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Ph.D. MOZE LI TURIZAM OZIVJETI
Janice HRVATSKU EKONOMIJU?
McCormick

BA CAN TOURISM REVIVE THE
Tamara CROATIAN ECONOMY?
Omrcen

SAZETAK: Hrvatska ima jednu od najslabijih
ekonomija u Europskoj uniji. Najsnazniji
pokretac nacionalne ekonomije su poduzeca.
No, hrvatska poduzetnost ne rangira najbolje.
Hrvatska vlada nada se da ¢e turizam pomoc¢i
ozivjeti gospodarstvo. To je realna nada, ali ¢e
se realizirati samo kroz uskladeno djelovanje
poduzeca, vlade i obrazovnog sektora.

KLJUCNE RUECI: turizam, ekonomija, razvoj

Ph. D. Janice McCormick, Harvard Business School

ABSTRACT: Croatia has one of its weakest
economies in European Union. The most
powerful engine driving a nation’s economy is
its businesses. But Croatian business is not faring
well. The Croatian government is hoping tourism
will help revive the economy. This is a realistic
hope but one that will be realized only through
concerted action by business, government, and
the education sector.

KEY WORDS: tourism, economy, development
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U protekle cetiri godine predavala sam tri

do Cetiri predmeta godiSnje na DIU Libertas
Medunarodnom sveucilistu, te dio vremena sluzila
kao rektorica. Bilo je to za mene bogato iskustvo
ucenja; Hrvatska je sada moj drugi dom. Stari
grad Dubrovnikjepovijesnoiarhitektonskoblago
koje privlacigolem brojturista, pogotovo tijekom
proljetnihiljetnih mjeseci. Sre¢com zavecinu turista
i posjetitelja - ukljucujuéi gostujuce profesore -
vecina stanovnikanaucili su govoriti engleski, jer je
hrvatski, sa svojim narjecjimaimnogim nijansama,
strancima tesko svladati. Vecina se i ne trudi
svladati ga, s obzirom na relativno malo ljudi u
svijetu koji ga pricaju, te razmjerno kratko vrijeme
koje gosti provedu u zemlji.

Moji studenti su topli, gostoljubiviiZeljni druZenja
s ludom americkom profesoricom, koja je vise
zainteresiranazaizazivanje naformiranje njihova
vlastitog misljenja nego za govorenje na koji bi
nacin trebalirazmisljati. Posve¢enasamim,ali

i zabrinuta za njihovu budu¢nost. Moji najbolji
diplomanti maju poteskoca u pronalazenju poslova;
stopanezaposlenostije 18,5 posto u Hrvatskoj, ali
44 posto zaljude mlade od 25 godina.

Od ulaska Hrvatske u EU u srpnju 2013. godine,
mnogi napustaju zemlju u potrazi za poslom

u Bruxellesu, Londonu ili negdje drugdje u
Europi. Brine me $to buduénost nosi njima i ovoj
prelijepoj drzavi.

Hrvatska, najnoviji ¢lan Europske unije, imajednu
od najslabijih ekonomija. Rast je bio negativan od
2008. godine, ukljucujuci i posebno jadnih -5,8
posto u 2009. Iako se prosjecni rast zemalja EU u
2015. godini procjenjuje se na 1,5 posto, hrvatski
BDP ocekuje pad od jedan posto.

Najsnazniji pokreta¢ nacionalne ekonomije su
poduzeca. No, hrvatska poduzetnost ne rangira
najbolje. U 2014. godini, Svjetski gospodarski forum
rangirao je Hrvatsku nacionalnu konkurentnost na
77.mjesto od 144 zemalje,akvalitetu hrvatskog
obrazovnog sustava ¢akinize,na97.mjesto od
144. Svjetska banka rangirala je hrvatsku “lakocu
poslovanja” na 65. mjesto od 189 zemalja, a

For the past four years I have taught three or four
courses per year at DIU and for a time served as
Rector. Ithasbeen arich and rewarding learning
experience; Croatia is now like a second home.
The old city of Dubrovnik is a historical and
architectural treasure that attracts vast numbers of
tourists, especially during the spring and summer
months.Fortunately, formosttouristsand visitors
- includingvisiting professors-mostcitizenshave
learned to speak English since Croatian, with its
eightcasesand manynuances,is extremely difficult
for foreigners to master. Not many bother to make
the effort, given the relatively few people in the
world who speak it and the comparatively short
time mostvisitorsremainin the country.

My students are warm, welcoming and eager to
go along with the crazy American professor who
is more interested in eliciting their opinions than
in telling them what to think. I am dedicated to
them but also worried about their future. My
best graduates have difficulty finding jobs; the
unemployment rate is 18.5 percent in Croatia but
44 percent for young people under the age of 25.

Since Croatia’s entry into the EU in July 2013,
many are leaving the country to look for workin
Brussels, London, or elsewhere in Europe. [ am
worried about what the future will hold for them
and this beautiful country.

Croatia, the newest member of the European
Union, has one of its weakest economies. Growth
hasbeen negative since 2008, including an especially
woeful -5.8 percent in 2009. While the average
growth of EU nations in 2015 is estimated to be
1.5 percent, Croatia’s GDP is expected to decline
by one percent.

The most powerful engine driving a nation’s
economy is its businesses. But Croatian business
is not faring well. In 2014, the World Economic
Forum ranked Croatia’s national competitiveness
#77 out of 144 countries; it ranked the quality

of the Croatian education system even lower

- #97 out of 144. The World Bank ranked
Croatia’s “Ease of Doing Business” #65 out of
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za “dijeljenje gradevinskih dozvola” - klju¢ni
pokazatelj gospodarskog rasta - Hrvatska je
ocijenjena jos losije - 178. od 189 drzava!

Hrvatska vlada nada se da e turizam pomoci
oZivjeti gospodarstvo. To je realna nada, ali ¢e
se realizirati samo kroz uskladeno djelovanje
poduzeca, vlade i obrazovnog sektora. Diljem
svijeta, turisticka industrija je golema, racunajuci
godisnje prihode od oko milijardu dolara,’ $to
iznosi gotovo 10 posto globalnog BDP-a, a
zaposljava vise od 270 milijuna ljudi. Turizam
takoder ubrzano raste. U 2015. godini, predvida
se da ¢e industrijski doprinos globalnom BDP-u
narasti 3,7 posto - i iznad procijenjene globalne
stope gospodarskog rasta. Diljem svijeta
zaposljavanje u turizmu ocekuje porast u 2015.
za 2,6 posto.’

Uz mediteransku klimu duz obale od gotovo 6.000
km i s viSe od tisu¢u otoka, Hrvatska je idealno
mjesto za iskoristiti rast u svjetskom turizmu. U
2014.godini,vise od desetmilijunaturista posjetilo
je Hrvatsku, sto je donijelo vise od 15 posto BDP-a
Hrvatske. Turizam u Hrvatskoj “generira dovoljno
mogucnosti za zaposljavanje da je zemlja bila u
mogucénosti smanjiti nezaposlenost na godiSnjoj
razini od 7 posto” (Economics Watch). Vlada se
nadaudvostrucenjutogbrojado2020.

No, Vlada joS$ nije razvila strategiju za rastturizma
- osim dovodenija sve viSe ljudi. Nekoliko izazova
ucinit ¢e dostizanje cilja rasta tezim. Prvo, turizam
je sezonski. U 2011. godini, 94 posto ukupnog
broja turistickih noéenja dogodilo se unutar

Cetiri mjeseca - od pocetka lipnja do kraja rujna.
Hoteli, restorani i trgovine gotovo sve prihode

zaraduju u ovom kratkom, intenzivnom razdoblju.

Velik dio turisticke infrastrukture - restorani,
izleti, trgovine - zatvoreni su izvan sezone. Kao
rezultat toga, industrijska imovina ne koristi se
ucinkovito, proteze se do maksimuma od Cetiri
mjeseca, aonda je ostatak godine gotova prazna.
Ovaj nacin rada stvara niz nepovoljnih u¢inaka:
upropastava zaposlenike i njihove radne navike
i odnose, odvraca ulaganja i inovacije. Takoder,

189 countries; for its “Dealing with construction
permits” - a key indicator or economic growth -
Croatia is rated even lower - 178 out of 189!

The Croatian government is hoping tourism

will help revive the economy. This is a realistic
hope but one that will be realized only through
concerted action by business, government, and
the education sector. Worldwide, the tourism
industry is enormous, accounting for annual
revenues of about $1 trillion,! contributing
almost 10 percent to global GDP, and employing
more than 270 million people. Tourism is

also growing rapidly. In 2015, the industry’s
contribution to global GDP is forecast to grow
by 3.7 percent — well above the estimated global
economic growth rate. Worldwide employment
in tourism is set to expand in 2015 by 2.6 percent.”

With a Mediterranean climate along a coastline of
almost 6,000 km and over one thousand islands,
Croatiaisanideal location to take advantage of this
growth in world tourism. In 2014, over ten million
tourists visited Croatia, contributing more than

15 percent of Croatia’s GDP. Tourism in Croatia
has “generated enough employment opportunities
that the country has been able to decrease its
unemployment at an annual rate of 7 percent”
(Economics Watch). The government is hoping to
doublethatnumber ofvisitorsby 2020.

But the government has not yet developed a
strategy to grow tourism - besides bringing

in more people. Several challenges will make
hitting growth targets difficult. First, tourism

is highly seasonal. In 2011, 94 percent of the
total number of tourist overnight stays took
place in four months - from early June to the
end of September. Hotels, restaurants and
stores make almost all of the revenue during
this short, intensive period. Much of the tourist
infrastructure - restaurants, tours, shops - are
shuttered for the long off-season. As a result,
the industry’s assets are not utilized efficiently,
stretched to the maximum for four months then
virtually idle the rest of the year. This pattern
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poti¢e manipulaciju cijenamainekonkurentnost.
Konacno, Cesti, masivni valovi posjetitelja
tijekom sezone mogu uzrokovati fizicku Stetu na
povijesnim znamenitostima. Za porast turizma,
Hrvatska mora pronaci nacin kako privuci viSe
posjetitelja izvan sezone.

Drugo, hrvatski obalni gradovi oslanjaju se na
kruzere. Dubrovnik je dozivio porast od Cetiri puta
posjetitelja s kruzera u posljednjih deset godina.?
Triod pet turista dolaze s kruzeraiostaju manje od
jednog dana.* Dakle, taj oblik turizma nije toliko
isplativ za lokalne tvrtke kao ostali oblici turizma.
To takoder moze biti Stetno za ugled neke lokacije
kao turisticke destinacije. “Sporno je”, napominje
Huffington Post “nadmasuju li turisticki prihodi
probleme koje uzrokuju posjetitelji velikih kruzera”.®

Glavne putnicke stranice i agencije kritiziraju
priljev dolazaka u Dubrovnik s velikih kruzera.
Na svojoj utjecajnoj Sunday Travel stranici, jedan
New York Times recenzent nazvao je Dubrovnik
“najgori grad ograden zidom... Mjesto je toliko
preoptereceno turistima da ne postoji gotovo

ni traga od lokalnog Zivota. Grad me najvise
podsjetio na Pompeje, osim Sto stanovnici ovdje
nisu bili zakopani vulkanskom prasinom, oni su
se jednostavno preselili u druga susjedstva”.®

Slicne kritike guzvi s kruzera sve vise preplavljuju
popularne turisticke web stranice. Britanski putnicki
blogger zabiljezio je:

“S putnicima s kruzera koji dolaze u grad

nakon dorucka, te se vracaju na brod

sredinom poslijepodneva, lokalni kafi¢i i
restorani pretvaraju se u fast food poslovnice,

a tradicionalne obrtnicke trgovine u jeftine
trgovine uvoznih suvenira da zadovolje zahtjeve
posjetitelja siromasnih vremenom, na ekonomski
trosak svojim vlasnicima. Iako putnici s kruzera
potrose u prosjeku 50 dolara po danu u gradu,
procjenjuje se da turisti smjesteni na kopnu
potrose tri puta viSe, a ostaju puno duze. Vlada
zabrinutost da ¢e plimni val kruzera istisnuti
kopnene posijetitelje, koje ¢e otjerati horde
dnevnih posjetitelja na kopnenim izletima.””

produces a number of adverse effects. It wreaks
havoc on employees and employment practices.
[t discourages investment and innovation. It
encourages price manipulation and non-competitive
behaviors. Finally, frequent, massive waves of
visitors during the season may cause physical
damage to historic sites. To grow tourism,
Croatia must find a way to attract more visitors
during the offseason.

Second, Croatia’s coastal cities rely heavily
on cruise-ship tourism. Dubrovnik has seen a
four-fold increase in cruise visitors in the past
ten years.?* Three in five tourists arrive by cruise
ship and stay for less than one day.* Cruise-ship
tourism therefore is not as profitable for local
businesses as other forms of tourism. It can
also be damaging to a location’s reputation as a
tourist destination. “It is debatable,” notes The
Huffington Post, “whether the tourist revenues
outweigh the problems caused... by visitors from
large cruise ships.”

Major travel sites criticize the influx of arrivals

to Dubrovnik from large cruise ships. On its
influential Sunday Travel page, one New York
Times reviewer called Dubrovnik “the Worst
Walled City... The place is so overrun with tourists
that there is virtually no sign of local life... the city
it most reminded me of was Pompeii, except here
the residents weren’t buried by volcanic ash, they
simply moved to other neighborhoods.”®

Similar criticisms of crowds from the cruise ships
are all over popular internet travel sites. Notes a
self-professed “cranky” butrepresentative British
online travel blogger:

“With cruise passengers arriving in the city after
breakfast and returning in mid-afternoon, local
cafes and restaurants are transforming into fast
food outlets, and traditional craft shops into tacky
imported souvenir shops to meet the demands of
time-poor visitors, at an economic cost to their
owners. And over-crowding in Dubrovnik’s,
winding cobbled streets is compounding the
problem. Although cruise passengers spend on
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No, putnicki brodovi i kruzeri su isto tako i zlatna
guska zajednicama poput Dubrovnika. Prihodi od
naknada pristajanja tih velikih brodova omogucuju
gradovima da plate racune. Pa kako onda Hrvatska
moZe udvostruciti turizam bez ugrozavanja ugleda
na turistickom trziStu ili unistavanja povijesnih
znamenitosti?

TURIZAM KAO KLASTER

[strazivanje ekonomista Michaela Portera pokazalo
jedajenacionalniiregionalniprosperitet povezan
s onim $to on naziva “klasteri” - “zemljopisne
koncentracije medusobno povezanih poduzeca,
dobavljaca i institucija u odredenom podrucju”.®
Organizacijeuklasteruradezazajednickudobrobit.
Takve organizacije protezu se od onih koje suizravno
ukljucene u odnos s turistima - hoteli, restorani,
taksi tvrtke i tako dalje - do onih koji pruzaju
neizravnu podrsku - praonice, trgovci hranom i
vinom, turisti¢ki uredi i obrazovne ustanove.’

Karipski otok Bermuda pruza dobru ilustraciju
njegovanja turistickog klastera. Trideset posto
Bermudskog BDP-a dolazi od 600.000 posjetitelja
godisnje: 36 posto stize ih zrakom, a 63 posto
dolaze brodom. Posjetitelji s kruzera predstavljaju
iste probleme guzve i prihoda za Bermude kao i za
Dubrovnik. Bermudska turisticka vlast (BTA) radi
naosiguravanjuravnotezeizmedu kratkoro¢nih

i dugorocnih posjetitelja. BTA procjenjuje da

je prosjecan boravak turista koji dolaze na otok
zrakoplovom 6 dana, a potrosnja pet puta veéa od
onih koji dolaze kruzerima. BTA Koristi sljedecu
ilustraciju (Prikaz 1) da objasne koordinaciju
potrebnu za jac¢anje svog turistickog klastera.'* Svi
dijelovi lanca vrijednosti od klju¢ne su vaznosti u
rastu turizma klastera.

IZGRADITI TURISTICKIKLASTER

Sve komponente vitalnog turistickog klastera
prisutne su u Hrvatskoj, ali dokazi pokazuju da
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average $50 per day in the city, land-based tourists
areestimated tospendthreetimesasmuch,andstay
much longer. The worry is that the tidal wave of
cruisers will crowd outland-based visitors, put off
bythehordesofdaytrippersonshoreexcursions.’

But the cruise ships are also the golden goose for
communities like Dubrovnik. Revenue from the
docking fees assessed from these large ships enable
cash-strapped cities to pay their bills. So how can
Croatia double its tourism withoutendangering
itsreputation in the tourism market or destroying
itshistoricsites?

TOURISM AS ACLUSTER

The research of economist Michael Porter has
demonstrated that national and regional prosperity
islinked to what he calls “clusters” - “geographical
concentrations of interconnected businesses,
suppliers, and associated institutions in a particular
field.”® Organizations in a cluster work together
for the benefit of all. Such organizations range
fromthosedirectly involved with tourists - hotels,
restaurants, taxi companies, and so on - to those
whoprovideindirect support-laundries, food and
wine retailers, tourist bureaus, and educational
institutions.’
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The Caribbean island of Bermuda provides a good
illustration of nurturing a tourism cluster. Thirty

percent of the Bermudan GDP comes from its
600,000 visitors peryear; 36 percentarrive by

air; 63 percent arrive by cruise ship. Cruise ship
visitors pose the same crowding and revenue
problems for Bermuda as they do for Dubrovnik
and the Bermuda Tourist Authority (BTA) works
to provide a balance between short- and long-term
visitors. BTA estimates that tourists who arrive
on the island by air stay for 6 days and spend five
times as much as those who arrive by cruise ship.
BTA uses the following illustration (Figure 1) to
explain the coordination necessary to strengthen
its tourism cluster. All parts ofthe value chain are
criticallyimportantingrowingthe tourism cluster.
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PRIKAZ 1. DIONICIU TURISTIEKOMLANCU VRIJEDNOSTIMORAJU IGRATIVAZNU ULOGU
U IMPLEMENTACUI PLANA

FIGURE 1. STAKEHOLDERS ACROSSTHETOURISMVALUE CHAIN HAVEAN IMPORTANT
ROLETOPLAYINTHE IMPLEMENTATION OF THEPLAN
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moraju bliZe suradivati. Da bi turizam postao
pokretac rasta u Hrvatskoj, javne, privatne i
drugezainteresirane strane (SkoleisveuciliSta, na
primjer) moraju stvaratijace i ¢vrsée veze.

Vlada kao sazivac - Vlada je u Hrvatskoj jako
Cesto u ulozi primarnog ekonomskog sudionika.
No Vladine politike precesto stvaraju prepreke
prosperitetu nacije.'* Uloga Vlade ne bi trebala
biti vodenje klastera ili govorenje dionicima u
industriji Sto trebaju Ciniti. Umjesto toga, Vlada
bi trebala sazivati dionike, pomo¢i u izgradnji
klastera i obazirati se na savjete o tome koje bi
zakone trebalo preraditi ili donijeti.

Posao Upravljaca - Razne tvrtke u turistickom
lancu vrijednosti trebaju biti vode promjena. Ako
te tvrtke rade zajedno kako bi podrzale jedna
drugu - kroz suradnju na pitanjima kao $to su
dijeljenje troSkova marketinga i promocije, na
primjer - svaki dio lanca vrijednosti bit ¢e snazniji.

Hrana ipic¢e

Rukotvorine Turisticke Aktivnosti Usluge

i kupovina £ vrijednosti / | u ”slobodn podrike

Handicraft & § Tourism vrijeme / / Support

Shoppin assets Leisure i
pping services

artivitiac

BUILDATOURISM CLUSTER

The components of a vital tourism cluster are all
present in Croatia but the evidence suggests that
they need to work more closely together. For
tourism to become a driver of growth in Croatia,
public, private, and other interested parties
(schoolsand universities, for example) must forge
stronger and tighter linkages.

Government as Convener - Too often in Croatia,
the government is seen as the primary economic
actor. More often than not, however, its policies
form obstacles to the prosperity of the nation’s
businesses.'! The role of the government is not
to lead the cluster or tell the stakeholders in the
industry what to do. Rather, government should
convene the stakeholders, help build the cluster,
and heed their advice about what policies may
need to be revised or developed.
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Skole i sveudilista mogu pomoéi u izgradnji
ljudskih resursa kako bi klaster uspio. Obrazovni
programi u turizmu, kao $to je novi program na
DIU Libertas sveucilistu, obec¢avajuci su i mogu
pomoci u razvoju zaposlenika osposobljenih za
rad s turistima, da bi se osiguralo da njihova
iskustva budu vrlo pozitivna. Skole turizma
mogu nam pomoci da razumijemo zasto turisti
dolaze, Sto traze, kako ih oduseviti, kako ih
potaknuti da preporuce Hrvatsku svojim
prijateljima i da se i sami ponovno vrate. Da bi
se to postiglo, programi u turizmu moraju staviti
naglasak na poznavanje engleskog jezika (jezika
turizma), nauciti snaznu usmjerenost na uslugu
za potrosace, te bi trebali koristiti studije slucaja
najboljih praksi iz cijelog svijeta.

NAGLASAKREGIONALNIHODNOSA

Dubrovnik je odrediSte samo po sebi, ali moze
izvu¢i dodatnu korist iz suradnje sa susjedimaduz
obale. Turisti ¢e radije produziti svoj boravak
ako znaju da su druge atrakcije u regiji lako
dostupne, pristupacne, te da ih je moguce lako
povezati i uskladiti. Dalmatinska obala je jedna
od najslikovitijih na svijetu, a mnoga od njezinih
bogatstava posjecuju samo najupuceniji turisti.
Dnevni izleti ili kratka jednodnevna putovanja s
nocenjem iz Dubrovnika mogu se produZiti uz
obalu do Splita, Trogira i Zadra. Degustacije
vina na poluotoku Peljesac, plodovi mora u
Stonu, posjeti nacionalnim parkovima - sve to
treba biti dio poboljSanog turistickog klastera,
koji bi mogao privu¢i vise dugoroc¢nih putnika
kroz povecanu regionalnu suradnju.

PROMJENA RAZMISLIANJA

Mnogigradoviiregije obdarenislavnim prirodnim
i civilizacijskim atrakcijama ne shvacaju njihovu
pravu vrijednost u danasnjem svijetu. Globalna
ekonomijaraste,stanovnistvo cvate, prosperitetje
uporastu, troskovi prijevozapadaju - svikriti¢ni

Business as Driver — The various businesses in the
tourism value chain should lead the change. If
these businesses work together to support one
another - through cooperation on such matters
as sharing expenses of marketing and promotion,
for example - each part of the value chain will
grow stronger.

Schools and universities can help build the human
resources to help the cluster succeed. Educational
programs in tourism, such as the new one at DIU
Libertas, are promising and can help develop
employees trained to work with tourists to ensure
their experiences are highly positive. Schools

of tourism can help us understand why tourists
come, what they're looking for, how to delight
them, how to make them recommend Croatia to
their friends and want to return themselves. Todo
this, these programs in tourism should emphasize
English language skills (the language of tourism),
teach a strong orientation to customer service,
and should use case studies of best practices from
around the world.

EMPHASIZE REGIONAL RELATIONSHIPS

Dubrovnik is a destination in its own right but
can benefit additionally through collaboration
with its neighbors up and down the coast.
Tourists are more likely to prolong their stays

if they know that other attractions in the region
are easily accessible, affordable and can be easily
coordinated. The Dalmatian coast is one of the
world’s most scenic, and many of its treasures are
visited only by the most knowledgeable tourists.
Day- or short-overnight trips from Dubrovnik can
be made up the coast to Split, Trogir and Zadar.
Winery tastings on the PeljeSac peninsula, seafood
in Ston, visits to national parks - all of these
should be part of enhanced tourism cluster which
could draw more long-term travelers through
increasedregional collaboration.
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elementi pogoduju rastu turizma. Ipak, previse
mjesta, ukljucujudi i Hrvatsku, nisu istinski
bliska odredista za turiste. Ne treba mnogo
vremena prije nego Sto turisti shvate da su
tolerirani, umjesto dobrodosli. Ako se ne osjecaju
dobrodosli, provest ¢e manje vremena i novca te
Ce Siriti glas da su neka druga mjesta zabavnija
zaposjetiti. Najpopularnije turisticke destinacije
su one u kojima su pruzatelji usluga i zaposlenici
najposveceniji pruzanju odli¢nog iskustva za
gosta. Nije slucajnost da su takva mjesta ujedno
i najprofitabilnija u turistickoj industriji. Da bi
turizam u Hrvatskoj napredovao, organizacije

u klasteru moraju razumjeti potrebe i Zelje
turista te marljivo raditi i suradivati na njthovom
zadovoljavanju. Nagrade za Hrvatsku mogu biti
znacajne: u blagostanju, porastu zaposlenosti,
boljoj skrbi o imovini i atrakcijama koje privlace
ljude u zemlju na koje su gradani najponosniji.

CHANGETHE MINDSET

Many cities and regions that are endowed

with glorious natural and manmade attractions
fail to realize the full value of these in today’s
world. The global economy is growing, the
population is booming, prosperity is on the

rise, transportation costs are falling - all critical
elements favoring the growth of tourism. Yet
too many places, including Croatia, are not truly
congenial destinations for tourists. It does not
take long for tourists to recognize that they are
being tolerated rather than being welcomed. If
they do not feel welcomed, they’ll spend less
time and money and spread the word that other
places are more fun to visit. The most popular
tourist destinations are those where service
providers and employees are most committed
to providing great experiences. It is not a
coincidence that such places are also the most
profitable in the tourism industry. For tourism to
thrive in Croatia, the organizations in the cluster
must understand the needs and aspirations of
tourists and work diligently and collaboratively
to satisfy these. The rewards for Croatia can be
substantial: in prosperity, rising employment,
and better care of the assets and attractions that
draw people to the country and of which citizens
are most proud.
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