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1. UVOD

Produktivnost rada predstavlja klju¢ni
pokazatelj uspjeSnosti poslovanja buduci da
o razini produktivnosti rada ovise troSko-
vi proizvodnje, a oni odreduju razinu eko-
nomicnosti i profitabilnosti. Produktivnost
rada se istice medu ostalim ekonomskim po-
kazateljima i po tome $to je znaCajan pokaza-
telj dinamike razvoja i gospodarske razvije-
nosti, a o njoj ovisi razina materijalnoga
bogatstva zemlje i zadovoljenje materijalnih
potreba pojedinca-gradana. IstraZivanje poj-
ma produktivnosti rada, utjecajnih faktora
i mjera za povecanje produktivnosti rada je
nuzno i korisno jer pridonosi povecanju go-
spodarske uspje$nosti te materijalnoga boga-
tstva i blagostanja drustva u cjelini.

U ovom je radu naglasak stavljen na pro-
duktivnost rada hotelijerstva u Hrvatskoj. U
skladu s tim rad ima za cilj izvrSiti dugoro¢nu
analizu produktivnosti rada u toj djelatnosti u
Hrvatskoj, analizirajuci pri tome vrijednosti
naturalnog i vrijednosnog pokazatelja pro-
duktivnosti rada. Dugorocna je analiza natu-
ralnog pokazatelja produktivnosti (prosjecan
broj nocenja po zaposlenom) izvrSena za
razdoblje od 1975. do 2010. godine na temelju
veli¢ina koje se kontinuirano prate statisticki.
Analiza takoder ukljuCuje vrijednosne poka-
zatelje produktivnosti (ukupni prihodi/po-
slovni prihodi/neto dobit po zaposlenom) za
razdoblje 2007. — 2010. godine na razini sku-
pine I 5510 “Hoteli i slican smjestaj” i njiho-
vu usporedbu s pokazateljima produktivnosti
rada na razini cjelokupnog gospodarstva.

Kako je produktivnost rada uvjetovana
utjecajem niza eksternih i internih faktora,
rad ima za svrhu ukazati na ove specificne
faktore, kao i mjere kojima je moguce utje-
cati na povecanje produktivnosti rada u hote-
lijerstvu u Hrvatskoj.

IstraZzivanja pokazuju da primjena su-
stava upravljanja kvalitetom sukladno
zahtjevima medunarodnog standarda ISO
9001:2008 moZze imati pozitivhe utjecaje

1. INTRODUCTION

Labour productivity is a basic indicator
of business performance. The importance of
this indicator is seen in the fact that produc-
tion costs, which determine business efficien-
cy and profitability, depend upon the level of
labour productivity. Labour productivity also
stands out among other economic indicators
because it is an indicator of the pace of devel-
opment and the level of economic develop-
ment, upon which the material wealth of a
country and its people depend. Accordingly,
researching labour productivity, influential
factors and measures for augmenting pro-
ductivity is essential and useful as it helps
towards increasing the performance of the
economy, as well as society as a whole.

In this paper, the research subject is labour
productivity of the Croatian hotel industry.
Accordingly, this paper aims to carry out a
long-term analysis of labour productivity in
the Croatian hotel industry by analysing the
levels of pecuniary and non-pecuniary indica-
tors of labour productivity. A long-term analy-
sis of a non-pecuniary indicator of productiv-
ity (number of overnights per employee) was
carried out for the period 1975-2010 based on
data that were constantly monitored statisti-
cally. This analysis also includes pecuniary
indicators of productivity (total revenue/busi-
ness revenue/profit per employee) for the peri-
0d 2007-2010 at the group I 5510 level (Hotels
and Similar Accommodation) and their com-
parison with the labour productivity indica-
tors at the level of the overall economy.

Since the number of external and internal
factors influence labour productivity, this pa-
per aims to underline these specific factors,
as well as measures that can be taken to in-
fluence the increase of labour productivity in
the Croatian hotel industry.

Research demonstrates that the application
of a quality management system according to
the requirements of the international standard
ISO 9001:2008 can have a positive influence
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na interne faktore produktivnosti, a time i
na produktivnost. Koriste¢i se uzorkom ve-
likih i srednjih hotelskih poduzeca koja su
sudjelovala u empirijskom istrazivanju o ra-
zini primjene sustava kvalitete u hrvatskom
hotelijerstvu, u ovom ¢e se radu istraZziti
ostvaruju li certificirana hotelska poduzeca
bolje rezultate s aspekta produktivnosti
rada u odnosu na necertificirana hotelska
poduzeca.

2. PRODUKTIVNOST RADA U
HOTELIJERTVU

Produktivnost kao znaCajan pokazatel]
ekonomske uspjesnosti u Sirem se smislu
definira kao odnos izvrSene proizvodnje (ou-
tput) i utroSenih resursa (input), dok u uzem
smislu produktivnost ili neto produktivnost
podrazumijeva samo efikasnost rada i defi-
nira se kao: “odnos izmedu koli¢ine proizve-
denih dobara ili usluga i radnog vremena
utroSenog za njihovo provodenje, odnosno
koli¢ine radne snage koja je uz normalno na-
prezanje sudjelovala u toj proizvodnji” (Su-
najko, 2010:754). Produktivnost rada se moze
promatrati s aspekta: proizvodaca - radnika,
poduzeca, grane, djelatnosti i cjelokupnoga
gospodarstva zemlje.

U trziSnim se uvjetima poslovanja pri-
likom definiranja produktivnosti namece po-
treba za ukljucivanjem uz kvantitetu inputa
i outputa i kvalitete kao vazne komponente.
Sukladno tome pojam produktivnosti rada
proizlazi iz odnosa kvantitete 1 kvalitete
proizvoda i usluga i kvantitete i kvalitete
utroSenog rada.

Koli¢ina i kvaliteta u¢inka danas su jed-
nako vazne komponente za mjerenje i ocjen;ji-
vanje produktivnosti rada. Iz toga slijedi da
je povecanje produktivnosti rada ostvareno
onda kada je povecana koli¢ina uCinka, i to
odredene (standardne) kvalitete, uz manji
ili isti utro$ak rada. Ako je kvaliteta ucinka
smanjena (ne odgovara odredenoj kvaliteti),
a poveCana je koli¢ina ucinka, ne moze se
govoriti o povecanju produktivnosti rada jer

on the internal factors of labour productivity
and, in turn, on increasing productivity. Using
a sample of large and mid-sized hotel enter-
prises that participated in empirical research
concerning the implementation of quality sys-
tems in the Croatian hotel industry, this paper
explores whether hotel enterprises that possess
the ISO 9001 certificate achieve better results
with respect to labour productivity than those
enterprises that do not possess the certificate.

2. LABOUR PRODUCTIVITY IN
THE HOTEL INDUSTRY

In a broader sense, productivity as a sig-
nificant indicator of economic performance
can be defined as the ratio of finished produc-
tion (output) to expended resources (input);
in a narrower sense, productivity or net pro-
ductivity implies only labour efficiency and
can be defined as: “the ratio of the amount of
goods or services produced to the hours of la-
bour needed for their production, namely, the
amount of labour, expended at a normal exer-
tion rate, that participated in that production”
(Sunajko, 2010:754). Labour productivity can
be viewed from the manufacturer — worker
perspective, as well as from perspective of an
enterprise, a branch of industry, and a coun-
try’s economy as a whole.

When doing business in market condi-
tions, it becomes necessary to include the
quality, as well as the quantity, of inputs and
outputs when defining productivity. Accord-
ingly, labour productivity is derived from
the ratio of the quantity and quality of goods
and services to the quantity and quality of
expended labour.

The quantity and quality of the effects are
equally important components when measur-
ing and evaluating labour productivity. This
brings us to the conclusion that an increase
in labour productivity is achieved when the
quantity of effects is increased, while retain-
ing a certain (standard) quality, using less, or
the same amount of, expended labour. How-
ever, if the quality of the effects decreases
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je trziSna vrijednost proizvodnje smanjena
(ostvareno je poveCanje efikasnosti, ali ne i
efektivnosti proizvodnje).

Sto se tice drugog elementa produktivno-
stirada, a to je sam Zivi rad uloZen u proizvo-
dnju, tezi se njegovu smanjenju uz koristenje
bolje tehnike i tehnologije. Rad treba stalno
olakS$avati i smanjivati, ali uz rast standarda
radnika i povecanje kvalitete Zivota i slobo-
dnoga vremena. Rad treba ostati potrebom,
ali i postati zadovoljstvom. Dakle, napomena
“uz normalno naprezanje” znaci uz najmanju
koliCinu Zivoga rada proizvesti vise i bolje, a
to se postize ulaganjem u kadrove.

Produktivnost rada ima svoj naturalni
(fizicki) i1 financijski (vrijednosni) izraz. Za
hotelijerstvo i turizam moguce je koristiti
sljedece veliCine ucinaka: ostvareni broj no-
Cenja, broj turistickih dolazaka, prihod od
ugostiteljskih usluga, devizni prihod, dobit.
Utroseni je rad moguce iskazati: satima rada,
brojem zaposlenih, brojem uvjetno kvalifici-
ranih radnika (broj radnika ponderiran s koe-
ficijentom kvalifikacije), standardnim brojem
potrebnih radnika, isplacenim iznosom placa i
osobnih primanja i dr. Kod mjerenja i ocjenji-
vanja produktivnost rada na razini hotela
mogu se koristiti sljedeci pokazatelji:

- globalni pokazatelji produktivnosti rada
na razini hotela,

- parcijalni pokazatelji produktivnosti na
razini hotelskih odjeljenja,

- pokazatelji produktivnosti rada za poje-
dino ugostiteljsko zanimanje.

S obzirom na to da razina produktivnosti
rada ovisi i o drugim elementima proizvo-
dnje, kao Sto su: oprema, tehnologija, kapital,
tj. angazirana fiksna i teku¢a imovina, nuzno
je pri ocjenjivanju ostvarene razine produkti-
vnosti rada koristiti kao dopunske i pokaza-
telje poslovne snage i tehnicke opremljenosti
rada.

Produktivnost rada u hotelijerstvu je eko-
nomski znacajna, jer je turizam jedna od stra-
tegijskih podrucja razvoja hrvatskog gospo-
darstva. Specifi¢nosti turizma i hotelijerstva

(does not correspond to a certain quality) but
the quantity of the effects increases, this can-
not be seen as an increase in labour produc-
tivity because the market value of the product
itself has decreased (the efficiency of produc-
tion has increased, but not the effectiveness).

With regard to the second element of la-
bour productivity, which is live labour in-
vested in the production process, the aim is
to decrease the need for live labour by using
more advanced technologies. Efforts should
be made to facilitate and reduce labour, while
increasing workers’ standards and augmenting
quality of life and leisure time. Labour should
remain a necessity but should also become a
source of satisfaction. Hence, the annotation
“normal rate of exertion” refers to producing
more and better products by using the least
possible amount of live labour needed. This is
achieved by investing in personnel.

Labour productivity can be expressed
in non-pecuniary (physical) and pecuniary
(value) terms. In hospitality and tourism, the
following outputs can be used: the number
of overnights realised, the number of tour-
ist arrivals, revenues, foreign exchange earn-
ings, and profit. Labour expended may be
expressed as hours of labour, number of em-
ployees, number of conditionally qualified
workers (the qualification-coefficient weight-
ed number of workers), the standard number
of workers required, the amount of salaries
and personal income paid, etc. At the hotel
level, the following indicators can be used to
measure and evaluate labour productivity:

- global indicators of labour productivity at
the hotel level,

- partial indicators of productivity at the
level of hotel departments,

- indicators of labour productivity for indi-
vidual professions in hospitality.

Considering that the level of labour pro-
ductivity also depends upon other elements
of production, such as equipment, technol-
ogy, and capital, i. e., fixed and current assets
employed, when evaluating achieved levels
of labour productivity it is necessary to use
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kao okosnice razvoja turizma, zahtijevaju i
odreduju specifi¢an pristup istrazivanju pro-
duktivnosti rada. Ugostiteljski i turisticki
kadrovi su nositelji turistickog proizvoda i
ucinka, a njihova produktivnost uvjetovana
je utjecajem Citavog niza vanjskih i internih
faktora.

Od eksternih faktora to su: druStveno
politicki sustav, stupanj demokracije, stu-
panj razvijenosti ukupnoga gospodarstva,
struktura gospodarstva, dinamika tj. stopa
rasta drusStvenog proizvoda, stanje i razvoj
infrastrukture, prometa i veza, stanje ostalih
usluznih djelatnosti (trgovina i dr.), demo-
grafska politika, gospodarska politika, radno
zakonodavstvo, ekologija, kulturna razina
zemlje, konkurencija i lokalno okruZenje,
znacenje i1 imidZ turizma i hotelijerstva (tra-
dicija i druStveni status), sustav obrazovanja
kadrova i ostali faktori okruZenja.

Interni faktori koji utje¢u na produktiv-
nost rada su: vlasniStvo, postivanje svjetskih
hotelskih standarda rada, kvaliteta proizvo-
da i usluga (TQM), suvremena organizacija
1 planiranje rada, standardni hotelski sustav
pracenja rezultata rada, ulaganje u suvreme-
nu opremu i tehnologiju, meduljudski odnosi,
permanentno obrazovanje menadzera i hotel-
skog osoblja, interni propisi i pravila o radu
i nagradivanju, place i ostala primanja, mo-
tivacija i vjeStina kadrova, sustav primanja
i selekcije novih kadrova, planiranje promi-
canja (karijere) najboljih kadrova, kvalifika-
cijska struktura zaposlenih, menadZerski
stil upravljanja i komuniciranja, kvaliteta
asortimana hotelskih usluga, uvjeti rada,
koeficijent fluktuacije, zadovoljstvo gostiju,
marketindke aktivnosti, informacijski sustav
kadrova, poslovna etika, moral i kultura te
ostali interni faktori.

Od mnogobrojnih nabrojanih faktora po-
trebno je posebno istaknuti faktore koji su
usko vezani za rad i zaposlenike i na taj naCin
predstavljaju kljucne faktore produktivnosti
rada. Ovi se klju¢ni faktori odnose na place
i beneficije, motivaciju, obrazovanje i tre-
ning, uvjete rada, standarde rada, planiranje

supplementary indicators, such as indicators
of business strength and the level of quality
of technical facilities.

Labour productivity in the hotel industry
is important in economic terms because tour-
ism is one of Croatia’s strategic branches of
economic development. The specific features
of tourism and the hotel industry call for, and
determine, a specific approach towards the re-
search of labour productivity. The hospitality
and tourism staffs are providers of the tour-
ism products and services. Their productiv-
ity is conditioned by the influence of a great
number of external and internal factors.

External factors include the socio-political
system; the level of democracy; the level of the
development of the entire economy; the struc-
ture of the economy; the growth rate of the
domestic product; the state and development
of infrastructure, transportation and commu-
nications; the state of other service industries
(trade, etc.); demographic policies; economic
policies; labour legislation; ecology; the cul-
tural level of the country; the competition and
the local environment; the importance and im-
age of tourism and hospitality (tradition and
social status); the system for educating person-
nel, as well as other environmental factors.

Internal factors that affect labour pro-
ductivity are ownership, adherence to world
labour standards for the hotel industry, prod-
uct and service quality (TQM), the modern
organizing and planning of labour, standard
hotel systems for monitoring performance,
investment in modern equipment and tech-
nology, interpersonal relations, permanent
training for managers and hotel staff, inter-
nal regulations and rules concerning labour
and remuneration, salaries and other income,
staff motivation and skills, staff recruitment
and selection procedures, career development
planning for the best employees, employee
qualification patterns, leadership styles, the
quality of the range of hotel services, work-
ing conditions, labour turnover coefficient,
guest satisfaction, marketing activities, staff
information systems, business ethics, morale
and culture, and others.
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1 organizaciju rada, moral i kulturu (Avelini
Holjevac, 2007: 171)

Pored identificiranja faktora koji utjecu
na produktivnost rada potrebno je procijeniti
i u kojoj mjeri ti faktori utje¢u na produk-
tivnost. U tablici 1 rangirani su faktori koji
prema misljenju hotelskih menadZzera utjecu
na produktivnost rada hotelskog poduzeca.
Navedene su faktore menadZeri rangirali
prema jaCini utjecaja na produktivnost, pri
¢emu su koristene sljedeCe ocjene: 0-nema
utjecaja, 1-mali utjecaj, 2-umjereni utjecaj,
3-znatajan utjecaj.

Of the many factors listed above, several
can be singled out that are closely linked to
employees and represent key factors of labour
productivity. These key factors include salaries
and benefits, motivation, education and train-
ing, working conditions, working standards,
planning and organizing labour, and morale
and culture (Avelini Holjevac, 2007:171).

In addition to identifying the factors that
affect labour productivity, it is also necessary
to evaluate the extent to which these factors
impact on productivity. Table 1 ranks the fac-
tors that hotel managers see as having an influ-
ence on the productivity of a hotel enterprise.
The managers ranked the factors according to
the extent of impact on productivity, using the
following scores: 0—none, 1-minor, 2—modera-
te, 3—major.

Tablica 1: Prosjecna ocjena utjecaja faktora produktivnosti
prema misljenju hotelskih menadZera

Table 1: Average influences of factors on hotel productivity according to managers

Faktor / Factor Prosje¢na ocjena
|/ Average rating
Kvaliteta proizvoda i usluga / Quality of service and product 2.91
Percepcija i zadovoljstvo kupca / Customer perception and satisfaction 2.91
Zadovoljstvo i moral zaposlenika / Staff morale and satisfaction 2.71
Oprema hotela / Hotel facilities 2.62
Ekonomski uvjeti / Economic climate 2.51
Fiksni troSkovi / Property overheads 2.36
Trening i kvalifikacije zaposlenih / Staff training and qualifications 2.29
OglaSavanje i promocija / Advertising and promotion 221
Zaposljavanje i odabir kadrova / Staff recruitment and selection 2.17
Place i beneficije / Staff pay, bonuses and incentives 2.12
Trening menadzmenta / Management training 2.11
Konkurencija / Competition 2.00
Predvidanja / Forecasting 1.92
Lokalni dogadaji / Local events 1.83
Nove tehnologije / New technology 1.57
Vrijeme / Weather 1.50

Izvor: Sasse, M, Harwood-Richardson, S., Utjecajni faktori produktivnosti u Johns, N. (Ur.), (1995),
Upravljanje produktivnoscu u hotelijerstvu i turizmu, Cassell, London, New York, str.155.

Source: Sasse, M & Harwood-Richardson, S., Influencing hotel productivity, in Johns, N. (Ed.), (1995),
Productivity management in hospitality and tourism, Cassell, London, New York, pp. 155/
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Prema miSljenju menadZera najveci utje-
caj na produktivnost imaju kvaliteta uslu-
ga/proizvoda i s njim povezano zadovolj-
stvo gosta. Ovakvi rezultati pokazuju da je
i kvaliteta uz kvantitetu kljucna za produk-
tivnost. Sljede¢i po vaznosti faktor od utje-
caja na produktivnost je moral i zadovoljstvo
zaposlenika. To pokazuje da su menadzeri
prepoznali vaznost visoko motiviranih za-
poslenika u kreiranju viSe razine produkti-
vnosti. Visoko su ocijenjeni i oprema hotela
kao faktor na koji hotel moze imati utjecaja
i ekonomski uvjeti kao eksterni faktor gdje
hotelski menadZeri imaju malu mogucnost
utjecaja. Visoko su rangirani i fiksni troskovi.
Razlog se moze traziti u Cinjenici Sto nizi
stupanj iskoriStenja kapaciteta vodi i do nize
produktivnosti, budu¢i da hotel treba pokri-
ti fiksne troSkove bez obzira je li otvoren ili
ne. Uz moral i zadovoljstvo zaposlenika, vi-
soko su rangirani i ostali faktori vezani uz
zaposlenike kao Sto su trening zaposlenih i
njihove kvalifikacije, zaposljavanje i odabir
kadrova i place i beneficije.

Isto je tako vaZzno za svaki utjecajni fak-
tor na produktivnost utvrditi na¢in pracenja,
mjerenja i ocjenjivanja. Tako je, na primjer,
potrebno formirati i koristiti pokazatelje
kojima Ce se osigurati informacije o zado-
voljstvu zaposlenih kao utjecajnog faktora
na produktivnost rada, a to su: pokazatelji
fluktuacije i promjene (obrtaja) zaposlenih,
pokazatelji odsutnosti s posla, pokazatelji
motivacije, pokazatelji uvjeta rada (sigurnost
i zdravlje), pokazatelji obrazovanja i napre-
dovanja (trening, teCajevi, usavrSavanje, ka-
rijera), pokazatelji nagradivanja rada (place i
druga primanja), i dr.

Da bi se postigla optimalna produkti-
vnost rada potrebno je propisati standarde
rada jer su oni mjerilo kvalitete 1 kvantitete
rada, tj. propisuju osnovne elemente rada:
koli¢inu, kvalitetu, vrijeme i troskove. Stan-
dardi su rada, kao jedan od internih fakto-
ra produktivnosti, u uskoj vezi s poslovnim
uspjehom hotela jer odreduju obujam i kvali-
tetu ostvarenih hotelskih proizvoda i usluga
(a time i ukupnog prihoda), a troSkovi rada

According to the opinion of managers,
service/product quality, together with guest
satisfaction, exert the greatest influence on
productivity. These results demonstrate that
quality, in addition to quantity, is also vital for
productivity. The next most important factor
influencing productivity is employee morale
and satisfaction. This indicates that manag-
ers recognize the value of well-motivated
employees in generating higher levels of pro-
ductivity. Hotel facilities, a factor over which
a hotel has influence, received a high score, as
did economic climate, an external factor over
which hotel managers can exert very little in-
fluence. Property overheads were also highly
ranked. The reason for this can be found in
the fact that the lower the occupancy rates, the
lower a hotel’s productivity, because the hotel
is obliged to cover its fixed costs regardless
of whether or not guests are present. In addi-
tion to employee morale and satisfaction, oth-
er factors linked to employees, such as staff
training and qualifications, staff recruitment
and selection, and pay bonuses and incentives,
were also highly ranked.

Equally important is establishing a meth-
od for monitoring, measuring and evaluating
the effect of each factor on productivity. For
example, it is necessary to create and apply
indicators that will provide information con-
cerning employee satisfaction as a factor in-
fluencing productivity. These indicators refer
to the labour turnover, absenteeism, motiva-
tion, working conditions (safety and health),
education and promotion (training, courses,
specialisation, career), remuneration (sala-
ries and other income), etc.

To achieve optimal labour productivity,
working standards need to be prescribed, be-
cause they are measurements of work quality
and quantity; they prescribe the basic ele-
ments of labour: quantity, quality, time and
cost. Working standards, one of the internal
factors of productivity, are closely linked to
a hotel’s business performance because they
determine the quantity and quality of hotel
products and services (and thus, total rev-
enue), while the costs of labour have consid-
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znatno utjeCu na ukupnu razinu troSkova
hotela. Troskovi rada Cine znacajnu stavku
u ukupnim troSkovima poslovanja hotela
(cca 30%), pa je s aspekta potrebe svodenja
troSkova na potrebne troskove i eliminiranja
svih nepotrebnih troSkova vrlo vazno stalno
uskladivati stvaran obujam poslovanja hote-
la sa stvarno potrebnim brojem radnika tj.
postivati standarde troSkova rada. To znaCi
da svakodnevno treba znati broj radnika po-
trebnih za ostvarenje dnevnoga zadatka te da
treba planirati potreban broj radnika prema
planiranom tjednom ili mjese¢nom obujmu
poslovanja. Na taj se na¢in racionaliziraju, tj.
snizuju varijabilni troskovi rada na optimal-
nu razinu.

Mjerenje, ocjenjivanje i nagradivanje
rada zaposlenika mora biti povezano s ostva-
renim u¢inkom rada — koli¢inom i kvalitetom
izvrSenih poslova (za administrativne poslo-
ve) odnosno koli¢inom i kvalitetom ucinka
(za proizvodno-usluzno osoblje). Sustav na-
gradivanja mora stimulirati rad, poticati
nagradivanje, isticati najbolje i destimulirati
loSe radnike. Pravilno i poSteno nagradivanje
rada znatno utjeCe na povecanje produk-
tivnosti rada. Ocjenjivanje i nagradivanje
rada je zadatak menadZera, a radnik mora
biti upoznat s kriterijima i sudjelovati kod
odredivanja kriterija, ali i ocjenjivanja vla-
stitog rada. Rezultati istraZivanja, koje je
provedeno na uzorku od 31 velikog i sre-
dnje velikog hrvatskog hotelskog poduzeca,
pokazuje da vecina hotelskih poduzeca kao
oblik nagradivanja koristi napredovanje
(84%) 1 financijske stimulacije (77%), dok
nesto vise od polovice hotelskih poduzeca
(55%) nagraduje svoje zaposlenike putem
javnih priznanja. U manjoj se mjeri Kkori-
ste placeni odmori (26%) te ostali oblici
nagradivanja kao §to su cijelozivotno u€enje
i trening (16%) (Avelini Holjevac, Crnjar i
Vrtodusi¢ Hrgovi¢ u Buckley i Jakovljevic,
2013:183).

Ulaganje u obrazovanje i trening klju¢no
je da bi zaposlenici unaprijedili svoja znanja
i vjestine koja su im neophodna kako bi mo-

erable influence on the overall level of hotel
costs. Labour costs constitute a significant
item in a hotel’s total operating costs (about
30 %) and, from the aspect of cutting costs
down to optimal costs and eliminating all
unnecessary ones, it is very important to
constantly match the actual volume of hotel
operations to the number of workers actually
needed. In other words, labour costs stand-
ards must be adhered to. This means know-
ing, on a day-to-day basis, the number of
employees needed to carry out daily tasks,
as well as planning the required number of
employees based on the planned weekly or
monthly volume of operations. This is about
rationalising, that is, bringing the variable
costs of labour down to the optimal level.

Measuring, evaluating and rewarding the
work of employees must be linked to the real-
ized effects of labour — the quantity and qual-
ity of tasks carried out (in administrative jobs),
and the quantity and quality of performance
(by production and service staff). A reward
system should serve to stimulate work, fa-
cilitate remuneration, call attention to the best
workers and discourage poor workers. Fair
and honest reward systems can be a consider-
able help in augmenting labour productivity.
Although the task of evaluating and reward-
ing work falls to the manager, workers need
to be knowledgeable of the criteria involved
and should take part in both determining these
criteria and evaluating their own performance.
The results of research conducted on a sample
of 31 large and mid-sized hotel enterprises in-
dicate that the reward systems of the majority
of hotel enterprises include promotions (84 %)
and financial rewards (77 %), while more than
half of the hotel enterprises (55 %) reward their
employees through public recognition. Paid
vacations as a form of reward are less frequent
(26 %), as are other forms of reward, such as
lifelong learning and training (16 %) (Avelini
Holjevac, Crnjar and Vrtodus$i¢ Hrgovi¢ in
Buckley and Jakovljevi¢, 2013:183).

Investment in education and training is

vital in enabling employees to improve their
knowledge and skills that are essential in
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¢gli rjeSavati probleme, poboljsati procese i
u konacnici zadovoljstvo gosta. Medutim,
ovaj faktor produktivnosti i njegov znacaj
jos uvijek nisu prepoznati u hotelijerstvu u
Hrvatskoj bududi da rezultati istraZzivanja
provedeni na uzorku 48 hotelskih poduzeca
pokazuju da oni u obrazovanje i razvoj svojih
zaposlenika ulazu manje od prosjecnog hr-
vatskog poduzeca (Poloski Voki¢, 2008:9).

3. PRODUKTIVNOST I SUSTAVI
KVALITETE

Vezu izmedu produktivnosti i kvalite-
te najbolje ilustrira nacelo i cilj upravljanja
potpunom kvalitetom (TQM), a to je raditi
prave stvari ili raditi efektivno (doing the ri-
ght things) i raditi stvari na pravi nacin ili
raditi efikasno (doing the things right). To
znaci proizvoditi ono §to kupac Zzeli, trazi i
ocekuje, i to uz $to vecu produktivnost rada.
«Usmjerenost ka kvaliteti vodi do povecanja
produktivnosti“ (Hope, 2007:114). Povecanje
produktivnosti rada ne smije ugroziti kva-
litetu proizvoda i usluga jer se kr$i nacelo
efektivnosti i efikasnosti. Kupac ne smije
biti oSteCen smanjenjem kvalitete nastale
smanjenjem broja zaposlenika i uStedom na
troSkovima rada. Ovu je vezu potvrdilo i
istrazivanje ASQC/Gallup koje je pokazalo
da preko 80% menadZera prepoznaje poziti-
vnu vezu izmedu kvalitete i produktivnosti
(Butterfield, 1987:41).

I Deming ukazuje na vezu izmedu kva-
litete i produktivnosti. Prema Demingu, s
poboljSanjem kvalitete moguce je povecati
produktivnost, §to za rezultat ima velu
konkurentnost poduzeca (Kruger, 2001:17).
Niska razina kvalitete dovodi do visokih
troskova Sto za posljedicu ima gubitak
konkurentske pozicije na trziStu. On to
objasnjava na sljede¢i nacin: «poboljSanje
kvalitete utje¢e na smanjenje gubitaka iska-
zano satima rada zaposlenika i strojeva Cime
se osiguravaju dobri proizvodi i visa razina
usluga. Ovdje se zapravo radi o lancanoj
reakciji Ciji su rezultat niZi troSkovi, bolja

helping them to resolve problems, improve
processes and, ultimately, ensure guest sat-
isfaction. The importance of this factor of
productivity, however, has not been fully rec-
ognized in the Croatian hotel industry, as the
results of a study conducted on a sample of 48
hotel enterprises indicate that hotel enterpris-
es invest less in the training and development
of their employees than the average Croatian
enterprise does (Poloski Voki¢, 2008:9).

3. PRODUCTIVITY AND QUALITY
SYSTEMS

The connection between productivity and
quality is best illustrated by the principle and
aim of Total Quality Management (TQM):
doing the right things or working effectively,
and doing things right or working efficiently.
This means producing, with the greatest la-
bour productivity possible, the things that
customers want, need and expect. “However,
it is the drive for quality that leads to im-
provement in productivity” (Hope, 2007:114).
An increase in labour productivity must not
jeopardize product/service quality, as this
would violate the principle of effectiveness
and efficiency. Customers should not have to
suffer a decline in quality as a result of a de-
crease in employee numbers and savings on
labour costs. This connection was also con-
firmed by an ASQC/Gallup survey showing
that over 80 per cent of business leaders rec-
ognize the positive correlation between qual-
ity and productivity (Butterfield, 1987:41).

Deming points to the quality-productiv-
ity connection as well, arguing that by im-
proving quality it is possible to increase pro-
ductivity, resulting in the greater competitive
ability of enterprises (Kruiger, 2001:17). He
sees low quality levels as leading to high
costs and, consequently, to the loss of a com-
petitive position on the market. He explains
this as follows: “Improvement of quality
transfers waste of man-hours and of machine
time into the manufacture of good product
and better service. The result is a chain re-
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konkurentska pozicija, zadovoljni zaposle-
nici i otvaranje novih radnih mjesta» (De-
ming, 2000:2).

Kao jedan od okvira za uvodenje sustava
upravljanja kvalitetom hotelska poduzeca
mogu koristiti standard ISO 9001:2008
(Sustavi upravljanja kvalitetom — Zahtje-
vi). Njegovom bi se pravilnom primje-
nom trebale prepoznati i ispuniti potrebe i
ocekivanja kupaca i drugih zainteresiranih
strana te posti¢i konkurentska prednost.
Pored toga bi primjena sustava kvalitete
trebala osigurati postizanje, odrzavanje i
poboljsanje sveukupnih rezultata poslo-
vanja i sposobnosti poduzeca. Isto tako bi se
implementacijom sustava trebalo doprinijeti
uspjes$nijem upravljanju s dobiti, troSkovima
i rizicima $to dalje moZe utjecati i na: (ISO
9004, 2000:5):

- privrzenost kupaca,
- daljnje poslove i preporuke,

- operativne rezultate kao $to su prihod i
udio na trziStu,

- prilagodene i brze odgovore na trziSne
mogucénosti,

- troSkove i trajanje ciklusa s pomocu
uspjesne i djelotvorne uporabe resursa,

- ustrojavanje procesa koji Ce najbolje
postici Zeljene rezultate,

- konkurentsku prednost poboljSanim or-
ganizacijskim sposobnostima,

- razumijevanje i motivaciju zaposlenika
prema ciljevima organizacije te sudjelo-
vanju u neprekidnome poboljSavanju,

- povjerenje zainteresiranih strana u
ucinkovitost i uspje$nost organizacije §to
se pokazuje financijskim i druStvenim
koristima koje proizlaze iz sposobnosti
organizacije, Zivotnog vijeka proizvoda i
ugleda,

- sposobnost stvaranja vrijednosti za
organizaciju i njezine dobavljace opti-
malizacijom troSkova i resursa te prila-
godljivos¢u i brzinom odgovaranja na
promjene na trzisStu.

action — lower costs, better competitive po-
sition, happier people on the job, jobs, and
more jobs” (Deming, 2000: 2).

ISO 9001:2008 (Quality Management
Systems-Requirements) can be used as a
framework for introducing quality manage-
ment systems in hotel enterprises. When
properly applied, it should make it possible to
successfully and efficiently identify and fulfil
the needs and expectations of customers and
other stakeholders, as well as gain a competi-
tive advantage. In addition, the application of
a quality management system should also en-
sure that the overall business performance and
capabilities of an enterprise can be achieved,
maintained and improved. Implementing the
system should facilitate the efficient manage-
ment of profits, costs and risks, which could
further impact on (ISO 9004, 2000:5):

- customer loyalty,
- repeat business and referral,

- operational results such as revenue and
market share,

- flexible and fast response to market op-
portunities,

- cost and cycle times through effective
and efficient use of resources,

- alignment of processes which will best
achieve desired results,

- competitive advantage through improved
organizational capabilities,

- understanding and motivation of peo-
ple towards the organization’s goals and
objectives, as well as participation in con-
tinual improvement,

- confidence of interested parties in the
effectiveness and efficiency of the orga-
nization, as demonstrated by the finan-
cial and social benefits from the organi-
zation’s performance, product life cycle,
and reputation,

- ability to create value for both the organi-
zation and its suppliers by optimization of
costs and resources as well as flexibility
and speed of joint response to changing
markets.



Ivana Avelini Holjevac, A.-M. Vrtodusi¢ Hrgovi¢: Dugoro¢na analiza produktivnosti rada... 49

Iz navedenog proizlazi da standard
moze pozitivno utjecati na zaposlenike i
njihovu motivaciju kao jednog od klju¢nih
internih faktora produktivnosti rada. Prida-
vanje vaznosti zaposlenicima potvrdeno je i
zahtjevom 6.2. standarda ISO 9001 ,,Ljudski
resursi“ prema kojem «osoblje koje obavlja
poslove koji utje¢u na kvalitetu proizvoda
mora biti osposobljeno/kompetentno na te-
melju odgovarajuceg $kolovanja, izobrazbe,
vjestina i iskustva» (ISO 9001:2008:6).

RazliCita su istrazivanja potvrdila ove
prednosti koje se obi¢no dijele na interne
i eksterne. U ovom c¢e dijelu naglasak biti
na internim prednostima. Tako je jedno
istrazivanje provedeno u Grckoj pokazalo
da menadZeri od internih prednosti navode:
bolju internu organizaciju, vecu svijest zapo-
slenika o kvaliteti, bolju dokumentiranost su-
stava, bolju internu komunikaciju te sistemski
pristup treningu osoblja. Istrazivanje prove-
deno u Svedskoj pokazalo je da je najvaznija
interna prednost koja se postize implementa-
cijom sustava poboljSanje internih procedura
(¢ak 72% od ukupno 268 kompanija), nakon
Cega slijedi poboljSanje kvalitete (67%) (Po-
ksinska, 2002). I istrazivanje koje je prove-
deno na uzorku 749 poduzeca iz razliCitih
djelatnosti u Spanjolskoj pokazalo je da je
implementacija sustava kvalitete prema ISO
9000 osigurala odredene prednosti kao Sto
su, poboljSanje kvalitete proizvoda i usluga,
bolje koristenje vremena i drugih resursa,
veca motiviranost zaposlenika i dobro rad-
no okruzenje (Escanciano, 2001). Rezultati
istrazivanja provedenog na uzorku velikih i
srednjih hrvatskih hotelskih poduzeca po-
kazuju da su kod certificiranih poduzeca
prepoznate prednosti koje im sustav kvalite-
te osigurava, a odnosi se na zaposlenike. To
potvrduje visok stupanj slaganja ispitanika
da su s uvodenjem ovog standarda ostvareni
veca predanost, motivacija i zadovoljstvo za-
poslenika (Vrtodus$i¢ Hrgovi¢, 2012:4).

Zaposlenike treba poticati da rade kvali-
tetno. To je moguce jedino ako im se postave
jasni ciljevi (Sto trebaju raditi i $to postici),

It follows from the above that ISO 9001
can have a positive effect on employees and
employee motivation, a key internal factor of
labour productivity. Attaching importance to
employees is also confirmed in the require-
ment of ISO 9001 6.2. “Human Resources”
stating that “personnel performing work af-
fecting product quality shall be competent on
the basis of appropriate education, training,
skills and experience” (ISO 9001:2008:6).

Various studies have confirmed these ad-
vantages, which are usually classified as in-
ternal and external. This section focuses on
internal advantages. The internal advantages
reported by managers in a study carried out
in Greece include improved internal organi-
zation, greater quality awareness of employ-
ees, better documentation, enhanced internal
communication, and a system’s approach to
staff training. Research conducted in Swe-
den indicates that the most important inter-
nal advantage gained by implementing the
system is the improvement of internal pro-
cedures (72% of 268 companies), followed
by quality improvement (67%) (Poksinska,
2002). Another survey involving a sample
of 749 enterprises from a variety of indus-
tries in Spain shows that the implementation
of a ISO 9000-based quality system ensured
certain benefits such as improved product/
service quality, better use of time and other
resources, greater employee motivation, and
a good working environment (Escanciano,
2001). The results of a survey carried out
on a sample of Croatian large and mid-sized
hotel enterprises indicate that certified enter-
prises have recognized the employee-related
benefits that a quality management system
can ensure. This is confirmed by the high
level of agreement among respondents that
the introduction of this standard has brought
about greater employee commitment, moti-
vation and employee satisfaction (Vrtodusi¢
Hrgovic, 2012:4).

People need to be motivated to do qual-
ity work. The only way to do this is to set
clear objectives (telling them what they need
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definiraju procesi (na koji nacin Ce raditi) i
osiguraju povratne informacije o njihovim
rezultatima (koliko je dobro ili loSe neSto
ucinjeno) te osigura kontinuirano ucenje.
Sudjelovanje zaposlenika podrazumijeva
njihovo ukljucivanje, ali i odgovornost za
pronalazenje mogucnosti  kontinuiranog
unaprjedivanja i to na individualnoj i timskoj
osnovi. Stoga je potrebno zaposlenike ovla-
stiti da mogu donositi odluke i inicirati akcije
za unapredivanje unutar njihova djelokruga
rada (Skoko, 2000:111).

IstraZivanje koje je provedeno u Hrvatskoj
na uzorku 31 velikog i srednjeg hotelskog
poduzeca pokazalo je da svega 58% od anke-
tiranih hotelskih poduzec¢a daje ovlasti svojim
zaposlenicima. UkljuCivanje zaposlenih pred-
stavlja jedan od vaznih nematerijalnih poticaja
za rad pa bi u skladu s tim hotelska poduzeca
trebala vise poticati ovu aktivnost. Zaposleni-
ci na taj nacin preuzimaju odgovornost za svoj
posao, a §to se vise osjecaju uklju¢enima, to
¢e i njihova Zelja da ostvare §to bolje rezul-
tate rada biti veta. U sustavu upravljanja
potpunom kvalitetom zaposlenici moraju
dobivati viSe ovlasti za poslove koje izvode i
koje oni najbolje poznaju. Na taj nacin mogu
lak3e realizirati promjene koje ¢e dovesti do
poboljsanja. Davanje ovlasti ne umanjuje ulo-
gu menadzmenta, ve¢ omogucuje zaposleni-
cima da daju svoj doprinos u postizanju vise
razine kvalitete (Avelini Holjevac, et al. u
Buckley i Jakovljevi¢, 2013:183).

4. MJERENJE I OCJENJIVANJE
PRODUKTIVNOSTI RADA
HOTELIJERSTVA U
HRVATSKOJ

U ovom se dijelu rada provodi analiza
produktivnosti rada hotelijerstva u Hrva-
tskoj i to s naturalnog i vrijednosnog aspek-
ta. Naturalni se pokazatelj produktivnosti
(prosjecan broj nocenja po zaposlenom) prati
za razdoblje od 1974. do 2010. godine na te-
melju veli¢ina koje se kontinuirano statisticki
prate.

to do and what they need to achieve), define
processes (telling them how to do a job),
provide feedback (telling them how well or
how poorly they have done a job), and ensure
continuous learning. Employee participation
refers not only to their involvement in, but
also to their responsibility for, finding ways
of continuous improvement on both an indi-
vidual and team basis. Accordingly, employ-
ees need to be empowered to make decisions
and initiate action for improvements within
their sphere of activity. (Skoko, 2000:111) A
survey conducted on a sample of Croatian
large and mid-sized hotel enterprises shows
that only in 58 per cent of the enterprises
surveyed are employees empowered. Seeing
how employee involvement is one of a major
intangible work incentives, hotel enterprises
should seek to encourage this activity to a
greater extent. In this way, employees take
responsibility for their work, and the more
involved they feel, the greater their wish to
perform better. In TQM, employees need to
be empowered for the jobs they perform and
for the jobs they know best. This makes it
easier for them to bring about changes that,
in turn, will result in improvements. Em-
ployee empowerment does not lessen the role
of managers. Instead, it enables employees to
make their contribution towards achieving
higher levels of quality (Avelini Holjevac,
Crnjar and Vrtodusi¢ Hrgovi¢ in Buckley
and Jakovljevic¢, 2013:183).

4. MEASURING AND
EVALUATING LABOUR
PRODUCTIVITY IN THE
CROATIAN HOTEL INDUSTRY

This section of the paper analyses labour
productivity in the Croatian hotel industry
from a non-pecuniary and pecuniary per-
spective. The non-pecuniary indicator of
productivity (average number of overnights
per employee) is observed for the period
1974-2010 based on data that statistics con-
stantly monitor.
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Tablica 2: Prosjecan broj nocenja po zaposlenom (1974.-2010.)

Table 2: Average number of overnights per employee (1974-2010)

Godina | Broj nocenja Stupanj Zaposleni Prosjecan broj Bazni indeks
/Year | u hotelima (u iskoriStenja | u hotelima nocenja po nocenja po
000) / Number | kapaciteta, % / Hotel zaposlenom / Average | zaposlenom

of overnights in | / Occupancy | employees | number of overnights | | Fixed base

hotels in ‘000 rate, % per employee index

1974. 13,373 37.3 22,137 604.1 100
1975. 14,350 39.2 24,135 594.6 08
1976. 14,280 38.2 24,651 579.3 96
1977. 14,989 38.3 25,151 596.0 99
1978. 17,436 43.2 25,572 681.8 113
1979. 17,948 44.0 26,709 672.0 111
1980. 17,521 424 27,127 645.9 107
1981. 18,194 43.2 28,125 646.9 107
1982. 17,773 41.1 29,201 608.6 101
1983. 17,764 40.0 29,696 598.2 99
1984. 19,486 43.1 31,608 616.5 102
1985. 20,975 45.0 34,308 611.4 101
1986. 21,219 43.0 36,097 587.8 97
1987. 21,986 43.0 36,611 600.5 99
1988. 21,768 41.7 37,498 580.5 96
1989. 21,552 41.2 38,021 566.8 04
1990. 20,716 39.7 34,406 602.1 100
1991. 5,904 13.1 22,205 265.9 44
1992. 4,983 10.2 12,091 412.1 68
1993. 5,729 11.5 13,468 4254 70
1994. 8,433 16.9 17,178 490.9 81
1995. 5,587 11.1 14,669 380.9 63
1996. 8,551 17.3 17,198 497.2 82
1997. 11,247 22.8 20,956 536.7 89
1998. 11,388 229 21,457 530.7 38
1999. 9,605 20.4 18,304 524.8 87
2000. 13,164 28.5 20,054 656.4 109
2001. 12,735 33.1 20,904 609.2 101
2002. 13,130 34.6 18,187 721.9 120
2003. 13,217 332 17,863 739.9 123
2004. 13,745 33.0 18,673 736.1 122
2005. 14,964 354 19,277 776.3 129
2006. 14,765 35.7 20.681 713.9 118
2007. 15.224 36.0 20.722 734.7 122
2008. 15,220 354 21,758 699.5 116
2009. 14.318 324 21.257 673.6 111
2010. 15,045 335 21,733 692.3 115

Izvor: Statisticki ljetopis Republike Hrvatske (1974-2010), DrZavni zavod za statistiku, Zagreb, (obradeni podaci)

Source: Statistical Yearbooks of the Republic of Croatia, (1974-2010), Central Bureau of Statistics, Zagreb,

(processed data)
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Bazni indeksi kretanja broja nocenja po
zaposlenom ukazuju na dugoro¢nu stagnaci-
ju produktivnosti rada u razdoblju do 2000.
godine, uz iznimke u pojedinim godina-
ma (1978., 1979.,1980.,1981.), dok je u rat-
nim godinama zabiljezen veliki pad (1991.,
1992.,1993.,1995.). Ovakve vrijednosti poka-
zatelja produktivnosti rada ukazuju na nisku
efikasnost i racionalnost rada u promatranom
periodu. Ovaj je negativni trend popracen i s
niskim stupnjem iskoristenja kapaciteta zbog
dominantnog udjela hotela sa sezonskim po-
slovanjem u strukturi hotelijerstva u Hrva-
tskoj. U razdoblju od 2000. do 2010. godine
produktivnost raste i to kao rezultat porasta
broja noCenja i smanjenja broja zaposlenih
(Graf 1).

The base indexes of the number of over-
nights per employee indicate long-term stag-
nation in labour productivity in the period up
to 2000, with the exception of certain years
(1978, 1979, 1980, 1981), while a large drop is
evident in war-time years (1991, 1992, 1993,
1995). The values of this indicator indicate
low labour efficiency in the observed period.
This downward trend is matched with low
occupancies rates given the prevailing share
of hotels with seasonal operations in the
structure of the Croatian hotel industry. The
period 2000-2010 registered an increase in
productivity as a result of an increase in the
number of overnights and a decrease in the
number of employees (Graph 1).

Graf 1: Bazni indeks — broj nocenja i broj zaposlenih (1974-2010)

Graph 1: Fixed base index — number of overnights and employees (1974-2010)
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Produktivnost se moze mjeriti i ocjenji-
vati i vrijednosnim pokazateljima produkti-
vnosti koji ukljuuju ukupan prihod po za-
posleniku, poslovni prihod po zaposleniku
i dobit po zaposleniku. U nastavku se daje
pregled ovih pokazatelja i to na razini go-
spodarstva Republike Hrvatske i na razini
skupine I 5510 ,,Hoteli i slican smjestaj*. Uz
pokazatelje produktivnosti analizira se i po-
kazatelj imovina po zaposleniku kojeg prati
FINA (Financijska agencija), a koji ne ulazi
u pokazatelje uspjesnosti ve¢ u pokazatelje
uvjeta privredivanja.

Productivity can also be measured and
evaluated using pecuniary indicators, includ-
ing total revenue per employee, operating
revenue per employee and profit per employ-
ee. The following section provides an over-
view of these indicators at the level of the na-
tional economy and at the level of the group I
5510 “Hotels and Similar Accommodation”.
In addition to productivity indicators, the as-
sets-per-employee indicator is also analysed.
It is an indicator of business conditions mon-
itored by FINA (Financial Agency).

Tablica 3: Pokazatelji produktivrosti na razini gospodarstva

Table 3: Productivity ratios at the level of the Croatian economy

Opis / Description 2007 2008 2009 2010

1. | Ukupni prihodi po zaposlenom
(HRK) / Total revenues per 722.292.51 | 760,706.39 | 689,20696 | 695,722.09
employee (HRK)
Bazni indeks / Base index 100 105 95 96

2. | Poslovni prihodi po zaposlenom
(HRK)/ Operating revenues per | co5 046 36 | 732.852.83 | 666,14074 | 670.778.13
employee (HRK)
Bazni indeks / Base index 100 105 96 96

3. | Neto dobit razdoblja po
zaposlenom (HRK) / Net profit 1.934.23
for the period per employee 27,766.23 18,464.51 2,754.77 B
(HRK)
Bazni indeks / Base index 100 66 10 -

4. | Imovina po zaposlenom (HRK) /1 137 515 15| 1097716.60 | 1,178,358.15 | 1,247,255.01
Total assets per employee (HRK)
Bazni indeks / Base index 100 106 114 120

Izvor: Financijski pokazatelji za sve poduzetnike (sve djelatnosti), Finacijska agencija FINA,
Rijeka, sijecanj, 2010, 2011.

Source: Financial ratios at the level of the Croatian economy, FINA Financial Agency Rijeka,
January, 2010, 2011.

Podaci u tablici pokazuju da, iako je u
2008. godini zabiljezen porast produkti-
vnosti rada i s aspekta ukupnih i s aspekta
poslovnih prihoda, u 2009. i 2010. dolazi do
njenog smanjenja u odnosu na baznu 2007.
godinu. Losiji su rezultati nego oni u 2007.
godini posljedica i stanja na medunarodnom

The above table illustrates that while 2008
saw an increase in labour productivity of the
economy from the perspective of total reve-
nue and operating revenue, 2009 and 2010 ex-
perienced a decrease in labour productivity in
comparison with 2007 as the base year. From
the perspective of profit realized, productiv-
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trzistu i to najve¢im dijelom uslijed global-
ne recesije i financijske krize na svjetskom
trzistu.

U promatranom su razdoblju s aspekta
uvjeta privredivanja ostvareni bolji rezultati,
$to potvrduje porast pokazatelja imovina po
zaposlenom za 20% u odnosu na 2007. go-
dinu. Tako je zabiljeZen pad produktivnosti
rada na razini gospodarstva, jo$ uvijek je ona
gotovo dvostruko veca od razine produktiv-
nosti rada koju ostvaruje skupina 15510 (Tab-
lica 4).

ity has decreased considerably, and loss per
employee was incurred in 2010. Results worse
than those achieved in 2007 are also an out-
come of the condition of the international mar-
ketplace that is mostly due to global recession
and financial crisis on the world market. In the
observed period, better results were achieved
from the perspective of business conditions,
a fact confirmed by a 20 per cent growth of
the assets-per-employee indicator relative to
2007. Although a decrease in productivity
was recorded at the level of the economy, it is
still almost twice as large as labour productiv-
ity achieved by the group I 5510 (Table 4).

Tablica 4: Pokazatelji produktivnosti za skupinu I 5510 ,,Hoteli i slican smjestaj‘

Table 4: Productivity ratios for the group I 5510 “Hotels and Similar Accommodation”

Opis / Description 2007 2008 2009 2010
1. | Ukupni prihodi po zaposlenom
(HRK) / Total revenues per 345,745.55 344,335.53 343,923.16 358,083.88
employee (HRK)
Bazni indeks / Base index 100 100 100 104
2. | Poslovni prihodi po zaposlenom
(HRK) / Operating revenues per | 321,138.36 326,895.12 322,678.34 341,290.55
employee (HRK)
Bazni indeks / Base index 100 102 101 106
3. | Neto dobit razdoblja po
zaposlenom (HRK) / Net profit -10,259.82 -36,441.97 -34,085.26 -54,503.64
for the period per employee
(HRK)
Bazni indeks / Base index 100 355 332 531
4. | Imovina po zaposlenom (HRK) /
Total assets per employee (HRK) | 1,628,935.72 | 1,805,331.69 | 1,906,921.29 | 1,999,846.29
Bazni indeks / Base index 100 111 117 123

Izvor: Financijski pokazatelji za sve poduzetnike (skupina I 5510), Financijska agencija FINA,
Rijeka, sijecanj, 2010, 2011.

Source: Financial ratios for all enterprises (group 1 5510), FINA Financial Agency Rijeka, January, 2010, 2011.

Tako hotelska poduzeca u promatranom
razdoblju ostvaruju pribliZzno istu vrijed-
nost ukupnih i poslovnih prihoda po zapo-
slenom, u 2010. godini u odnosu na 2007.
godinu zabiljeZen je porast efikasnosti rada
i s aspekta ukupnih i s aspekta poslovnih

Although hotel enterprises in the observed
period have realized approximately the same
amount of total and operating revenues per
employee, the year 2010 saw an increase in
labour efficiency from the perspective of to-
tal revenues, as well as operating revenues, in
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prihoda. (Avelini Holjevac i Vrtodus$ic¢
Hrgovi¢, 2012:73) Medutim, negativni je
trend zabiljeZen kod pokazatelja dobit po
zaposlenom buduci da nije ostvarena dobit
vec gubitak po zaposlenom koji iz godine u
godinu znacajno raste.

Porast angazirane imovine po zaposle-
nom, i to prosjecno godiSnje po stopi od
7%, ukazuje na povetanje poslovne snage
poduzeca na razini skupine (Avelini Holje-
vaci Vrtodus$i¢ Hrgovi¢, 2012:73). Pretposta-
vka je da se ,,s veCom imovinom, u nacelu,
ostvaruje i veCi poslovni rezultat® (Popovic¢
1 Vitezi¢, 2009:327). Na razini skupine
doslo je do povecanja i imovine po zaposle-
nom i ukupnih i poslovnih prihoda po zapo-
slenom, ali ne istim intenzitetom (imovina
po zaposlenom raste brze od prihoda po
zaposlenom). «Nesrazmjer izmedu uvjeta i
rezultata rada odrazava nizu ucinkovitost
hotelskih poduzeca» (Osmanagi¢ Bedenik,
1999:359).

Produktivnost rada u usluZznim djelat-
nostima, a time i u hotelijerstvu, je niza u
odnosu na industrijski sektor. Jedan je od
uzroka tome i mala moguénost mehanizacije
i automatizacije, uz ostale znacajke proce-
sa pruzanja usluga kao Sto su visoka radna
intenzivnost i Cesto individualno obavljanje
posla (Sasse i Harwood-Richardson u Johns,
1995:143).

Rezultati prethodno opisanihistrazivanja
pokazuju da primjena standarda ISO 9001
moZe imati pozitivne u¢inke na interne fak-
tore produktivnosti rada, a time i na pro-
duktivnost. Stoga ¢e se u nastavku izvrSiti
analiza produktivnosti rada kod certifici-
ranih i necertificiranih hotelskih poduzeca
za razdoblje od 2007. do 2010. Na temelju
provedene usporedbe pojedinih pokazatelja
produktivnosti utvrdeno je da certificirana
hotelska poduzeca u odnosu na necertifici-
rana poduzeca ostvaruju vecu produktiv-
nost i to:

- kod pokazatelja ukupan prihod po zapo-
sleniku u razdoblju od 2007. do 2010. go-

dine od 4% do 16%;

comparison with 2007 (Avelini Holjevac and
Vrtodusi¢ Hrgovi¢, 2012:73). The profit-per-
employee indicator, however, displays a down-
ward trend, because instead of profit, loss is
incurred per employee, which continues to
grow from year to year. The non-pecuniary
indicator in the same period (2007 as the base
year) shows a decline, while pecuniary indica-
tors exhibit a slight increase measured by the
operating revenue per employee indicator, but
with a considerable loss per employee.

Total assets per employee have grown at
an average annual rate of seven per cent, in-
dicating an increase in the operating capaci-
ties of enterprises at the group level (Avelini
Holjevac and Vrtodusi¢ Hrgovi¢, 2012:73).
The assumption is that “in principle, the
greater the assets, the higher the business re-
sults” (Popovi¢ and Vitezi¢, 2009:327). On
the group level, total assets per employee have
increased, as well as the total and operating
revenues per employee, but not with the same
intensity (assets per employee increase faster
than revenues per employee). “The disparity
between the conditions and results reflects the
lower level of efficiency of hotel enterprises”
(Osmanagi¢ Bedenik, 1999:359).

It is common that, labour productivity in
the service sector, including hospitality, is
lower compared with the industrial sector.
Poor productivity in the service sector is often
attributed to the nature of the work involved,
such as: the work is typically labour-intensive,
frequently individually processed, and often
difficult to mechanize or automate (Sasse and
Harwood-Richardson in Johns, 1995:143).

The results of the studies previously
mentioned indicate that the application of
ISO 9001 can have a positive effect on the
internal factors of labour productivity and, in
turn, on productivity. In the below section,
comparison of labour productivity in the pe-
riod 2007-2010 in ISO certified and non-cer-
tified Croatian hotel enterprises is given.

A comparison of specific productivity
indicators confirms that certified hotel enter-
prises achieve higher productivity relative to
non-certified enterprises, as follows:



56

Acta Turistica, Vol 24 (2012), No 1, pp 39-60

- kod pokazatelja poslovni prihod po za-
posleniku u istom razdoblju od 10% do
17%.

Pored toga, prosjecne se vrijednosti
ukupnih prihoda po zaposlenom nalaze iznad
prosjecnih vrijednosti skupine I 5510 u svim
promatranim godinama, dok je kod necerti-
ficiranih poduzeca to slucaj jedino u 2008.
godini. I kod pokazatelja poslovni prihod po
zaposlenom certificirana poduzeca ostvaruju
rezultate iznad prosjeka skupine, dok je kod
necertificiranih poduzeca vrijednost ovog
pokazatelja iznad prosje¢ne vrijednosti sku-
pine ostvaren u 2008. i 2009. godini.

Ako se usporede i promjene pojedinih
pokazatelja unutar svake pojedine skupine
u zadnjoj godini analize, tj. 2010. u odno-
su na 2007. godinu, skupina certificiranih
poduzeca takoder biljezi bolje rezultate. Tako
je kod pokazatelja ukupan prihod po zapo-
slenom zabiljeZen porast od 10%, dok je kod
necertificiranih poduzeca vrijednost ovog
pokazatelja pala i to za 1%. Kod pokazatelja
poslovni prihod po zaposlenom certificirana
hotelska poduzeca u 2010. godini u odnosu
na 2007. godinu ostvarila su porast od 12%, a
necertificirana od 5%. Dobiveni rezultati po-
kazuju da anketirana hotelska poduzeca koja
imaju certifikat ISO 9001 ostvaruju vecu
produktivnost u promatranim godinama i to
s aspekta ukupnih i poslovnih prihoda po za-
poslenom (Vrtodusi¢ Hrgovi¢, 2010).

5. ZAKLJUCAK

Produktivnost rada jedan je od temeljnih
pokazatelja uspjeSnosti poslovanja poduzeca,
gospodarskog razvoja i bogatstva zemlje.
Iz tog je razloga neophodno kontinuirano
istraZzivati, analizirati i ukazivati na mjere
i mogucnosti za poveCanje produktivnosti
rada. Posebno je to naglaSeno u usluznom
sektoru, a time i u hotelijerstvu kao radno in-
tenzivnoj djelatnosti s vrlo visokim uce$¢em
neposrednog kontakta zaposlenika s gosti-
ma. U skladu s tim u ovom su radu navedeni
faktori koji mogu utjecati na razinu produk-

- 4 % to 16 % higher productivity in the
total revenue per employee indicator for
the period 2007-2010,

- 10 % to 17 % higher productivity in the
operating revenue per employee indicator
for the same period.

The average value of total revenue per em-
ployee of certified hotel enterprises is higher
than the average value of the group I 5510
throughout the observed period, while in non-
certified hotels, this is the case only in 2008.
When operating revenue per employee is con-
cerned, the results of certified enterprises are
again above the group average, while non-cer-
tified enterprises achieved results above the
group average in 2008 and 2009.

When indicators of productivity pertain-
ing to 2010, (the last year of the analysis),
within each individual group are compared
and changed relative to 2007, better results are
again evident in the group of certified enter-
prises. For example, the total revenue per em-
ployee indicator shows a 10 per cent increase
for this group but a 1 per cent decrease for the
non-certified group. The operating revenue
per employee increases by 12 per cent in 2010
relative to 2007 in certified hotel enterprises
and by 5 per cent in non-certified enterprises.
The results obtained show that the surveyed
hotel enterprises possessing the ISO 9001
certificate achieved greater productivity in the
observed years from the perspective of total
revenue and operating revenue per employee
(Vrtodusi¢ Hrgovi¢, 2010).

5. CONCLUSION

Labour productivity is a fundamental in-
dicator of business performance, economic
development and the wealth of a country.
Hence, it is essential to continuously study
and analyse labour productivity and pay at-
tention to measures and opportunities for
increasing labour productivity. In particular,
this applies to the service sector and, thus,
to the hotel industry, a labour intensive in-
dustry with a very high share of direct em-
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tivnosti rada, a poseban je naglasak stavljen
na interne faktore kao Sto su obrazovanje i
trening, motivacija, sustav nagradivanja i
standardi rada. Jedan od internih faktora od
znacajnog utjecaja je i kvaliteta proizvoda
i usluga, tj. njenim se poboljSanjem ostva-
ruje i poboljSanje produktivnosti. Sustav
poboljSanja karakteristican je za sustave
upravljanja potpunom kvalitetom. Kao jedan
od mogucih okvira za njegovu implemen-
taciju moze se koristiti medunarodni stan-
dard ISO 9001 koji zaposlenima osigurava
razumijevanje koncepta kvalitete i osigurava
poduzec¢ima koja ga primjenjuju niz predno-
sti medu kojima i one vezane uz zaposlenike,
kao $to su veca motivacija i davanje ovlasti
zaposlenicima.

Rezultati analize koja obuhvaca natural-
ni pokazatelj produktivnosti pokazuju da u
promatranom razdoblju broj zaposlenih brze
raste od broja ostvarenih nocenja §to rezul-
tira stagnacijom ili padom produktivnosti
uz iznimke u pojedinim godinama kada
produktivnost raste. I vrijednosni pokaza-
telji produktivnosti ukazuju na stagnaciju u
promatranom razdoblju, izuzev u 2010. go-
dini kada je zabiljeZen porast u odnosu na
prethodnu godinu. Medutim, pokazatelji koji
se izraCunavaju iz odnosa ostvarene dobi-
ti po zaposleniku pokazuju da se na razini
skupine ostvaruje gubitak po zaposlenom
koji u promatranom razdoblju uglavnom ra-
ste. Komparativna analiza produktivnosti i u
odnosu na gospodarstvo takoder ukazuje na
nizu razinu produktivnosti na razini skupine
(¢ak za 50%).

Ovakvi rezultati upuCuju na potrebu
provodenja mjera kojima se moZe utjeca-
ti na njeno povecanje. Poseban bi naglasak
trebao biti na internim faktorima produk-
tivnosti medu kojima je potrebno posebno
istaknuti vaznost ulaganja u trening i obra-
zovanje koje je jo§ uvijek nize u odnosu
na druge gospodarske grane, kao i na vece
ukljucivanje zaposlenika, tj. poticanje da-
vanja ovlasti zaposlenicima. Istrazivanje je
pokazalo da poduzeca koja imaju certifikat
ISO 9001 ostvaruju vecu produktivnost u

ployee-guest contact. Accordingly, this paper
explores the factors that can affect the level
of labour productivity. Special attention is
paid to internal factors, such as education and
training, motivation, the reward system and
work standards. Product/service quality also
represents an important internal factor since
improved quality will result in improved pro-
ductivity. Continuous improvement is one of
the basic principles of Total Quality Manage-
ment (TQM). As a framework for implement-
ing TQM the international ISO 9001 standard
can be used. ISO 9001 ensures that employees
understand the concept of quality, and pro-
vides enterprises with an array of benefits, in-
cluding benefits relating to employees, such as
greater motivation and empowerment.

The results of analysis pertaining to non-
pecuniary indicators of productivity sug-
gest that in the observed period the number
of employees grew at a faster rate than the
number of overnights realized, resulting in
the stagnation or decline of productivity,
with the exception of last ten years in which
productivity grew. Pecuniary indicators of
productivity also point to stagnation in the
period under observation, with the exception
of 2010 which registered an increase relative
to the previous year. However, the indicators
that are calculated based on the ratio of profit
realized per employee show that a loss per
employee was incurred at the group level, a
loss that considerably grew throughout the
observed period. A comparative analysis of
productivity relative to the economy also
indicates a lower level of productivity at the
group level (by as much as 50 %).

Such results illustrate the need for im-
plementing measures that can influence the
growth of productivity. Special emphasis
should be placed on the internal factors of
productivity, in particular, on investment in
training and education, which is still lower
than in other economic branches, as well as
on greater employee involvement (employee
empowerment should be encouraged). The
study conducted on the sample of Croatian
large and mid-sized hotel enterprises shows
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odnosu na poduzeca koja ga nemaju, pa bi
sukladno tome hotelska poduzeca mogla ko-
ristiti i sustave kvalitete kao jedan od myje-
ra za poboljSanje produktivnosti. Opcenito
potrebno je poslovnim odlukama stimulirati
faktore s pozitivnim utjecajem i ukloniti (de-
stimulirati) faktore s negativnim utjecajem.

Kao jedno od ograniCenja ovog istrazi-
vanja moZze se navesti veli¢ina uzorka te bi se
buduca istraZivanja trebala temeljiti na veCem
uzorku. Rezultati istraZivanja pokazuju da
certificirana hotelska poduzeca postizu viSu
razinu produktivnosti od necertificiranih ho-
telskih poduze¢a u promatranom razdoblju.
IstraZivacko pitanje koje proizlazi iz ovakvih
rezultata je: jesu li certificirana hotelska
poduzeca postizala bolje rezultate s aspek-
ta produktivnosti rada i prije certifikacije.
Uzimajuci u obzir da, uz kvalitetu, postoje
i drugi faktori koji utje¢u na produktivnost
(kao $to su zadovoljstvo i moral zaposlenih,
trening zaposlenih i njihove kvalifikacije,
zapoSljavanje i odabir kadrova, place i be-
neficije, oprema hotela, ekonomski uvjeti,
fiksni tro$kovi), buduca bi se istrazivanja tre-
bala na njih usmjeriti.
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