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Satisfying minimum legal
requirements or providing
maximum security for guests?

SAZETAK: U cjelokupnoj strukturi hrvatskog
gospodarstva, djelatnost turizma i ugostiteljstva
danas nedvojbeno predstavlja jedan od
najatraktivnijih i strateski najvaznijih gospodarskih
sektora. Premda Hrvatska nije svrstana u zemlje
visokog rizika, sigurnost gostiju u hotelima i
drugim turistickim objektima smjeStaja stavka je
od iznimne vaznosti za poslovanje svakog
turistickog objekta.

Izrada sigurnosne prosudbe hotela, projektiranje i
implementacija cjelovitog sustava tehnicko-
jelesne zastite, izrada procedura postupanja u
kriznim ili akcidentnim situacijama, kao i
edukacija osoblja (svih razina odgovornosti) u cilju
podizanja njihove sigurnosne kulture, vrlo je
zahtjevna zadaca i vrlo Cesto su promisljanja i
prijedlozi stru¢njaka u sukobu sa zahtjevima koje
pred njih postavljaju investitori (vlasnici) hotela.

Kako prona¢i balans izmedu ovih, ¢esto
suprostavljenih stavova i promisljanja? Kako i
kojom argumentacijom struénjaci mogu uvjeriti
investitore (vlasnike hotela) u ispravnost i
optimalnost danih prijedloga, s ciljem maksimalne
sigurnosti gostiju?

KLJUCNE RUECI: akcident, hotel, procedure,
kriza, sigurnost

ABSTRACT: The tourism, hospitality and catering
industries are undoubtedly among the most
attractive economic sectors in the Croatian
economy and are strategically among the most
important. Although Croatia is not included in
the high-risk group of countries, the security of
guests in hotels and in other accommodation
facilities is a major factor in the business
operations of any tourism facility.

Making a security evaluation, designing and
implementing a coherent system of technical and
physical protection, establishing procedures in
situations of crisis or accident, and training staff at
all levels of responsibility in order to improve
their security culture are all demanding tasks
where the considerations and proposals of experts
are often in conflict with the requirements of the
hotel investors (owners).

How is a balance to be struck between these often
conflicting views and considerations? How can
experts persuade investors (hotel owners) that the
expert advice provided is optimal and will lead to
the maximum security of guests?
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Hrvatska, kao jedna od najznacajnijih turisti¢kih
destinacija na Mediteranu, ima dugu turisticku
tradiciju, ali i velike, jos uvijek nedovoljno
iskoristene razvojne moguénosti. Prednosti naseg
turistickog proizvoda su ocuvana prirodna
bogatstva i okolis, kulturno i povijesno nasljede,
blaga mediteranska klima i blizina europskih
trziSta, te moguénosti aktivnog odmora u ekoloski
zasti¢enim destinacijama. To su sve iznimno
vrijedni preduvjeti za daljnji razvitak turizma, kao
djelatnosti koja u cjelokupnom gospodarstvu
Hrvatske ima vrlo vaznu ulogu.

Sigurnost na odmoru jedan je vaznijih elemenata
koji utje¢u na odluku gosta o tome gdje ée
boraviti. U turbulentnim vremenima u kojima
zivimo, ¢ak i najmanja prijetnja sigurnosti gostiju
predstavlja potencijalno velik problem i ve¢ sama
najava neke ugroze, bilo da se radi o porastu stope
kriminala, moguéim elementarnim nepogodama
ili o ¢injenici da je destinacija tj. zemlja u kojoj se
zeli provesti odmor potencijalna meta teroristi¢kih
akcija, moze, a vrlo vjerojatno i hoée, odvratiti
gosta da tu zemlju odabere kao mjesto za svoj
odmor, bez obzira na eventualne pogodnosti
izrazene u cijenama ili drugim primamljivim
programima nudeéih aranzmana. Takoder i sve
vedi broj cijenjenih tour operatora za svoje goste
traze smjeStaj u hotelima visoke razine sigurnosti.

SIGURNOST ZA GOSTE | ZAPOSLENIKE

Sigurnost u hotelu, kampu, apartmanskom naselju,
marini i opéenito destinaciji koja je odabrana u
novije je vrijeme sve bitnija kada gost odluéuje o
tome gdje ¢e provesti svoj odmor. Uz atraktivnost,
cijenu, komunikacijsku povezanost i kvalitetu
usluge, sve ¢e$éi razlog zbog kojeg turisti odabiru
odredenu destinaciju jest i pitanje sigurnosti
destinacije. Onaj tko gostu moze zajam¢iti
sigurnost, zasigurno je da ée za moderne goste biti
prvi odabir. Mjesecima prije donoSenja kona¢ne
odluke potencijalni gosti pazljivo prate zbivanja u

INTRODUCTION

As one of the most important tourist destinations in
the Mediterranean, Croatia has a long tourism
tradition but also a great but insufficiently used
development potential. The advantages of Croatian
tourism products are the country’s preserved
natural wealth and environment, its cultural and
historical heritage, a mild Mediterranean climate,
the vicinity of European markets, and opportunities
for an active holiday in ecologically protected
destinations. These are all exceptionally valuable
preconditions for the further development of
tourism as an industry which has a very important
role in the overall Croatian economy.

Security on holiday is one of the major factors that
influences the holidaymaker about where to go. In
the turbulent times in which we live, even the
slightest threat to guest security is potentially a big
problem. Even the mention of danger, for
example, an increase in the crime rate, possible
natural disasters or the fact that a destination may
be the target of terrorist acts, is likely to prevent a
guest from travelling there, regardless of possible
frills like price reductions or other attractive offers.
A larger number of well-established tour operators
require that their guests are accommodated in
hotels that provide high levels of security.

SECURITY OF GUESTS AND STAFF

Security in hotels, campsites, apartment villages,
marinas or in any chosen destination has recently
become an increasingly important factor when
deciding where to spend a holiday. Besides
attractiveness, price, communication links and the
quality of service, the security of a destination has
also become a major factor. Destinations which
can guarantee security will become the place of
first choice. Months before making a final
decision, potential guests carefully follow the
events in a chosen country or in the one they
intend to choose. With today’s globally linked
information channels and accessibility of



zemlji koju su odabrali ili je namjeravaju odabrati
za odmor, a uz danas prisutnu globalnu
povezanost informacijskih kanala i dostupnost svih
i svakakvih informacija, doista nije tesko dobiti
prili¢no jasnu sliku o svim aspektima relevantnim
za donosenje odluke o mjestu gdje ¢e se provesti
tih desetak ili viSe dana odmora.

Kakvom ocjenom danas ocijeniti stupanj
sigurnosti u turistickim objektima smjeStaja gostiju
u Hrvatskoj? Pravilnik o razvrstavanju,
kategorizaciji i posebnim standardima
ugostiteljskih objekata iz skupine “hoteli”, koji je
donijelo Ministarstvo mora, turizma, prometa i
razvitka (1, 2, 3), kao i odredbe Pravilnika o zastiti
od pozara ugostiteljskih objekata (4), kao tehnicke
sustave zaStite propisali su jedino vatrodojavne i
protupozarne sustave. Ovim propisima odredene
su obveze zadtite od poZzara u pojedinim tipovima
objekata smjestaja gostiju, i to sustavima gasenja i
sustavima za dojavu pozara. Tako je stabilan sustav
za dojavu pozara obvezan za svaki ugostiteljski
objekt (kao i smjestajni) kapaciteta veéeg od 100
osoba (prema Pravilniku o zastiti od pozara
ugostiteljskih objekata), ali i za svaki hotel
kategorije 4 ili 5 zvjezdica na temelju Pravilnika o
kategorizaciji. Pri tome, potonji pravilnik izri¢ito
propisuje automatski pozarni javlja¢ u svakoj sobi.

Sustav dojave poZara najée$ée se koristi kao osnova
na koju se povezuju ostali safery sustavi: SOS
sustavi, evakuacijska i panic rasvjeta, odimljavanje,
gaSenje, detekcija plina, detekcija ugljiénog
monoksida, koja je obvezna u zatvorenim
garazama, i detekcija eksplozivnih plinova,
obvezna u kotlovnicama.

Prema podacima Hrvatske turisticke zajednice, na
prostoru Republike Hrvatske je ukupno 793
raznih turisti¢kih objekata (5) (Tablica 1).

Ako uzmemo u obzir podatak da je od ova 793
turisti¢ka objekta samo 201 objekt u kategoriji s 4
ili 5 zvjezdica (konkretnije, samo 23 hotela su u
kategoriji s 5 zvjezdica) i imaju obvezu imati
stabilan sustav za dojavu pozara, §to je samo jedan
tehnicki sustav zastite, tada ukupna ocjena
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information, it is really not difficult to form a
fairly clear picture on all aspects relevant for
making a decision on where to spend some ten or
more days of holiday.

What grade can be given to the security level of
tourist accommodation facilities in Croatia? The
Regulation on the Classification, Categorisation
and Special Standards of Accommodation Objects
in the group: Hotels adopted by the Ministry of
Sea, Tourism, Transport and Development
(1,2,3), and the provisions of the Ordinance on
Fire Protection of Catering and Hospitality
Facilities (4) prescribe technical protection
systems, within which the only requirements are
fire alarms and a fire-protection system. In other
words, these regulations require certain obligatory
fire protection measures in various types of
accommodation facilities consisting of a fire
extinguishing system and a system of fire alarms.
A fixed fire alarm system is obligatory for every
catering, hospitality and accommodation facility
for more than 100 guests (according to the
Ordinance on Fire Protection in Catering and
Hospitality Facilities), and also for every four- and
five-star hotel, according to the Regulation on
Categorisation. The latter Regulation requires an
automatic fire alarm in every room.

The fire alarm system is most often used as a base
to which other safety systems are linked: SOS
systems, evacuation and panic lights, smoke
extraction, fire extinguishing, gas detection,
detection of carbon monoxide which is obligatory
in closed garages, and the detection of explosive
gases which is obligatory in boiler houses and
boiler-rooms.

According to the data published by Croatian
National Tourist Board, there are 793 different
tourist accommodation facilities (5) in the area of
the Republic of Croatia (Table 1).

If we take into account that of these 793 tourist
accommodation facilities, only 201 are categorised
as four- or five-star hotels, for which a fixed fire
alarm system is obligatory (and this is only one of
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Hoteli - ukupno RH /
Hotels - total in Croatia
588 50888

Ukupan broj smjestajnih jedinica /
Total number of accommodation units Total number of beds

Ukupan broj stalnih kreveta /

97 487

Turisticka naselja — ukupno RH /
Tourist villages - total in Croatia

45 10 666

Kampovi — ukupno RH /
Campsites - total in Croatia
47 18 264

Ukupan broj smjestajnih jedinica /
Total number of accommodation units Total number of beds

Ukupan broj stalnih kreveta /

25032

Ukupan broj smjestajnih jedinica /
Total number of accommodation units Total number of beds

Ukupan broj stalnih kreveta /

53614

sigurnosti (sagledavajuéi samo tehnicke sustave
zastite) svakako nije zadovoljavajuéa.

Definiramo li “sigurnost” kao skup mjera i
aktivnosti kojima se §titi prostor, objekt u tom
prostoru, osobe, stvari i imovina te podaci
(informacije), tada se moramo sloziti da je
pokrivenost ove problematike zakonskom, odnosno
podzakonskom regulativom apsolutno nedovoljna.

Problem zapocinje institucionalizacijom
korporativne (poslovne) sigurnosti, kao jedne vrlo
specifiéne profesionalne discipline (tradicionalno
neekonomske), u ekonomsku sferu te opéenito
niskom razinom sigurnosne kulture . svijesti,
promisljanja i ponasanja kojima iskazujemo brigu
o sebi i svojim najblizima, u dru$tvu i svom
radnom okruzenju, kompanijama (objektima)
kojima upravljamo ili u kojima smo zaposleni, a na
nacin da ispunjavamo potrebu za fizickom,
intelektualnom i emotivnom sigurnosc¢u, osjecajuéi

the technical protection systems), then the overall
security level is certainly not adequate (looking
only at the technical protection system).

If “security” is defined as a series of measures and
activities by which a space, the facilities in this
space, persons, objects, property and data
(information) are protected, then we have to agree
that legal coverage of this area, by means of laws
and by-laws, is wholly insufficient.

The problem starts with the institutionalisation of
corporate (business) security as one of the very
specific professional disciplines (traditionally non-
economic) and its inclusion in the economic sphere.
Another problem is our generally low level of
security culture, i.e. our awareness, thinking and
behaviour through which we should take care of
ourselves, of the persons closest to us, of society and
our work environment, of the companies (facilities)
we manage or work in, of the way we meet our




se sigurno i stvarajuéi sigurnu okolinu u
materijalnom i duhovnom okruzenju.

Gradnja sigurnosne kulture kao preduvjet
korporativne (poslovne) sigurnosti u
kompanijama, u ovom slucaju turistickim
objektima, traje i do nekoliko godina i u tom
razdoblju korporativna (poslovna) sigurnost vrlo
rijetko se iskazuje nekim jasno vidljivim
benefitima korisnosti, a iziskuje veéa ulaganja.
Zbog toga uprave najéesée postavljaju pitanja
treba li njima uopée novi trosak, je li to isplativa
investicija i kada ée se povratiti ulozena sredstva.

Prvo pitanje uprave (ili investitora) s kojim se
susrecu strucnjaci na polju sigurnosti kod
prezentiranja i predlaganja potrebitih rjeSenja
gjelovitih mjera i aktivnosti na podrudju sigurnosti
jest pitanje: “Zar to zaista toliko ko$ta?”

U strahu od troskova, jedan broj kompanija
(investitora) odustaje od cjelovitih rjeSenja
implementacije sigurnosnog sustava i zadovoljavaju
se samo onim §to zakonska regulativa od njih trazi,
odnosno vatrodojavnim i protupoZzarnim
sustavima, dok ostale segmente cjelovitih rjeSenja,
kako tehnicke sustave zastite tako i pozicioniranje
managementa sigurnosti u organizacijske sheme

uprava, ostavljaju za “neka bolja vremena”!

Preduvjet za unaprjedenje sigurnosne kulture
Celnih osoba uprava (investitora) svakako mora biti
postojanje svijesti uprave o tome da je sigurnost
danas mozda i najveca konkurentska prednost, a
samim time i moguénost ostvarivanja profita. Da
bi do toga doslo, treba najprije mijenjati postojeca
promisljanja managementa, koji svu tu
problematiku sigurnosti jo$ uvijek najce$ée tretira
kao ¢ist trosak a ne investiciju. Uprave ili investitori
moraju se uvjeriti, prezentacijom iskustvenih
spoznaja od strane stru¢njaka o sigurnosnim
ugrozama i dogadajima koji su se dogodili, a koji
su doveli do stradavanja ljudi, materijalne Stete, a i
kaznene odgovornosti ¢elnih osoba:

a) da su uprave turistickih objekata, koje su
implementirale cjelovite sustave sigurnosti, koje
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needs for physical, intellectual or emotional
security, and in feeling secure and creating a
secure material and spiritual environment.

It takes many years to create a security culture,
which is a precondition for corporate (business)
security, in this case in tourist facilities. In the first
few years, corporate (business) security rarely
shows clearly visible benefits, but it requires large
investments. In this situation, management very
often asks whether it really needs another cost,
whether this is a profitable investment and when it
will see a return on the investment.

The first question that management or investors
ask security experts when they present the
necessary integrated security solutions, measures
and actions is: “Does it really cost that much?”

Frightened by the costs, a number of companies
(investors) give up on implementing the integral
protection system and install only the minimum
prescribed by law: a fire alarm and fire prevention
system, leaving for “better times” other segments
of the integral solutions, both technical protection
systems and steps to position security management
in the management organisation scheme.

If the security culture of the key people in
management or of investors is to be improved,
they have to become aware that security today is
probably the biggest competitive advantage,
thereby offering the possibility of making a profit.
"To achieve this, the thinking of management
needs to be changed since most often it still
considers security to be a pure cost and not an
investment. Experts have to present empirical data
on security dangers and the past events that have
brought suffering to people, material damage and
the legal liability of key managers, and to convince
management and investors that:

a) the management of tourism facilities which has
implemented integral protection systems, which
has a corporate security service and which uses the
results of its work has a more realistic picture of the
state of security in all the segments of the company;
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provode i koriste rezultate sluzbe korporativne
(poslovne) sigurnosti, bolje upoznate s
realitetima stanja po svim segmentima sigurnosti
u kompaniji;

b) da uprave imaju jasnu prognostiku ocekivanih
stanja te su samim time pripremljene za donoSenje
kvalitetnih poslovnih odluka na planu preveniranja
svih oblika ugrozavanja sigurnosti. Sigurnosna
kultura mora postati dio poslovne kulture svih
uposlenika koji je prihvaéaju kao legitimnu i
neophodnu poslovnu funkeiju.

Ove promjene nastupile su kod uprava nekih nasih
velikih hotelskih kuéa, medutim, u srednjim i
malim turistickim objektima takve tendencije jo$
nisu prisutne.

CJELOVITOST SUSTAVA SIGURNOSTI

Za uspostavu efikasnog sustava sigurnosti
odredenog turistickog objekta potrebno je
integrirati, organizirati i uskladiti nekoliko
elemenata:

1. tehnicke sustave sigurnosti,

2. donosenje procedura postupanja u kriznim
ili akcidentnim situacijama (protokola),

3. nadzor postivanja donesenih procedura
postupanja,

4. uvjezbavanje radnji i postupaka po donesenim
procedurama postupanja u kriznim ili akcidentnim
situacijama, odnosno stalna edukacija zaposlenika.

To znadi da je za gradnju i implementaciju sustava
sigurnosti potrebno imati stru¢ne ljude, koji ¢e u
odredenom organizacijskom obliku operativno i
pomocu suvremenih tehnickih dostignuéa zastite
obavljati te aktivnosti. Analiza postojecih rjeSenja
ukazuje da je sustav sigurnosti u turistickim
objektima mogucée uspostaviti na tri nadina:

1. neformalni oblik organiziranja — kada pojedini
djelatnici uz primarni posao obavljaju i aktivnosti

b) the management of a company should be
able to clearly see what they can expect in the
future and be prepared to make high-quality
business decisions on preventing all threats to
security. A security culture must become part
of the business culture of all employees who
should accept it as a legitimate and necessary
business function.

These changes have been introduced by the
management of several large hotel companies in
Croatia, but such tendencies are not yet apparent
in medium-sized and small tourism facilities.

INTEGRAL SECURITY SYSTEMS

To establish an efficient security system in a
tourist facility, several elements need to be
integrated, organised and coordinated:

1. technical security systems;

2. establishing procedures (protocols) for
situations of crisis or accident;

3. monitoring how the set procedures are followed;

4. practising the actions as set out in the official
procedures in situations of crisis and accident, i.e.
continuous employee training is required.

"This means that experts are needed to establish
and implement the security system and who who
will perform the activities within a chosen
organisational form using state-of-the-art
technical devices. An analysis of the existing
solutions shows that it is possible to establish a
security system in tourist facilities in three ways:

1. in an informal organisational form — when a
certain number of employees, besides their
primary job, perform an activity in the field of
security (appropriate for small and medium-size
tourist facilities);

2. in a formal organisational form — when separate
security organisational units are established to be



iz spektra sigurnosti (primjereno malim i srednjim
turistickim objektima),

2. normalni oblik organiziranja — podrazumijeva
uspostavu posebnih organizacijskih jedinica
zaduzenih za realizaciju svih segmenata
korporativne sigurnosti (veéi turisticki objekti)

3. formalni centralizirani-decentralizirani model
svojstven je velikim hotelskim lancima, gdje je funkcija
managementa sigurnosti organizirana u zasebnim
organizacijskim jedinicama, pri ¢emu je organizacijska
jedinica u sjedistu kompanije na odredeni na¢in
nadredena organizacijskim jedinicama poslova
sigurnosti, koje djeluju u hotelima konkretne
hotelske kompanije diljem svijeta.

PROCEDURE (PROTOKOLI) POSTUPANJA U
KRIZNIM ILI AKCIDENTNIM SITUACLJAMA

Od strucnjaka sigurnosti trazi se da svojim
promisljanjima, bilo na osnovi osobnih iskustvenih
spoznaja bilo na osnovi iskustvenih spoznaja drugih,
prevenira odnosno sprije¢i nastanak bilo kojih
Stetnih radnji i dogadaja za kompaniju — objekt.

Pravilo “3 P” glasi:
©% Predvidanje — predvidjeti znaci znati,
% Planiranje — znati znaci imati plan ili proceduru,

= Pravilno postupanje — imati plan ili proceduru
znadi smanjiti ili eliminirati ugrozu ili Stetu.

Procedure su jednostavno receno operativni vodi¢
postupanja u kriznim ili akcidentnim situacijama
(ali i ne samo u njima), jer opce je poznato da kriza
ili akcident u kojoj se u samom poéetku najave ili
nastanka ne postupa ispravno uskoro moze prerasti
u katastrofu. Naime, kriza ili akcident je situacija
koja zapo¢inje potencijalno ozbiljnom prijetnjom
ili najavom ugroze, a zatim prerasta u dogadaj koji
ugrozava zivote ljudi i materijalna dobra.

Koje to situacije mogu biti? Namjerno izazvana
protuzakonita djelovanja pojedinca ili grupe, slucajno
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responsible for the realisation of all segments of
corporate security (larger tourist facilities);

3. using a formal centralised - decentralised
model typical of large hotel chains where the
function of security management is organised in
separate organisational units which happen to be
dotted around the world and which are, to some
extent, subordinated to the security
organisational unit located within the
headquarters of the hotel chain.

PROCEDURES (PROTOCOLS) IN SITUATIONS
OF CRISIS AND ACCIDENT

Security experts are required to prevent damage to
a company/facility arising from any harmful act or
event, on the basis of their own experience or the
experience of others:

The “3 Ps” rule:
e Predicting — to predict means to know,

% Planning — to know means to have a plan
or procedure,

= Procedure — to have a plan or a procedure
means to reduce or eliminate a threat or harm.

Simply put, procedures are an operational guide
for situations of crisis or accident, but not only for
when such situations occur. It is well known that a
crisis or accident which was not handled properly
from the very beginning, from the very first signs,
can soon turn into a catastrophe. A crisis or an
accident is a situation which begins with a
potentially serious threat or the first signs of
danger, and then turns into a full-blown event
which threatens the life of people and endangers
material goods.

What situations does this include? Intentional
unlawful acts performed by individuals or
groups, accidentally caused situations in which
human life or material goods are endangered, or
natural disasters.
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izazvane situacije u kojima su ugrozeni ljudski
zivoti ili materijalna dobra, ili prirodne katastrofe.

Cime i kako im se suprostaviti? Najuginkovitija
sredstva za kontrolu i ograni¢avanje Stetnih
posljedica su donesene procedure postupanja u
kriznim ili akcidentnim situacijama. Naime,
mnoge radnje i postupci navedeni u proceduri
mogu se uciniti zdravorazumni i logic¢ni te kao
takvi nepotrebni za unoSenje u proceduru,
medutim, u kriznoj situaciji zdravi razum i logika
cesto izostanu.

Procedurom ih mozemo potaknuti da u takvim
situacijama postupe prema unaprijed
napravljenom planu djelovanja, procedurama se
pojacava svijest o potrebi uc¢inkovitih odgovora,
odnosno postupaka, omogucava se stvaranje plana
postupanja koji ée pomoci rukovodecoj grupaciji u
rjeSavanju krizne ili akcidentne situacije i
iznalaZenju najucinkovitijih odgovora, kao i u
stvaranju internih planova i programa koji bi ovu
problematiku tretirali na razini dislociranih
objekata kompanije, uvazavajudi svu specifi¢nost
pojedinog objekta. Procedurom se takoder mogu
utvrditi tocke ukljudivanja u rjeSavanje kriznih ili
akcidentnih situacija viSe razine odlucivanja,
odnosno ¢elnih osoba uprave.

Koji su kljuéni ciljevi ovih procedura? Zastititi
ljudske Zivote i materijalna dobra, $to je brze
moguce uspostaviti redovne procese Zivota i rada u
odredenom objektu, ograniciti Stetu, ukljuditi u
postupak rjesavanja nadlezne javne sluzbe i
institucije, istraziti uzroke koji su doveli do nastanka
krizne ili akcidentne situacije, izvijestiti 0 uzrocima,
rjeSavanju i posljedicama krizne ili akcidentne
situacije, te na osnovu iskustvenih spoznaja
prevenirati nastanak buducih sli¢énih dogadaja.

Koji bi to bili “koraci” u postupanju prema
donesenim procedurama? Imamo nastanak
Stetnog dogadaja, a velik broj akcidentnih situacija
nastane iz razloga neprepoznavanja ili
minoriziranja pocetnih signala opasnosti koja
prijeti. U brojnim slu¢ajevima akcidentna situacija
moze se rijesiti u samom zacetku nastanka, po$to

How can these events be countered, and what
means can be used? The set procedures most
efficiently control and contain the situations of
crisis or accident. Many actions stated in the
procedures are common sense and logical, and it
may seem unnecessary to list them as specific
procedures. However, in a situation of crisis,
common sense and logic are not always present.

"The procedures can encourage the use of a
previously drafted action plan for such situations
and can raise awareness that an efficient response
is needed. They can prompt key managers to draw
up internal plans and programmes to deal with
crises and accidents for disparate company
facilities, taking into account the specific
characteristics of each facility. The procedures can
also establish when and where higher levels of
decision-making, i.e. Board Members, should be
included in solving situations of crisis and accident.

What are the key objectives of these procedures?
To protect human life and material goods, to
establish regular processes of life and work in a
certain facility as soon as possible, to contain the
harm, to include competent public services and
institutions in resolving the problems, to
investigate the causes of the crisis or accident
situation, to report on the causes, solutions, and the
consequences of the crisis and accident situation,
and to prevent the occurrence of similar events in
the future based on the experience gained.

What are “the steps” to be taken in accordance
with the set procedures? After the occurrence of a
harmful event, a large number of accident
situations arise due to the fact that the initial
signals of threat were not recognised or were
underestimated. In many cases, the accident
situation can be solved at the very beginning since
a harmful event very rarely occurs suddenly,
bearing its full consequences. Thus, timely and
energetic actions can reduce or eliminate the
harmful consequences.

After the emergence of a harmful event, the
primary task is to take care of the injured and



Stetni dogadaj vrlo rijetko nastupa naglo i u
punom obujmu posljedica, te pravovremeno i
energicno postupanje moze smanjiti ili eliminirati
Stetne posljedice.

Nakon nastanka Stetnog dogadaja svakako je
primarno poduzeti mjere zbrinjavanja i osiguranja
ozlijedenih, kao i samog mjesta na kojem se
dogadaj dogodio, te izdati odgovarajuca
upozorenja o opasnosti (ukljucivo i alarmiranje),
pozvati odgovarajuée sluzbe (hitna medicinska
pomod, vatrogasci, policija), a izuzetno je vazno
utvrditi 1 dokumentirati stanje na mjestu Stetnog
dogadaja (svjedoci, podaci o ozlijedenima, video
zapis, uredaji i oprema itd.).

Utinkovita i brza komunikacija te izvjeStavanje bit
je donosenja pravilnih i uéinkovitih odluka o
postupanju s vi$e razine odlu¢ivanja. Najkriti¢nija
tocka postupanja u rjesavanju krizne ili akcidentne
situacije jest osiguranje svih vaznih informacija
odgovornim osobama $to je preciznije i brze
moguce, a vazno je da se dogadaj i nastala Steta ne
umanjuje u strahu od osobnih posljedica za
eventualne propuste i nemar. Krizna ili akcidentna
situacija vrlo vjerojatno ée privuéi pozornost
medija ili lokalne zajednice te bi njihov interes
trebao biti uljudno primljen i odmah proslijeden
na vi$u razinu odluc¢ivanja. Nitko od zaposlenika ne
bi trebao komentirati Stetni dogadaj, uzroke i
posljedice, jer je postupanje s medijima zadaca tima
za rjeSavanje krize, dok su inicijative na lokalnoj
razini potencijalno opasne i $tetne za kompaniju.

Upute o postupanju, bez obzira na to sa strane
koje razine se izdaju, moraju biti logi¢ne i
provedive. Upute se uvijek izdaju ¢elniku tima za
postupanje u kriznim ili akcidentnim situacijama, a
moraju se izdavati na nacin da ne djeluju
nesigurno i konfuzno i da ne unose pomutnju u
djelovanje ¢lanova tima. Upute se moraju izdavati
autoritativno, ali ne prijetedi i s omalovazavanjem,
jer moraju pomodi rjeSavanju krize, a ne otezati
rad na mjestu Stetnog dogadaja.

Izuzetno je vazno redovito izvjeStavati o
postupanju povodom Stetnog dogadaja, te o
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bring them to safety, to secure the place of the
accident and issue appropriate warnings about the
danger (including alarms), and to call the
appropriate services (urgent medical assistance,
the fire brigade, the police). It is essential to
establish the precise state of affairs in the location
where the harmful event has occurred and to
document it (witnesses, information on the
injured, video recordings, apparatus and
equipment, etc.).

Effective and quick communication and
information are essential for making correct and
effective decisions on what steps the higher levels
of decision-making should take. The most critical
point in resolving a crisis or accident situation is
to ensure that all the relevant and precise
information reaches the responsible managers as
quickly as possible. It is important that the event
and the harm caused are not downplayed for fear
of personal consequences due to possible failure
or negligence. The crisis or accident will most
probably draw the attention of the media and the
local community, so their interest should be
accepted politely and higher levels of decision
makers should be informed of that. None of the
employees should comment on the harmful event,
its causes or consequences, since communication
with the media is the task of a crisis team, while
initiatives at local community level are potentially
dangerous and harmful for the company.

Instructions on procedure, regardless of the level
which issues them, have to be logical and
workable, and always issued to the leader of the
crisis and accident team, and they need to be
issued in a way that does not create uncertainty
and confusion among the team members. The
instructions have to be presented with authority,
and not disparagingly or in a threatening manner,
since they are intended to help resolve the crisis,
and not to exacerbate the work on the site of the
harmful event.

It is of utmost importance to report regularly on
the action undertaken following the harmful
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¢injenicama koje su utvrdene poduzetim radnjama
i mjerama. Takoder je potrebno redovito
izvjeStavati o novonastaloj situaciji na mjestu
Stetnog dogadaja, poduzetim mjerama na
saniranju nastalih Steta i otklanjanju opasnosti, kao
i trenutnom stupnju ugrozenosti osoba i
materijalnih dobara, a vazne su i informacije o
reagiranju na $tetni dogadaj od strane zaposlenika,
gostiju, medija i lokalne zajednice.

Na kraju mora uslijediti zavr$no izvje$ée, koje mora
dati potpunu, to¢nu i ¢jelovitu informaciju o
uzrocima koji su doveli do nastanka Stetnog
dogadaja, mora odgovoriti na pitanje je li uzrok
nemar, nehat, namjera, nepaznja ili visa sila, a u
njemu mora biti vidljiv i podatak o utroSenim
resursima za sprjecavanje daljnje i saniranje nastale
Stete. IzvjeSCe ne smije prikriti pravo stanje i uzroke
koji su doveli do krizne ili akcidentne situacije i ne
smije prikriti nedostatke u preveniranju, opremi ili
uvjezbanosti pravilnog reagiranja i postupanja na
Stetne dogadaje, te mora posluziti za analizu
uzroka, metodologije postupanja, te krajnjih
posljedica nastalog Stetnog dogadaja.

Analiza temeljno mora odgovoriti na pitanja $to,
gdje, kako i zasto se Stetni dogadaj dogodio,
analiza mora dati realnu ocjenu uzroka, postupanja
i posljedica Stetnog dogadaja, mora posluziti kao
naucena lekcija u preveniranju i rjeSavanju
mogucih sliénih novonastalih situacija i dogadaja
te mora dovesti do pobolj$anja u procedurama
postupanja, edukacije, opremanja osoba i objekata.

Ved je naglaseno da se neki postupci u ovim
procedurama na prvi pogled ¢ine zdravorazumni i
logi¢ni, te kao takvi nepotrebni za unosenje u
proceduru. Medutim, prilikom uvida u neke
donesene procedure velikih hotelskih lanaca, u
kojima su navedeni i postupci zaposlenika hotela
prilikom npr. smrti gosta, gdje su naglasene
posebne odredbe da se ¢lanu obitelji preminulog
ne naplacuje racun, da se mrtvozornici uvode kroz
ekonomski ulaz itd., pokazalo se da su se u praksi
dogadali slucajevi nesnalaZenja hotelskog osoblja u
takvim situacijama.

event, and on the effects of the undertaken action
and measures. It is also necessary to regularly
report on the new situation in the location of a
harmful event, on the measures implemented to
repair the damage and eliminate the danger, as
well as on the current degree of threat for people
and material goods. The information on reactions
to the harmful event by employees, guests, media
and the local community are also important.

In the end, a final report has to present complete
and precise information on the causes which
brought about the harmful event; it has to answer
the question whether the cause was negligence,
intention, careless behaviour or force majeure.
The final report must also state the resources
spent on preventing further damage and on
repairing the existing damage. The report must
not conceal the real state of affairs and the causes
that brought about the crisis or the accidents, and
must not conceal the failures in prevention, the
equipment or the training needed for appropriate
procedures and actions to be carried out in the
event of harmful occurrences. It also has to
analyse the causes, the actions performed and the
final consequences of the harmful event which
has occurred.

"The analysis has primarily to answer where, how
and why the harmful event occurred,; it has to
present a realistic assessment of the causes, actions
and the consequences of the harmful event, it has
to serve as a lesson in preventing and solving
possible similar new situations and events and has
to lead to an improvement in procedures and
training, and in providing the staff and the
facilities with the appropriate equipment.

It has already been said that some procedures may
look as though they are merely common sense and
are logical, and may give the impression that it is
not necessary to include them in a formal list of
procedures. However, the authors have had the
opportunity to see the adopted procedures of
some big hotel chains in which detailed
procedures are given in the case, for example, of



U ovim procedurama obuhvacene su i situacije
kao $to su npr. najavljeni prosvjedi u zoni
hotelskog objekta, za vrijeme kojih se od
hotelskog osoblja trazi da iz predvorja hotela
uklone i zastite sve vrijednosti, kao npr. tepihe,
ukrasne predmete i druge vrijednosti. Procedure
obuhvacaju i nadine postupanja u situacijama kada
dode do aktivacije vatrodojavnog sustava, tko i
koga evakuira, i s kojim prioritetima (invalidi,
djeca, starije i nemoéne osobe).

A kako ¢e noéni recepcionari pronadi podatke
borave li trenutno u objektu takvi gosti i gdje su
smjesteni? To je rijeSeno na nacin da se kod
prijavljivanja gosta percepcijom, a ne upitom
gostu, takva osoba markira i odgovarajuéom
Sifrom ubiljezi u sustav gostiju koji trenutno
borave u hotelu.

Jos je ¢itav niz takvih na prvi pogled nepotrebnih
procedura, koje su svakako proizasle iz iskustvenih
spoznaja dogadaja u realnim situacijama.

Primjer procedure postupaka u slu¢aju prepada
prikazan je u Tablici 2.

Kao potvrdu da su osobno proéitali proceduru,
zaposlenici svojim potpisom potvrduju da su je
razumjeli 1 da ¢e se u skladu s njom ponasati

(Tablica 3).

TEHNICKI SUSTAVI SIGURNOSTI

Za razliku od poimanja tjelesne zastite kao
aktivnosti koja podrazumijeva uocavanje radnji i
postupaka koji mogu dovesti do ugroza osoba ili
imovine, a zatim donosenje inteligentnih odluka
rjeSavanja odredenih situacija, svrha sustava
tehnicke zastite u biti je rastereéenje ljudi
neprekidnog motrenja i strogo proceduralnih
radnji, te je zapravo instrumentarij koji covjeku
sluzi za brze i pravilnije izvodenje postupaka u
odredenim situacijama.

Tehnicki sustavi sigurnosti uobi¢ajeno se dijele u
dvije skupine. Prva i po misljenjima mnogih
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the death of a guest, where it is stated that in such
an event the family is not charged for the stay of
the deceased, that the coroner should enter the
hotel through the back entrance, etc. This implies
that hotel staff may not always have reacted
appropriately in the past.

Procedures include situations, for example, of
announced protests in the zone of the hotel
facility, in which situation the hotel staff are
required to remove and protect any valuable
objects from the hotel lobby, such as carpets,
ornamental articles and other valuables. The
procedures also state how to act if a fire alarm
goes off, who evacuates whom and what the
priorities are (persons with special needs, children,
the elderly and infirm).

How will the night receptionists find this
information about where the mentioned
categories of guests are staying in their hotel and
in which rooms? This can be solved in such a way
that during the check-in procedures the
receptionist makes a coded note of each guest by
visually perceiving them and not by asking the
guests directly, and enters it into the guest-
recording system.

There is a series of such seemingly unnecessary
procedures which have certainly been created as a
result of real life demands.

An example of procedures in the event of a holdup
is shown in Table 2.

In confirmation that the staff have personally read
the procedures, understood them and will follow

them (Table 3).

TECHNICAL SECURITY SYSTEMS

In contrast to physical protection, which assumes
recognising acts that can threaten people and
property and then bring intelligent decisions to
resolve certain problem situations, the objective of
a system of technical protection is to relieve
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Glavni recepcionar, tijekom dnevne i no¢ne smjene obavezno mora nositi Voditelj
1 daljinski protupanicni odasiljac. / Recepcionar/  odrzavanja/
*  Head receptionist must without fail have a remote anti-panic transmitter ~ Receptionist Head of
during the day and night shift. Maintenance

Ukoliko dode do oruzanog napada, treba aktiviratl jedan od protupani¢nih Voditelj
3 sustava, na neprimjetan nacin. / Recepcionar/  odrzavanja/
* Ifthereis an armed attack, one of the anti-panic systems is activated Receptionist Head of
discretely. Maintenance

\?c')’dei't‘g}" Voditelj
Netko od navedenih nazvatice recepcionaranatelefon _ ./ N . odrzavanja /
5. . S odrzavanja /
One of them will phone the receptionist Head of

________ . Manager, Head

5 Maintenan
of Maintenance '@ ezl

Ako oruzani napadac inzistira da se djelatnik javi na telefon, obavezno se
odgovora sa: Dobar dan/vecer (i ime djelatnika), bez sluzbenog

predstavljanja sa: (nazivhotela) _ . Odgovarajuci

na gore navedeni nacin, svom sugovorniku dajete do znanja da je oruzani
7. prepad u tijeku. /

If an armed attacker insists that the employee answers the phone, the

employee will say: “Good day/evening’; but without an official introduction

(saying the name of the hotel). In this way, he/she will give the signal that

an armed attack is underway.

Voditelj
Recepcionar/  odrzavanja/

Receptionist Head of
Maintenance



Fiksni protupanic¢ni prekida¢ mora se nakon upotrebe repetirati klju¢em, koji

se nalazi u koverti na recepciji. /

The fixed anti-panic device has to be put back in its starting position with a
key, which is placed in an envelope at the reception.

Nakon svakog protuprovalnog alarma potrebno je resetirati centralu samo

1 jednim unosom PIN-a u tipkovnicu. /

After each activation of the anti-burglar alarm, it is necessary to reset the

central unit by typing in only one PIN.

Potpis odgovorne osobe: /
Signature of responsible person:
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Voditelj
Recepcionar/ odrzavanja/
Receptionist ~ Head of

Maintenance

Voditelj
Recepcionar/ odrzavanja/
Receptionist ~ Head of

Maintenance

Datum:/
Date:

strucnjaka za sigurnost vaznija grupa jest safety
(sigurnost). Ona se odnosi na zastitu ljudi i
imovine od nesretnog slucaja ili elementarne
nepogode. To su sustavi dojave pozara, sustavi
gasenja pozara, sustavi odimljavanja, sustavi
evakuacije 1 sustavi nuzne rasvjete. Druga je grupa
security (zastita), koja se odnosi opet na zastitu
ljudi i imovine, ovaj put od protuzakonitog
djelovanja grupa ili pojedinaca, ili pak od nastanka
Stetnih radnji i dogadaja uslijed nemara, nehata i
nepaznje. U toj su grupi najéesce sustavi video
nadzora, protuprovalni i protuprepadni alarmni
sustavi te sustavi kontrole pristupa.

people of the burden of constant monitoring and
strict procedures. Technical protection offers
instruments for making quicker and more suitable
moves in certain situations.

Technical systems are usually divided into two
groups. The first, and in the opinion of many
security experts the more important one, is safery.
"This refers to the protection of persons and
property from accidents and natural disasters.
These are systems related to fire alarms, fire
extinguishers, smoke extraction, evacuation
systems and the requisite lighting system. The

n
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Safety dio tehnicke zastite strogo je definiran i
propisan zakonom, tj. postoje zakonske obveze
investitora da taj dio implementiraju u objektima
koji su kao takvi navedeni. Na stru¢njacima
sigurnosti je da kod izrade sigurnosnih prosudbi
odredenog objekta koji nije u kategoriji objekta za
koji postoji zakonska obveza implementacije safety
sustava tehnicke zastite uvjere upravu ili
investitora da se investicije isplate, unato¢ tome
$to za objekt ne postoji zakonska obveza,
ponajprije zato $to podizanjem razine sigurnosti
objekt dobiva konkurentsku prednost, premija
osiguranja moze biti niza, ali se isto tako u slu¢aju
akcidentnih situacija smanjuju i neki nemjerljivi,
indirektni gubici. Prije svega je rije¢ o gubitku
ugleda negativnim medijskim eksponiranjem
objekta u kojem je doslo do akcidentne situacije,
gubitku dijela turistiCckog trziSta, stavljanju objekta
izvan uporabe na kradi ili duzi period, a u nekim
slucajevima i “stavljanju klju¢a u bravu”! Postoji
pravilo: $to je rizik vedi, to je veca i dobit od
ulaganja u sigurnost.

Security sustavi tehnicke zastite, a najcesée se
implementiraju protuprovalni i protuprepadni
sustavi, kao i sustavi video nadzora, sve su vise dio
tehnicke zastite turistickih objekata, ali vazno je
napomenuti da mora postojati cjelovitost
implementacije sva ova tri sustava, jer je upravo to
taktor koji pruza maksimalnu sigurnost. Video
nadzor je ustvari dobar dodatak protuprovalnom i
protuprepadnom sustavu, jer najprije imamo nesto
Sto detektira dogadaj, a zatim video nadzor koji ga
verificira i poslije mozZe dati detaljniju informaciju
ili sluziti kao dokazni materijal policiji. Uz ta dva
podsustava, vrijedi spomenuti i sustave kontrole
pristupa, koji su vrlo specifiéni. To je tehnologija
koja ima svojih raznih inacica i svoje specifi¢nosti
- od sustava zastite odredenih prostora ili
prostorija, pa do sustava inteligentnih soba u
hotelima. To je svakako tehnicki najzahtjevniji i
najslozeniji od sustava security zastite.

Sustav videonadzora jedan je od najzastupljenijih i
najtrazenijih sustava tehnicke zastite, zato $to
omogucava nadziranje:

second group is security, which also relates to the
protection of persons and property, but from
unlawful acts of groups or individuals or from the
occurrence of harmful acts and events due to
negligence, neglect and careless behaviour. This
group most often comprises CCTV, anti-
burglary and anti-attack alarm systems and
access-control systems.

The safety part of technical protection is strictly
defined and prescribed by law. The investor has
the legal obligation to implement these provisions
in the facilities. The task of the safety experts is to
convince the management and investors of
facilities that, although they are not obliged to by
law, investing in safety is worthwhile, primarily
because the increased safety level increases
competitive advantage, that it may reduce the
insurance premium for the facility and diminish
some other unmeasurable risks in the event of an
accident. First of all, reputation can be tarnished
through the negative media exposure of a stricken
facility, part of the tourist market can be lost, the
facility may not be able to be used for a certain
period of time, and in some cases permanently.
There is one clear rule: the greater the risk, the
more benefit is achieved by investing in safety.

Security systems of technical protection — most
often anti-burglary, anti-attack and CCTV systems
— are increasingly used to protect tourist facilities.
It is important to say that all three systems should
be combined since this offers maximum security.
CCTV is a good supplement to anti-burglary and
anti-attack systems since the complete protection
system first detects the event and the video
monitoring verifies the event and can later provide
more detailed information and can provide
evidence for the police. Besides these two sub-
systems, access-control systems which are very
specific should be mentioned. This technology has
different versions and specific features: from
systems protecting certain spaces or rooms, to
systems of intelligent rooms in hotels. Technically
speaking, this is certainly the most demanding and
most complex system of security protection.



= prostora koji nisu izravno vidljivi sa svih toc¢aka

objekta,
e okoline, prilaza, ulaza i izlaza,

= prostora s bilo kojeg mjesta na svijetu putem
interneta, te

= naknadno pregledavanje snimbke ili nadziranje.

Primjena videonadzora u smjeStajnim objektima
svih veli¢ina bitno utjeCe na sigurnost gostiju, jer
omogucavaju nadziranje hodnika, stubista,
prostora s vecom fluktuacijom gostiju (i onih koji
nisu gosti hotela), kao $to su npr. restoran i
recepcija, pa i okoli$a hotela, pri ¢emu je posebno
vazan nadzor parkiraliSta, na kojem prijeti
opasnost od o$teéivanja vozila gostiju, te nadzor
ulaza i izlaza. Sustavi protuprovale i
protuprepada najviSe su koriSteni sustavi tehnicke
zastite. Prema Zakonu o minimalnim mjerama
zaStite u poslovanju gotovim novcem i
vrijednostima, obvezno ih je koristiti za zaStitu
mjenjacnica, $to je usluga koja se uobicajeno nudi
gostima u hotelima.

Bududi da je u svakom slucaju udobnost gostiju
prioritet, protuprovalni sustav treba predstavljati
kompromis izmedu jednostavnosti i u¢inkovitosti.
Protuprovalni sustav efikasno prevenira rizik od
krade imovine gostiju, odnosno od ostecivanja,
krade i koriStenja inventara i prostora hotela.

Sustav kontrole pristupa u hotelima ima tri glavne
grupe primjene: za goste, za osoblje i za vozila.
Vecina ljudi koji ¢esée borave u hotelima, bilo
zbog odmora ili zbog posla, navikli su se na
koriStenje kartica za otvaranje i zatvaranje
hotelskih soba u kojima borave, ali i za pristup
ostalim hotelskim sadrzajima (wellnes, bazeni), pa
¢ak i placanje ra¢una u barovima. Moguénost
pristupa u sobe putem autonomnih brava koje se
otvaraju pomocu kartice isplativa je i vlasnicima
hotela, jer smanjuje troskove umnoZzavanja
kljuceva, onemogucava neovlasten ulazak u sobe
davno odjavljenim gostima, a slozeniji sustavi
omogucavaju izradu vremenski ogranicenih
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CCTV is one of the most frequent and most
requested systems of technical protection since it
enables the monitoring of:

% spaces which are not directly visible from all
the points of a facility;

e surrounding areas, access routes, entrance,
exit doors;

% space anywhere in the world via the internet;

©~ it also enables the subsequent viewing or
monitoring of the recorded material.

The use of video monitoring in accommodation
facilities of all sizes plays a substantial role in the
security of guests since it enables the monitoring
of corridors, staircases, spaces with a large
fluctuation of guests and visitors, those who are
not hotel guests, e.g. in restaurants, the reception
area, in the hotel surroundings. The monitoring
of car parking space is of particular importance
since the cars of the hotel guests may be damaged,
and since it enables the monitoring of entrance
and exit doors. As already said, the anti-burglary
and anti-holdup systems are most widely used.
The Act on Minimum Protection Measures in
Cash Operations and Valuables provides for the
obligatory use of these systems in exchange
offices. Naturally, money exchange is customarily
offered to guests in hotels.

As the comfort of guests is a priority, the anti-
burglary system should be a compromise between
simplicity and efficiency. The anti-burglary system
prevents the risk of theft or damage of guests’
property, and prevents damage, theft and the
unauthorised use of the hotel inventory and space.

The system of access control in hotels has three
main uses: for guests, staff and vehicles. The
majority of people who regularly stay at hotels,
either for holidays or business, are accustomed to
key cards for opening and closing their hotel
room but also for access to other hotel facilities
(wellness centres, swimming pools) and even for
paying bills in bars. Providing access to rooms

Acta Turistica Nova

o — s 1 N
05Z-1zL 'dd ‘20N (0107) ¥ [OA “eAON ed13siiny ey | :




N P N
0§¢-1Z1 dd ‘2 'ON “(010T) ¥ |oA “eAON ed1slng ey | H

Acta Turistica Nova

Sasa Petar, Mate Lausi¢ SIGURNOSNE PROCEDURE U HOTELIMA
Sasa Petar, Mate Lausi¢ SECURITY PROCEDURES IN HOTELS

kartica. Sustav kontrole pristupa mora moéi
obuhvatiti i pristup parkiraliStu, garazi ili drugim
objektima u sklopu hotela te moze preuzeti i
ulogu evidencije potro$nje gostiju (restoran,

bar, internet).

Osim za goste, sustav se moze primijeniti i za
evidenciju radnog vremena osoblja, kao i za
evidenciju njihovog pristupa prostorima u koje je
potrebno sprijeciti njihov nehotican ili
zlonamjeran pristup. Vazno je naglasiti kako
primarna vrijednost sustava evidencije radnog
vremena nije represivna veé ipak operativna, jer
znatno Stedi administrativne resurse 1 ubrzava
obracunavanje isplata za sezonske zaposlenike i
radnu snagu plaéenu po satu. Kontrola pristupa za
vozila te upravljanje rampama za ulaz na
parkiraliSte veoma su Cesto koriStene moguénosti
sustava kontrole pristupa u hotelima.

SIGURNOSNA EDUKACIJA ZAPOSLENIKA

Sve donesene procedure (protokoli) postupanja,
implementirani sustavi tehnicke zastite, kao i
druge mjere i aktivnosti, mogu ostati samo “mrtvo
slovo na papiru” ili investicija “bacena u vjetar”
ako ih zaposlenici u danom trenutku ne primijene,
odnosno ne koriste.

Problem velike ve¢ine hotelskih i drugih
turisti¢kih objekata su sezonski zaposlenici,
angazirani na odredeno vrijeme, koji
zadovoljavaju zakonske odredbe o npr.
posjedovanju sanitarnih iskaznica, posjedovanju
potvrda o osposobljenosti za rad na siguran
nacin, poznavanju minimalnih mjera zastite od
pozara itd. Ali nemojmo se zavaravati, velika
vecina tih zaposlenika nikada nije imala priliku u
praksi aktivirati protupozarni aparat, pruziti prvu
pomo¢ unesreéenom i sl. Njihova edukacija
prvenstveno je usmjerena na upoznavanje i
osposobljavanje za rad na odredenom radnom
mjestu, za koje su 1 angazirani, dok je edukacija
podizanja sigurnosne kulture ovih djelatnika
skoro u potpunosti zanemarena.

with a key card also has benefits for hotel owners
since it reduces the cost of duplicating keys, and
makes it impossible for guests who have checked
out to have unauthorised entry into rooms. More
complex systems enable the making of time-
limited cards. The access-control system must
encompass access to parking space, the garage and
other facilities within a hotel and can assume the
role of recording consumption by guests
(restaurant, bar, the Internet).

The system can also be used for recording the work
hours of staff and for monitoring the staff’s access
to areas where it is necessary to prevent their
unintentional or ill-intentioned entry. It is
important to note that the primary value of the
work hours’ recording system is not a repressive
one. It is has an operational function since it
significantly saves administrative resources and
speeds up the calculation of wages for seasonal
workers and for staff whose salary is calculated
hourly. Access-control systems in hotels are also
frequently used for the control of vehicle access and
for the operation of parking space entrance barriers.

SECURITY TRAINING FOR STAFF

All the set procedures (protocols), the installed
systems of technical protection and other
measures and actions can remain a dead letter or a
failed investment if the staff do not implement
them at a given moment.

The seasonal, temporary staff of the vast majority
of hotel and other tourist accommodation
facilities are not properly trained in security.
These staff members meet all the legal
requirements, given that, for example, they have a
health certificate, a certificate of safety training, a
certificate of minimum knowledge of fire
protection measures, etc. However, most of them
have had no opportunity to activate a fire
extinguisher or to give first aid to an injured
person. The primary target of their training is to
do a particular task in the particular job for which



Velika ih veéina za vrijeme angazmana u
odredenom turistickom objektu nema ni priliku ni
mogucénost upoznati objekt u njegovoj cjelovitosti.

Zato ovom segmentu sigurnosnog sustava
odredenog turistickog objekta treba posvetiti
posebnu pozornost. Tu vrijedi pravilo
uvjezbavanja osoblja, najprije u tzv. “puzajucoj
fazi”, gdje se procedure i sustavi upoznaju i
proraduju ex catedra, zatim u tzv. “hodajucoj fazi”,
gdje se simuliraju odredene akcidentne situacije,
ali bez imperativa brzine postupanja i uz
ponavljanje, te u zadnjoj, tzv. “tréecoj fazi”, gdje se
osoblje uvjezbava na nacin da se simulira
akcidentna situacija koja je po metodologiji
izvedbe najbliza realnoj, u kojoj se mjeri minutaza
izvodenja vjezbovne aktivnosti.

ZAKLJUCAK

Investicije u porast razine sigurnosti u turistickim
objektima (posebice hotelima) definitvno nisu
trosak. Sigurnost nema cijenu i, premda su vrlo
Cesto promisljanja i prijedlozi struénjaka u ostrom
sukobu sa zahtjevima koje pred njih postavljaju
investitori (vlasnici) ili uprave hotela, potrebno je
pronadi balans izmedu ovih, Cesto suprostavljenih
stavova. Sigurnost je jedan od zahtjeva koji turisti
isticu kao preduvjet svojeg dolaska i ona, pored
opéeg stanja sigurnosti u drzavi, regiji ili gradu,
mora biti zadovoljena i kada govorimo o
turistickom objektu.
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the person has been hired, while the training of
the whole staff and the raising of their security
culture is almost totally neglected.

Most of these temporary workers have no
opportunity to get to know the whole
accommodation facility during the period of
their work there.

Particular attention should be given to this
segment of the security system in a tourism
facility. The crawling stage in training is to give
staff some basic theoretical knowledge of the
procedures and systems. In the walking stage,
certain types of accidents should be repeatedly
simulated and the staff should be trained to react
to them, but the speed of reaction is not an
imperative here. In the running phase, the staff
are trained in such a way that the accident is
simulated using a methodology that should be as
close as possible to the real situation, and in which
the speed of reactions is measured.

CONCLUSION

Investment in improving the security level of
tourist accommodation facilities (particularly
hotels) is certainly not a cost. Security has no
price. Although the suggestions of security experts
are often in conflict with the requirements of
investors (owners) or of the hotel management, a
balance is needed between these often opposing
views. Security is one of the demands that tourists
make as a precondition for coming. Tourists are
sensitive to the general state of security in a
country, region or town and their demand for
security in a tourist accommodation facility has to
be addressed as well.
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