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ABSTRACT

Being a complex system of mutual values that makes an organization’s identity, organizational culture
is what makes an organization different from the competition. Creating an adequate approach for
improving competitive advantages and better performance of Montenegro’s tourism businesses
through improving the business environment as one of the competitiveness factors is the aim of this
article. What this research focuses on is to determine and analyse the relationship and influence
between the type of organisational culture and employees’ satisfaction, through different dimensions
of the work they are doing. This work was done in the form of a quantitative exploratory research
using questionnaire surveys, precisely the Organizational Culture Assessment Instrument and the Test
for measuring employees’ satisfaction. The obtained results show us the type of organizational culture
that is typical for tourism businesses in Montenegro, as well as the influence it has on the level of
employees’ satisfaction, through different dimensions. Achieving better results in tourism businesses
is easier with a business environment that increases the level of job satisfaction of employees, which
contributes to loyalty as well.
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INTRODUCTION

Organizational culture is an organizational factor which has influence on job satisfaction.
Organizational culture is an important factor which determines internal environment of the
organization in which members of the organization perform their work and achieve wanted
results [1]. Job satisfaction and organizational culture are in an interconnection, so many
researchers of organizational culture observe it as a factor which affects the degree of job
satisfaction [2-8]. Evaluation of different work aspects from the employees is very subjective
and individuals show different levels of satisfaction from the same factors. Janiéijevic,
Nik¢evi¢ and Vasi¢ [9] refer that organizational cultures should be included in organizational
factors which effect job satisfaction, because values and norms which are formed in a certain
organizational culture become a part of organizational context in which work is being done,
given that these values influence the quality of relationships and processes inside the
organization. It stems that they influence on a degree that organizational cultures create a
favorable or unfavorable business environment. Furthermore, the results of Meng and
Berger’s study [10] confirm that organizational culture together with the leaders’
performances have a strong influence in employees’ job satisfaction. In this matter, it is
important to point out the results obtained by Bavika [11] who claims that a strong
organizational culture can offer sustainable competitive advantages to organizations in the
tourism industry. Dawson and Abbott claim that organizational culture in tourism is unique
because the product and the service are integrated and create an unique experience for the
guest [12]. Consequently, the employees’ characteristics are considered crucial while having
that experience [13].

Organizational culture is a complex system of common values which the members of an
organization lead on their actions and activities [14]. Values like unity, creativity,
performances and efficiency seem like the base of an organization’s culture, which creates
the organization’s identity and separates from the competition [15, 16]. Quinn and Cameron,
identify 4 types of organizational culture: clan culture, hierarchy culture, market culture,
adhocracy culture [17]. Nam and Kim (2016) questioned whether there is a difference in the
level of employees’ job satisfaction depending on different types of organizational culture.
With this study they tried to understand if the type of organizational culture influences employees’
job satisfaction. They suggest a practical way of combining organizational cultures in similar
industries, and point out that more and more companies are embracing fusion as a
management strategy, as a part of creative economy. Still, the use of fusions is not that
developed despite the growing interest in that type of management strategy [18, 19]. In her
research Rosemary (2019) indicates that a stable and strong organizational culture is central to
organizational effectiveness and performance, as well as that leaders are key players when it
comes to the establishment of the organizational culture within companies in the tourism
industry [20].

Determinating the dominant type of organizational culture in the tourism and hospitality
sector in Montenegro, was set as the primary goal of this research, as well as the influence
that organisational culture has on the satisfaction of employees in tourism businesses.

For work requirements quantitative exploratory research was conducted, using method of
survey. The survey used instruments for determining organization culture, the Organizational
Culture Assessment Instrument (OCAI) and a Test for measuring employee satisfaction in
different dimensions of work. When it comes to research techniques, we will be using the
survey method.

The research was conducted in the period January - May 2019 on the territory of Montenegro.
The respondents are employed in Montenegrin tourism companies (hotels, restaurants, travel
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agencies) in the northern, central and southern regions, which contributes to the
representativeness of the sample itself.

The derived results show the type of organization culture which characterizes touristic enterprises in
Montenegro and its influence on the degree of employee satisfaction which work in given business
environment, through different dimensions. The data was processed in SPSS, except descriptive
statistics, which was used in correlation and Kruskal-Wallis for analysis of connection and differences.

The results of the researches done so far point out that most of the authors agree that what
affects job satisfaction is: the job itself [21], wages [22], advancement [23], working
condition [24], the work group and relationships within it [25].

In order to be satisfied with their job, it is important for the employees to have competent and
reliable colleagues, and be able to communicate properly with them, with no conflicts,
resulting in a friendly work atmosphere. This factor appeared in earlier researches on job
satisfaction done by Luthans [26].

Since organizational culture creates an environment in which employees work and it
represents the way of life and work of the company, following recent research, we have
included organizational culture as a factor of importance that influences employee
satisfaction [9]. In addition, in the conducted research we have included the process of
transition through which tourism business in Montenegro has undergone, while the main
contribution is in identifying the dominant type of organizational culture in tourism
companies in Montenegro. Reviewing the literature, we have found that so far no diagnosis
has been made as of the type of organizational culture in tourism companies in Montenegro
and the influence of the dominant type of organizational culture on the satisfaction of
employees in the tourism industry.

The article starts from the theoretical framework of organizational culture and employee
satisfaction. The second part of the article presents an overview of previous research, points
out the importance of organizational culture in tourism companies, the specificity of the
tourism economy, as well as the process of transition of the tourism economy in Montenegro.
The empirical part of the article describes the sample, the methods used in the research, and
the interpretation of the results obtained. Finally, the conclusion is given with practical
implications of the results, limitations of the work, and a proposal for future research.

The research question in the article is: What the type of organizational culture is dominant in
Montenegrin tourism companies and what is its impact on employee satisfaction?

The article is organised into five sections. After the introduction, a research model is set and
research propositions are developed. This is followed by the presentation of methodology
used in the research, data analyses and discussion of the main research findings. Finally,
research results are analysed from the theoretical and practical standpoint, together with their
implications, limitations of the study and future research possibilities.

LITERATURE REVIEW

Individual’s job satisfaction itself sublimates cognitive and evaluation components, which
stems a complex view of dimensions of the work that the person is doing on a daily basis [26, 27].
The individual’s satisfaction with the work they perform, is influenced not only by the
specific characteristics of the work they do, but also by the importance that these
characteristics have, from the individual’s aspect. Llorente and Macias [28] have studied the
relation between the characteristics of the job performed and the level of the employees’
subjective satisfaction. In other words, they researched whether job satisfaction reflects the
jobs’ characteristics, which makes it useful as an indicator of job quality. The results of their
article revealed that job satisfaction is not a valid measure of job quality [28].

225



O. Simovic, Dj. Perovic and M. Raicevic

Job satisfaction is the result of individual experience. The meaning of the concept of job
satisfaction comes from a positive influence of work satisfaction on the increase in employee
productivity [29]. If personal values of the employees are connected to their career, plans for
future adaptability to organizations’ corporative culture, employees’ intention to leave is reduced
and at the same time positively influences job satisfaction [30]. Luthans (2005) has defined
factors which affect the job satisfaction with aspects of organizational and individual levels. The
organizational level factors include: job characteristics, wage system, work conditions, style of
managing an organizational structure and colleges. Individual-level factors include the
following relationships: balance between personal interest and work; work experience and
age; hierarchical positions and collective life satisfaction [26].

Robbins [31] and Hutcheson [32] suggest that, since the dimensions of job satisfaction are
components to organizational culture, job satisfaction can be served to evaluate the
organizational culture. They describe work satisfaction as a remainder between the outcome
that the employee expects from the job and the outcome which they receive in reality.

More recent research indicates that organizational culture is a factor that influences employee
satisfaction because the values and norms that are formed in the organizational culture
represent the organizational context in which the work is performed [9].

The most representative definition in literature is considered Edgar’s Schein according to
which organizational culture represents a form of common basic assumptions which a group
has learned by solving a problem external adaptation and internal integrations and which
function good enough to be considered valid and to be transferred to new members of the
organisation as a correct way of perception, thoughts and feelings in relation to those
problems [33].

Among the authors studying the organizational culture, there is a consensus regarding the
explanation of the process of making the culture, where the cognitive approach, shaped by
Schein prevails; in his opinion organizational culture is born in the process of solving
problems that members of a group or an organization are dealing with, in a group [34].

Classification of organizational cultures was created as a result of generalization of author’s
experiences, like in the case of Handy’s classification [35], or as a result of empirical
research, as in the case of the classification of Quinn and Cameron [36]. The mentioned
authors classify organizational culture in 4 main categories. Quinn and Cameron, identify 4
types of organizational culture: clan culture, hierarchy culture, market culture, adhocracy
culture. The criteria used for identifying these 4 types of cultures are: flexibility, changes,
dynamism in contrast to stability and predictability, internal orientation, integration, harmony
in contrast to external orientation, differentiation and competition [17]. Clan culture
prioritizes flexibility and autonomy in contrast to stability and control. This culture is
characterized by an organization that for its members represents a very friendly place. This
implies strong relations among members, where friendship, mutual support and team work
are highly valued. At the same time, the leader is greatly respected, and his role is double: as
a leader and as a mentor.

In hierarchy culture the accent is on internal orientation. This culture is characterized by strictly formal
and structured environment, targeted at achieving better efficiency. Hierarchy is a type of
organizational structure in which items are ranked according to their level of importance. In
an organization, hierarchy depends on structure, rules, control conducted top to bottom in order to
run business practices and activities. Complete work in the organization is under strictly
formalized rules and procedures aimed at achieving better efficiency. In this culture in order to
achieve productivity and success, it is necessary to control all the processes and carry out
constant monitoring.
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Adhocracy culture is a flexible, adjustable, and an informal type of organization,
characterized by entrepreneurial spirit and innovativeness in solving problems.

Market culture is characterized by external orientation combined with stability and control.
With market culture the organization’s main orientation is on achieving a better result. There
is, however, an important difference in contrast to hierarchy culture; while in organizations
with hierarchy culture stability and control are realized through set of rules, standard
procedures and centralized decisions, market oriented organizations are much more flexible
since they have to adapt to the existing conditions in the market [37].

Cultural factors are significant predictors of overall perceptions towards quality exhibited by
managers. Managers from cultures with high levels of individualism and hierarchy tend to
perceive quality processes differently than do their counterparts in other culture [38].

With the exception of a handful of articles [12, 13, 39] dealing with a similar topic, the
importance of industry in defining and differentiating organizational culture is undoubtedly
an under-researched phenomenon. This is especially true of the hospitality industry where
little attention is paid to organizational culture. This is surprising because human resources
are an inherent and integral feature of the hospitality industry [40]. In other words, the host-
guest connection is more frequent than in other industries.

Current tourism literature has also paid little attention to the macro-level and micro-level
determinants of corporate hotel performance in developing and less-developed countries.
Most previous studies are based primarily on developed economies. This, therefore, increases
our concern about the generalizability of the existing findings. With regard to the tourism
growth, the existing studies have shown that an expansion of the tourism industry has the
tendency to enhance the state of the economy and thereby improve the performance of hotels.

When it comes to Montenegro, there are not many researches done regarding organizational
culture in tourism business, which is rather surprising considering the importance tourism has
in the country’s industry and economy.

When speaking of the structure of the tourism sector in Montenegro that is today, it is a
product of a process of transition from the socialist system of self-government into a system
of market economy. The biggest change that occurred in that process was in ownership and
organizational structure of tourism businesses which were transformed from self-governing
working organizations in social ownership into different types of private companies with the
participation of domestic and foreign capital.

Even though in the former socialist economy of Montenegro there were examples of
successful tourism businesses (the town-hotel of Saint Stefan, Ada Bojana, hotel complex in
Becici), too much interference of the state and politics in the country’s economy,
bureaucratization, political party dependent advancement, insufficient knowledge and
appreciation of the laws of the market, have led to it that the socialist self-governance turned out
to be an unsuccessful experiment [40].

It is clear that in that period organizational culture in tourism businesses was characterized by
high levels of democratization, general uncertainty, latent dissatisfaction of employees due to
low incomes and the fear of losing their job because of reduced capacity. At the same time, it
became clear that the existing organizational structure of tourism businesses and the
economy, could not comply with the demands of that time.

The changes in types of ownerships, entrance of famous hotel brands, but also numerous
privatizations by subjects of suspicious capital origin and/or without previous experience in
the hotel business, opening of new as well as destruction of existing hotels, are only a few
indicators characterizing the development of the hotel sector in Montenegro ever since it
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regained its full state sovereignty and took over the management of the economy. If you add
to it the mismatch in the development of the north and the south of Montenegro, marked by
distinctive lag of the hotel sector in the heartland of the country compared to the south part of
country, it is hard to give a general image of the current situation in the hotel industry in
Montenegro.

It was expected that the Government’s policy related to the development of tourism, and
especially of the hotel accommodation, will lead to a general growth of the social standard,
but it did not happen, not even inside the hotel industry itself, where the net earnings are still
quite low and notably under the state average. According to MONSTAT, average gross
earnings per employee in the sector of accommodation and food and beverage in the period from
2012 to 2017 was in the range from 570-580 €, which means that an average earning without
taxes and contributions was around 385 € [41]. There is no good tourism with poor wages,
seasonal employments lasting for two to three months, inadequate accommaodation etc. In that
way “you can not get anything expect unreliable and low-grade work force, a work force that
will get to you and lurk to find a better job (...). We can not expect to have good service with
such low motivation. There is this rule among hoteliers that the worse worker is a poor paid
worker. There is ho good tourism without good wages [40].

The study [42] indicated that Croatian business and economic bachelor graduates have a
suitable level of specific competencies. The lack of available vacancies and small wages
compared to more developed Western EU countries for bachelors with high levels of employers’
satisfaction on specific competencies may encourage emigration. This can lead to a conclusion
of existing interdependence between negative demographic trends and the labour market.

It is important to know that when the external context is dramatically changed, it is not
possible to create value in the way organisations are used to. For this reason, it is important to
identify the critical factors affecting business models in knowledge society and encourage
managers to be aware of them while planning for the future of the organization [43].

The world is rapidly changing, and the systemic shifts have the potential to affect the nature
of work. To prepare the workforce, it is crucial to develop the skills that will be necessary for
the unpredictable landscape of the future [44].

A productive work environment potentiates the building of a specific organizational culture
which creates a satisfactory experience with employees at work [45, 46]. Some of the previous
studies [27] have shown that employees especially consider the wage, associates, supervision,
possibility of a promotion as well as the work itself, in assessing the work itself and
satisfaction itself. In a research conducted for needs of this work it is taken into consideration
the next dimensions of work: height and regularity of wages, benefits, teamwork,
independence during work, job security, possibility of a promotion and professional development,
relationships with colleagues and supervisors, challenging work, good physical working conditions,
care of employees for employees, as well as how much the work we do is important not only for
the company but overall the society.

Tourism represents a motor power for the economic development of Montenegro. Montenegro’s
industry is mainly focused on tourism sector, which is why our research will focus on analyzing
organizational culture in those businesses, and their effect on employees’ satisfaction.

METHODOLOGY

RESEARCH INSTRUMENT AND STATISTICAL METHODS

Determinating the dominant type of organizational culture in the tourism and hospitality
sector in Montenegro, was set as the primary goal of this research, as well as the influence
that organisational culture has on the satisfaction of employees in tourism businesses.
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The research question in the article is: What the type of organizational culture is dominant in
Montenegrin tourism companies and what is its impact on employee satisfaction?

For work requirements quantitative exploratory research was conducted, using method of
survey. The survey used instruments for determining organization culture (OCAI) and a Test
for measuring employee satisfaction in different dimensions of work. When it comes to
research techniques, we use the survey method, within which a questionnaire is prepared that
consists of two parts:

1. Standardized questionnaire developed by Cameron and Quinn (OCAI) a method for
assessing organizational culture. It belongs to the typological group of questionnaires, since
using it classifies the organizational culture in one of four types: clan culture, hierarchy
culture, market culture and adhocracy culture. Questions refer to dominant characteristics of
the organization, strategic focus and success criteria [36]. In every question, the respondent
should distribute a total number of 100 points on 4 given answers, so that the biggest number
of points goes to the answer that best describes his organization. The respondents answer
every question twice, once having the real condition of the organization in mind, and the
second time taking into consideration the desired state of the organization.

OCAI assesses the following dimensions: the dominant characteristic of the organization;
leadership in the organization; people management; unity of the organization; strategic focus
and success criterion. For each of these six dimensions, four answers are offered, which best
represent the four types of organizational culture. The respondents distributed the points
according to their own opinion, then the average is calculated for each answer and each
dimension individually. Depending on where the respondents distributed the most points, we
can determine what type of organizational culture prevails in the company: clan culture,
hierarchy, market or adhocracy.

2. Questionnaire on employees’ satisfaction, adjusted based on the questionnaire developed
Janiéijevi¢, Kovacevi¢ and Petrovi¢ [47]. The questionnaire refers to different dimensions of
job: the amount and regularity of the salary, benefits, team work, independence, safety of
hiring, possibility of advancement and vocational training, interpersonal relations with
colleagues and superiors, the challenge of the job, good physical conditions, company’s
concern for the employees, how important is the job that we do for the company and the
society itself. Every claim in the second part of the questionnaire is followed by the five
levelled Likert’s scale, used to express the level of satisfaction, or dissatisfaction (1 meaning
not satisfied, and 5 meaning very satisfied) [48]. The survey was conducted in tourism
businesses in the southern, central and northern region of Montenegro.

The derived results show the type of organization culture which characterizes touristic
enterprises in Montenegro and its influence on the degree of employee satisfaction which
work in given business environment, through different dimensions. The data was processed in
SPSS, except descriptive statistics, which was used in correlation and Kruskal —Wallis test
for analysis of connection and differences. Work ambient which increases employee
satisfaction while doing business tasks, contributes loyalty and better business result in
touristic enterprises.

THE PROCESS OF DEFINING A RESEARCH SAMPLE

In the current “Rulebook on Types, Minimum Technical Conditions and Categorization of
Catering Facilities” available on the Ministry of Sustainable Development and Tourism
website, catering establishments are classified according to the type and manner of providing
catering services: (1) catering facilities for the provision of accommodation services and the
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preparation and serving of food and beverages; (2) catering facilities for the provision of food
and beverage preparation and serving services [48].

The Central Registry of Business Entities (CRPS) of Montenegro has in its database a total of 1228
business entities registered under the code 5610 of the tourist industry. Businesses are
categorized according to the activity they perform in three main categories: hotel companies
(423), restaurant businesses (470), and businesses that operate as travel agencies (335).

In this study, we analyzed a total of 74 tourism companies, of which 26 hotels, 28 restaurants and 20
travel agencies. All three regions of Montenegro are represented in the sample: the coastal,
central and northern regions. The sample is designed to cover slightly more than 5 % of the total
population, which will ensure the representativeness of the sample. Using proportional allocation
methods, the size of the sample stratum will be proportional to the size of the population
stratum, thus ensuring generalization of conclusions after the research has been conducted [49].

RESULTS

In this study we analyzed 74 companies and in total 1312 employees, which mean in average
17,73 (min = 1, max = 30) employees from each company.

The descriptive statistics shows that 634 male respondents participated in the study or
48,32 % and 678 female respondents or 51,67 %, so we have a gender balance. The
respondents were divided into five age groups: the respondents younger than 25, comprising 249
respondents or 18,97 % of the sample, the respondents aged 26-35 make up 29,03 % of the
sample or 381 respondents, the respondents aged 36-45 make up 32,01 % of the sample or
420 respondents, aged 46-55 make up 16,99 % of the respondents or 223 respondents, while
the smallest number of the respondents (39 or 2,97 %) are over 65.

Regarding education, the respondents were divided into four categories: lower (primary
school); medium (secondary school); higher; high education (faculty, master, doctor degree).
The survey presents the highest number of respondents with secondary education and higher
education: 45,96 % with high school and 39,02 % of respondents with higher education. Only 1,98 %
of the respondents had primary school education, while the rest of the respondents or 13,03 %
had a high school diploma or a master’s or doctoral level of studies.

For the purposes of the survey, we also took into account the years of work experience of the
respondents, and divided them into 6 categories: up to 5 years of work experience are
23,01 % of the respondents, 27,97 % of respondents have 5-10 years of work experience,
33,99 % of respondents have 11-20 years of work experience, 10,97 % of respondents have
21-30 years of work experience, 3,12 % of those with work experience of 30-40 years of
service, and among the respondents there were only two respondents with more than 40 years
of work experience, or 1,21 %.The level of workplace included managerial and executive, of
which 30,33 % were managers and 69,66 % of executives in the sample.

The research question in the article is: What the type of organizational culture is dominant in
Montenegrin tourism companies and what is its impact on employee satisfaction?

It can be seen that majority of companies have organization culture of Clan (Table 1), which
implies good interpersonal relations, in which friendliness, mutual support and teamwork
prevail. At the same time the leader of the organization which has the role of a mentor and
leader is respected. Clan culture, by definition, is characterized by tradition, loyalty, team
work, personal commitment and close interpersonal relationships. This is what makes this
culture the most similar one to the culture of organizations inherited from the period of
socialist self-governance, in which workers, even though often only formally, had the right to
be involved in decision making when it came to issues of great importance for the business.
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Table 1. Characterization of companies regarding organization culture.

Diagnosis of organizational culture

Type of . - —
organization OIrDoar:;;l;inotn Leadi(;rsmp reH;J OTJ?Q e Unity of Strategical Crllctoerna
culture 9 L o organization focus
characteristic| organization| management success
Clan 55 54 65 52 52 51
(74,32 %) (72,97 %) (87,84 %) (70,27 %) | (70,27 %) | (68,92 %)
Adherence 8 8 2 10 11 9
(10,81 %) (10,81 %) (2,70 %) (13,51 %) (14,86 %) | (12,16 %)
Market 7 1 3 3 4 2
(9,46 %) (1,35 %) (4,05 %) (4,05 %) (5,40 %) (2,70 %)
Hierarch 4 11 4 9 7 12
y (5,40 %) (14,86 %) (5,40 %) (12,16 %) (9,46 %) | (16,22 %)
Table 2. Analyses of correlation in the level of satisfaction with different dimensions (part I).
A job
Absoefnce Employee Good re?a?i%is Benefits: important
. A challenging physical . recovery, for the
cic;]ntfrlllgt erz?)rltca);gtres job wor_ki_ng ir¥1vr|nt20tliha?e transportation, | company
company conditions manager phone soacnigty
Salar 0,410 0,450 0,301 0,434 0,432 0,418 0,465
y (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
Teamwork 0,580 0,548 0,391 0,535 0,553 0,305 0,435
(p<0,000)| (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
ndependence| 0,556 0,530 0,411 0,544 0,536 0,323 0,443
in business |(p<0,000) | (p<0,000) | (p<0,000) |(p<0,000) | (p<0,000) | (p<0,000) | (p<0,000)
Security of 0,491 0,547 0,414 0,554 0,570 0,409 0,452
employment | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
Regularity of | 0,506 0,516 0,392 0,564 0,601 0,361 0,451
pay (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
E‘r’gfég's'l'g]glf 0479 | 0538 0,486 0,580 0,579 0,480 0,519
development (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
Possibility
of 0,524 0,525 0,444 0,560 0,525 0,447 0,499
promotion at | (p<0,000) | (p<0,000) | (p<0,000) |(p<0,000) | (p<0,000) (p<0,000) (p<0,000)
work
Good
relationships| 0,722 0,549 0,377 0,524 0,541 0,278 0,442
with (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
colleagues

The analysis of the results of total employee satisfaction shows overall satisfaction in
companies, where majority of employees are satisfied (51 %), while 11 % are very satisfied.
It is important to highlight the number of employees who are neither satisfied nor unsatisfied
(37 %), which means that almost each third employee belongs to this category.

Furthermore, the Tables 2-4 present correlation coefficient between 15 different dimensions
of satisfaction, with bolded values of medium intensity of correlation (range values: 0,5-0,8).

It can be seen (Table 3) that dimensions of Teamwork, Independence in business, Security of
employment, Regularity of pay, Possibility of professional development, and Possibility of
promotion at work are significantly correlated between each other.

The analysis of the results of total employee satisfaction shows overall satisfaction in
companies, where majority of employees are satisfied (51 %), while 11 % are very satisfied.
It is important to highlight the number of employees who are neither satisfied nor unsatisfied
(37 %), which means that almost each third employee belongs to this category.
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Table 3. Analyses of correlation in the level of satisfaction with different dimensions (part 11).

Possibility [Possibility Good
Teamworklr!deper?dence Security of [Regularity of_ of _ relatio_nships

in business [employment| of pay |professional|promotion with
development| at work | colleagues

Salary 0,604 0,535 0,501 0,395 0,439 0,459 0,373
(p<0,000)| (p<0,000) | (p<0,000) |(p<0,000)| (p<0,000) |(p<0,000)| (p<0,000)

Teamwork ) 0,723 0,606 0,554 0,503 0,525 0,629
(p<0,000) | (p<0,000) |(p<0,000)| (p<0,000) |(p<0,000)| (p<0,000)

Independence ) ) 0,653 0,594 0,501 0,502 0,558
in business (p<0,000) |(p<0,000)| (p<0,000) |(p<0,000)| (p<0,000)

Security of ) ) ) 0,692 0,609 0,525 0,498
employment (p<0,000)| (p<0,000) |(p<0,000)| (p<0,000)

Regularity of ) ) ) ) 0,688 0,532 0,543
pay (p<0,000) |(p<0,000)| (p<0,000)

Posfsibil_ity olf 0,769 0513
géseelg;'nﬂgﬁt (p<0,000)| (p<0,000)

oot || | || | e
work (p<0,000)

Furthermore, the Tables 2-4 present correlation coefficient between 15 different dimensions
of satisfaction, with bolded values of medium intensity of correlation (range values: 0,5-0,8).

It can be seen (Table 3) that dimensions of Teamwork, Independence in business, Security of
employment, Regularity of pay, Possibility of professional development, and Possibility of
promotion at work are significantly correlated between each other.

The results obtained with the research done in tourism businesses in Montenegro confirm the
results of the researches done so far- which point out that most of the authors agree that what
affects job satisfaction is: the job itself, wages, surveillance, advancement, working
condition, the work group and relationships within it [26, 27].

To many, the job itself is the most important source of job satisfaction. In our research we
have discovered that the possibility of professional development and advancement at the
work place is of big importance when it comes to defining the level of employees’ job
satisfaction. This factor is mentioned even in the research done by Alderfer [50] who points
out that the possibility of professional development and advancement notably influences the
level of job satisfaction. In most of the studies, wages are mentioned as inevitable factors of job
satisfaction [26]. In the research that we have done, job satisfaction is on a satisfactory level,
62 % of respondents in total are either satisfied or extremely satisfied. Given the recent
research in the tourism industry with low salaries, we expected that the level of employee
satisfaction would be lower. Deery and Shaw [51] concluded that the specifics of the tourism
industry is in a way characterized by poor wages; which is what researches done by Ratkovic
(2018) warn us about, we cannot expect good service in tourism and satisfied employees with
low wages and seasonal employment [22].

Also, dimensions (Table 2, Table 4) of Absence of conflict in the company, Employee care
for employees, Good physical working conditions, and Good relations with the immediate
manager, are significantly correlated with almost each other dimension.

The research has also shown that interpersonal relationships among co-workers are good in
tourism businesses in Montenegro, they maintain good communication and a friendly
atmosphere at the work place, help each other with tasks, which are all important aspects of
job satisfaction. In order to be satisfied with their job, it is important for the employees to have
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Table 4. Analyses of correlation in the level of satisfaction with different dimensions (part 111).

Good Ajob
E Good . Benefits: important
mployee A . relations
. physical . recovery, for the
care for |challenging . with the :
. working | . . transportation,| company
employees job i immediate
conditions phone and
manager )
society
hpsence o | 0699 0,419 0,537 0,541 0,326 0,416
company (pP<0,000) | (p<0,000) | (p<0,000) | (p<0,000) | (p<0,000) (p<0,000)
Employee care i 0,562 0,600 0,527 0,395 0.450
for employees (p<0,000) | (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
A challenging i ) 0,613 0,446 0,463 0,443
job (p<0,000) | (p<0,000) (p<0,000) (p<0,000)
Gosvdofkhigca' ] ] ] 0,666 0,455 0,494
conditions (p<0,000) (p<0,000) (p<0,000)
Good relations
with the ) ) ) ) 0,508 0,552
immediate (p<0,000) (p<0,000)
manager
Benefits:
recovery, i ) ) i ) 0,619
transportation, (p<0,000)
phone

competent and reliable colleagues, and be able to communicate properly with them, with no
conflicts, resulting in a friendly work atmosphere. This factor appeared in earlier researches
on job satisfaction done by Luthans [26].

It is important to the employees that the company that employes them has a wider social
impact, and that they are informed with everything regarding the company. Since members of
the collectivistic culture show a strong need to identify with the collective or the organization
that they belong to, it is completely understandable that the company’s reputation and its
significance for the society are very important. The more significant and respectable the
company is, the more it is easier for the employee to identify with it. Besides that, the more
significant and respectable the company is, it is easier to it to protect its employees, which is
important in times of economic crisis.

Conditions in which the employees are working hold a strong influence in their satisfaction
because good physical working conditions include some aspects which strongly emphasize
the safety of employees at the work place. Primarily, it refers to physical, safe working
conditions and the absence of overtime.

Kruskal-Wallis test shows statistically significant difference between different groups of
Dominant organization characteristic, ¥*(3) = 8,38; p < 0,005. The post-hoc test shows
significant difference only between groups of Market and Hierarchy in regards to Clan and
Adherence from the perspective of the level of satisfaction of employees. In a Market and
Hierarchy culture the business result here is practically the only measure of success, and how
to achieve it in a sharp competitive battle, in these organizations winning mentality,
rationality and work responsibility is appreciated. Clan culture and adhocracy favor flexibility
and autonomy as opposed to stability and control. Clan culture is characterized by good
interpersonal relationships, and an adhocracy culture by entrepreneurial spirit and innovation.

Also, statistically significant difference is shown between different groups of Leadership in
organization, x2(3) = 9,32; p < 0,005. The post-hoc test shows significant difference of group
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Table 5. Analyses of dependencies between different organization structure and overall level
of satisfaction in the company.

Overall job satisfaction (1-4) Kruskal-Wallis
Mean St.Dev. v p-value
Clan 2,69 0,27
Adherence 2,38 0,71
Market 3,13 0,76 8,38 p<0,005
Hierarchy 3,00 1,00
Leadership in organization
Clan 2,72 0,27
Adherence 2,13 0,71
Market 3,00 2,00 9,32 p<0,005
Hierarchy 3,09 0,60
Human resource management
Clan 2,69 0,25
Adherence 2,00 1,41
Market 3,00 1,15 10,57 p<0,001
Hierarchy 3,25 1,00
Unity of organization
Clan 2,75 0,28
Adherence 2,40 0,63 _
Market 3,00 1,15 371 p=0,186
Hierarchy 2,78 0,67
Strategical focus
Clan 2,77 0,28
Adherence 2,36 0,60 _
Market 3,00 1,00 3,04 p=0,09
Hierarchy 2,71 0,76
Criteria for success
Clan 2,73 0,28
Adherence 2,67 0,67 _
Market 3,00 1,41 2,18 p=0271
Hierarchy 2,67 0,58

Adherence compared to groups Hierarchy and Market, from the perspective of the level of
satisfaction of employees. In a culture of market and hierarchy, it is expected that the
manager makes available all the information needed to complete the tasks and ensure a clear
organization of work. His/Her management style is autocratic, that is, focused on the tasks
and goals of the organization, in order to achieve the best possible business results. All
decisions in the organization are made by the leader [52]. Based on the results, we can state
that it is important for employees that their superiors are competent and hold good
organizational skills. Few earlier researchers have shown that there is a link between
employee participation in decision making and the level of job satisfaction [53]. Unlike the
culture of the market and the hierarchy, the culture of adhocracy is characterized by an
entrepreneurial spirit and innovation that fits with a charismatic leadership style, which uses
an unconventional way to solve problems in an organization, such as introducing new
technological solutions and organizing a business. With completely different innovative
solutions, the leader indicates his own competence and the correctness of his innovative
vision, which is compatible with the organizational culture of the hierarchy characterized by
innovation [25].
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The results also show a statistically significant difference in Human resource management
v*(3) = 10,57; p < 0,001. The post-hoc test shows a significant difference in the Adherence
group compared to the Hierarchy and Market groups relative to the level of employee
satisfaction. This too is supported by theoretical work that market culture and hierarchies are
characterized by stability and control in these cultures. In order to achieve productivity and
success, it is necessary to control all processes and to constantly monitor them. On the other
hand, the culture of democracy is a flexible, adaptable and informal type of organization,
characterized by an entrepreneurial spirit and innovation in problem solving [37].

The results of the study show that there is no statistically significant difference between the
different Unity of organization groups *(3) = 3,71; p = 0,186., strategic focus y*(3) = 3,04;
p = 0,096, and Criteria for success x%3) = 2,18; p = 0,271. We interpret this as an interesting
result and assume that there is no statistically significant difference due to the specificity of
the tourism industry, whose strategic focus, unity of organization and success criteria are
geared towards guests, regardless of what type of organizational culture prevails in the
organization. This industry is characterized by the inherent nature of products and services
and it must be a priority no matter what type of organizational culture prevails in a tourism
company, which is in line with Ratkovic’s 2009 research. [40] Tourism industry employees
are familiar with this, and in accordance with the specificity of this industry, they perform
their work in the service industry.

Based on the results of the research on the individual dimensions of organizational culture, the
answer to the research question “What is the impact of organizational culture on employee
satisfaction?” is given. Results of the research point to notable differences in levels of job
satisfaction related to different types of organizational culture in tourism businesses in
Montenegro, giving us proof that organizational culture does in fact affect job satisfaction,
which is in accordance with researches done by Janicijevic, Nikcevic and Vasic [9]. It is safe
to say that different types of organizational culture were linked to different levels of
employees’ job satisfaction, due to the content, values and norms that characterize different
types of organizational cultures.

This can be, at least partially, explained by our national culture [54], in which strong
leadership that offers protection, help and care is the preferred one to be included in decision
making. Besides that, we cannot neglect the inherited socialist regime of management, as
well as the transition process that tourism business in Montenegro went through.

CONCLUSION

The starting point for empirical research of this work is the assumption that the organizational
culture is an organizational factor which affects the level of employee satisfaction in tourism
companies in Montenegro. Organizational culture is a factor of great importance since it
determines the inner environment of the organization in which members of the organization
do their job and receive desired results. Employee satisfaction in a way depends on the
organizational culture which is dominant in the company, so different types of organizational
culture affect the level of employees’ satisfaction with the job they do.

The research question in the article is: What the type of organizational culture is dominant in
Montenegrin tourism companies and what is its impact on employee satisfaction?

We can conclude that most of the tourism companies in Montenegro fall under the clan culture
category, which implies good interpersonal relations, in which friendship, mutual support and
team work are prevalent. Based on the conducted research, total satisfaction of employees is
51 %, while 11 % of them are very satisfied. It is important to point out the 37 % of unsatisfied
employees, which means that almost every third employee falls under this category.
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The results obtained with the research done in tourism businesses in Montenegro confirm the
results of the researches done so far- which point out that most of the authors agree that what
affects job satisfaction is: the job itself, wages, surveillance, advancement, working
condition, the work group and relationships within it [26, 27].

Compared to previous studies, this research confirms that organizational culture is a factor
that influences the level of employee satisfaction, which is in line with research [9]. In
contrast to previous studies, we found that certain criteria within different organizational
culture groups do not have a statistically significant difference in the level of employee
satisfaction. We assume that this is a specificity of the tourism industry, since it is a service
activity characterized by the inherent nature of the product and service. The connection between
employees and guests is much more frequent than in other industries and the different type of
organizational culture in that part does not affect the level of employee satisfaction.

This research’s results have significant theoretical and practical implications. The key
theoretical contribution of this study is the finding that organizational culture is the main
factor affecting employees’ job satisfaction. Among other factors that were identified in the
literature, such as wages, working conditions, management style, organizational culture as
well plays an important role in defining the levels of employees’ job satisfaction with the
work that they are doing. Next theoretical contribution can be seen in identifying the
dominant type of organizational culture in tourism businesses in Montenegro.

Practical contribution of this research would be in creating knowledge that managers can
implement through their work in tourism businesses in Montenegro, in order to create a
culture that secures increase in levels of employees’ job satisfaction. Also, the results of the
research can be of great help to human resources managers in starting appropriate actions in
with the goal of raising awareness and changing organizational culture in their own
companies, so that they would be able to create an organizational culture that is in accordance
with the employees’ needs and preferences, which reflects directly onto their productivity and
dedication to the job.

The research presented in this article had a certain methodological limit, coming from the
article’s nature and its goal. Characteristics of the tourism sector of the organization used for
this research, as well as the national culture of Montenegrin tourism businesses inherited
from the socialist period of self-governance , limits the generalization of the research results.

Also, for future work it would be possible to extend the presented research to identification of
instruments that can be used to increase the level of satisfaction, as well as eventual models
and cluster of employees.
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