions of different training & development aspects

Zadovoljslvo s obrazovanjeiii i razvojem zaposlcnika
with T&D of employees

Zailovoljsivo s podräkom obrazovanju i razvoju od
sirane airckiora lioiela

Saiisfacium with genera! manager's .support o

Zadovoljsivi) s ulaganjinia u obrazovanje i r;i/>
Satisfaction with T&Dspenth

Zaiiovoljstvoin s kvaliiciom plunova obrazovarja i razvoja
Salisfaclion with how well T&Dplans are defined

Ziutiwoljslvosprmx'njcm provodenjui ivzulUilaohra/ovanjai mzvtija
ioii will) T&Oevaluation

Kako pokazuje slika 2., ispitanici su
umjcrcno zadovoljni s podrskom aktivnos-
tima obrazovanja i razvoja od strane direk-
tora hotela (prosjeCna ocjena = 3,75), te su
nezadovoljni obrazovanjem i razvojem za-
poslcnika u njihovim hotelima opcenito
(prosjecna ocjena = 2,61), koiiko njihova
hotelska poduzeáa ulazu u obrazovanje i ra-
zvoj svojih zaposlcnika (prosjcina ocjena =
2,62), koliko su dobro definiiani planovi
obrazovanja i razvoja njihovih hotelskih po-
duzeéa (prosjeína ocjena = 2,60) te kako se
prati provodenjc i rezultati obrazovanja i ra-
zvoja (prosjeCna ocjena = 2,66). Iako su is-
pitanici svjcsni vaz.nosti obrazovanja i raz-
voja za uspjeh hotelskih poduzeéa (pro-
sjeCna ocjena = 4,66), §to je pozeljno jer su

As Figure 2 reveals, they are moderately
satisfied only with their general managers'
support of training and development (aver-
age grade = 3.75), whereas they are unsatis-
fied with how are employees in their hotels
trained and developed (average grade =
2.61), how much their hotels .spent on
training and development (average grade =
2.62), how well are training and develop-
ment plans in their hotels defmed (average
grade = 2.60), and how training and devel-
opment activities get evaluated (average
grade = 2.66). Although they arc aware of
the importance of training and development
for every hotel's success (average grade =
4.66), which is required as hotel manager
positive attitude and belief in staff develop-
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pozitivan stav i vjera u obrazovanje i razvoj
zaposlenika od strane hotelskih menadzera
izrazito vazni (Nolan, 2002), âetirima
aktivnostima/ponasanjima vezanima uz ob-
razovanje i razvoj dodijelili su oejene u pro-
sjeku manje od 3,00, sto ukazuje da nisu niti
umjereno zadovoljni njihovom prisutnoscu
u svojim hotelskim poduzeéima.

Drugo, ispitivane su percepcije hotel-
skih menadzera vezane uz vaznost for-
malnog obrazovanja i iskustva za radnu
uspjesnost njihovih zaposlenika. Njih
85,4% je odgovorilo da su formalno obra-
zovanje i iskustvo jednako va/ni za uspjeh u
radu. Samo 14,6% njih smatra da je iskustvo
vainije od formalne edukacije, dok niti je-
dan od ispitanika ne smatra da je formalna
edukacija vainija. OvaJ se nalaz donekie
slaze s nalazom Connolly i McGing (2006)
da diploma iz turizma/ugostiteljstva nije
(misljenje 97% ispitanika). dok iskustvo je
(misljenje 100% ispitanika) vazan zahtjcv
pri pribavljanju hotelskih zaposlenika.

Treóe, hotelski su menadzeri priupitani
za njihove percepcije vaznosti formalnog
ohrazovanja iz turizma za uspjesnost
menadzera u hotelijerstvu. 52.2% ispita-
nika smatra da je formalno obrazovanje iz
turizma vaznije od izvrsnih rezultata u stu-
diju nekog drugog podruCja, dok 47.8% njih
smatra da su vazniji izvrsni rezultati u stu-
diju nekog drugog podruéja nego da mena-
dzer ima formalno obrazovanje iz turizma.
zbog toga sto izvrsnost u studiju ukazuje na
kandidata koji je iznimno motiviran i radi-
san, a §to su bolji prediktori njegove buduce
radne uspjesnosti. Ovaj nalaz je sukiadan
situaciji u zapadnoj Europi gdje turis-
tiôka/ugostiteljska poduzeca preferiraju
kandidate koji imaju diplomu iz turi-
zma/ugostiteljstva u odnosu na kandidate
koji su zavrsili neki drugi studij (HEFCE,
2001, prema Knowles, Mcira Teixeiia i
Egan, 2003). Jedan od razloga za takav stav
je, kako istiôu Petrova i Mason (2004), to
§to .se vrijednost diplome iz turizma/ugosti-
teljstva oiituje manje kroz znanje prikup-

ment is a key feature (Nolan, 2002), on av-
erage they assigned to four training and
development behaviors/activities grades
lower than 3.00, wbich signifies that they
are not even moderately satisfied with their
presence/performance in their hotels.

Secondly, hotel managers were asked
about their perceptions of the importance
of formal education and experience for
their employees' performance. 85.4% of
them responded that formal education and
experience are equally important for the
successful performance. Only 14.6% of
them responded that experience is more im-
portant than formal education, while none of
them thinks that formal education is of a
greater importance. This finding corre-
sponds to some extent to Connolly and
McGing's (2006) finding that a degree in
tourism/hospitality is not (opinion of 97% of
respondents) and ihat experience is (opinion
of 100% of respondents) necessary recruit-
ment requirement for a hotel employee.

Thirdly, hotel managers' perceptions
ahout the importance of formal tourism
education for the success of managers in
hotel industry were assessed. 52.2% of re-
spondents think that formal tourism educa-
tion is more important than excellent
schooling results no mauer the field of
studies, while 47.8% of them think that ex-
cellent schooling results no matter the field
of studies arc more important because they
signify that a candidate is extremely moti-
vated and hard working one, which is a bet-
ter predictor of his/her future performance.
This finding corresponds with the situation
in Western Europe, where tourism/bospi-
tality industiy favors tourism/hospitality
graduates over graduates from other
disciplines (HEFCE. 2001 after Knowles,
Meira Tcixeira & Egan, 2003). One of the
reasons for such an attitude, as Pett ova and
Mason (2004) stress, is that the value of a
degree in tourism/hospitality may be less
about the knowledge gained in studying and
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Ijeno tijekom studija a vi§e kroz to Sto
potencijalnom poslodavcu dokazuje interés i
posvecenost industriji.

KonaCno, hoiclski su mcnadZcri upitani
smatraju li da je za uspjeh njihovih zaposle-
nika vaznije obrazovanje na poslu (engt.
on-thc-job training - OJT) ili obrazovanje
izvan posia (engl. off-thc-job training -
OFFJT), 82.6% ispitanika odgovorilo je da
smatra da su obije vrste obrazovanja jed-
nako vazne, a samo je 15.2% njih iznijelo
da smatra da je obrazovanje na poslu vaz-
nije. Naime, kako su aktivnosti razvoja
Ijudskih potcncijala u hotelskoj industriju
jos uvijek vecinom usmjerene na rjcSavanje
neposrcdnih radnih problema a ne na dugo-
roCan razvoj zaposlenika (Nolan, 2002),
obrazovanje na poslu se u pravilu smatra
vaznijim za hoteiske zaposlenike. Argument
za to je éinjenica da se obrazovanje na poslu
bolje uklapa u svakodnevne organizacijske
aktivnosti. minimalno smanjuje output i us-
porava rad timova, te ga je lakge usmjeriti
da zadovoljava speciflCne individualne pot-
rebe i potrebc zaposienikove radne uloge
(Curran i sur., 1997 prema Nolan, 2002).

4.3. Povezanost izmedu
karakteristika hotela i aktivnosti
obrazovanja i razvoja

Tablica 5. prikazuje za koliko su se, od
trinaest pokazatelja obrazovanja i razvoja
(osam objektivnih (vidi tablicu 3.) i pet su-
bjektivnih (vidi tablicu 4.)), karakteristike
hotela pokazale znaCajnima.

more about the evidence of interest and
commitment to the tourism/hospitality
industry that can be demonstrated to an
employer.

Finally, hotel managers were asked
whether they find on-tbe-job or off-the-job
training more important for botel em-
ployees. 82.6% of them replied that those
types of training are equally important, and
only 15.2% of them expressed that on-the-
job training is more important. Namely, as
human resouree development activity in
hotel industry is still almost exclusively di-
rected at the solution of immediate work
problems rather than the long-term devel-
opment of people (Nolan, 2002), on-thc-job
training is considered to be more important
for hotel employees in general. The ration-
ale for this is that on-the-job training can be
more easily integrated into the firm's every-
day activities, involving the minimum loss
of output or disruption of work teams, and it
can be more easily focused closely on the
worker's specific individual and work role
needs (Curran et al., 1997 after Nolan,
2002).

4.3. Relationship between hotel
characteristics and training and
development activities

Table 5 depicts for how many out of
thirteen training and development indicators
(eight objective (see table 3) and five sub-
jective (see table 4)), were hotel character-
istics significant.
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Tablica 5. Statistiéki znaâajne vete Izmeäu karakteristika hotela
i pokazatelja obrazovanja i razvoja

Karakteristika
hotela

Velifina bótela
mjerena brojem
zaposlenib

Velutina bótela
mjerena brojem
kreveta

Kategorija bótela

Vrsta vlasnistva

Zemija porijekla
veéinskog vlasnika

Zupanija

Broj i postotak
statisticki znacajnib

odnosa

4/13(30.8%)

1/13(7.7%)

6/13(46.2%)

0/13(0.0%)
1/13(7.7%)

1/13(7.7%)

Pokazatelji obrazovanja i razvoja koji su
znacajno povezani s karaktcristikom bótela

• Postüjanje zaposlenika zaduzcnog isklju-
ölvo za obrazovanje i razvoj

• Postojanje godisnjeg plana obrazovanja i
razvoja

• Postojanje ulaganja u obrazovanje i razvoj
menadzera

• Povccanjc ulaganja u obrazovanje i razvoj
u zadnje dvije godine u odnosu na opera-
tivne troskovc

• Postojanje zaposlenika zaduzenog isklju-
íivo za obrazovanje i razvoj

• Püveéanje ulaganja u obrazovanje i razvoj
u zadnje dvije godine u odnosu na opera-
tivne troskove

• Percipirana kvaliteta obrazovanja i razvoja
zaposlenika

• Percipirana podrska obrazovanju i razvoju
od strane direktora hotela

• Percipirana dostalnost ulaganja u obrazova-
nje i razvoj

• Percipirana kvaliteta planova obrazovanja i
razvoja

• Percipirana kvaliteta praéenja provodenja i
rezultata obrazovanja i razvoja

-

• Percipirana kvaliteta praccnja provodenja i
rezultata obrazovanja i razvoja

• Postotak godisnjih prihoda ulozenih u obra-
zovanje i razvoj zaposlenika u 2006. godini
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Table 5. Statistically significant relationships between hotel characteristics
and training and development indicators

Hotel
characteristic

Size of tbe botel
company measured
by tbe number of
employees

Size of tbe botel
company measured
by tbe number of
beds

Hotel category

Type of ownersbip

Majority-owner's
country of origin

County

Number and
percentage of statis-

tically significant
relation.sbips

4/13 (30.8%)

1/13(7.7%)

6/13(46.2%)

0/13(0.0%)

1/13(7.7%)

1/13(7.7%)

T&D indicators tbat were found to relate
significantly witb hotel cbaracterislic

• The existence oi an employee exclusively
in charge oí T&D

• The existence of yearly T&D plan

• The existence of investments in T&D of
managers

• The enlargement of T&D spending in the
last two years compared to the operation
costs

• The existence of an employee exclusively
in charge of T&D

• The enlargement of T&D spending in the
last two years compared to the operation
costs

• Perceived quality of T&D of employees

• Perceived support of general manager to
T&D activities

• Perceived sufficiency of T&D spending

• Perceived quality of T&D plans

• Perceived quality of T&D evaluation

-

• Perceived quality of T&D evaluation

• Percentage of yearly earnings invested in
T&D of employees in 2006

Kako pokazuje tablica 5., veliiina hotela
mjerena brojem zaposlenika i kategorija
hotela su karakteristike hotela donekle po-
vezanc s aktivnostima obrazovanja i razvoja
holclskih poduzeca u Hrvatskoj. dok veli-
Ôina hotcla mjercnja brojem krcveta, zemija
porijekla vecinskog vlasnika i zupanija u
kojoj se nalazi hotel nisu karakteristike ho-
tela znaôajno povezane s aktivnostima obra-

According to table 5, size of the hotel
measured by the number of employees and
hotel category are moderately related with
training and development activities of hotel
companies in Croatia, while size of the hotel
measured by the number of beds, majority-
owner's country of origin and county are ho-
tel characteristics not significantly related
with training and development activities of
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zovanja i razvoja hotelskih poduzeéa u Hr-
vatskoj.'" Naimc, veliiina hotela mjerena
brojem zaposlenika je karakteristika hotela
koja je znaíajno povezana s ôetiri, a katego-
rija hotela karakteristika znaCajno povezana
sa Sest pokazatelja obrazovanja i razvoja,
dok su ostale karakteristike hotela znaCajno
povezane s jednim ili £ak niti jednim anali-
ziranim pokazateljem obrazovanja i razvoja.

Konkretno, veca hotelska poduzeca mje-
reno brojem zaposlenika znaCajno CeSóe
imaju osobu zaduzenu iskljuCivo za aktiv-
nosti obrazovanja i razvoja, znaCajno Cesce
postavijaju godisnje planove obrazovanja i
razvoja, znaCajno ¿eSée ulazu u obrazovanje
i razvoj svojih menadzera te znaCajno CeSée
iz godine u godinu povecavaju svoja ulaga-
nja u obrazovanje i razvoj zaposlenika u od-
nosu na operativne troskove. Navedeno je
sukladno opcem nalazu o tome da mali ho-
teli u pravilu pruzaju minimalno dodatno
obrazovanje svojim zaposlenicima, za raz-
liku od velikih hotela koji su puno sustavniji
i obuhvatniji u dodatnom obrazovanju i raz-
voju svojih zaposienika (Taylor i Davies,
2004).

Nadalje, sto je hotelsko poduzeCe vise
kategorije, to znaCajno CeSce iz godine u
godinu poveéava svoja ulaganja u obrazo-
vanje i razvoj zaposlenika u odnosu na ope-
rativne tro§kove. Takoder, ato je vi5a kate-
gorija hotela iz kojcg dolaze ispitanici to su
oni ocijenili znaCajno boljom kvalitetu ob-
razovanja i razvoja opcenito, podráku akliv-
nostima obrazovanja i razvoja od stranc di-
rektora hotela, dostatnost ulaganja u aktiv-

hotel companies in Croatia. ' Namely, size of
the hotel company measured by the number
of employees is a hotel characteristic signifi-
cantly related with four, and hotel category is
a hotel characteristic significantly related with
six, while other hotel characteristics are found
to significantly relate with only one or none
of the thirteen training and development indi-
cators analyzed.

Precisely, bigger hotel companies in
terms of number of employees significantly
more often have an employee exclusively in
charge of training and development, signifi-
cantly more often develop yearly training
and development plans, significantly more
often invest in training and development of
their managers, and significantly more often
enlarged each year their training and devel-
opment spending compared to operation
costs. These findings correspond to the gen-
eral finding about boutique hotels tending to
give minimal training to their staff, while
larger hotels provide more comprehensive
training (Taylor & Davies, 2004).

Next, the higher the hotel category, hotel
companies in Croatia significantly more of-
ten enlarge each year their training and de-
velopment spending compared to their
operation costs. As well, perceived quality
of training and development of employees,
perceived support of general manager to
training and development activities, per-
ceived sufficiency of training and develop-
ment spending, perceived quality of training
and development plans, and perceived quality

'̂  TiimaCenja .statistiCki znaCajnih veza izmedu zadnjc navedenih karakteristika hoiela I pokazatelja obrazovanja i
razvoja su sljedcca: (1) veéi holeli s obzirom na broj kreveta znaCajno Ccïéc imaju zaposlenika zaduiencg is-
kljiiCivo za aklivnosti obrazovanja i razvoja, (2) hotelska poduzcàa u veéinski stmnom vlasniätvu ocijenjcna su
kao ona koja znaCajno boljc praie provodenje i rezullale obrazovanja i razvoja. re (3) hotelska podU7.c¿a u konli-
nentalnom dijclu Hrvatske (pogolovo u LiCko-senjskoj i Primorsko-goranskoj iupaniji) su u 2006. godini iiloiila
znaCajno manje u obrazovanje i razvoj svojih zaposlenika od priobalnih hotelska poduzeóa,

Explanalions of statistically significant relalionships between those hotel characteristics and T&D indicators are
the following: ( 1 ) bigger hotels in terms of number of beds significantly more oflen have an employee exclu-
sively in charge of training and dcvclopmeni. (2) hotel companies which are owned by foreigners are perceived
to significantly better evalúale their training and development activities, and (3) hote! companies in continental
counties (especially Lika & Senj County and Primorsko-goranska Country) invested significantly less in training
and development of their employees in 2006 than hotel companies in maritime counties.
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nosti obrazovanja i razvoja, kvalitetu
planova obrazovanja i razvoja te kvalitetu
praCenja provodenja i rezultata obrazovanja
i razvoja. Ovi nalazi u suprotnosti su s nala-
zom Ramosa, Rey-Maquieirac i Tugores
(2004) da postotak hotelskih menadzera koji
SU odgovorili negativno kada su bili pitani
Jesu !i obrazovanje i razvoj njihovih
zaposlenika dostalni raste kako raste katego-
rija hotela, no sukladni su njihovom zak-
IjuCku da SU obrazovanje i razvoj zaposle-
nika od presudne vaznosti za hoteie visoke
kvalitete.

5. DISKUSIJA I PREPORUKE

Od trinaest analiziranih pokazatelja ob-
razovanja i razvoja (tablice 3. i 4.), samo je-
dan od njih (postotak hoteiskih kompanija u
kojima je zaposlenik zaduzen za aktivnosti
obrazovanja i razvoja na strategijskoj razini)
se moze smatrati pozitivnim. Ostalih dvana-
est pokazatelja ukazuju na nedostatnost ula-
ganja u aktivnosti obrazovanja i razvoja od
strane hotclskih poduzeca u Hrvalskoj. iako
doduse veCa hotclska poduzeca mjeieno
broj zaposlenih i ona veCe kategorije poka-
zuju donekle veéu brigu za znanja i vjestine
svujih zaposlenika."

Sveukupno, istra^ivanje je pokazalo da
ht>tclska poduzeca u Hrvatskoj u obrazova-
nje i razvoj svojih zaposlenika ula^u Cak i
manje nego prosjeCna hrvatska organiza-
cija, iako kao usluz.ne nrganizacije imaju u
pravilu veéc potrebe za struCnim zaposleni-
eima. Imajuci u vidu kako je turizam strate-
gij.ski prioritet Hrvatske, oCekivalo se da ob-
razovanje i ra/.voj u hrvatskoj hotelskoj
induslriji imaju veéi prioritet nego 5to je to
oCito sluCaj ü praksi.

of training and developmeni evaluation are
significantly higher in hotel companies with
more stars. These findings oppose Ramos,
Rcy-Maquieira and Tugores (2004) finding
that the percentage of hotel managers who
answered negatively when asked whether
their employee training and education were
sufficient increases as we move to higher
quality hotels, but support their conclusion
Ihat training plays a crucial role in high-
quality tourism hotels.

5. DISCUSSION AND
RECOMMENDATIONS

Out of thirteen training and development
indicators analyzed (tables 3 and 4), only
one of them (percentage of hotel companies
in which the employee in charge of training
and development is on the strategic level) is
considered positive. Other twelve indicate
insufficiency of training and development
activities in hotel companies in Croatia, al-
though bigger hotel companies in terms of
number of employees and those of higher
category exhibit slightly bigger concern for
their employees' knowledge and skills.''

Altogether, the survey revealed that ho-
tel companies in Croatia invest in training
and development of iheir employees even
less than average Croatian company,'"* al-
though as service companies they have gen-
erally a greater need for trained employees.
In the face of tourism being the strategic
priority of Croatia one would expect train-
ing and development of employees to have
been given high priority within the Croatian
hotel industry. In reality, however, the op-
posite appears to be the ca.se.

Stojci logiCnojerimajui viäeresursai veóe potrebe za kvaliietnim zapostenieima.
This is logical as they have bolh more resources and greater needs for quality employees.

Rezultati ovog islrazivanja iisporedeni su s rezultatitna istrizivanja obrazovanja i razvoja ii Hrvatskoj opóenito
(Maruiic. 1999: Poío.ski Vokic. 2004; Poloäki Vokic i Frajlic, 2004; Poloäki Vokic i Grizelj. 2007).
The results ol this study were compared with results of studies that addressed training and development issues in
Croaiia as a whole (Mai-uSió, 1999; Poloäki Vokié, 2004; Poloäki Vokié & Frajiic. 2004; Poloäki Vokiö Se
Grizeij, 2CX)7).
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Tablica 6. Preportike partnerima odgovoruima za obrazovanje i razvoj

Partneri Preporuke

Poslodavci Trebaju izdignuti ohrazovanjc i razvoj zaposlenika na slrategijskii razinu.

Trebaju viSe ulagati u obrazovanje i razvoj svojih zaposlenika.
Trcbaiu povccati broj dodatno obrazovanih zaposlenika.
Trebaju obrazovati i razvijati sve grupe zaposlenika.
Nc smiju gledati na obrazovanje i razvoj kao na jednokratne aktivnosti koje
imaju /adatak obuCiti zaposlene za cijeli zivot, vec trebaju na njih gledati kao
na kontinuirane procese.
Kako bi bilo etektivno, ohrazovanje se mora temeljiti na anali/.i potreba, biti
usmjereno na uôenike, pruíeno od .stianc struönih uCitelja. korisliti prikladnc
mctode te biti podrzano od stranc cjelokupnc organizacijc.

Drzavna
tijela

Odgovorna su preuzcli ulogu podrske kako bi osigurala dii se osim osnovnog
obrazovanja u tiirizmu. pokrecu. podrzavaju i puticu aklivnosli dodatnog
obrazovanja i razvoja.
Trebaju uvesti shemu obrazovanja koja zahtijeva od svili poslodavaca du
ulazu u obrazovanje i razvoj svojih zaposlenika (najÈeSée je to 1% od iznosa
koji se trosi na place zaposlenika i s njim:i povezane tro.ikove)
Trebaju osigurati tbndovc za obrazovanje i razvoj zaposlenika u lurizmu. Pri
tome prioritci ircbaju imati mala i srednje vclika poduzeca kojima ncdostajc
novea i motivacije za akiivnosti obrazovanja i razvoja.
Trebaju osigurati kredite s niskim kamatnim stopama za troSkove obrazo-
vanja i razvoja poduzeca koja ulazu u obrazovanjc i riizvoj svojih zapos-
lenika.
Trehaju osigurati porezne olakäice ili Izuzeée od poreza za poduzeéa koja
ulazu u übrazovanje i razvoj svojih zaposlenika.
Trebaju davati stipendije za programe obrazovanja i razvoja.
Trebaju osnivati obrazovne instilucije za obrazovanje u turizmu.
Trehaju osmisljavati i organizirati obrazovne tcöajcvc i seminare iz podmCja
turizma.

Obrazovne
institucije

Trebaju pruiati vise programa edukacije u turizmu na svim obrazovnim
razinama.
Trehaju sc vi.se konzultirati s privatnim sektorom vezano uz curriculum i
metodc obrazovanja tc zajedno s privatnim sektorom razvijati programe
razvoja.
Trebaju traziti od privrede povratnc intormacijc o kvaliteti programa i/.
podniÈja lurizma.
Trebale bi razmislili o jazvijanju posebnih metoda obrazovanja (kao 5to si
na primjer ucenje na daljinu ili virtuaino uöenje) za potrebe zaposlenika u
turizmu. koje bi ill. s ohzirom da oni itnaju posebne zahtjeve vezano uz nacii
i raspored odvijanja nastavc. potakle da se ukljuCe u programe obrazovanja
razvoja^

Zaposlenici Trebaju biti svjesni vaz.nosti cjelozivotnog obrazovanja za struínoüt u poslu.
Ne bi trebali izbjegavati pohadati programe obrazovanja i razvoja. Naprotiv
trebaju poticati poslodavcc da im pruze nove mngucnosti za uCenje.
Trebali bj iskoristiii svaku priliku za ucenje.
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Iz tog razloga, potreba za vecim ulaga-
njima u znanje i vjestine zaposlenika,
trebala bi biti stalna preokupacija hotelskih
poduzeca u Hrvatskoj, posebice stoga sto su
obrazovanje i razvoj zaposlenika kljuCni za
pruzanjc u.sluge visoke kvalitete u hotelskoj
industriji. Stovise, obrazovanje i razvoj ho-
telskih zaposlenika su posebice vazni za
Hrvatsku ukoliko ona zeli prijeci s masov-
nog na turizam visoke kvalitete.

Proizlazi da bi u Hrvatskoj trebalo poti-
cati sve potencijalne sudionike u obrazova-
nju i razvoju u turizmu (poslodavce, dr-
zavna tijela. obrazovne inslitucije í same
zaposlenike) da podrz.avaju i sudjeluju u ob-
razovanju i razvoju turistiékih djelatnika. U
tablici 6. navedeno je sto bi svaki od .,par-
tncra" trebao raditi,

Zakljuino je potrebno naglasiti da je po-
dizanje kvalitete obrazovanja i razvoja di-
rektno povezano sa zahtjevima koji sc pos-
tavijaju pred turizam a koji su posljedica sve
vece zahtijevnost klijenata (Anderson i sur.,
2ÜÜI).

6. ZAKLJUCAK

Gotovo svako hotelsko poduzece tvrdi
da je usmjereno na Ijude Í da vjeruje u obra-
zovanje i razvoj Ijudskih potencijala, no u
praksi znaéajno manji broj njih slijedi te
tvrdnje te mnoge poslodavce u hotelskoj
induslriji joi uvijek treba uvjeravati u koristi
koje proizlaze iz obrazovanja i razvoja za-
poslenika (Nolan, 2002). Isto vrijedi i za
hotelska poduzeéa u Hrvatskoj. Naime, is-
trazivanje jc pokazalo da hotelska poduzeca
u Hrvatskoj jos uvijek ne prepoznaju vaz-
nost obrazovanja i razvoja za dugoroCan ra-
zvoj njihovih zaposlenika te kroz to i samog
poslovanja.

Therefore, the need for further invest-
ment in employees' knowledge and skills,
should be a major ongoing issue for all ho-
tels in Croatia, especially as training is es-
.sential to the provision of a high-quality
service within the hotel industry. Moreover,
training and development of hotel industry
employees is especially important if Croatia
intends to shift from mass-tourism to (he
high-quality tourism.

Consequently, ihc involvement and sup-
port of all partners in tourism training and
development (employers, government bod-
ies, educational institutions, and employees)
should be encouraged in Croatia. Table 6
numbers what each partner should do, '

In conclusion, it must be stressed that the
improvement of the quality of training and
development is directly related to the de-
mands being placed on tourism because of
the increased sophistication of the audience
(Anderson et al.. 2001).

6. CONCLUSION

Almost every hotel firm claims to be
people-oriented and to believe in human re-
source development, however, in practice, a
much smaller number follow through on
these claims, and many employers in the
hotel industry still have to be convinced of
the benefits to be derived from training and
development of employees (Nolan. 2002).
The same is true for Croatia. Namely, this
study revealed that hotel companies in
Croatia have not yet recognized the role that
training and development play in the long-
term development of their stafI and busi-
ness.

" Razvijcno na tcmelju: Baum (1993); Wilson i Worland (1993); Esichaikul i Baum (1998); Davidson i de Marco
(1999); Ban-ow.s (2000); i Obadid. PoloSki Vokic i SinCic (2005).
Developed using Bauin (1993); Wilstin and Worland (1993); Esichaikul and Baum (1998); Davidson and de
Maren (1999); Barrows (2000); and Obadié, Poloäki Volci¿ and Sinoió (2005).



N. Poloäki Vokic: Vaínost obrazovanja i raïvoja za iispjch hotelskc induslrije - sliiöaj Hrvatske

Iz tog je razloga prvi korak koji nioraju
napraviti hotelska poduzeca u Hrvat-skoj po-
stavljanje obrazovanja i razvoja zaposlenika
na strategijsku razinu. iako ce to za mnoga
od njih biti radikalna promjena. Ona moraju
prepoznati da je uspjeh bilo kojeg hotelskog
poduzeéa danas uvjetovan zaposijavanjem
visoko.struCnih zaposlenika koji su u stanju
udovoljiti mnogim i raznolikim potrebama
hotelskih gostiju te stoga pitanje obrazova-
nja i razvoja ne smije biti rijetka, povre-
mena i ad hoc aktivnost, vec strategijska,
dobro unaprijed isplanirana i stalna pojava,

Consequently, the issue of raising train-
ing and development of employees to a
strategic planning level is the first step hotel
companies in Croatia should undertake.
That would be a radical change for most of
them. They should recognize that success of
any hotel nowadays is contingent on having
highly knowledgeable and skilled employees
to accommodate the many and various needs
of hotel guests, and that thorefoie the issue
of training and development should not be a
rare, sporadic or ad hoc activity, but a
strategic, well planned and permanent one.
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