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SAZETAK: Cilj ovog istrazivanja bio je ispitati pove-
Zanost kategorizacije hotela s percepcijom predanosti
vodstva i uklju¢enosti zaposlenika u aktivnosti kontinu-
iranih pobolj$anja u kontekstu hrvatskog hotelijerstva, s
namjerom doprinosa unaprjedenju kvalitete upravljanja
u smjeStajnim objektima razlic¢itih kategorija. Empirij-
sko istrazivanje provedeno je na uzorku srednjih i veli-
kih hotelskih poduzeéa u Republici Hrvatskoj, pri ¢emu
su ispitana 244 menadZera uz uporabu Likertove skale
od sedam stupnjeva. Obrada podataka ukljucivala je de-
skriptivne statisticke metode i neparametrijsku analizu
Kruskal-Wallis testom zbog utvrdenog odstupanja od
normalne distribucije. Rezultati ukazuju na statisti¢ki
znadajne razlike u percepciji predanosti vodstva u od-
nosu na kategorizaciju hotela (p < 0,05), pri ¢emu se u
hotelima vise kategorije, osobito u onima s pet zvjezdi-
ca, vodstvo percipira kao viSe ukljuéeno u svakodnevne
aktivnosti kvalitete. Suprotno tomu, iako su hoteli visih
kategorija ostvarili vi§e prosje¢ne rangove za ukljuce-
nost zaposlenika, razlike nisu bile statisti¢ki znacajne
(p > 0,05). Dobiveni rezultati doprinose postojecoj
literaturi te sugeriraju da kategorizacija hotela mozZe
biti indikator razine predanosti vodstva, no ne i odlu-
¢ujuéi ¢imbenik u poticanju uklju¢enosti zaposlenika.
KLJUENE RIJECI: kategorizacija, predanost vodstva,
ukljuéenost zaposlenika, kontinuirana poboljsanja,
upravljanje kvalitetom
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U kontekstu sve dinami¢nijeg i konkurentnijeg
poslovnog okruZenja upravljanje kvalitetom postaje
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CATEGORIZATION OF
ACCOMMODATION FACILITIES
AS AN INDICATOR OF
LEADERSHIP COMMITMENT
AND EMPLOYEE INVOLVEMENT
IN THE HOTEL INDUSTRY

ABSTRACT: The aim of this study was to examine the
relationship between hotel categorization and the percep-
tion of leadership commitment and employee involvement
in continuous improvement activities within the context
of the Croatian hotel industry, with the intention of con-
tributing to the improvement of quality management in
accommodation facilities of different categories. The em-
pirical study was conducted on a sample of medium-sized
and large hotel companies in the Republic of Croatia,
involving 244 managers, using a seven-point Likert scale.
Data processing included descriptive statistical methods
and non-parametric Kruskal-Wallis analysis due to devi-
ation from normal distribution. The results indicate sta-
tistically significant differences in the perception of lead-
ership commitment in relation to hotel categorization (p
< 0.05), showing that leadership is perceived as more in-
volved in everyday quality activities in higher-category ho-
tels, particularly in five-star hotels. Conversely, although
higher-category hotels achieved higher average ranks for
employee involvement, the differences were not statisti-
cally significant (p > 0.05). The results contribute to the
existing literature and suggest that hotel categorization
may serve as an indicator of leadership commitment, but
not as a decisive factor in fostering employee involvement.

KEYWORDS: categorization; leadership commitment;
employee involvement; continuous improvement; quality
management

INTRODUCTION

In an increasingly dynamic and competitive business
environment, quality management has become a key
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klju¢no stratesko pitanje za organizacije u razli¢itim
sektorima, uklju¢ujudi i usluzne djelatnosti. Pitanje
shoée li se to isplatiti?”, koje Cesto prati implementa-
ciju sustava upravljanja kvalitetom, nije samo retoric-
ko veé zahtijeva i analiti¢ki pristup evaluaciji koristi
koje proizlaze iz primjene ovih sustava (Psomas &
Kafetzopoulos, 2014). Brojna istraZivanja (Kumar
et al., 2009; Fotopoulos & Psomas, 2009; Psomas
& Fotopoulos, 2010; Das et al,, 2011; Vrtodusi¢
Hrgovié et al,, 2024) potvrduju da primjena susta-
va upravljanja kvalitetom, osobito kada se provodi
kontinuirano i sustavno, moze rezultirati brojnim
prednostima za organizaciju, ukljué¢ujuéi veée zado-
voljstvo kupaca i zaposlenika, pobolj$anje kvalitete
proizvoda i usluga, o¢uvanje prirodnog i drustvenog
okruZenja te unaprjedenje ukupne poslovne uspjes-
nosti. Prema Mukhles (2021), hotelska industrija,
a time i §iri turisticki sektor, teZi k implementaciji
sustava upravljanja kvalitetom, s ciljem postizanja
konkurentnosti i poslovne izvrsnosti.

Usluzne djelatnosti, a osobito sektor hotelijerstva i
turizma, suoceni su s nizom specifi¢nosti koje dodat-
no oblikuju pristupe upravljanju kvalitetom. Nacela
sustava kvalitete koja vrijede u proizvodnji moraju
se prilagoditi obiljeZjima usluga kao $to su nema-
terijalnost, prolaznost, neodvojivost od pruzatelja
usluga i varijabilnost (Kotler et al., 2010). Upravo te
karakteristike oteZzavaju standardizaciju i sustavno
upravljanje kvalitetom, ali istodobno isti¢u vaznost
interpersonalne dimenzije u procesu pruZzanja uslu-
ge (Kandampully et al., 2000). Kvaliteta u turizmu
i ugostiteljstvu time postaje ne samo organizacijski
imperativ ve¢ i temelj trZi$nog pozicioniranja.

Upravo stoga organizacije iz usluznog sektora, a
posebno iz hotelijerstva, sve ¢esée implementira-
ju medunarodno priznate standarde poput ISO
9001:2015. Taj standard osobitu paznju posveéuje
dvama kljuénim nacelima: vodstvu i uklju¢enosti
zaposlenika, naglasavajudi vaznost zajednicke vizije
i svrhe unutar organizacije, uz paralelno osnaZivanje
i uklju¢ivanje svih sudionika u kreiranje vrijednosti
(ISO 9000:2015). Vodstvo, kao strateski pokretad, i
zaposlenici, kao neposredni nositelji interakcije s ko-

strategic issue across sectors, including services.
The question “Will it pay off?” often arises when
implementing quality management systems and
it requires analytical evaluation of the benefits de-
rived from such systems (Psomas & Kafetzopou-
los, 2014). Numerous studies (Kumar et al., 2009;
Fotopoulos & Psomas, 2009; Psomas & Fotopou-
los, 2010; Das et al., 2011; Vrtodusi¢ Hrgovié et al.,,
2024) confirm that the application of quality man-
agement systems—particularly when implement-
ed continuously and systematically—can result
in various advantages, including higher customer
and employee satisfaction, improved service and
product quality, preservation of natural and social
environments, and better overall business perfor-
mance. According to Mukhles (2021), the hotel
industry—and the tourism sector more broadly—
strives to implement quality management systems
to achieve competitiveness and business excellence.

Service industries, especially hospitality and
tourism, are faced with specific features that influ-
ence approaches to quality management. Quality
management principles applicable to production
must be adapted to service characteristics such as
intangibility, transience, inseparability, and vari-
ability (Kotler et al., 2010). These characteristics
complicate standardization and systematic quality
management, while simultaneously emphasizing
the interpersonal dimension of service delivery
(Kandampully et al., 2000). Thus, quality becomes
not only an organizational imperative, but also an
essential element of market positioning, both in
tourism and hospitality.

For this reason, organizations in the service sec-
tor—hospitality in particular—frequently imple-
ment internationally recognized standards such
as ISO 9001:2015. This standard places particular
emphasis on two core principles: leadership and
employee involvement, highlighting the importance
of a shared vision and purpose within the organi-
zation, along with empowering all participants in
value creation (ISO 9000:2015). Leadership, as a
strategic driver and employees, as primary actors
in service delivery jointly influence the final service
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risnicima, zajedno utje¢u na konaénu kvalitetu ispo-
rucene usluge (ISO 9000:2015, 24. 7. 2025.). Sli¢an
pristup susrecemo i u modelima poslovne izvrsnosti,
kao $to su Malcolm Baldrige, EFQM i Demingova
nagrada, koji takoder prepoznaju predanost vodstva
i aktivnu ukljucenost zaposlenika kao temeljne stu-
pove organizacijskog napretka. IstraZivanja se, poput
onog koje provodi Sozuer (2011) u hotelima s ¢eti-
rima zvjezdicama u Istanbulu, koriste Europskim
modelom izvrsnosti u upravljanju (EFQM) kao ala-
tom za samoprocjenu. Autor naglasava vaZnost pre-
danosti vodstva i uklju¢enosti zaposlenika, a poseban
se naglasak stavlja na obrazovanje zaposlenika kao
klju¢nog elementa u tom procesu unaprjedenja. Pret-
hodna istraZivanja pokazuju da kategorizacija hotela
utjeCe na nacin na koji se oblikuju menadzerske
prakse, predanost zaposlenika i strategije usmjerene
prema gostima. Primjerice, u hotelima vige kategori‘
je, poput hotela s pet zvjezdica, naglasak se stavlja na
inovacije, stratesko planiranje i odabir odgovarajuceg
stila vodstva, §to omogucava snaZniju povezanost iz-
medu TQM praksi i pokazatelja uspjesnosti (Al-Sabi
et al., 2017; Sunil et al.,, 2021; Wanjiku & Kungu,
2022). Nadalje, u hotelima vise kategorije lojalnost
se gostiju razvija putem kompleksne percepcije vri-
jednosti boravka, dok se u hotelima niZe kategorije
lojalnost temelji prvenstveno na neposrednom isku-
stvu kvalitete usluge (Keshavarz et al., 2019). U tom
smislu, uklju¢enost zaposlenika i njihova usklade-
nost s ocekivanjima gostiju postaju klju¢ni elementi
u ostvarivanju diferenciranih obrazaca kvalitete i
zadovoljstva, pri ¢emu ukljueno i predano vodstvo
znadajno doprinosi razvoju sustava upravljanja kva-
litetom i jacanju posvecenosti zaposlenika (Portela
Maquieira et al., 2020; Ishizaka et al., 2019).

Na temelju prethodnih uvida, cilj je ovog istraZiva-
nja ispitati postoje li statisticki znac¢ajne razlike u
razini percipirane predanosti vodstva i uklju¢enosti
zaposlenika u aktivnosti kontinuiranih pobolj$anja u
donosu na kategorizaciju hotelskih smjestajnih obje-
kata. Poseban fokus stavljen je na hotelske objekte
razli¢itih broja zvjezdica da bi se istraZilo utjece li
razina kategorizacije na intenzitet implementacije
ovih temeljnih nacela kvalitete u praksi.

quality (ISO 9000:2015, 24 July 2025). Likewise,
excellence models such as Malcolm Baldrige,
EFQM, and the Deming Prize also recognize
leadership commitment and employee involvement
as fundamental pillars of organizational progress.
Studies, such as the one conducted by Sozuer
(2011) in four-star hotels in Istanbul, use the
European Excellence Model (EFQM) as a self-as-
sessment tool. The author emphasizes the impor-
tance of leadership commitment and employee
involvement, with particular emphasis on employee
education as a key element in this improvement
process. Previous research shows that hotel catego-
rization influences managerial practices, employee
commitment, and strategies focused on guests.
In higher-category hotels, such as five-star ho-
tels, emphasis is placed on innovation, strategic
planning, and leadership style selection, enabling
stronger links between TQM practices and per-
formance indicators (Al-Sabi et al., 2017; Sunil et
al.,, 2021; Wanjiku & Kungu, 2022). Guest loyalty
in higher-category hotels is shaped by a complex
perception of value, whereas in lower-category
hotels, it relies primarily on direct service quality
(Keshavarz et al., 2019). In this context, employee
involvement and alignment with guest expectations
become key factors in accomplishing differentiated
quality and satisfaction patterns, and involved and
committed leadership significantly contributes to
the development of quality management systems
and increased employee commitment (Portela

Magquieira et al., 2020; Ishizaka et al., 2019).

Based on previous insights, the goal of this study
was to examine whether statistically significant
differences exist in perceived leadership commit-
ment and employee involvement in continuous
improvement activities relative to hotel categori-
zation. Special focus is placed on hotel facilities
of different star ratings to investigate whether the
level of categorization affects the intensity of im-
plementation of these fundamental quality princi-
ples in practice.

The paper consists of an introduction, two theoret-
ical chapters that address leadership commitment
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Rad se sastoji se od uvoda, dvaju teorijskih poglav-
lja koja obraduju predanost vodstva i ukljuéenost
zaposlenika u sustav upravljanja kvalitetom, zatim
metodoloskog okvira, prikaza rezultata istraZivanja
te zavr$ne diskusije i zakljucaka.

PREDANOST VODSTVA

Predanost vodstva klju¢no je nacelo u kontekstu
kontinuiranog pobolj$anja te u praksama uprav-
ljanja kvalitetom. Uspjeh svake organizacije ovisi o
ucinkovitosti njezinih zaposlenika, a koja nije odre-
dena samo njihovim vjestinama i iskustvom ve¢ i
odnosom s nadredenima. Klju¢nu ulogu u obliko-
vanju takvog okruZenja ima vodstvo koje postavlja
vrijednosti organizacije o¢ekivanja te ih integrira
u svakodnevne poslovne procese. Dobri lideri na-
dahnjuju i motiviraju svoje timove te uspostavljaju
organizacijski poredak koji je dosljedan, predvidiv
i upravljiv (Kiran, 2017). Prema standardu ISO
9000, vodstvo se definira kao ,osoba ili skupina
ljudi koji vode i nadziru organizaciju na najvisoj
razini” (ISO 9000:2015, str. 30) ¢ija je odgovor-
nost usmjeravanje zaposlenika primjenom alata
kontinuiranog poboljsanja, koordinacije aktivno-
sti, u¢inkovitog upravljanja resursima te pruzanja
potrebne edukacije za razvoj i rast organizacije
(Paipa-Galeano et al., 2020, str. 198). Upravo ta
predanost vodstva temelj je uspjesnog poslovanja i
klju¢ni faktor u postizanju odrzivih rezultata. Kao
§to istice Kiran (2017), vodstvo je vazno na svim
razinama organizacije. Na najvidoj razini klju¢no je
za oblikovanje planova i politika. Na srednjoj i ni-
Zim razinama potrebno je za tumacenje i provedbu
planova i programa koje donosi vrhovno vodstvo.

Istrazivanje Portela Maquieira i sur. (2020) potvr-
duje da transformacijsko vodstvo znac¢ajno dopri-
nosi razvoju sustava upravljanja kvalitetom, pri ce-
mu hoteli unutar lanaca imaju vodstvo koje je vise
predano i imaju vi$u razinu uklju¢ivanja zaposleni-
ka u procese, dok neovisni hoteli te oni orijentirani
na odmorisni proizvod pokazuju slabiju stratesku
usmjerenost. Chathoth i Olsen (2002) isti¢u da
vodstvo, promatrano na mikrorazini i makrorazini,

and employee involvement in the quality manage-
ment system, then a methodological framework,
a presentation of the research results, and a final
discussion and conclusions.

LEADERSHIP COMMITMENT

Leadership commitment is a key principle in the
context of continuous improvement and quality
management practices. The success of any organiza-
tion depends on the effectiveness of its employees,
which is not determined solely by their skills and
experience but also by their relationship with their
superiors. Leadership plays a crucial role in shaping
such an environment by establishing organizational
values and expectations and integrating them into
daily business processes. Good leaders inspire and
motivate their teams and create an organizational
order that is consistent, predictable, and manageable
(Kiran, 2017). According to the ISO 9000 stand-
ard, leadership is defined as “a person or group of
people who direct and control an organization at the
highest level” (ISO 9000:2015, p. 30), responsible
for guiding employees through the application of
continuous improvement tools, coordinating activ-
ities, managing resources effectively, and providing
necessary training for the development and growth
of the organization (Paipa-Galeano et al., 2020, p.
198). This leadership commitment represents the
foundation of successful business operations and a
key factor in achieving sustainable results. As Kiran
(2017) states, leadership is important at all levels of
the organization. At the highest level, it is essential
for shaping plans and policies, while at middle and
lower levels it is required for interpreting and imple-
menting the plans and programs introduced by top
management.

The research conducted by Portela Maquieira et al.
(2020) confirms that transformational leadership
significantly contributes to the development of qual-
ity management systems, whereby hotels belonging
to hotel chains demonstrate greater leadership
commitment and higher employee involvement
compared to independent hotels or hotels orient-
ed toward leisure tourism. Chathoth and Olsen
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ima direktan utjecaj na izgradnju kulture kvalite-
te i dugoroéne izvrsnosti, posebno na trZi§tima u
razvoju. Lideri koji su sposobni integrirati viziju,
standarde i motivaciju zaposlenika doprinose ope-
rativnoj u¢inkovitosti i stvaranju diferenciranog
iskustva za gosta. S druge strane, Whitelaw (2013)
naglasava da vodstvo u hotelijerstvu nije homoge-
no jer razli¢ite razine menadZmenta zahtijevaju
razliéite stilove vodstva, ovisno o vrsti zadatka i
organizacijskom cilju. Njegova studija pokazuje
da vi§erazinski pristup vodstvu, u kojem su stilo-
vi prilagodeni izazovima koje susre¢u operativni,
srednji i vi§i menadZeri, ima pozitivan u¢inak na
efikasnost organizacije. Ova prilagodljivost, od-
nosno situacijsko vodstvo, od presudne je vaznosti
za odrzavanje visokih standarda usluge i za razvoj
zaposlenika, §to su osnovni elementi organizacijske
izvrsnosti.

Nazarian i sur. (2024) dodatno prosiruju ra-
zumijevanje vodstva u hotelijerstvu uvodenjem
kulturoloske dimenzije. Njihovo istraZivanje po-
kazuje da utjecaj etickog i autenti¢nog vodstva na
organizacijske varijable (poput glasa zaposlenika,
povjerenja i predanosti) varira ovisno o nacionalnoj
kulturi. U zemljama s niskom udaljeno§éu moéi,
poput Njemacke i Nizozemske, eti¢ko vodstvo
snazno potice izrazavanje misljenja zaposlenika,
dok u hijerarhijski usmjerenim kulturama (Katar,
Turska) takav u¢inak nije vidljiv. Autenti¢no vod-
stvo ima §iri utjecaj, ali i dalje ovisi o kulturnim
ocekivanjima i interpretacijama ponasanja vodstva.
Prema Lazibatu (2009) participativni stil vodstva
pogodan je za organizacije usmjerene na kvalitetu
s naglaskom na osnaZivanje zaposlenika (dati za-
poslenicima moguénost dono$enja odluka i davanja
prijedloga, prikupljanje i prihvaéanje prijedloga za-
poslenika, nagradivanje zaposlenika). Aktivnosti
koje bi ukljuceno i participativno vodstvo trebalo
poduzimati u organizacijama usmjerenima na kva-
litetu i kontinuirano pobolj$anje (Sustavi upravlja-
nja kvalitetom — Temeljna nacela i terminoloski
rje¢nik, HRN EN ISO 9000:2015, peto izdanje,
svibanj 2017):

(2002) emphasize that leadership—considered at
both micro and macro levels—has a direct impact
on building a culture of quality and long-term ex-
cellence, particularly in developing markets. Leaders
who can integrate vision, standards, and employee
motivation contribute to operational efficiency and
to creating a differentiated guest experience. Con-
versely, Whitelaw (2013) emphasizes that leadership
within the hospitality industry is not homogeneous,
as different levels of management require different
leadership styles depending on the type of task and
organizational objectives. His study shows that a
multilayered leadership approach, in which leader-
ship styles are adapted to the challenges faced by
operational, middle, and senior management, has a
positive impact on organizational effectiveness. This
adaptability, or situational leadership, is crucial for
maintaining high service standards and developing
employees, which are fundamental elements of or-
ganizational excellence.

Nazarian et al. (2024) further expand the under-
standing of leadership in hospitality by introducing
a cultural dimension. Their research shows that the
impact of ethical and authentic leadership on organ-
izational variables (such as employee voice, trust,
and commitment) varies depending on national
culture. In countries with low power distance, such
as Germany and the Netherlands, ethical leadership
strongly encourages employees to express their opin-
ions, whereas in more hierarchical cultures (Qatar,
Turkey) this effect is not evident. Authentic lead-
ership has a broader influence, but it still depends
on cultural expectations and interpretations of
leadership behavior. According to Lazibat (2009), a
participative leadership style is suitable for organi-
zations oriented toward quality, with an emphasis
on empowering employees (allowing them to make
decisions and submit suggestions, collecting and ac-
cepting employee proposals, rewarding employees).
Activities that engaged and participative leadership
should undertake in organizations focused on qual-
ity and continuous improvement include (Quality
Management Systems — Fundamental Principles
and Terminology, HRN EN ISO 9000:2015, fifth
edition, May 2017):
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— cijelu organizaciju upoznati s misijom, vizijom,
strategijom, politikom i procesima

— stvoriti i odrZavati zajednicke vrijednosti na
svim razinama organizacije

— poticati na opredijeljenost za kvalitetu u cijeloj
organizaciji

- zaposlenicima osigurati resurse, izobrazbu i
ovlasti koje su im potrebne da mogu odgovorno
postupati

— nadahnuti, poticati i priznavati doprinos zapo-
slenika.

Van Aartsengel i Kurtogl (2013, str. 36) isti¢u da
vodstvo nije samo nuZno za usmjeravanje organiza-
cije u smjeru implementacije kontinuiranog pobolj-
$anja ve¢ i za osiguravanje klju¢nih resursa potrebnih
za ostvarenje potencijala i pobolj$anja. Upravljanje
kvalitetom, pa tako i primjena kontinuiranih pobolj-
$anja, zahtjeva napore od cjelokupne organizacije, a
posebno vodstva koje svojom uklju¢eno$éu potice i
zaposlenike. Holtskog (2013) naglasava angaZirano
vodstvo i razumijevanje ciljeva kao klju¢ne faktore
uspjeha kontinuiranih pobolj$anja koji imaju izravan
ucinak na predanost i uklju¢enost zaposlenika. Ji-
moh i sur. (2019) takoder isti¢u predanost vodstva te
napominju vaznost uskladenosti s ISO standardom.
Gonzalez i Martinis (2016) naglasavaju predanost
vodstva i sustav nagradivanja kao temeljne ¢imbenike
koji poti¢u zaposlenike da sudjeluju u praksama kon-
tinuiranog pobolj$anja te naglasavaju vaznost kulture
kvalitete i edukacije zaposlenika o alatima kvalitete.

Prethodna istraZivanja potvrduju da je vodstvo
klju¢an ¢imbenik u ostvarivanju konkurentske
prednosti hotela vise kategorije. Wanjiku i Kungu
(2022) naglasavaju da u hotelima s pet zvjezdica
vela predanost vodstva rezultira poveéanjem za-
dovoljstva gostiju te ostvarivanjem vi§ih prihoda,
¢ime se potvrduje vaznost strate§kog usmjeravanja
menadZmenta. Sunil i sur. (2021) provode istrazi-
vanje u visoko kategoriziranim hotelima te isti¢u
da implementacija praksi upravljanja potpunom
kvalitetom — TQM (engl. Total Quality Mana-
gement) zahtijeva planski pristup i dosljednost
vodstva u inovacijama i menadZmentu, pri ¢emu

— introduce the mission, vision, strategy, policy,
and processes to the entire organization

— create and maintain shared values at all organi-
zational levels

— encourage a commitment to quality throughout
the organization

— ensure that employees have the resources, train-
ing, and authority needed to act responsibly

— inspire, encourage, and recognize employee con-
tributions.

Van Aartsengel and Kurtogl (2013, p. 36) empha-
size that leadership is not only necessary to guide
the organization toward the implementation of
continuous improvement but also to ensure key
resources required for achieving improvement
potential. Quality management, and thus the
implementation of continuous improvement,
requires effort from the entire organization, and
from leadership in particular, whose involvement
motivates employees. Holtskog (2013) highlights
engaged leadership and clarity of goals as key suc-
cess factors of continuous improvement that have
a direct impact on employee commitment and
involvement. Jimoh et al. (2019) also stress lead-
ership commitment and the importance of align-
ment with ISO standards. Gonzalez and Martinis
(2016) highlight leadership commitment and
reward systems as essential factors encouraging
employees to participate in continuous improve-
ment practices and emphasize the importance of
quality culture and employee training in quality
tools.

Previous studies confirm that leadership is a key
factor in achieving competitive advantage in high-
er-category hotels. Wanjiku and Kungu (2022) em-
phasize that in five-star hotels, stronger leadership
commitment results in greater guest satisfaction
and higher revenue, confirming the importance
of strategic managerial focus. Sunil et al. (2021)
conducted research in highly categorized hotels
and found that implementing Total Quality Man-
agement (TQM) practices requires a planned ap-
proach and consistency of leadership in innovation
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upravo izbor odgovarajuéeg stila vodstva odreduje
razinu uspjesnosti provedbe. Ishizaka i sur. (2019)
pokazuju da se u hotelima s pet zvjezdica me-
nadZeri u velikoj mjeri prilagodavaju o¢ekivanjima
gostiju, $to upucuje na visok stupanj predanosti
vodstva zadovoljavanju potreba kupaca.

UKLJUCENOST ZAPOSLENIKA

Ukljuéenost zaposlenika predstavlja temelj uspje-
ha svake organizacije jer se motivirani zaposlenici
osjecaju dijelom organizacije ako im se pruza
moguénost aktivnog sudjelovanja u poslovnim
procesima. Motivacija zaposlenika jaca njihovu
emocionalnu povezanost s poslom i poti¢e njiho-
vu angaZiranost (Kiran, 2017). Klju¢ni element
u tom procesu jest stvaranje prostora za otvorenu
razmjenu informacija u kojem zaposlenici mogu
davati prijedloge, preuzimati odgovornosti poput
postavljanja ciljeva, donoSenja odluka i rjesavanja
problema, ¢esto putem medufunkcionalnih timo-
va. Takav pristup doprinosi razvoju organizacije i
osnazuje zaposlenike (Bakoti¢ & Rogosié, 2017).
Upravljanje kvalitetom snaZno se oslanja na uklju-
¢ivanje svih zaposlenika u donosenje odluka i
projekte pobolj$anja jer je osoba na radnom mjestu
najkompetentnija za prepoznavanje podrudja za
unaprjedenje (Kiran, 2017).

Istrazivanja pokazuju da je ukljuéenost zaposlenika
povezana s pozitivnim rezultatima u implementa-
ciji sustava upravljanja kvalitetom. Zadovoljni su
zaposlenici lojalniji, skloniji suradnji i motiviraniji
za kontinuirano pobolj$anje poslovnih procesa i
pruzanje kvalitetne usluge (Sadikoglu & Zehir,
2010; Al-Refaie, 2015; Hirzel et al., 2017). Pre-
ma Hirzelu et al. (2017), otvorena komunikacija i
podrska zaposlenicima kljuéni su za uspjesnu pri-
mjenu procesa pobolj$anja, §to naglasava vaZnost
njihove uklju¢enosti u organizacijske procese. S
druge strane, brojni izazovi mogu oteZati uklju-
¢ivanje zaposlenika u kontinuirano pobolj$anje.
Marin-Garecia i sur. (2008) navode da otpor pre-
ma promjenama i nedostatak motivacije, kako
menadZmenta, tako i zaposlenika, predstavljaju

and management, with leadership style being a key
determinant of implementation success. Ishizaka
et al. (2019) show that in five-star hotels, managers
significantly adapt to guest expectations, indicating
a high level of leadership commitment to meeting
customer needs.

EMPLOYEE INVOLVEMENT

Employee involvement is a fundamental driver of
organizational success, as motivated employees
feel they are part of the organization when they are
given opportunities to actively participate in busi-
ness processes. Employee motivation strengthens
their emotional attachment to work and increases
their engagement (Kiran, 2017). A key element of
this process is creating an environment of open
communication in which employees can propose
improvements, take on responsibilities such as
goal-setting, decision-making, and problem-solv-
ing, often through cross-functional teams. Such
an approach contributes to organizational devel-
opment and empowers employees (Bakoti¢ & Ro-
gosi¢, 2017). Quality management relies heavily on
the involvement of all employees in decision-mak-
ing and improvement projects, as those closest to
the work process are best positioned to identify
opportunities for improvement (Kiran, 2017).

Research shows that employee involvement is as-
sociated with positive outcomes in the implemen-
tation of quality management systems. Satisfied
employees are more loyal, more cooperative, and
more motivated to continuously improve pro-
cesses and deliver quality service (Sadikoglu &
Z.ehir, 2010; Al-Refaie, 2015; Hirzel et al., 2017).
According to Hirzel et al. (2017), open commu-
nication and managerial support are essential for
successful improvement processes, highlighting
the importance of employee involvement in or-
ganizational activities. On the other hand, many
challenges can hinder employee participation in
continuous improvement. Marin-Garcia et al.
(2008) identify resistance to change and lack of
motivation from both management and employees
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znacajne prepreke. Sli¢ne prepreke isticu Alukal i
Manos (2006) koji upozoravaju na utjecaj stilova
upravljanja, dok Oropesa i sur. (2016) ukazuju na
nedostatak znanja o filozofiji kontinuiranog pobolj-
$anja. Prajogo i Sohal (2004) te Sanchez-Ruiz i sur.
(2022) dodatno navode probleme poput nedostatka
resursa, vremena i strateske uskladenosti. U speci-
ficnom kontekstu turizma i ugostiteljstva Farrin-
gton i sur. (2018) prepoznaju prepreke kao Sto su
neucinkovito upravljanje inicijativama, neadekvat-
no prepoznavanje korisni¢kih zahtjeva i nedostatak
zajednicke vizije. S druge strane, Berger (1997) te
Bessant i sur. (1994) nude smjernice za uspostavu
ravnoteZe izmedu fleksibilnosti i standardizacije te
okvir za evaluaciju aktivnosti pobolj$anja.

Mitreva i sur. (2018) proveli su studiju slu¢aja na
luksuznom hotelu s pet zvjezdica, certificiranom
prema ISO 9001, koji aktivno primjenjuje kon-
tinuirano pobolj$anje. U njihovu se istraZivanju
nagla$ava da su zaposlenici koji se kontinuirano
razvijaju i educiraju klju¢ni ¢imbenik uspjeha u
provodenju i unaprjedenju poslovnih procesa.
Ovaj primjer dobre prakse potvrduje vaZnost su-
stavne samoprocjene i razvoja unutar organizacije.
Samoprocjena, prema Caffyn (1999), predstavlja
vazan alat za identifikaciju podruéja za razvoj, dok
Ahmed i sur. (1999) naglasavaju da su organizacij-
ska kultura i uklju¢enost zaposlenika presudni za
uspjeh kontinuiranog pobolj$anja. U hotelima s pet
zvjezdica ravnoteza izmedu poslovnog i privatnog
zivota pozitivno korelira sa zadovoljstvom zaposle-
nika, osobito kod srednjeg i nizeg menadZmenta
(Al-Omari et al,, 2020). Nadalje, u hotelima s éeti-
rima zvjezdicama naglasava se vaZnost osnaZivanja
zaposlenika, stavova menadZera i sustava treninga,
pri cemu upravo osnazivanje ima najve¢i utjecaj na
radnu udinkovitost, dok organizacijska kultura i
struktura djeluju posredno (Alfandi, 2020). Be-
ssant i Caffyn (1999) isti¢u potrebu za integracijom
kontinuiranog pobolj$anja u strategiju organizacije
aktivnim uklju¢ivanjem zaposlenika u odlu¢ivanje
i provedbu promjena. Posebno je znacajno istrazi-
vanje provedeno u hotelima s pet zvjezdica koje se
usmjerilo na implementaciju potpunog upravljanja

as major barriers. Similar barriers are identified
by Alukal and Manos (2006), who emphasize
the impact of management styles, while Oropesa
et al. (2016) point to the lack of understanding of
continuous improvement philosophies. Prajogo
and Sohal (2004) and Sanchez-Ruiz et al. (2022)
further note problems such as lack of resources,
time constraints, and weak strategic alignment.
In the specific context of hospitality and tourism,
Farrington et al. (2018) identify barriers including
ineffective management of initiatives, insufficient
understanding of customer requirements, and lack
of shared vision. Berger (1997) and Bessant et al.
(1994) propose frameworks for balancing flexibil-
ity and standardization, as well as for evaluating
improvement activities.

Mitreva et al. (2018) conducted a case study of a
luxury five-star hotel certified under ISO 9001
that actively applies continuous improvement.
Their research emphasizes that continuously
developing and well-trained employees are key
to implementing and improving business pro-
cesses. This example of a good practice confirms
the importance of systematic self-assessment and
organizational development. Self-assessment,
according to Caffyn (1999), is an important tool
for identifying development areas, while Ahmed
et al. (1999) emphasize that organizational cul-
ture and employee involvement are crucial for
successful continuous improvement. In five-star
hotels, work-life balance positively correlates with
employee satisfaction, especially among middle
and lower management (Al-Omari et al., 2020).
Furthermore, in four-star hotels, employee em-
powerment, managerial attitudes, and training
systems are highlighted, with empowerment hav-
ing the strongest impact on work performance,
while organizational culture and structure have an
indirect effect (Alfandi, 2020). Bessant and Caffyn
(1999) stress the need to integrate continuous im-
provement into organizational strategy through
active employee involvement in decision-making
and change implementation. Particularly note-
worthy is a study conducted in five-star hotels,
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kvalitetom, potvrdujuéi da TQM povecava sposob-
nost zaposlenika u rjeSavanju problema i zadovo-
ljavanju gostiju, ¢ime se izravno doprinosi kvaliteti
usluge (Al-Sabi et al., 2017). Ovi rezultati ukazuju
na to da razli¢iti aspekti upravljanja zaposlenicima
imaju klju¢nu ulogu u unaprjedenju zadovoljstva i
ucinkovitosti zaposlenika, a time i konkurentnosti
hotela razli¢itih kategorija.

METODOLOGIJA

U okviru ovog rada provedeno je empirijsko istrazi-
vanje s ciljem produbljivanja teorijskih i prakti¢nih
spoznaja o predanosti vodstva i uklju¢enosti zapo-
slenika, uzimajuéi u obzir kategorizaciju smjestaj-
nih objekata u hotelijerstvu. Na temelju navedenog
postavljene su sljedeée hipoteze:

H1: Postoji statisticki znacajna razlika u razini pre-
danosti vodstva s obzirom na kategorizaciju smjestaj-
nog objekta.

H2: Postoji statisticki znacajna razlika u razini
ukljucenosti zaposlenika s obzirom na kategorizaciju
smjestajnog objekta.

IstraZzivanje je obuhvatilo srednja i velika hotelska
poduzeéa u Republici Hrvatskoj, klasificirana pre-
ma NKD 1551, a sto uklju¢uje 82 hotelska podu-
zeca, od cega je 16 velikih i 66 srednjih poduzeéa
prema podatcima za 2023. Za prikupljanje poda-
taka koriSten je strukturirani mjerni instrument
namijenjen analizi stavova menadZera. Uzorak se
moze opisati kao kvotni i prosudbeni uzorak jer
obuhvaéa vrlo mali i specifi¢an skup populacije.
Istrazivanje se provodilo od prosinca 2023. do
veljace 2024. te je utemeljeno na 244 prikupljena
upitnika.

Upitnik koriSten u istraZivanju oblikovan je kao
sveobuhvatan mjerni instrument na hrvatskom
jeziku, konstruiran na temelju ranije razvijenih
i empirijski provjerenih instrumenata i ljestvica.
Njegova detaljna struktura i sadrZaj pojasnjeni su
u nastavku.

Konstrukti predanosti vodstva i uklju¢enosti za-
poslenika operacionalizirani su primjenom validi-

which confirms that TQM enhances employee
problem-solving abilities and guest satisfaction,
directly contributing to service quality (Al-Sabi
et al., 2017). These results indicate that different
aspects of employee management play a key role
in improving employee satisfaction and efficiency,
and consequently the competitiveness of hotels of
different categories.

METHODOLOGY

In this paper, an empirical study was conducted
with the aim of deepening theoretical and practical
insights into leadership commitment and employee
involvement, taking into consideration the categori-
zation of accommodation facilities within the hotel
industry. Based on this objective, the following hy-
potheses were formulated:

H1: There is a statistically significant difference in
the level of leadership commitment with regard to
the categorization of the accommodation facility.
H2: There is a statistically significant difference in the
level of employee involvement with regard to the catego-
rization of the accommodation facility.

The research encompassed medium-sized and
large hotel companies in the Republic of Croatia,
classified under NKD 1551, which includes 82
hotel enterprises, of which 16 are large and 66 are
medium-sized companies, according to 2023 data.
A structured measurement instrument designed
to analyze managerial attitudes was used to collect
data. The sample can be described as a quota and
judgmental sample, as it includes a very small and
specific segment of the population. The research was
conducted between December 2023 and February
2024 and is based on 244 completed questionnaires.

The questionnaire used in the research was designed
as a comprehensive measurement instrument in the
Croatian language, constructed on the basis of pre-
viously developed and empirically validated instru-
ments and scales. Its detailed structure and content
are explained below.

The constructs of leadership commitment and
employee involvement were operationalized using
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ranih mjernih ljestvica: za predanost vodstva kori-
$tene su ljestvice prema Yasaru (2019) te Bourantu
i sur. (2019), dok je za ukljuc¢enost zaposlenika
primijenjena ljestvica koju su razvili Hirzel i sur.
(2017). Sve cestice mjerene su na Likertovoj skali
od 7 stupnjeva, u rasponu od 1 (u potpunosti se ne
slazem) do 7 (u potpunosti se slazem). Prije dis-
tribucije glavnog upitnika provedeno je pilot-istra-
Zivanje na manjem uzorku ispitanika, s ciljem
provjere razumljivosti tvrdnji i funkcionalnosti
instrumenta.

REZULTATI ISTRAZIVANJA

U nastavku su prikazani rezultati provedenog istra-
zivanja. U analizi podataka kori$tene su metode
deskriptivne i inferencijalne statistike. Buduéi da je
analiza normalnosti pokazala da podatci ne slijede
normalnu distribuciju, primijenjeni su odgovara-
judi neparametrijski testovi. Za ispitivanje razlika
medu vise skupina koristen je Kruskal-Wallisov
test kao neparametrijska alternativa jednosmjernoj
analizi varijance (ANOVA). Ispitivanjem su obu-
hvacene skupine smjestajnih objekata s razli¢itim
kategorizacijama (dvije, tri, Cetiri i pet zvjezdica),
pri ¢emu su rezultati testirani pomocu softverskog

paketa SPSS v24.

validated measurement scales: for leadership com-
mitment, scales developed by Yasar (2019) and
Bouranta et al. (2019) were used, while employee
involvement was measured using the scale developed
by Hirzel et al. (2017). All items were measured on
a seven-point Likert scale, ranging from 1 (strongly
disagree) to 7 (strongly agree). Prior to the distribu-
tion of the final questionnaire, a pilot study was con-
ducted on a smaller group of respondents to verify
the clarity of statements and the functionality of the
instrument.

RESEARCH RESULTS

The following section presents the results of the
conducted research. Descriptive and inferential
statistical methods were used in the data anal-
ysis. Since the normality test showed that the
data did not follow a normal distribution, ap-
propriate non-parametric tests were applied. To
examine differences between multiple groups, the
Kruskal-Wallis test was used as a non-parametric
alternative to one-way analysis of variance (ANO-
VA). The analysis included groups of accommoda-
tion facilities with different categorizations (two,
three, four, and five stars), and the results were

tested using the SPSS v24 software package.
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TABLICA 1. KARAKTERISTIKE ISPITANIKA (N 244)

TABLE 1. CHARACTERISTICS OF RESPONDENTS (N = 244)

Spol ispitanika / Gender n %
Muskarac / Male 123 504 %
Zena / Female 121 49,6 %

Dobna skupina ispitanika / Age group
18 - 25 godina / years 1 04 %
26 — 30 godina / years 16 6,6 %
31 - 45 godina / years 147 60,2 %
46 - 60 godina / years 75 30,7 %
61 i viSe godina / 61+ years 5 2,0 %
Obrazovna struktura ispitanika / Educational level
Srednja Skola / Secondary education 60 24,6 %
Fakultet (prijediplomski studij) / Bachelor's degree 4] 16,8 %
Fakultet (diplomski studij) / Master's degree 106 43,4 %
Poslijediplomski studij (magisterij, doktorat) / Postgraduate degree (MBA/PhD) 37 15,2 %
Funkcija ispitanika / Job position
Voditelj/direktor smjestajnog objekta / Hotel/Accommodation manager 100 41,0 %
Voditelj odjela u smjestajnom objektu / Department manager 128 524 %
Upravna funkcija / Administrative function 16 6,6 %
Vrrsta smjestajnog kapaciteta / Type of accommodation facility
Hotel / Hotel 136 61,5 %
Kamp / Camp 68 30,8 %
Turisticko naselje / Tourist resort 17 7.7 %
Kategorizacija objekta / Accommodation categorization

SHFHR 66 30,0 %
frxx 119 54,1 %
3rxx 29 13,2 %
2% 6 2,7 %

Izvor: istrazivanje autora / Source: Author’s research
3]

Struktura uzorka prikazana u Tablici 1 obuhvaca
ravnomjernu zastupljenost prema spolu, s udjelom
muskaraca od 50,4 % i Zena 49,6 %. Najvedi broj
ispitanika pripada dobnoj skupini od 31 do 45 go-
dina (60,2 %), dok su ostale dobne skupine manje
zastupljene, pri ¢emu je udio ispitanika mladih od 30
godina tek 7 %, a starijih od 60 godina 2 %. U odnosu
na obrazovnu strukturu veéina ispitanika ima visoko
obrazovanje: 43,4 % zavrsilo je diplomski studij, dok

The sample structure presented in Table 1 shows
an even gender distribution, with males repre-
senting 50.4% and females 49.6%. The majority
of respondents are between 31 and 45 years old
(60.2%), while younger respondents under 30
represent only 7%, and respondents older than 60
represent 2%. Regarding educational structure,
most respondents have higher education: 43.4%
hold a master’s degree and an additional 15.2%
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dodatnih 15,2 % ima poslijediplomski stupanj. Udio
ispitanika sa srednjoskolskim obrazovanjem iznosi
24,6 %, a s prijediplomskim studijem 16,8 %. Prema
radnoj funkciji ¢ak 52,4 % ispitanika voditelji su odje-
la, 2 41,0 % voditelji ili direktori smjestajnih objekata.
Upravne funkcije ¢ini manji dio uzorka (6,6 %). Veza-
no za vrstu smjestajnog objekta vecina je zaposlenika
zaposlena u hotelima (61,5 %), zatim u kampovima
(30,8 %) te turistickim naseljima (7,7 %). Kad je rije¢
o kategorizaciji objekata u kojima ispitanici rade, naj-
zastupljeniji su objekti s etirima zvjezdicama (54,1
%), zatim objekti s pet zvjezdica (30,0 %), te s trima
zvjezdicama (13,2 %) i dvjema zvjezdicama (2,7 %).

have a postgraduate degree. Respondents with
secondary education represent 24.6%, and those
with a bachelor’s degree 16.8%. In terms of job
roles, 52.4% are department managers, and 41.0%
are managers or directors of accommodation facil-
ities. Administrative functions represent a smaller
part of the sample (6.6%). Concerning the type of
accommodation facility, most respondents work
in hotels (61.5%), followed by camps (30.8%) and
tourist resorts (7.7%). Regarding facility catego-
rization, the largest share are four-star facilities
(54.1%), followed by five-star facilities (30.0%),
three-star (13.2%), and two-star (2.7%).

TABLICA 2. DESKRIPTIVNA STATISTIKA KONSTRUKTA UKLJUCENOST ZAPOSLENIKA
TABLE 2. DESCRIPTIVE STATISTICS FOR THE CONSTRUCT: EMPLOYEE INVOLVEMENT

Tvrdnja
Statement

Zaposlenici mogu primijeniti poboljsanja u svom radnom okruzenju.
Employees can implement improvements in their work environment.

Zaposlenici imaju sve potrebne alate i informacije za obavljanje posla.
Employees have all the necessary tools and information to perform their work.

Zaposlenici mogu predloZiti poboljsanja i nove ideje.
Employees can propose improvements and new ideas.

Izvor: istraZivanje autora / Source: Author’s research

Analiza rezultata deskriptivne statistike u Tablici
2 vezanih za konstrukt uklju¢enost zaposlenika
pokazuje visoke prosje¢ne vrijednosti za sve ispitane
tvrdnje koje se kre¢u u rasponu od 6,06 do 6,35, sto
ukazuje na pozitivan stav zaposlenika prema mogué-
nosti primjene pobolj§anja, pristupu informacijama,
predlaganju ideja i medusobnoj podrsci u radnom
okruzenju. Tvrdnja ,Zaposlenici mogu predloziti
pobolj$anja i nove ideje” ima najvisu vrijednost ko-
jom se ukazuje da su ispitivane organizacije koje doi-
sta uklju¢uju zaposlenika u aktivnosti kontinuiranog
pobolj$anja. Vrijednosti standardne devijacije, koje
se kre¢u izmedu 0,926 i 1,023, sugeriraju relativno
nisku disperziju odgovora, odnosno da su odgovori
konzistentni unutar uzorka. Medutim, koeficijenti
asimetrije (engl. skewness) kod svih tvrdnji ukazuju
na negativnu asimetriju (u rasponu od -1,052 do
-1,847), dok su koeficijenti zaobljenosti (engl. kur-
tosis) za dvije tvrdnje iznad prihvatljivih vrijednosti

Mean D S.td'. Skewness  Kurtosis
eviation

6,10 926 -1,052 1,253

6,06 1,023 -1,102 1157

6,35 993 -1,847 3,598

The descriptive statistics (Table 2) show high
mean values for all statements (6.06 to 6.35), in-
dicating a positive perception of opportunities to
implement improvements, access to information,
idea submission and mutual support. The state-
ment “Employees can propose improvements and
new ideas” has the highest mean value, suggesting
that the organizations examined genuinely involve
employees in continuous improvement. Standard
deviation values (0.926—1.023) indicate low vari-
ance, meaning responses were consistent. Howev-
et, negative skewness (-1.052 to -1.847), and high
kurtosis values for two statements (above 3) suggest
a non-normal distribution, justifying the use of
non-parametric tests.
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(iznad 3), $to sugerira da distribucija nije normalna,
pa se na temelju ovih rezultata u daljnjim testovima
primjenjuju neparametrijski testovi.

TABLICA 3. DESKRIPTIVNA STATISTIKA KONSTRUKTA PREDANOST VODSTVA
TABLE 3. DESCRIPTIVE STATISTICS FOR THE CONSTRUCT: LEADERSHIP COMMITMENT

Tvrdnja / Statement

Visi menadzment potice razvoj novih i inovativnih ideja.
Top management encourages development of new and innovative ideas.
Visi menadZzment prihvaca ideje i prijedloge zaposlenika.
Top management accepts employee ideas and suggestions.

Potice se razvijanje vlastitih ideja radi pobolj$anja poslovanja poduzeca.

Employees are encouraged to develop their own ideas to improve business

operations.

Visi menadZment osigurava resurse za aktivnosti poboljsanja kvalitete.
Top management provides resources for quality improvement activities.

Visi menadzment daje prioritet kvaliteti procesa, proizvoda i usluga.
Top management prioritizes the quality of processes, products, and services.

Visi menadzment daje ovlasti zaposlenicima za sudjelovanje u aktivnostima

poboljsanja. / Top management empowers employees to participate in

improvement activities.

Visi menadZzment postavlja pitanje kvalitete kao jedan od svojih prioriteta.
Top management prioritizes quality as one of its key objectives.

Visi menadzment aktivno sudjeluje u poboljsanju kvalitete.
Top management actively participates in quality improvement.

Izvor: istraZivanje autora Source: Author’s research

Analiza rezultata deskriptivne statistike vezanih
za predanost vodstva (Tablica 3) pokazuje nesto
niZe prosje¢ne vrijednosti u odnosu na ukljucenost
zaposlenika, s rasponom od 4,70 do 5,19. Tvrdnja
»Visi menadZment potie razvoj novih i inovativ-
nih ideja” ima najvi$u prosje¢nu ocjenu te ukazuje
na to da je menadZment otvoren za ukljucivanje
zaposlenika u aktivnosti pobolj$anja. Vrijednosti
standardne devijacije nesto su vie (izmedu 1,002 i
1,299), $to ukazuje na ve¢i stupanj neslaganja medu
ispitanicima u odnosu na pojedine tvrdnje. Koefi-
cijenti asimetrije takoder ukazuju na negativnu
asimetriju kod svih tvrdnji (skewness od -1,093 do
-1,781), dok su vrijednosti kurtosisa kod najmanje
Cetiriju tvrdnji iznad 2,5, §to ukazuje na odstupanja
od normalne distribucije. Zbog ovih ¢ée se odstupa-
nja u analizi primijeniti neparametrijski testovi.

Mean D S.td'. Skewness  Kurtosis
eviation

519 1,006 -1422 1,956
4,79 1,235 -1,289 1,864
4,87 1,299 -1,527 2,617
494 1,132 -1,347 2,564
513 1,002 -1,356 2,239
4,70 1,172 -1,093 1,511
516 1,181 -1,781 3,657
517 1,163 -1,780 3,401

Analysis of the results of descriptive statistics related
to leadership commitment (Table 3) shows slightly
lower average values in relation to employee involve-
ment, with a range of 4.70 to 5.19. The statement
“Senior management encourages the development
of new and innovative ideas” has the highest aver-
age score and indicates that management is open
to involving employees in improvement activities.
The values of the standard deviation are slightly
higher (between 1.002 and 1.299), which indicates a
greater degree of disagreement among respondents
in relation to individual statements. Asymmetry
coefhicients also indicate negative asymmetry in all
statements (skewness from -1.093 to -1.781), while
kurtosis values in at least four statements are above
2.5, which indicates deviations from the normal dis-
tribution. Because of these discrepancies, non-para-
metric tests will be applied in the analysis.
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Kruskal-Wallis test neparametrijski je postupak
koji se upotrebljava za procjenu razlika medu trima
ili viSe skupinama. Za razliku od parametrijskih
metoda ovaj se test oslanja na rangove podataka
(Newbold et al., 2010, str. 662). U ovoj su analizi
rezultati ispitanika usporedeni prema vrsti smje-
§tajnog objekta. Analiza razlika u percepciji preda-
nosti vodstva i uklju¢enosti zaposlenika u odnosu
na kategorizaciju smjestajnih objekata prikazana je
u tablicama od 4 do 7.

The Kruskal-Wallis test is a non-parametric pro-
cedure used to evaluate differences among three or
more groups. Unlike parametric methods, this test
relies on data ranks (Newbold et al., 2010, p. 662).
In this analysis, the results of the respondents were
compared according to the type of accommodation
facility. The analysis of differences in the perception
of leadership commitment and employee involve-
ment in relation to the categorization of accommo-
dation facilities is shown in tables 4 to 7.

TABLICA 4. PRIKAZ REZULTATA KRUSKAL-WALLIS TESTA ZA KONSTRUKT PREDANOST VODSTVA

TABLE 4. KRUSKAL-WALLIS TEST RESULTS FOR LEADER

Kategorija / Category N
Grexn 66
Za 19
Jxex 29
2%* 6
Ukupno / Total 220

Izvor: istrazivanje autora / Source: Author’s research

Rezultati prikazani u Tablici 4 ukazuju na postoja-
nje varijacija u percepciji predanosti vodstva medu
ispitanicima menadZerima u objektima razli¢ite
kategorije. Najvi§i prosje¢ni rang zabiljeZen je u
objektima s pet zvjezdica (123,65), zatim slijede
objekti s ¢etirima zvjezdicama (109,84), potom
objekti s trima zvjezdicama (92,59), dok je najni-
Zi prosje¢ni rang zabiljeZen u objektima s dvjema
zvjezdicama (65,58). Ovi rezultati upuéuju na
postojanje razlika u ocjenama predanosti vodstva
u odnosu na kategorizaciju smjeStajnih objekata
te da su u vi$im kategorijama vode vie predane
aktivnostima kontinuiranog pobolj$anja i kvalitete.

SHIP COMMITMENT
Prosjek ranga / Mean rank
123,65
109,84
92,59
65,58

The results presented in Table 4 indicate that there
are variations in the perception of leadership com-
mitment among respondents - managers in different
categories of facilities. The highest average rank was
recorded in five-star facilities (123.65), followed by
four-star facilities (109.84), then three-star facilities
(92.59), while the lowest average rank was recorded
in two-star facilities (65.58). These results indicate
that there are differences in the ratings of leadership
commitment in relation to the categorization of ac-
commodation facilities and that in higher categories,
leaders are more committed to continuous improve-
ment and quality activities.

TABLICA 5. POKAZATELJI KRUSKAL-WALLIS TESTA ZA KONSTRUKT PREDANOST VODSTVA

TABLE 5. KRUSKAL-WALLIS TEST SIGNIFICANCE FOR LE

Varijabla

Variable Kruskal-Wallis H

Predanost vodstva

Leadership commitment 71

Izvor: istraZivanje autora Source: Author’s research

ADERSHIP COMMITMENT

p-vrijednost
bif p-value
3 ,043
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Rezultati provedenog Kruskal-Wallis testa pri-
kazanih u Tablici 5 ukazuju da postoje statisticki
znacajne razlike medu ¢etirima promatranim dis-
tribucijama (x2 = 8,171, p < 0,05). Primijeéena je
razlika medu rezultatima provedenih pobolj$anja
u odnosu na kategorizaciju smjestajnih objekata.
Dobiveni rezultati sugeriraju da kategorizacija
smjestajnih objekata ima statisti¢ki znacajan
utjecaj na percepciju predanosti vodstva.

The results of the Kruskal-Wallis test presented in
Table 5 indicate that there are statistically significant
differences among the four observed distributions
(x2 = 8.171, p < 0.05). A difference was observed
between the results of the implemented improve-
ments in relation to the categorization of accommo-
dation facilities. The obtained results suggest that
the categorization of accommodation facilities has a
statistically significant impact on the perception of
leadership commitment.

TABLICA 6. PRIKAZ REZULTATA KRUSKAL-WALLIS TESTA ZA KONSTRUKT UKLJUCENOST ZAPOSLENIKA
TABLE 6. KRUSKAL-WALLIS TEST RESULTS FOR EMPLOYEE INVOLVEMENT

Kategorija / Category N Prosjek ranga / Mean rank
Sl 66 120,30
g 119 108,39
Jrxx 29 105,79
2% 6 6733
Ukupno / Total 220

Izvor: istraZivanje autora / Source: Author’s research

Rezultati prikazani u Tablici 6 pokazuju razlike
u prosjecnim rangovima uklju¢enosti zaposlenika
u odnosu na kategorizaciju objekata. Najvisi pro-
sje¢ni rang zabiljeZen je u objektima s pet zvjezdica
(120,30), potom slijede objekti s ¢etirima zvjezdi-
cama (108,39), zatim objekti s trima zvjezdicama
(105,79), dok je najniza vrijednost zabiljeZena u
objektima s dvjema zvjezdicama (67,33). Ove raz-
like ukazuju na tendenciju veéeg angazZmana zapo-
slenika u smjestajnim objektima visih kategorija,
no rezultati u nastavku ukazuju da navedeno nije
statisti¢ki znacajno.

The results presented in Table 6 show differenc-
es in the average ranks of employee involvement
in relation to the categorization of the facilities.
The highest average rank was recorded in five-star
facilities (120.30), followed by four-star facilities
(108.39), then three-star facilities (105.79), while
the lowest value was recorded in two-star facili-
ties (67.33). These differences indicate a tendency
for greater employee engagement in higher-cat-
egory accommodation facilities, but the results
below indicate that this is not statistically signif-
icant.

TABLICA 7. POKAZATELJI KRUSKAL-WALLIS TESTA ZA KONSTRUKT UKLJUCENOST ZAPOSLENIKA
TABLE 7. KRUSKAL-WALLIS TEST SIGNIFICANCE FOR EMPLOYEE INVOLVEMENT

Varijabla .
Variable Kruskal-Wallis H
Ukljucenost zaposlenika

: 4,774
Employee involvement

Izvor: istrazivanje autora Source: Author’s research

Df p-vrijednost
p-value
3 ,189
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Na temelju rezultata provedenog Kruskal-Wallis
testa (Tablica 7) utvrduje se da ne postoji statisticki
znacajna razlika (x2 = 4,774, p > 0.05) te da ne
postoji osnova za zakljudivanje da su skupine razli-
¢ite u smislu varijable koja se ispituje (uklju¢enost
zaposlenika).

Navedeni rezultati sugeriraju da iako organizacije
s viSom kategorijom ostvaruju veéi prosjek rangova
te samim time i vece ocjene za ukljuenost zapo-
slenika, to ne mora nuZno biti presudan faktor
za postizanje uspjes$nosti primjene kontinuiranih
pobolj$anja. Stoga, ovi rezultati sugeriraju da u
analiziranom kontekstu prisutnost kategorizacije
nije bila presudna za statisti¢ki znacajne razlike u
razini uklju¢enosti zaposlenika.

DISKUSIJA

U percepciji predanosti vodstva najvisi prosjec-
ni rang zabiljeZen je kod hotela s pet zvjezdica
(123,65), dok najnizi pripada objektima s dvjema
zvjezdicama (65,58). Ovakav trend upucuje na to
da su menadZeri u visoko kategoriziranim objek-
tima percipirali vi$u razinu predanosti vodstva u
provedbi aktivnosti kontinuiranih pobolj$anja. Do-
biveni rezultati statisti¢ki su znacajni (p > 0,05) te
isti¢u vaznost kategorizacije kao indikatora organi-
zacijske predanosti u upravljanju kvalitetom. Broj-
na istrazivanja potvrduju da je predanost vodstva u
visoko kategoriziranim hotelima klju¢an ¢imbenik
izvrsnosti, a Wanjiku i Kungu (2022) povezuju ga
sa zadovoljstvom gostiju i rastom prihoda, Sunil i
sur. (2021) s uspjesnom primjenom TQM praksi
te Ishizaka i sur. (2019) s prilagodavanjem odluka
ocekivanjima gostiju.

Al-Sabi i sur. (2023) takoder utvrduju znacajan
ucinak predanosti vodstva za primjenu kontinuira-
nih pobolj$anja te isticu da menadZeri u hotelskoj
industriji trebaju osigurati da zaposlenici razu-
miju svoju ulogu u provedbi praksi kontinuiranih
poboljsanja i upravljanja kvalitetom da bi postigli
ucinkovite rezultate. Paipa-Galeano i sur. (2020)
provode studiju slu¢aja primjene kontinuiranih
pobolj$anja u proizvodnoj i preradivackoj indu-

Based on the results of the Kruskal-Wallis test (Ta-
ble 7), it is determined that there is no statistically
significant difference (2 = 4.774, p > 0.05) and that
there is no basis for concluding that the groups are
different in terms of the variable being examined
(employee involvement).

The above results suggest that although organiza-
tions with a higher category achieve higher average
ranks and thus higher ratings for employee involve-
ment, this is not necessarily a decisive factor for
achieving the success of continuous improvement
implementation. Therefore, these results suggest
that in the analyzed context the presence of catego-
rization was not crucial for statistically significant
differences in the level of employee involvement.

DISCUSSION

In the perception of leadership commitment, the
highest mean rank was recorded in five-star hotels
(123.65), while the lowest was recorded in two-star
facilities (65.58). This trend indicates that managers
in highly categorized facilities perceive a higher level
of leadership commitment in the implementation of
continuous improvement activities. The obtained
results are statistically significant (p < 0.05), high-
lighting the importance of categorization as an
indicator of organizational commitment to quality
management. Numerous studies confirm that lead-
ership commitment in highly categorized hotels
is a key factor of excellence. Wanjiku and Kungu
(2022) associate leadership commitment with guest
satisfaction and revenue growth; Sunil et al. (2021)
associate it with successful implementation of TQM
practices; and Ishizaka et al. (2019) connect it with
decision-making that aligns with guest expectations.

Al-Sabi et al. (2023) also confirm a significant effect
of leadership commitment on the application of con-
tinuous improvement, emphasizing that managers
in the hotel industry should ensure that employees
understand their role in the implementation of
continuous improvement and quality management
practices to achieve effective results. Paipa-Galeano
et al. (2020) conducted a case study on continuous
improvement in the manufacturing and processing
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striji, naglasavajuéi podr$ku vodstva kao klju¢nu
za postizanje kontinuiranog pobolj$anja. Rezultati
istrazivanja Sesar i Hunjet (2021) pokazali su da
podrska vodstva ojacava vezu izmedu sustava kon-
tinuiranog pobolj$anja i performansi procesa. U
hotelijerstvu je podrska vodstva takoder klju¢na
za uspjesnost, $to potvrduju studije Amina i sur.
(2017), Changa i sur. (2021), Kumara i Krishnara-
ja (2018) te istraZivanje Papaioannou i sur. (2024).
Empirijska istraZivanja poput onih Sunila i sur.
(2021), koristeéi se regresijskom analizom, ukazuju
na ulogu predanosti vodstva u upravljanju kvalite-
tom u hotelijerstvu, naglasavajuéi znacajan utjecaj
vodstva na performanse hotela.

Nadalje, iako rezultati istraZivanja ukazuju na to
da su u hotelima vie kategorizacije zabiljeZeni visi
prosje¢ni rangovi uklju¢enosti zaposlenika, nije utvr-
dena statisti¢ki znacajna razlika (p > 0,05). Ovaj
rezultat sugerira da kategorija smjestajnog objekta
sama po sebi ne predstavlja odluc¢ujuéi ¢imbenik u
promicanju angazmana i uklju¢enosti zaposlenika
u svakodnevne aktivnosti upravljanja kvalitetom.
Umjesto toga, mozZe se pretpostaviti da su i drugi
organizacijski ¢imbenici, poput interne kulture,
sustava edukacije, stilova vodstva ili mehanizama
motivacije, od znadaja za poticanje ukljucenosti
zaposlenika u aktivnosti kontinuiranog pobolj$anja.
Posebnu vaznost u ovom kontekstu ima edukacija.
Prema Akroushu i sur. (2013) i Wangu i sur. (2012),
edukacija zaposlenicima omogucéava stjecanje kljué-
nih znanja i vjestina, ¢ime se izravno unaprjeduje
njihova sposobnost obavljanja poslova te aktivnog
sudjelovanja u procesima pobolj$anja. U sektoru ho-
telijerstva Wu i sur. (2021) te Al-Sabi i sur. (2023)
isti¢u da edukacija ima izraZen i pozitivan uc¢inak
na rezultate poslovanja hotela, $to naglasava njezinu
klju¢nu ulogu. Samo educirani i motivirani zapo-
slenici imaju predispozicije za aktivno sudjelovanje
u aktivnostima unaprjedenja kvalitete. S obzirom
na navedeno, preporuka za buduéa istraZivanja jest
usmjeravanje na analizu uloge neformalnih aspekata
organizacijske dinamike da bi se dublje razumjeli
uvjeti koji poti¢u angazman i aktivno sudjelovanje
zaposlenika, neovisno o formalnoj kategorizaciji

industry, emphasizing leadership support as essen-
tial for achieving continuous improvement. The
research conducted by Sesar and Hunjet (2021)
demonstrates that leadership support strengthens
the relationship between continuous improvement
systems and process performance. In the hotel in-
dustry, leadership support is also crucial for success,
as confirmed in the studies by Amin et al. (2017),
Chang et al. (2021), Kumar and Krishnaraj (2018),
and Papaioannou et al. (2024). Empirical research,
such as that by Sunil et al. (2021), using regression
analysis, further highlights the significant impact of
leadership commitment on hotel performance and
quality management outcomes.

Furthermore, although the research results indicate
that higher-category hotels have higher mean ranks
for employee involvement, no statistically significant
difference was found (p > 0.05). This result suggests
that accommodation categorization itself is not a de-
cisive factor in promoting employee engagement and
involvement in daily quality management activities.
Instead, it can be assumed that other organizational
factors—such as internal culture, training systems,
leadership styles, and motivation mechanisms—play
a significant role in fostering employee involvement
in continuous improvement activities. Training is of
particular importance in this context. According to
Akroush et al. (2013) and Wang et al. (2012), train-
ing enables employees to acquire key knowledge and
skills, directly improving their ability to perform
tasks and participate actively in improvement pro-
cesses. In the hospitality sector, Wu et al. (2021)
and Al-Sabi et al. (2023) emphasize that training
has a strong positive effect on hotel performance,
underlining its crucial role. Only trained and moti-
vated employees have the predisposition to actively
participate in quality improvement activities, Based
on these findings, future research is recommended
to focus on the role of informal organizational dy-
namics in order to gain a deeper understanding of
the conditions that promote employee engagement
and their active participation, regardless of formal
hotel categorization.
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objekta. Medutim, vrijedi istaknuti da dosadasnja
istrazivanja nude oprecne rezultate. Primjerice,
Ramdhani i Djamil (2024) nisu pronasli statisticki
znadajan ucinak komunikacije na uklju¢enost za-
poslenika i njihovu uéinkovitost iako je motivacija
pokazala znacajan u¢inak posredovan angaZmanom
zaposlenika. Ovi rezultati ukazuju na sloZenost
fenomena te potrebu za daljnjim istraZivanjem raz-
licitih determinanti ukljuéenosti zaposlenika.

ZAKLJUCAK

Istrazivanje ima nekoliko ograni¢enja koja treba
uzeti u obzir pri interpretaciji rezultata. Uzorak od
244 ispitanika, iako dovoljan za osnovne zakljucke,
ogranitava generalizaciju nalaza na §iri hotelski
sektor. Nadalje, istraZivanje je provedeno medu
menadZerima, dok percepcija zaposlenika nije
ukljucena, $to zna¢i da cjelokupna organizacijska
perspektiva mozda nije u potpunosti obuhvacena.
Polazeéi od navedenih ogranicenja, mogude je for-
mulirati nekoliko smjernica za bududa istraZivanja.
Kao §to je prethodno istaknuto, preporucuje se
uklju¢ivanje dodatnih organizacijskih konstrukata
da bi se preciznije utvrdilo koji ¢imbenici utje¢u na
uklju¢enost zaposlenika. Dodatno, buduéa istrazi-
vanja trebala bi ukljuciti i percepciju zaposlenika, a
ne samo menadZera, te ispitati uzro¢no-posljedi¢ne
odnose medu kategorijama hotela, stilova vodstva
i uklju¢enosti zaposlenika, s intencijom da se pozi-
tivni primjeri i uspje$ne prakse iz visokokategorizi-
ranih hotela mogu prenijeti i primijeniti u hotelima
nize kategorije.

Nadalje, preporucuje se da hotelska poduzeéa za-
poslenicima osiguraju sigurne i anonimne kanale za
iznoSenje prijedloga i sugestija. To se moZe ostva-
riti, primjerice, putem anonimnih anketa ¢ime se
zaposlenicima omogucuje aktivno sudjelovanje u
procesu davanja prijedloga za unaprjedenje orga-
nizacijskih praksi i poslovnih procesa. Prijedlozi
koji dolaze iz razli¢itih izvora, zaposlenika, gostiju,
internih i eksternih audita, trebaju biti sustavno
analizirani i obradeni putem posebno formiranih
timova za provedbu pobolj$anja. Ovi timovi trebali

However, existing research provides contradictory
results. For example, Ramdhani and Djamil (2024)
did not find a statistically significant effect of com-
munication on employee involvement and perfor-
mance, although motivation showed a significant
effect mediated by employee engagement. These
results indicate the complexity of the phenomenon
and the need for further research into different de-
terminants of employee involvement.

CONCLUSION

This research has several limitations that must be
considered when interpreting the results. The sam-
ple of 244 respondents, while sufficient for drawing
general conclusions, limits the generalizability of the
findings to the wider hotel sector. Additionally, the
research was conducted among managers, while the
perception of employees was not included, meaning
that the full organizational perspective may not
have been fully captured. Based on these limita-
tions, several directions for future research may be
proposed. As previously noted, it is recommended
to include additional organizational constructs to
more precisely identify the factors that influence em-
ployee involvement. Moreover, future studies should
include employee perceptions, not only manage-
rial perceptions, and examine causal relationships
among hotel categorization, leadership styles, and
employee involvement, with the intention of trans-
ferring positive examples and successful practices
from higher-category hotels to lower-category hotels.

Furthermore, it is recommended that hotel compa-
nies provide employees with safe and anonymous
channels for submitting proposals and sugges-
tions. This can be achieved, for example, through
anonymous surveys, enabling employees to actively
participate in providing suggestions for improving
organizational practices and business processes.
Suggestions received from various sources—employ-
ees, guests, internal and external audits—should be
systematically analyzed and processed by specially
formed improvement teams. These teams should
include members from different departments, em-
ployees across all hierarchical levels, and manage-
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bi ukljuéivati ¢lanove iz razli¢itih odjela, zaposle-
nike na svim razinama hijerarhije te menadZment
iz razli¢itih objekata. Posebno je korisno ukljuéiti
osoblje iz objekata vie kategorizacije s ciljem prije-
nosa znanja i generiranja novih ideja. Implementa-
cija kontinuiranih pobolj$anja strukturiranim, tim-
skim pristupom omogucava hotelima da sustavno
unaprjeduju svoje usluge i interne procese, da prate
provedena pobolj$anja i dugoro¢no postignu uspjeh
u svim aspektima poboljsanja.

ment from different facilities. Including staff from
higher-category facilities is especially beneficial for
facilitating knowledge transfer and generating new
ideas.

Implementing continuous improvement through a
structured, team-based approach enables hotels to
systematically improve their services and internal
processes, monitor implemented improvements,
and achieve long-term success across all aspects of
improvement.
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