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Abstract

In specific business conditions and crisis situations, the commitment to service
quality and employee performance, i.e. the interdependence of these components, is
extremely important. The quality of a service largely depends on the efficiency and
effectiveness of workers, and on their permanent learning and improvement, which raise
the employees” motivation to deliver a high-quality service. That is why efforts to promote
the quality of services must be based on managing the behaviour and education of
employees, which, from the aspect of synergy, leads to the so-called ‘learning
organisation’. Therefore, the permanent learning organisation is a concept that is becoming
an increasingly widespread philosophy in companies oriented towards proactive behaviour.
In order to see to what extent this philosophy-orientation is present in hotels in Belgrade,
we conducted primary research in the following hotels: Majestic, Zira, Heritage, Holiday
INN, and the Crown Plaza of the IHG hotel chain.

Key words: human resources, performance, hotel industry, learning organisation,
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YJIOT'A U 3HAYAJ EBAJTYAIIUJE
YUYUHKA 3AITOCJIEHHUX 3A YCIHEIIHO NOCJIOBAIBE
XOTEJIA Y BEOTPALLY

Arncrpakr

VY cnenupUYHUM yCIOBHMA IIOCIOBaKka M KPU3HUM CHTYyalMjaMa, MmocBeheHocT
KBAIUTETY yCIIyTe U YIUHKY 3aIllOCIICHHX, Kao 1 Meljy3aBUCHOCT OBE JIB€ KOMIIOHEHTE,
U3Y3€THO je BakHa. KBanmmTer ycimyre y BenHMKOj MEpH 3aBHCH 0] e(DMKACHOCTH U
e(eKTHBHOCTH PaJHUKA, Ka0 U Of IMXOBOT CTAIHOT y4Yema U yCaBpIlaBama, IITO I0-
JIFKEe MOTHBAIMjy 3aMOCIECHHUX 3a MpYyKame BICOKOKBAINTETHUX yciyra. 36or tora
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ce HaIopy Ha yHarpel)emy KBaJIUTeTa yCIIyra MOpajy 3aCHUBATH Ha eIyKallHj! 3arlo-
CIICHUX W yNpaBJbalkby KUXOBUM ITOHANIAkEM, IITO Ca acleKTa CHHEPTHje JOBOIM 10
TaKo3BaHE ,,0praHu3aiuje koja yun'“. CTora je opraHusanyja HepMaHEHTHOT y4Yermha
KOHIIENIT KOjH TI0CTaje CBe pamupenuja ¢uro3oduja y cBUM KOMIIaHH]jaMa OpHjeHTH-
CaHUM Ha MPOAKTUBHO JAejoBame. Jla OucMo BUIEIH y K0joj MepH je oBa (uio3odcka
OpHjeHTalnja IPUCYTHA y XoTeauMa y beorpany, cipoBeian cMO MpUMapHO UCTPaXKH-
Bame y xorenuma: Majestic, Zira, Heritage, Holiday INN, u Crown Plaza, koju npu-
naja xorenckom nanny IHG.

Kibyune peun: JbyJICKH pECYpPCH, YIMHAK, XOTEIUjEPCTBO, OpraHU3alija yuema,
00yKa, mpakca

INTRODUCTION

In conditions of a general crisis, when workers feel, or have a real-
istic impression that their hotel consistently and adequately applies the in-
struments incorporated in all phases of human resource management (se-
lection, training, performance evaluation, compensation and benefits),
they are motivated to do their basic work, which is to be at the guests’
service, vigorously (Zivkovi¢, 2022).

Despite the extensive research on human resource practices, there
are only a few studies on human resource management practices in the
hotel industry (Djajasinga et al., 2021). Work performance, order, loyalty,
accountability, inventiveness, and employee knowledge are all indicators
of employee performance (Saputro, & Nawangsari, 2021; Tarigan &
Rozzyana, 2018). Suherman (2021) defines performance evaluation as the
process of measuring the employees’ personality qualities, work behav-
iour, and job task accomplishments, which are used as a factor for deci-
sion-making judgments about activities in areas of employment. Accord-
ing to Sinaga and Nawangsari (2019), performance may be measured
along various levels, such as work quality, work quantity, punctuality, at-
tendance, and teamwork effectiveness. However, a universal system for
measuring the performance of employees in the hotel industry does not
exist. An effective system should be based on the availability of data and
information, the validity of that information, and a responsible relation-
ship. In addition, analytical, direct, and immediate data insight into em-
ployee information is also necessary. In this regard, it is necessary to de-
velop a model whose goals are set according to the efforts of managers
and the human resource market, as well as the needs of lower-level man-
agers. Connecting managers’ efforts and lower-level managers’ needs
with indications of worker success (which perform specific tasks) would
result in a list of all tasks and objectives, and a broad set of employee per-
formance indicators.

This would enable the system for measuring employee perfor-
mance to be flexible, and easily adaptable if, and when, necessary. When
the effects of interdependence are taken into consideration, the adaptabil-
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ity of the application of this model and the management of indicators in
accordance with changes in goals may be increased and improved (An-
dresen & Gronau, 2005). A key question arises during the evaluation of
employee performance: how can the best form of performance evaluation
be recognised, that is, which form has an effective applicability in hotel
industry practice.

EVALUATING THE PERFORMANCE OF EMPLOYEES
IN THE ANALYSED HOTELS

Research Methodology

This research was conducted through a survey and an interview.
The research sample consists of the responses of 690 hotel employees
working in the following hotels in Belgrade: Majestic, Zira, Heritage,
Holiday INN, and the Crown Plaza of the IHG hotel chain?.

The age structure of the respondents from the analysed hotels is as
follows: a) 7% of the respondents are ages 18 through 30; (b) 62% of the
respondents are ages 31 through 50, and (c) 31% of the respondents are
older than 50.

The respondents’ level of education is as follows: (a) 13.6% have
completed primary school; (b) 76.7% have completed secondary school;
(c) 5.5% have a college degree; (d) 2.7% have a faculty degree; and
(e) 1.3% have completed post-graduate studies (MA/PhD).

The work experience of the surveyed employees is as follows:
(a) 5.8% have worked for up to 5 years; (b) 11.7% have worked between
6 and 10 years; (c) 34.83% have worked between 11 and 20 years; and
(d) 47.67% have worked for longer than 20 years.

The number of foreign languages spoken by the surveyed employ-
ees may be expressed in percentages as follows: (a) 23.3% speak no for-
eign languages; (b) 66.3% speak one foreign language; (c) 9.2% speak
two foreign languages; and (d) 1.2% speak three foreign languages.

Many business entities have extensive work ahead of them if they
are to change their current behaviour and improve the quality of change
management, as well as Total Quality Management (TQM), and Learning
Management and Business Reengineering, or business process reengi-
neering. Typically, four dimensions of the goal of reengineering are iden-
tified: reducing business costs; raising quality to a higher level; increasing
the volume of production/turnover (increased capacity utilisation); and
increasing work performance intensity and speed.

! Personal research conducted in the period between January and April 2022.
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In addition, research was conducted in Belgrade hotels during 2022
using a variety of techniques, including on-site interviews, and e-mail,
and telephone interviews. Methodology and forms (with instructions)
were employed based on what was available on social media and instruc-
tions which were made public.

For this reason, the analytical method was applied in the research
of IHG standards, which were explained through notes in the guide for
human resources and employee performance evaluation.

The interviewees were introduced to the objectives of the guide
and the ways in which it would help them understand (Owner: Global &
Performance VI 2021):

(a) what is expected of them as human resources managers;

(b) how they could help team members work and contribute to the

business; and

(c) how they could offer support to help their team members

‘grow’.

An HR manager typically uses this guide:

(a) after being appointed as the first human resources manager; and

(b) as a refresher — a reminder of what is included in performance

activities.

Expected Performance

In times of business crises caused by external factors, great atten-
tion is paid to employees, their advancement, and the preservation of the
positions of both the hotel as a business and individual employees. As
Cerovi¢ (2011) explains:

An employee who is satisfied and happy at his workplace will
more easily identify with the company’s goals, so he/she will work
for it, not in it. If basic necessities are assumed, specific employee
motivating methods are also emphasized nowadays, and it is
precisely the intangible acknowledgment and permission of their
more inventive form that is highlighted.

(Cerovié, 2011, pp. 24-25)

The employees’ emotional engagement leads to pleasure and a
proactive attitude in carrying out their tasks and commitments (Rivaldo,
2021).

By comparing the results achieved in 2019, a period before the
general business crisis, with the business results achieved during a more
difficult period of ‘disrupted’ business, it can be concluded that hotel
companies achieved a drastic drop in turnover — the turnover after 2019
measured only 34.51%. The trend of falling realisation, i.e. falling turno-
ver, continued in 2021 and 2022.

However, despite the obvious business crisis caused by the global
health crisis, the managers of certain services in the analysed hotels were
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asked to rank certain abilities and professional characteristics of their em-
ployees, in accordance with their own views. The managers completed
the ranking by assigning a rank between 1 (least valued) and 6 (most val-
ued) to eight different employee characteristics and abilities.

Table 1. The ranking of desirable employee characteristics,
according to hotel services (n=80)

Abilities and Characteristics Average rank
Communication skills 2.80
Focus on the guest 3.10
Knowledge of statutes, regulations and laws 3.45
Orientation to teamwork 4.10
Mastery of IT technologies 4.25
Organisational abilities 4.37
Initiative 441
Emotional stability 6.10

Source: Adapted from Zivkovi¢, D., 2022

In specific business conditions and crisis situations, the commit-
ment to service quality and employee performance, i.e. the interdepend-
ence of these components, is extremely important. Improved performance
is essential for most organisations; consequently, managers design ways
to increase performance and measure it on a regular basis (Kaledi et al.,
2021; Imran & Tanveer, 2015). Employee performance, in terms of
strengths and weaknesses, requires evaluation in order for an organisation
to provide opportunities for their top workers’ career objectives by de-
termining compensation, offering promotions, and observing employee
behaviour (Sari et al., 2021).

The quality of a service largely depends on the efficiency and ef-
fectiveness of the workers, and their permanent learning and improve-
ment, which raise the employees’ motivation to deliver a high-quality
service. In conditions of a general crisis, when workers feel, or have a re-
alistic impression that their hotel consistently and adequately applies the
instruments incorporated in all phases of human resource management
(selection, training, performance evaluation, compensation and benefits),
they are motivated to do their basic work, which is to be at the guests’
service, vigorously (Zivkovi¢, 2022). That is why efforts in promoting the
quality of services must be based on managing the behaviour and educa-
tion of employees, which, from the aspect of synergy, enables the estab-
lishment of a ‘learning organisation’ system. Therefore, the permanent
learning organisation is a concept that is becoming an increasingly wide-
spread philosophy in all adaptable companies, from the largest, transna-
tional companies to the smallest, local companies.
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Table 2 The relationship of employee performance ratings -
team members’ evaluations of a specific employee
Indicator participation in the structure

%

1 Expertise 23
2 Quality of work 20
3 Punctuality/Presence 21
4 Rationality 17
5 Attitude 15
6 Personal characteristics 13
7 Team work 13
8 Flexibility 10
9 Relations with service users 11
10 Relationship with authority (manager) 09
11 Independence 11

*In the structure, the sum is greater than one hundred, since multiple answers are allowed.

Source: Survey conducted in hotels (April, 2022).

It is considered among management that this type of employee
characteristics evaluation is the most realistic, because the employees
know each other best. Therefore, this employee performance evaluation
model is recommended for other hotels, especially if they are of approxi-
mately the same size and structure. In this context, the location, or micro-
location, of the hotel is not a negligible matter either.

By making improvements within the domestic hotel industry, in
hotels that belong to hotel chains, an entrepreneur and hotel manager can
combine their own experiences by implementing the following rules
(Savov, 2019, pp. 184-192):

@

(b)

(©

It is the duty of every employee to come to the workplace fifteen
minutes early, so that the shift can be handed over according to
protocol, so that all the necessary information can be conveyed,
and so that the work of the next shift can be facilitated;

Wearing a clean and ironed uniform and name tags is manda-
tory for all employees. Male employees must be neatly
groomed, while female employees can wear discreet make-up
and inconspicuous jewellery, and must have their hair tied in a
ponytail or bun;

Employees are forbidden to allow guests behind the reception
desk, to regulate the temperature in the hotel, and to use the el-
evator for guests, except when showing the hotel to a potential
client, when carrying the guests’ luggage, or when the elevator
is being cleaned or maintained;

(d) All employees must provide feedback to guests upon request.
A survey related to education and professional development was
distributed to 270 employees of Belgrade hotels in March 2022. The re-
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sults of the survey allow us to conclude that the learning of employees
has an impact on the quality and performance evaluation of specific per-
sons at work.

Overview 1. Attitude of employees towards permanent learning
and improvement

1 Unsatisfactory attitude 0.00%
2 Required progress in learning 27.29%
3 Satisfactory level 50.88%
4 Good 19.80%
5 Exceptional 2.12%

Source: Survey conducted in hotels, March 2022.

The Evaluation of Employee Performance

Of the total number of the employees of the hotels analysed in 2022,
4.7% have a college degree, 15.3% have a vocational college degree, and
80% have completed secondary school. In order to evaluate the performance
of the employees in direct contact with hotel guests (receptionists, waiters,
kitchen staff, room cleaners, suppliers, etc.) and their superiors, or operational
managers, questionnaires were distributed after a period of training and the
innovation of knowledge belonging to their domains. The workers and their
superiors, who are, by nature of their work, inextricably bound to their
relationship with their guests, were surveyed and the questions were related
to the levels of their performance realisation, i.e. the jobs and tasks they were
assigned to.

The first questionnaire included questions related to personal data
about the employees (gender, age, work experience in the hotel industry,
level of education, additional training, and specialisation).

In the second questionnaire, employees were asked to evaluate the
use of specific indicators and individual instruments of human resource
management in their hotel.

The content was designed and presented as follows: Part | — One’s
own service behaviour (expected and exceeds expectations); Part Il —
One’s own ability to serve; and Part 111 — The general assessment of the
use of certain management instruments.

During the survey period (March through April 2020), workers
voluntarily gave ratings and answers on a pre-defined value scale ranging
from 1 to 5, wherein 1 corresponds to the statement “l do not agree at
all”, and 5 corresponds to the statement “I completely agree”.

Scales developed by well-known experts were also used. Subject to
evaluation were the four instruments which form the basis of effective
human resource management in a hotel:
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(a) The selection of candidates (3 factors);

(b) The training of interested parties (5 factors);

(c) Perceiving and evaluating performance (3 factors); and

(d) Compensation and benefits (4 factors).

The aforementioned instruments and factors are included in part A
of the second questionnaire for employees.

Scales for assessing the level of service attitude towards guests, de-
signed as employee-employee evaluations and self-service (behaviour) re-
ports, were constructed to assess two aspects of the service behaviour of hotel
employees: (a) the standard, or expected, service behaviour, displayed under
regular business conditions (3 factors); and (b) the behaviour displayed while
providing services exceeding expectations (3 factors).

These aspects and instruments are included in part B of the second
questionnaire for hotel employees. The goal was to measure service relation-
ship in relation to the evaluation of employees. To this end, a three-part scale
was used (part C of the second questionnaire for employees).

The quality of service implies an operationalised set of required
levels of formal and informal education, as well as certain skills and busi-
ness experience, that is, routines in performing tasks when providing a
specific service. In order to test the previously defined hypothesis, a clas-
sic and reliable statistical method (multiple regression) was used.

However, in order to achieve a realistic result, all resources and
standard deviations were taken into account for all functions and variable
sizes. Additionally, the independent matrix of interrelations (correlations)
of all functions and variables used in proving the hypothesis was consid-
ered. In such an anticipated situation, although all the scales are known in
literature, a scale validation procedure was conducted by using the fol-
lowing, common types of quantitative analyses (Vuckovié, 2013):

(1) Analysis of correlation (interrelation) of factors;

(2) Analysis of interrelationships (correlations) of all factors together;

and

(3) Multicorrelation analysis (Mediation testing).

Table 3. Human resource management instruments and service behaviour

Description Expected service Service behaviour
behaviour exceeding expectations
R t Sig R t Sig
Ability to serve 393 4.227 .000 394 3918 .000
Selection .069 487" 622 255 1.745"  .090
Training course -158 -1.191° 236 207 14517 151

Performance evaluation 340 2.864 .005 .091 .704" 485
Compensation and benefits .224 931" 059 -241 -1.928" .058

* P<0.05 statistically significant relationships at the 0.05 level.
Source: Adapted from Vuckovié, J., 2013
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In the effective evaluation of performance, the t-test (statistically
significant relationships are marked with *) or/and Sig value (values
greater than 0.05 show a statistically significant relationship) are used as
relatively reliable statistical methods, and as the starting criteria and
benchmarks for the observation and evaluation of possible, statistically
observed, and important relations between the predicted (and expected)
use of indicators of human resource management by employees and the
service behaviour of employees in the hotel industry. According to the re-
sults (presented in Table 3), we can state the following (Vuckovi¢, 2013,
pp. 224-226).

(1) The assumed system of selection, as a very important indicator
of human resource management in the hotel, is significantly correlated
with expected service behaviour (t=0.487, P<0.05) and service behaviour
exceeding expectations (t=1.745, P <0.05);

(2) The training system, as an important indicator of human re-
source management, has a significant relationship with expected service
behaviour (t=1.191, P<0.05);

(3) As expected, the expectations of the application of compensa-
tion and benefits as an element of human resources management has a
significant relationship with expected service behaviour (t=1,931, P<0.05), as
a statistical variable;

The above results show that the employees’ perception of the ap-
plication of human resources management instruments in the analysed ho-
tels is related to their service behaviour, which further leads to the con-
clusion that expectations have been met.

RESEARCH RESULTS
Majestic Hotel

In this hotel, based on the performance of employees, the main
emphasis in the human resources management process can be summa-
rised as being placed on:

a) Change in the organisational structure, from functional sectors

to working (executive) levels;

b) Changes in the job execution components of complex jobs,
with the aim of increasing the level of time utilisation in work
as much as possible;

¢) Changes in the provision of services of individuals, from sub-
ordinates to participants who have authority;

d) Changes in the approach to work, from simple training to com-
plex education;

e) Changes in the work performance evaluation system, from ac-
tivities to effects;
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f) Changes in the value system of advancement, from performance to
abilities;

g) The improvement of the value system, and business and organi-
sational culture — orientation towards hotel guests, not pleasing
managers;

h) Changes in the work of managers — instead of occupying the
role of controller, managers occupy the roles of instructor and
mentor;

i) The decentralisation of management, with the aim of having
fewer hierarchical levels;

j) Changing the manager’s role from supervisor to leader.

Hotel Zira

The process of human resources planning, which usually consists
of 4 phases, is applied at Zira Hotel (Hotel Zira, 2020): (a) data collection
in the internal and external environment (internal, organisational envi-
ronment factors, and factors of the external environment); (b) anticipating
needs (supply and demand) for human resources by use of the quantita-
tive and qualitative methods; (c) matching the supply and demand for
working personnel (non-compliance can result in a surplus, wherein the
supply exceeds the demand, or a state in which the expected demand ex-
ceeds the expected supply); and (d) the monitoring, evolution and correc-
tion of the plan.

Human resources planning at the Zira Hotel is a very complex and
responsible task entrusted to the human resources manager, whose per-
formance is evaluated by the hotel’s employees. The evaluation is based
on the survey, and the answers were provided on a value scale ranging
from 1 to 5, according to the normal scale. For example, the answers to
the question “Does the manager give clear and precise instructions when
communicating with employees”, given by 40 respondent, are presented
in the following table:

1 1do not agree at all - they are neither clear nor precise 0%
2 1 do not agree 6%
3 | have not formed an opinion 19%
4 |agree 56%
5 | completely agree 19%

Source: Survey conducted in hotel Zira in February 2022;

Managers are responsible for enabling their employees to achieve
the desired results. Reviewing the results of their employees is essential,
because it can inform managers whether or not something can be done
within the agreed upon time frame. Moreover, performance assessment is
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a valuable instrument not only for evaluating the workers’ performance
but also for their growth and motivation (Palinggi & Mawardi, 2020)

The purpose of reviewing employee results is to properly support
the future work of employees, or to redirect them if necessary. Evaluation
assists in reviewing the completed work with the aim of finding gaps and
flaws that must be corrected, in identifying possible underutilised skills of
employees, and in developing appropriate training programmes (Tien et
al., 2021). Praise for a completed or well-done task can increase the em-
ployees’ motivation to work. The evaluation system (performance evalua-
tion) allows managers to see the results and the efficiency of the work cy-
cle. Human resources organisational units require each line manager to
conduct staff performance evaluations on an annual, semi-annual, and of-
ten quarterly basis. The direct line manager is usually the key person in
this process, or the only source of feedback and evaluation. In most cases,
this is the person who conducts the appraisal interview. The advantage of
performance evaluation is the fact that the immediate supervisor usually
knows which tasks an individual has performed and how well they have
performed them. Annual performance evaluation is a logical consequence
of the ongoing implementation of work efficiency management, which
takes place between the supervisor and the employee, who is specifically
evaluated in real time, during the year.

Self-assessment is a model that is also applied in Hotel Zira, and it
consists of preparing for the assessment interview (approval interview),
and filling out a special form on the assessment of one’s own work. Line
managers may informally invite co-workers and those to whom they are
superiors to contribute to the assessment of individuals, but these are not
the only sources used.

Salary elements are determined in accordance with the basic mis-
sion and vision of the company, and are aimed at fostering the specific
principles and actions of individual employees. Fixed amounts and parts
of salary are paid regularly, on a weekly or monthly basis, and are
changed only in exceptional circumstances. They are usually determined
by the specifics of the contract, such as: monetary incentives (working
shifts or only at night), benefits (sick leave, paid meals, vouchers) and
special additions (‘tuning’). Variable elements, and different bonuses, in-
centives and overtime compensation, can vary from employee to employer.

The Zira salary system consists of the following elements (Hotel
Zira, 2020):

(a) Basic salary — regular, fixed salary;

(b) Privilege — paid meals in shifts, or paid tickets for public

transport;

(c) Reward for employees who work night shifts, calculated sepa-

rately.
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Bonuses and overtime are not paid, and management does not
practice incentive pay in order to motivate employees, despite good busi-
ness.

Promotions, transfers and demotions come as a result of employee
performance evaluation. The different types of employee displacement
within the hotel — promotions, transfers, demotions and dismissals are key
elements related to human resources in this hotel as well.

On the other hand, the possibility of advancement is, in most cases,
an important incentive for the realisation of above average results in hotel
management. Even though salary and benefits have a strong influence on
work satisfaction, and have a direct impact on work performance (Pham
Thi et al., 2021), it is necessary to improve the manner in which salaries
are determined and calculated, so that they are the result of achievement,
and not the result of favouritism?.

Hotel Heritage

When evaluating the performance of line managers and reception
staff who are in direct contact with guests, the operational managers of
Hotel Heritage analyse the results of a questionnaire filled out by guests
in order to gain insight into the quality of employee engagement.

From the standpoint of performance evaluation, a positive assess-
ment on all fifteen questions of the questionnaire represents the ideal re-
sult, while a positive assessment on more than eleven of the questions
represents a good result which conveys the impression that an employee
thinks about their customers, or guests, and takes care of the quality of
service which is provided to them.

An average result is represented by a positive assessment on eleven
of the questions, or less, while a positive assessment on less than seven
guestions represents a bad result which leaves a lot of room for improve-
ment.

From the standpoint of human resources management, it is neces-
sary to analyse the causes of the negative responses by evaluating the per-
formance of specific hotel employees, so as to be able to correct their be-
haviour and attitude. The results can be a good guide on how to improve
the employees’ attitude towards guests and raise it to a higher qualitative
level. To that end, it is necessary to set standards and respect procedures
during work, because these factors directly affect guest satisfaction. The
overall behaviour of the employees not only helps the hotel position itself
higher on the market but also ensures that the hotel maintains a high posi-
tion if it has already reached it.

2 Internal documentation of Hotel Zira, 2022.
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Overview 2. Example of a questionnaire on hotel care for clients (guests)

Are your guests at the forefront of the hotel business? Positive Negative

1. Do you occasionally ask your guests to underline their
expectations regarding this hotel company?

2. Do you demonstrate a certain courtesy and level of respect to
each guest or colleague regardless of circumstances?

3. Do you strive to learn as much as possible about your guest

and the company they work for?

. Do you immediately respond to guest complaints?

. Are you answering the phone right now?

. Do you always anticipate a little more time for service or
correction, in case of unforeseen events?

7. Do you record opinions about the level of service quality of
your hotel?

8. Do you receive letters in which guests express their gratitude
for your cooperation and reception?

9. What is the essence of your work - meeting the needs of your
guests, or increasing the occupancy of the hotel and its
profits?

10. Do you check if the guests are satisfied with the service?

11. Do you provide special conditions and benefits for your loyal
guests?

12. Do you sometimes surprise your regular guests with an
unexpected service?

13. Do you show enthusiasm when serving your guests?

14. Do you continuously request modalities in order to improve
the level of quality of your service?

15. Do you occasionally thank your regular guests for their
cooperation and support?

Source: Adapted from: www.plark.net/literatura/mng053.php

o o1 b~

Holiday Inn

In this hotel, a special way of evaluating and rating the perfor-
mance of employees has long been in effect. In the hotel, they are con-
vinced that this has contributed to management’s more realistic assess-
ment of the quantity and quality of the employees’ share in the fulfilment
of the hotel company’s tasks. In general, for management, the evaluation
process represents a very important lever, on the basis of which the scope
and quality of the performance of a specific employee can be determined.
This work is based on individual plans, determining and harmonising in-
dividual goals, and monitoring their realisation, and it leads to a continu-
ous conversation among everyone in the hotel. The employees of the ho-
tel believe that the working conditions created in this way, and the treat-
ment stemming from the results, contributed to each employee’s better
knowledge of not only the hotel’s goals but also the importance of their
individual contribution to the overall success of the organisation. When it
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comes to newly hired workers, their first evaluation can be done periodi-
cally during the year, quarterly or annually.

Evaluation is also done when an employee changes their position
(workplace) either by advancing within the department or by transferring
to another department. Additionally, performance evaluation is done in
cases of promotion or demotion.

The evaluation is done via a form that is the same for all employ-
ees — one copy is filled out by the employee, and the other by the head of
the department or work team. Each question carries a performance rating
ranging from 1 to 5. When the form is filled out, the employee and the
manager compare their answers, justifying and explaining each one from
their own point of view. Usually, the numerical and qualitative assess-
ment of the manager is the final assessment submitted to the director for
review.

IHG — Hotel Crown Plaza

The corporate idea that guides this hotel group is that “we all have
an important role to play in achieving our purpose of providing true hos-
pitality for good, and our ambition to grow”. The company’s approach to,
and view of, performance should provide an answer as to whether a sim-
ple framework, which gives everyone room to grow and be at their best,
exists.

Overview 3. Movement and performance recognition

Objectives Behaviours/values Development Overall effects
Setting clear The persistence of our They help you A mixed grade,
goals helps us behaviour allows us to develop the skills  strong or

focus on the grow and develop the and abilities to exceptional, is
things that matter culture needed for achieve our work  given at the end of
most. success. ambition. the year, based on

these 3 key areas.

Owner: Global Talent & Performance V1 2021

IHG Hotel & Resorts operates on a cycle that includes: (1) setting
goals; (2) performance and development verification; (3) the effects and
calibration of development; (4) the discussion of the review at the end of
the year; and (5) reward recommendations.

This hotel, or hotel chain, formulated a simple (interdependent)
framework that gives everyone the room and the opportunity to be at their
best, that is, to achieve an exceptional performance (Confidental, Improving
Performance — Managers’s guide, Version 1, May 2021, p. 3 of 6).
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Overview 4. The process of achieving an exceptional performance

Goal + Behaviour/Value + Development + Overall
Performance (OP)

Setting clear goals Our behaviour It helps us develop A grade of mixed,

helps us focus on  allows us to grow  the skills and strong or

the most important and develop the abilities to move  exceptional is

things culture we need to  forward, it will given at the end of

be successful help us achieve our the year based on
growth ambition  these three key

areas

Source: IHG, www.ihg.org
During the year, managers in the hotel compile a report — an individu-
al evaluation of the performance of employees (Confidental, Improving Per-
formance — Managers s guide, Version 1, May 2021, p. 3 of 6).

Overview 5 Areas to consider and examples that can be used

Key guestions Reactions of Milos (HR manager)
1. What has happened/what are your = Made a significant contribution to the
key achievements? “Journal for Tomorrow” initiative
2. What goals did you focus on - what = His enthusiasm, drive and passion do
were your priorities? not go unnoticed, his problem solving
skills are excellent, as is his rapport
with guests
3. Behaviour - what did their behaviour = He has expressed interest in moving
show? into a revenue management role in

the coming year. To help him
develop, Oliver will need to focus on
building his strategic thinking skills
using his commercial awareness.
4. Development area - what have you = Oliver juggled challenging

learned this year? circumstances this year, personally
and professionally, showing
resilience and strength.

5. Well-being — were there any key = Next year presents numerous
points in the focus areas of the year opportunities. Oliver should use his
where you were exposed to current skills to further develop other
inconvenience? skills, to prepare him for future

success in revenue management.
6. Focus for next year - what should be
your areas of focus?

Source: IHG, www.ihg.org

What you should do as a hotel HR manager: managers complete a
200-word summary in the MyHR/My Talent/Local Talent System pattern,
along with the suggested overall performance rating and talent assess-
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ments (Confidental, Improving Performance — Managers’s guide, Version
1, May 2021, p. 56).

As needed, additional resources include a personal yearly review
guide, HR Manager Exceptions, an annual review to start a conversation,
a personal template, How to Guide a Manager in MyHR Template, and a
timetable for performance management. A person should become ac-
quainted with the following sample of a 200-word summary, which can
be found in the HR tools and the People Managers handbook.

DISCUSSION

Performance evaluation (employee performance evaluation) refers
to a series of complex operations in which the contribution of each indi-
vidual (individual contribution) to the organisation’s (hotel’s) aspirations
in a specific time frame is evaluated, measured, and then valorised. The
procedure applies to all hotel employees, including supervisors at all lev-
els of the organisation.

Errors inevitably occur during the complex process of performance
evaluation. The errors made by evaluators in assessing their employees’
performance can be: (a) errors of consideration; (b) errors of rigour; and
(c) errors of central tendency.

To discover these fundamental flaws, the average value of the
grades can be compared with the obtained mean grade seen on the set
scale on the basis of which performance is assessed. If the average value
of the grade is below the obtained mean value on the corresponding area
of the scale, an error of strictness has occurred. When the average grade is
equal to, or approximately equivalent to, the mean value on the grading
scale, then it can be said that there was consideration during grading.

The third possible outcome of the evaluation is the result of the
evaluator making a mistake. When the average value of the evaluation is
almost equal to the mean value on the evaluation scale, it is claimed that
an error of central tendency in performance evaluation has occurred. It is
considered that the first three types of mistakes (prudence, rigour, and
central tendencies) are perhaps the outcome of the so-called ‘narrowing’
of ‘the range’. This narrowing of the range illustrates the inclination of
the evaluator to focus the marks he gives for one position on one point of
the grading scale. The apparent consequence of such an assessment error
is that practically all workers are graded with the same grades (high, low,
or average), which means that the obtained evaluation results are unrelia-
ble. In order to avoid misunderstandings caused by such behaviour among
evaluators, it is necessary to perform the evaluation after observing the
employees of the hotel, and to base the evaluation on their relationship
with the employees during the direct performance of work and work tasks
in hotels. However, if a competence profile for the performance of a job
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is defined, then that specific profile could be used when considering the
results of performance evaluation.

In order for an organisation to obtain the greatest possible business
results, the complicated process of performance assessment must be
based on systematic and continuous observation, valuing, and referring,
as well as the adaptation of employees, and the results of their work and
behaviour. The performance evaluation process is based on appropriate
criteria and methods, and a systematic approach to performance valua-
tion. The overall process involves the submission of employee data fol-
lowing the performance review. In addition to directly affecting the suc-
cess of the business, the results of performance assessment and evaluation
affect visitor happiness and, in particular, employee education. This also
implies that performance evaluation is the best guide for hotel managers
striving to increase the efficiency and effectiveness of hotel operations. If
the performance of jobs and work tasks in hotels is not satisfactory or
even average as a result of the employee’s insufficient expertise or com-
petence, unfavourable business results are to be expected, which in turn
leads to the business being positioned lower on the market compared to
its competitors. Hence, these areas are critical areas of human resource
management, and appropriate measures are required. Among other things,
it might be an essential signal for educational institutions to create student
education programmes. Employees should be given access to realistic
training and education programmes, as well as relevant seminars and
symposiums. The most crucial component that distinguishes those who
are successful from those with inadequate success in business, particular-
ly during times of crisis, is the knowledge they possess. Attained skills
and the overall contingency of information are critical components by
which hoteliers gain (and keep) a competitive position in a more turbulent
and demanding market.

CONCLUSION

In terms of compensating personnel, important conclusions can be
drawn from the analysis of four and five-star hotels:

(a) In order to achieve better results, creating a reward system
based on relevant stimuli is required;

(b) In terms of remuneration, each employee finds his or her posi-
tion in relation to other employees.

According to research, employees, regardless of their prominence
and position in the company’s hierarchy, typically quit the hotel company
primarily because they are dissatisfied with their own wages in compari-
son with the wages of their colleagues. Thus, practically every employee
wants to be paid ‘fairly’ for their involvement in the execution of a job
when there is no severance pay, i.e. to be paid more or less as a reasona-
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ble equal to their colleagues. This is the employees’ attitude about pay-
ments, but it is in the hotel company’s best interests to consistently fulfil
the business’ defined goals, so as to guide the organisation to align its in-
terests with a large number of employees. A long-term incentive system
based on these assumptions can be created only if the interests of the em-
ployees and the company are coordinated. When observing the hotel
company’s place and function, in relation to not only the dynamics of its
development but also its placement in an increasingly turbulent market, it
becomes evident that the real situation in each hotel is uniquely difficult.
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YJIOT'A 1 3HAYAJ EBAJITYAIMJE YUUHKA
3ANTOCJIEHHUX 3A YCIHEHIHO MOCJ/IOBAILE XOTEJIA
Y BEOI'PALLY

Kusopan Bacuh'", Ilepo IMerposnh?
Vuusepsurer Cunrunynym, Beorpan, Cpouja
2Anda BK Vuusepsurer, beorpan, Cpouja

Pe3ume

Ha ocHOBY HCTpa)kKnBama CHPOBEACHOT Y aHATM3UPAHUM XOTEIIMMa, MOXKE Ce 3aKJbY-
YUTH JIa OPTaHU3aLOHE jeMHUIIC JbYICKUX pecypca 3aXTeBajy Jia CBAKH JIMHUCKU PYKO-
BOJIMJIAII BPIIIHX MPOIIEHY YYHHKA CBOT 0CO0Jba Ha TOJUIIELEM H TIOTyTOUIIREM HUBOY, a
YecTo ¥ TPOMECEUHO. JIMPEeKTHH JIMHHjCKU MEHallep je OONYHO KJbYYHA 0C00a, HITH jeIMHH
W3BOP NOBpPaTHUX MH(OpMaIHja 1 eBayanyje, a y BehnHu citydajeBa To je ocoda Koja Bo-
I MHTEPB]y 32 OLleHHBatbe. [IpeTHOCT OBE YMELCHHUIIE OTJIE/a CE Yy TOME ILTO HEMOCPEIHN
pyKoBozmIar, oO0M4HO 3Ha BehuHy MOCIOBa Koje je TojeArHan 00aBibao U KOJHMKO UX je
no0po 06aBsbao. ['ouimba oleHa yUrHKa je JIOTHYHA Toceua TeKyhe IMIuIeMeHTaLH-
je ympassbama epukacHomhy pana, Koja ce 0JjBUja TOKOM rofrHe u3Melhy pyKOBOIMOIA U
3aI0C/ICHOT KOjH Ce OCEOHO OLemYje Y pealHoM BpeMeHy. CripoBe/IeHO HCTPaXKUBAKE je
TMOKa3aJIo Ja Cy 3aloCiIeHH BEOMa 3aUHTEPECOBaHH 3a IIOCTH3amE ,,(ep’ MPOTHBBPEIHO-
CTH 3a aKTMBHOCTH y pealW3alliju IOCNIOBa M paJHMX 3ajaraka. [Ipema pesynratuma
UCTPaXKHBamba, 3aII0CIICHE 3aHUMa M MHTEPHA PaBUYHOCT Y HaKHa/[amMa y OJHOCY Ha OcTa-
1e xonere. To je M MHTEpec XOTena KOjU HaCTOjH [Ja OCTBAPU YCBOjEHE MOCIIOBHE [IMJBEBE U
MOCTHTHE aJIeKBaTHY MOTHBALH]y 3aIIOCIICHHX.

HcrpaxuBame je mokasano Ja Cy ce XOTelH TPYAWIIH J]a 0Baj T0cao 00aBJbajy camo-
cranmHo. MelyTiM, OUnriteTHO je 1a HeoCTajy MOoTpeOHa 3Hama, 11a je PEIociie]] AKTHBHO-
ctu 6uo morpemad. OUUIIIETHO je a je TPBO TPedaJIo YBECTH CHUCTEM ILUIAHUPAmba U CH-
CTEM 3a MepeHe MOCIOBHUX PE3yJNITaTa, Kako Ha HUBOY XOTENICKOr mpexy3eha, Tako u 'y
HojeIMHUM cekTopuMa. Henocrajana je ruiaHcka M MHCTUTYLIMOHAJIN30BaHa TIPHIIpeMa 3a
yBoheme cucrema HarpaljuBama. HamomumeMo 1a cy nprMemeHN HeaJleKBaTHH TPOITHCH
0 MaTepHjaJHOM ¥ HeMaTepHjaIHOM CTHMYJIMCarby 3alOCIeHHX, IITO Pe3yJITHpa THME 1a
OOpU paJHULM HAITYIITajy XOTele, JOK Y HhHMa Kao 3arociieHH OCTajy OHU KOjH ce y
TPaKCH Ha3WBajy ,,eKCIUIoaTaTopuMa’ opranmsanuje. [1ocioBHa cuTyarmja ce pasimkyje
oz xorena 1o xoTena. Takohe, MOXe ce MPUMETHTH 1a He MOCTOjM KOHTHHYHpaHa KOH-
TpoJia MpUMEHE MOTHBALMOHUX (PAKTOpa M MHCTPYMEHATa, IITO jé HEOXOIHO 300T Op3ux
npoMeHa y okpyxemy. C 003upoM Ha TO Ja je CBaKM XOTel creruduyaH, MEHalIMEHT
xorerna Tpeba Ja nu3beraBa ycBajame pellera U3 IpaKce IPyrux XoTela — OHa Mory OuTH
OpUjeHTHP, ATH MX HHje Moryhie y MOTIyHOCTH KOIMPATH U IPUMEHHTH.

* JlokTOpaH



