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The purpose of the study is to examinewhether two differentwork commitment pro-
files influence service quality in the hospitality sector in Slovenia and Serbia and how
the implications of the differences can be used in the tourism and hospitality indus-
try. Combining a qualitative and quantitative approach, two new instruments were
developed for this study. The first instrumentwas created on the basis of short, struc-
tured interviews with employees. Two factors explaining the two different commit-
ment profiles were determined with statistical analysis and with the method of clus-
tering, four dimensions of commitment profiles formingwere extracted. The second
instrument was developed on the basis of existing evaluation forms for employees
in the tourism industry and interviews with leading and middle managers of hotels.
The findings of the study show that there is a small proportion of professionally-
oriented employees in the tourism sector, and the difference among employees is
evident in the ranking of working values. These results could be useful for managers
in planning and organising their human resources and also in planning further de-
velopment of their companies’ human resource policies. The original contribution
of the article is the ranking of working values and the perception of quality work by
employees in the hospitality sector. The study also reveals new evidence on different
types of commitment profiles.
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Introduction
There is a widely-accepted opinion in academic and
professional circles that the tourism and hospitality

sector does not provide an optimum environment for
successful career building and professional growth.
Research in the field of hospitality offers different ex-
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planations for this phenomenon. The tourism and
hospitality industry records high employee turnover
rates (Iverson & Deery, 1997; Hjalager & Andersen,
2001; Baum & Thompson, 2007; Hussey et al., 2010;
Karatepe & Shahriari, 2014; Kim, 2014), such that
turnover is often acceptable and is understood to be
the norm (Iverson & Deery, 1997). One reason for the
lack of good, stable careers in the sector is that tourism
and hospitality jobs involve long working hours, espe-
cially during weekends and holidays, sometimes ex-
treme working and weather conditions, stress and de-
mands, as well as special attitudinal norms, which are
in the domain of personal character traits rather than
skills and knowledge (seeHussey et al., 2010;Hussey et
al., 2011; Mackenzie & Kerr, 2013; Lee, 2014). Employ-
ment in the hospitality industry is expected to grow
more slowly in the coming years (Baum, 2015; Dogru
et al., 2019).

Research (Ap & Wong, 2001; Brown et al., 2011;
Kim, 2014) shows that good working conditions and
career opportunities are crucial for building stable em-
ployment and the development of professionalism.
Employees respond to high levels of organisational
support with high levels of organisational commit-
ment and psychological attachment, obligation, and
loyalty (Brougham & Haar, 2018). These also play a
part in the execution of excellent tourism service,
resulting in keeping customer loyalty. Also, organi-
sational culture and values are an important part of
career development perceptions and employee struc-
ture, since they attract people with similar values, be-
liefs, knowledge, skills and abilities (Gorenak & Fer-
jan, 2015). Human potential is increasingly recognized
as an essential asset for organisations (Silva & Mar-
tins, 2016). However, Hjalager and Andersen (2001)
suggest that, because of the high fluctuation of work-
ers in the industry, low-skilled jobs and low rates of
relevant tourism education among tourism employ-
ees, the tourism sector is a border market for human
resources that shares a pool of possible employeeswith
many other sectors that offer better salaries and career
opportunities. According to Hjalager and Andersen
(2001), tourism jobs tend to be temporary solutions
for new employees in the workforce or in times of
economic crisis, which together with the often sea-

sonal nature of the jobs explains the high turnover
rate in the sector. It is important to point out that high
turnover rates and lack of professionalism are not only
confined to developing countries or countries in tran-
sition (Baum, 2007).

Previous research in the field also shows that em-
ployees who have had professional tourism education
tend to change jobs less frequently than those who
have not or have different qualifications (Hjalager &
Anderson, 2001). Moreover, people with previous job
experience in the sector tend to develop a more pro-
fessional attitude towards their jobs (Kim, 2014).

Employees with elevated levels of turnover inten-
tions have low morale, deliver poor service and erode
service recovery efforts, which in the end have an im-
pact on guests and can result in bad reviews, com-
plaints and finally loss of guests (Ap & Wong, 2001;
Karatepe & Shahriari, 2014). Satisfied, stimulated and
professional employees in the service sector are thus
crucial to all service industries and should be a main
concern of hospitalitymanagement (Brown et al., 2011;
Ineson et al., 2013; Karatepe & Shahriari, 2014).

To assure high quality of service, tourism compa-
nies should be aware of the importance of human re-
sources management and should strive for optimal
employee profiles in the business. In order to deter-
mine what type of work commitment profiles predict
quality of service, we set up two hypotheses:

h1 Employees who have high professional commit-
ment will perform their tasks better.

h2 Employees who have high professional commit-
ment are more likely to have had a proper edu-
cation relevant to the job they are doing.

Theory
Research in the field suggests that employees have dif-
ferent types or profiles of work commitment. The lat-
est research on employee commitment profiles shows
that commitment profiles have substantial temporal
stability and do not change easily over time (Kam et
al., 2016). Research indicates that different forms of
work commitment are connected to job involvement
and quality of service (Gouldner, 1957; 1958; Carson et
al., 1999; Cohen, 1999; Sinclair et al., 2005; Kam et al.,
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2016). In his pioneer study on different types of loy-
alty, Gouldner established that over the years employ-
ees in an organisation develop different types of loyalty
or commitment to their work (Gouldner, 1957; 1958).
Gouldner’s research suggests that employees have two
types of loyalty orientation. The first group of employ-
ees (locals) tend to be more committed to organisa-
tions they work in and their local subgroup in the or-
ganisation. They are high on loyalty to the employing
organisation and low on commitment to specialized
skills (Gouldner, 1957). The second group (cosmopoli-
tans) of employees tend to be high on commitment to
specialized role skills, low on loyalty to employing or-
ganisations and likely to use an outer reference group
orientation (Gouldner, 1957), thus they aremore likely
to be mobile and pursue their careers in other organi-
sations.

Later research on work commitment has resulted
in different models of commitment forms (see Randal
& Cote, 1991; Meyer &Allen, 1997; Carson et al., 1999).
In accordance with Gouldner, four committed (Car-
son et al., 1999) profiles of workers have been identi-
fied, thus answering Gouldner’s dilemma of whether
both types of loyalty can be recognised in one person
(Carson et al., 1999). Morrow (1993), in her research,
determines five universal forms of work commitment,
which are relevant to many employees. These foci of
work commitment are affective commitment to or-
ganisation, continuance commitment to organisation,
career commitment, work ethic and job involvement
(see Cohen, 1999). Morrow’s study suggests the pos-
sible interrelationships among the five commitment
forms. Cohen’s (1999) research on Morrows’ theory
has determined that it is only a presumption that each
of the five forms is an independent construct. Cohen’s
research further shows that job involvement seems to
be the key mediating variable in the interrelationships
among work commitment constructs (Cohen, 1999).

In other scholarly literature on work commitment,
professionalism is defined as the predominance of ca-
reer commitment in an employee’s commitment pro-
file compared to other work commitment profiles (e.g.
Blau, 1985; Ellemers et al., 1998; Cohen, 1999). In ty-
pologies where professional commitment is not de-
fined (e.g. Gouldner, 1957; 1958; Randall & Cote, 1991;

Carson et al., 1999), terms like ‘career commitment,’
‘professional commitment’ and ‘occupational com-
mitment’ are used to explain commitment to voca-
tion, career or profession. Morrow (see Cohen, 1999)
connected career commitment to the Protestant work
ethic, suggesting that this is the most stable commit-
ment form, because it is learned through the social-
isation process and is less related to characteristics
of the work setting (Morrow, 1993, in Cohen, 1999)
where one is more narrowly focused on one’s own ca-
reer or vocation. In other research, career commit-
ment is connected to high job withdrawal cognitions,
feelings of self-efficacy, ongoing training and continu-
ing education (Carson et al., 1999). Although the def-
initions have some commonalities and are sometimes
used in all contexts, they should not be interchanged.
According to Blau (1985), career commitment can be
defined as one’s attitude towards one’s profession or
vocation, whereas professional commitment can be
operationalised in terms of the individual’s reluctance
to leave his/her professional role (Thornton in Blau,
1985), i.e. commitment to his/her vocation or profes-
sion. In theory, professionalism and professional com-
mitment is related to outer reference groups, i.e. pro-
fessional associations (Gouldner, 1957; 1958), reading
journals, attending meetings and joining associations
(Price & Mueller, 1981). In the tourism sector, pro-
fessionalism is based on many dimensions, not all of
which can be learned or trained. Hussey et al. (2011)
argue that professionalism in tourism can be concep-
tualised by the following ten dimensions: profession
as a referent group, altruism, belief in self-regulation,
sense of calling, autonomy, body of knowledge, con-
cern for service quality, code of ethics, special skills
and expertise, and professional identity.

Organisational commitment refers to the predom-
inance of one’s attachment to the organisation in one’s
work commitment profile (Ellemers et al., 1998, pp.
717–718). Affective organisational commitment is re-
lated to employees’ emotional attachment to an organ-
isation, the match of personal values and the values
of the organisation and identification with the com-
pany (Ellemers et al., 1998; Cohen, 1999; Sinclair et al.,
2005; Kam et al., 2016). Continuance commitment, on
the other hand, is defined as the perception that the
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cost of leaving exceeds the cost of remaining (Elle-
mers et al., 1998; Cohen, 1999; Sinclair et al., 2005;
Kam et al., 2016). Organisational commitment has a
significant direct influence on job performance (Youn
et al., 2018). According to Dhar (2015) organisational
commitment strongly influences the quality of guest
services. Perceived organisational support, such as the
value of contributions and caring about the well-being
of the employee, significantly affects organisational
commitment (Kim et al., 2016).

For the purpose of our research, we needed to de-
velop a new kind of instrument that would differ-
entiate the two types of work commitment profiles
of employees in tourism as extreme poles in work
commitment profile categorisations. This distinction
was first set up by Gouldner (1957). Later, Ellemers
et al. (1998) polarised career oriented-commitment
to team-oriented commitment, of which the latter
proved to be closely related to organisational com-
mitment. Their research has shown that organisa-
tional commitment is stronger among respondents
with longer job tenure and greater work satisfaction
(Ellemers et al., 1998). They have also shown that em-
ployees who are more career oriented are less likely to
help their team colleagues at the expense of their own
work and that those committed to the organisation are
more likely to work overtime (Ellemers et al., 1998).
Another very important finding from their research is
that a certain type of work commitment profile does
not predict task performance ratings (Ellemers et al.,
1998).

This study set out to analyse whether there is a dif-
ference in the quality of work (performance) between
two groups of employees (those who are more com-
mitted to the organisation and those who are more
committed to the profession).

Materials andMethods
In order to realise the objectives of our research, we
used two instruments. In spite of all the provided def-
initions, we decided to take an emic approach to this
research and to establish definitions which would be
understandable and unified to employees participat-
ing in the research. The first instrument was created
to assess whether an individual is more committed to

an organisation in which he or she is employed or to
his/her profession.We assumed that employees would
either be typically committed to their organisation
(both affective and continuance) or to professional-
ism. The second instrumentwas developed to evaluate
the quality of work of employees who participated in
the project.

To establish the two commitment profiles, a new
instrument was designed especially for this project.
To make the instrument as comprehensible as possi-
ble, we made certain that the use of words and defi-
nitions were from the employees’ points of view. Ac-
cordingly, definitions of the two commitment profiles
as explained by the participating employeeswere used.

In the first stage of creating the instrument, we
employed a qualitative methodology. Researchers in
the field were students from the Faculty of Tourism
of the University of Maribor, Slovenia, and young as-
sociates and teaching assistants from the Faculty of
Sport and Tourism in Novi Sad, Serbia. In this way,
we assured the results from culturally diverse back-
grounds in order to avoid local determination of the
results. All interviewers, before conducting fieldwork,
were educated in techniques of conducting interviews
and how to take notes from the interviews – they were
informed that they had to take completely verbatim
notes. Each group was supervised in the field by one
of the researchers. No one needed the intervention of
the researchers.

The interviewers visited various hospitality organi-
sations and asked employees to answer two structured
questions: (1) What are the characteristics of someone
who is committed to her/his profession? and (2) What
are the characteristics of someone who is committed
to the organisation in which she/he is employed? Re-
searchers worked in pairs, with one asking questions
and the other recording the answers verbatim. We did
not want to record conversations for reasons of con-
fidentiality between the interviewers and the employ-
ees. We were aware that some employees might con-
sider the questions and their responses to be threat-
ening to both their relationships with their superiors
and their careers. To minimise any kind of influence
or the interviewees’ discomfort with the process, we
asked students to do the interviews. Interviews were
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Table 1 Dimensions of Indexes Explaining the Factors

Commitment to organisation Commitment to professionalism

Attitude towards respecting the house rules Attitude towards guests

Attitude towards co-workers Attitude towards knowledge

conducted with a total of 60 employees. Researchers
recorded a total of 314 responses to our questions.

Next, a panel of researchers was organised where
researchers from the universities, as well as practition-
ers, professionals employed in the hospitality and ho-
tel industry, were engaged. Out of the total collected
statements, we first isolated the ones that were repeti-
tions. In the next step, statements that did notmeet the
purposes of the research were isolated. The remaining
total of 103 claims was prepared for further process-
ing.Of this number, therewere 45 statements related to
commitment to the profession and 58 to commitment
to the organisation inwhich the interviewees were em-
ployed. The statements were formulated in sentences
and an instrument with a 5-point Likert scale was cre-
ated. The sentences were formulated in the first per-
son: ‘I am aware of the importance of team-work.’

To create the final form of the questionnaire, we
offered the instrument to students of various facul-
ties at the University of Maribor (Slovenia), Libertas
Business School of Zagreb (Croatia) and the Univer-
sity Educons in Novi Sad (Serbia). The research in-
cluded a total of 867male and female students. All stu-
dents participated voluntarily. The research was con-
ducted in groups of up to 50 students. Before each
group of students filled in the questionnaires, a re-
searcher from the team gave instructions on how to
use the instrument and each student filled out a ques-
tionnaire individually.

In the first step of the instrument design, we made
a correlation analysis of all statements in the question-
naire. We decided to exclude all claims that did not
reach the value of Pearson’s correlation coefficient of
0.50. In this way, we excluded another 64 statements
from further procedures. The remaining 39 statements
were analysed using principal components analysis.
Four principal components explained 57.35 per cent of
the variance. Following that, we excluded from fur-
ther analysis another seven statements that had not

achieved more than 0.50 communality. Thus, all the
components explained 59.67 per cent of the variance.
The remaining 32 were deployed into two predicting
factors (commitment to the profession and commit-
ment to the organisation).

To achieve the highest internal consistency, each
individual factor was adjusted until we achieved a sat-
isfactory value forCronbach’s alpha coefficient. For the
scale ‘commitment to the profession,’ Cronbach’s al-
pha coefficient was 0.878. The scale consisted of nine
statements. The scale of ‘commitment to the organi-
sation’ also contained nine statements and Cronbach’s
alphawas 0.904. These internal consistencies are satis-
factory for an instrument of this kind (Table 1). Thus,
through our research, the two types of commitment
were determined by two clusters of indexes. The com-
mitment to the organisation profile was explained by
dimensions of ‘attitude towards house rules’ and ‘at-
titude towards co-workers,’ while the commitment to
professionalism profile was explained by the dimen-
sions of ‘attitude towards guest’ and ‘attitude towards
knowledge.’

To assess the quality of employees’ performance,we
used an improved instrument, routinely used for this
purpose, in one of the largest Slovenian hotel compa-
nies. Standard instruments for assessing the quality of
service were not included, since they only assess the
service from the guests’ points of view and do not give
any information on employees’ attitudes in an organ-
isation or they are too complex to be used in such a
study. The basic instrument was supplemented with
the criteria suggested by the groups of managers in
various tourist organisations. The instrument evalu-
ated the following categories on a Likert scale from 1
to 5 (Table 2).

The final instrument for employees consisted of
18 statements and some demographic questions. The
statements were put in random order to minimise the
influence of previous statements on the rating of the
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Table 2 Categories Evaluated by the Managers

1 Communication

2 The ability to participate in a team

3 Respect for colleagues

4 Ingenuity, continuous search for solutions

5 Ability to innovate

6 Compliance with superiors

7 Organisational skills

8 Self-initiative

9 The ability to transfer problems to their superiors –
are able to propose solutions

10 Flexibility

11 Loyalty to the company, identify with the vision of the
company

12 Tidiness and accuracy

13 Knowledge of complete range of businesses offered

14 Professionalism on the job

15 Care for the guests (kindness, knowledge of service,
potential appeals to service

participants’ next statements. The instrument was of-
fered to 249 employees in hotels in Serbia and Slove-
nia. Of all, 66 of them refused to participate. It was
explained to employees that the survey could not be
anonymous, because their performance in the work-
place would be assessed by their direct superiors. In
order to be able to connect both types of data, the em-
ployees had to agree to put their names on the ques-
tionnaires. Employees were assured that the results of
their answerswould not be available to theirmanagers.
Once employees agreed on themethod of the research
and responded to the questionnaires, the names of the
participating employees were submitted to their man-
agers. Managers were asked to rate each employee ac-
cording to the scale presented above. Managers were
presented with special evaluation forms for each em-
ployee.

Results and Discussion
The vast majority of our respondents were female,
which approximates the situation in the tourism sec-
tor in Slovenia and Serbia. This industry is dominated
by the female population. In our sample, there were

Table 3 Employees’ Education

Type of education f 

Unknown  .

High school  .

College education  .

University or equal professional education  .

Master of Science or higher  .

Total  .

slightly more women than men, but this fact did not
affect the general statistical impression.

Most employees had secondary education (Table
3). The number of employees with college or university
education was relatively high. This result differs from
the educational structure that is typical for this sector,
which has been shown to have a relatively lower edu-
cational level. As stated, in our sample, the proportion
of employees with higher levels of education was un-
expectedly high. There are probably two explanations
for this situation. First, in the participating countries,
in the past 10 years, there has been a great stimulation
of education by the government, especially of higher
education. This expansion has occurred in both the
private and public education sectors. The second rea-
son could be attributed to the period of economic cri-
sis, which is why many highly educated people work
in jobs that are far below their educational qualifica-
tions. This is particularly evident in the fact that 66
per cent of employees with secondary education and
44 per cent of employees with higher levels of educa-
tion do not work in the professions they are educated
for. Exceptions are employees with college education
who work mostly as managers. Only 27.3 per cent of
them work in jobs that they are not educated for.

In our study, 54.6 per cent of the respondents were
currently working in jobs for which they were not
properly educated. In the Slovenian and Serbian ed-
ucation system, the field of hospitality is inflexible and
students are educated in only a few very traditional oc-
cupations. There is little variability and therefore stu-
dents are not trained to adapt to business conditions
that are dynamically changing. On the other hand,
the hospitality industry has never set standards and
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demands for specific forms of education in the sec-
tor, which leaves the question of professionalism in
tourism open. Closely related to this argument is the
case of the private sector and small tourism businesses
that avoid hiring educated employees because, accord-
ing to state work legislation, employers should provide
them with better salaries.

The average age of the participants, 37.65 years, in-
dicated a relatively low level of employment dynamics.
The average number of companies where they were
employed was 2.48, which is another proof of the rel-
ative immobility of the workforce in the sector. The
youngest participant in our research was 19 years old
and the oldest 62 years. Almost 76 per cent of the em-
ployees had worked for 3 or even fewer organisations,
which indicates low turnover rates. This fact, not com-
monly referred to in the tourism sector, can be at-
tributed to a specific working culture and ethic stim-
ulated by the previous socialist regime. Kalleberg and
Stark’s (1993) research shows that employees in social-
ist economies are not primarily concerned with their
careers, compared to their us colleagues. Vodopivec
(2014), in her interviews with workers and directors of
a textile company in the socialist regime in Slovenia,
reports on the importance and intentional building of
company loyalty and solidarity among co-workers.

Low labourmobility has proved to be related to tra-
ditionalism in family relationships. Thus, in our study,
among employees who had 5 years’ working experi-
ence, 71 per cent of those were not married and stated
their marital status as ‘single.’ In the group where em-
ployees had 5–10 years of experience, the number of
unmarried employees was 31 per cent and the num-
ber of employees who were married was 59 per cent.
Changes of employment in small communities with
these conditions can be highly complicated and risky,
because there aremany factors that are sometimes im-
possible to reconcile with each other. Small commu-
nities offer very limited employment opportunities,
as there are only a small number of companies and
therefore low dynamics of the workforce. For example,
unfavourable working hours and childcare is a partic-
ularly important factor. However, what is probably an
equally important contributor to relatively low labour
mobility is the conviction of almost 60 per cent of our

respondents that they had the possibility of advancing
in their companies. This idea was rejected by the re-
maining nearly 40 per cent of respondents (38. 8 per
cent). In contrast to this view, almost half of the re-
spondents (46 per cent) claimed that they were think-
ing about leaving their companies. The share of those
respondents with families was fully equal to those who
were single or divorced. When it came to thinking
about leaving their current companies, there were an
equal proportion of those who were employed for an
indefinite period and those who were employed for a
limited time.

Results of the assessment of the level of commit-
ment to the profession and commitment to the organ-
isation were more than surprising. In many studies of
the labour force in this profession, it has been pointed
out that people working in the tourism sector are those
who prefer social contact andwho therefore tend to be
more professionally oriented. In our study, only 17 re-
spondents or 9.3 per cent were somewhat to a greater
extent committed to their profession than to the or-
ganisation in which they were employed. Thus, asym-
metric data makes further statistical analysis more or
less meaningless.

Nearly 60 per cent had completed high school,
which was completely in line with the educational
structure of the respondents in the sample. Most of
them were in the between 29 and 36 years age group.
In this age group, we found that 41 per cent of those
were more committed to their professions than the
organisations. So this was a group with solid life expe-
rience, and also solid work experience, who obviously
had a strong desire to advance in their professional de-
velopment. Among them, there were an equal number
who had families and thosewho did not yet have them,
which is surprising to some extent.

Although the theory states that commitment to
profession has different roots, it also suggests that em-
ployees with higher levels of professional orientation
will place a primacy on work in their lives (Blau, 1985).
This is also related to the belief that individuals can
influence or control their careers. More than half of
them said that their companies did not provide for
systematic additional professional education. Again,
awareness of the importance of life-long learning ex-
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periences and additional professional qualifications is
expected from those employees who rank higher on
professional commitment, since they are looking for
something more than just a job. Almost 60 per cent of
them had already considered leaving their companies
and wanted to find a good grounding for their profes-
sional ambitions elsewhere, which is also in line with
previous research in the field, suggesting that with-
drawal cognition predicts career or professional com-
mitment (Price &Mueller, 1981; Blau, 1985; Ellemers et
al., 1998; Carson et al., 1999).

Results of the research confirmed some previous
hypotheses on work commitment profiles. When po-
larising work commitment types, according to Gould-
ner’s division, only 9.3 percent of employees could be
defined as clearly high on professional commitment
andmore than 90 percent were high on organisational
commitment. Since we did not analyse all other types,
namely dually committed and uncommitted, we can
only assume that there was also a large proportion of
those among those interviewed. Results also suggest
that there were only a handful of those whowere really
dedicated to their professions in the hospitality sector,
which perhaps has alarming implications for quality of
service in Slovenia and Serbia.

Along with the studies of Price and Mueller (1981),
Blau (1985), Ellemers et al. (1998) and Carson et al.
(1999), we found that in the tourism sector organisa-
tional commitment is related to job tenure and age.
But, surprisingly, the tourism sector in Slovenia and
Serbia does not report high turnover rates, as seems to
be the case all over the world, since the participants in
the research worked in fewer than 3 companies on av-
erage andmany of them had worked in the same com-
pany all their work life. Nearly 20 per cent of respon-
dents (18.8 per cent) had remained with their original
companies.

When the participantswere divided into groups ac-
cording to the quintiles, themajority of those who had
never changed companies were from the oldest group
of respondents. 84 per cent of the members of the old-
est group had changed a maximum of 2 companies or
had not changed companies at all. This again indicates
very low labourmobility in this sector.Here, it is worth
mentioning that in the group of those who appeared

to be somewhat more committed to their professions
than to the companies, there was almost no one who
had not changed companies (only 1 person). Members
of all age groups were equally prone to move from one
company to another. This tendency changes a little
bit more intensively in the second quartile with those
members of the group who had an average of between
8 and 15 years of work experience. Although on the
basis of our results we cannot make generalisations,
it seems that mobility is statistically slightly higher
with those who were more committed to their profes-
sions than to the organisations in which they work.
This is again in accordance with previous findings,
because commitment to a profession also means seek-
ing the best possible conditions for professional devel-
opment.

As previously mentioned, this can be explained by
the specific historical influence of the socialism regime
ideology, as ethics lie in organisational loyalty and
community solidarity and not in the endeavour for
individual and successful careers.

Research also shows the need for a more structural
and strategic approach to the system of formal educa-
tion for tourism professions, as already pointed out by
Hussey et al. (2011). In spite of high overall levels of
education, there is still an evident lack of proper ed-
ucation for tourism vocations at all levels. According
to our findings, more than half of employees also re-
ported that tourism companies themselves do not pro-
vide for additional training, i.e. they do not express
very much interest in additional training for their em-
ployees and are not yet aware of the importance of pro-
fessional knowledge and skills for their front-line em-
ployees.

Data on individual performance ranking bring
some other interesting evidence to consider. Due to
the extreme asymmetry of distribution, there is no
justification for the statistical comparison of the two
groups. But if the item from the structured question-
naire is treated as the value associated with the work,
it makes sense to analyse the hierarchy of these val-
ues. Average values and their standard deviations are
shown in Table 4.

Both groups of employees, those who were com-
mitted to their companies and those who were com-
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Table 4 Comparison among the ranks of Some Items

Item Organisation Profession

() () () () () ()

I do my work fairly. . . . . . .

I try to be friendly and kind to the guests. . . . . . .

I am aware of the importance of good team work. . . . . . .

I try to be good at my work. . . . . . .

The company can rely on me. . . . . . .

I try to do my work with utmost quality. . . . . . .

At work, I try to be in a good mood. . . . . . .

I am always neat at work. . . . . . .

My attitude is the same in the pres. of sup. and when they are not around. . . . . . .

I believe I know how to serve a guest. . . . . . .

I respect the instructions of superiors. . . . . . .

I have good relations with my colleagues. . . . . . .

I strive for improvements of work organisation and work processes. . . . . . .

I work in my profession with enthusiasm. . . . . . .

I enjoy my work. . . . . . .

I constantly train for my profession. . . . . . .

I invest in my knowledge in my free time. . . . . . .

I work together with students on their res. papers and practical education. . . . . . .

Notes Column headings are as follows: (1) rank, (2) mean, (3) standard deviation.

mitted to their professions, put the same two values on
the first two places. These are the values of fairness at
work and kind and friendly attitudes towards guests,
which in a way are universal values in the hospital-
ity industry. In general, we can say that those groups
who were more committed to their companies ranked
higher in values associated with respect for the rules
of the company, while the groups of dedicated profes-
sionals highlighted individual values showing enjoy-
ment of the work being performed and education for
the job. Thus, for example, the item ‘I enjoy my work’
was ranked in 15th place by those who were dedicated
to their organisations, but 5th by those who were ded-
icated to their professions. It is important to note that
constant training for the job was essentially assessed
differently by the two groups. Those who were more
committed to their profession put far more value on
education than those who were committed to the or-

ganisation. The organisation clearly represents a col-
lective identity in which it is necessary to respect the
rules of the collective.

Occupation, on the other hand, represents a per-
sonal relationship to work, and the constant improve-
ment of knowledge and skills reflects the relationship
towards oneself and one’s profession. As a result, the
latter group may neglect teamwork, ignoring the im-
portance of collective rules. For them, the general rules
of the profession are more important than the partic-
ular rules of their company. Those who aremore com-
mitted to the profession assign less importance to the
instructions of superiors, but at the same time behave
the same whether superiors are present or not. It is a
good reflection of their relationship to the profession
in which they work.

If we list the items according to the four dimensions
presented in Table 1, we see another interesting distri-
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Table 5 List of Dimensions of the Items Rated by Employees

Commitment to the organisation Commitment to the profession

 Attitude towards respecting the house rules Attitude towards respecting the house rules

 Attitude towards guests Attitude towards guests

 Attitude towards co-workers Attitude towards guests

 Attitude towards respecting the house rules Attitude towards knowledge

 Attitude towards respecting the house rules Attitude towards knowledge

 Attitude towards respecting the house rules Attitude towards knowledge

 Attitude towards guests Attitude towards guests

 Attitude towards respecting the house rules Attitude towards co-workers

 Attitude towards co-workers Attitude towards knowledge

 Attitude towards guests Attitude towards respecting the house rules

 Attitude towards respecting the house rules Attitude towards respecting the house rules

 Attitude towards co-workers Attitude towards knowledge

 Attitude towards knowledge Attitude towards respecting the house rules

 Attitude towards knowledge Attitude towards knowledge

 Attitude towards knowledge Attitude towards co-workers

 Attitude towards knowledge Attitude towards respecting the house rules

 Attitude towards knowledge Attitude towards co-workers

 Attitude towards knowledge Attitude towards respecting the house rules

bution of values connected to the work. In the group
of employees who tend to be more committed to the
organisation, all the items connected to attitudes to-
wards knowledge are put in the last 6 places (see Ta-
ble 5). In the first half of the values, only two, those
connected to attitudes towards guests, can be found.
Similarly, concerning the first half of the items of em-
ployees who tend to be more committed to the profes-
sion, only two items connected with attitudes towards
respecting the house rules and co-workers are found.
Also, it is evident that employees who tend to be more
committed to the profession rate the values connected
to knowledge and guests higher than the other group.
They also put all three items, which express attitudes
towards guests, in the first half of the values. Again, it
is important to stress that both groups rate the same
items as the majority and consider them to be of the
same importance. Of the two, one is connected to at-
titudes towards respecting house rules and the other
with attitudes towards guests.

Testing the Hypotheses
Our first hypothesis, that employees who are higher on
professional commitment will get better performance
ratings, must also be rejected. As indicated by Elle-
mers et al. (1998), our research shows no relationship
to any type ofwork commitment. Thus, we can say that
the type of work commitment does not predict per-
formance ratings. There were few differences between
the two types of commitment, according to specific di-
mensions of the measure.

The only difference between the two types of work
commitment was seen in the category of innovative-
ness, where employees with higher levels of profes-
sional commitment were rated statistically better than
the others. This result seems logical but is again sur-
prisingly different fromEllemers et al.’s researchwhere
they report that contextual performance, which they
understand to be initiative or enthusiasm, is related to
the dimension of commitment to teams of co-workers
(Ellemers et al., 1998). The latter has been exposed as
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a dimension of commitment to organisation in our
study.

Related to our second hypothesis on relationship
between the type of commitment and proper educa-
tion for tourism we can hardly draw any conclusion
because the distribution of data is asymmetrical. It is
interesting that of those who were more committed to
the profession, 13 of them are women. As many as 16
of them had more than 5 years of experience, so these
were peoplewhohad good insights into the profession.
About half of them were educated in a profession in
which they work, which made them virtually indistin-
guishable from the majority of respondents. Accord-
ing to this result, we can reject our hypothesis that em-
ployees who are higher on professional commitment
are more likely to have the proper education for the
job in which they work.

Conclusion
Research on different forms of work commitment pro-
files shows that characteristics of profiles are not uni-
form all over the world. The study demonstrates that
cultural and societal dimensions on the micro level of
the globalised hospitality sector influence work com-
mitment profiles, which, as in the case of Slovenia and
Serbia, may differ from work commitment profiles in
other parts of the world. The study also points out the
relatively modest number of those employees in the
hospitality sector who are more committed to their
professions than to the organisations. However, the
only statistically proven difference between the two
profiles in this research is the category of innovative-
ness, so we can say that employees who rank highly
on professional commitment are slightly more inno-
vative than those who are more committed to the or-
ganisation. Research also shows that instruments and
criteria usually used for assessing the quality of work
of employees do not necessarily apply to all profes-
sionally oriented employees. Further development of
assessment criteria is needed.

Another point that is evident from the results of
the research is the fact that professionals in the hos-
pitality sector differ to some extent from profession-
als in other fields in that they have the same educa-
tional background as those employees who are more

committed to their organisations. Furthermore, there
is also the same proportion of those who have families
in both groups of employees.

The most interesting information on the two types
of commitment profiles is the ranks of values con-
nected to the work. Those employees who are more
professionally oriented ranked the items on the list
more carefully and there is a smaller difference be-
tween the highest and the lowest rank of items than in
the group of more organisationally-oriented employ-
ees. The least important work values for this group
proved to be respecting instructions and having good
relationships with colleagues, while items connected
with high quality of work (being in a good mood
and constant training in the profession) were ranked
3rd and 4th place. These results could be useful for
managers in planning and organising their human re-
sources and also in planning further development of
their companies’ human resource policies. On the ba-
sis of the results of the research, we can assume that
the type of work commitment profile that is more ded-
icated to an organisation is better suited for big organ-
isations or hotel resorts where respect for rules and
strict organisation is necessary for providing high lev-
els of service. On the other hand, we can assume that
employees who are more professionally oriented can
better perform in working environments where they
can express their creativity and where deviation from
specific arrangements is even desirable. The instru-
ment for assessing the individual level of work com-
mitment profile could be used in the process of a cadre
selection, helping managers find optimal work posi-
tions for their employees and vice versa.

The research, however, leaves room for further
study on differences between the profiles and the char-
acteristics of both profiles. Also, there is another field
open for research, namely assessing the quality of
work performance. The instrument used in this study
proved to be inadequate for measuring all the cate-
gories of work quality and thus more research needs
to be done in order to develop new measures.
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