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MCTPAKUBAILE MOTUBALIUNJE 3AIIOC/IIEHMX Y BAIbCKVM TYPUCTUNUYKNM
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Summary: The success of business companies
whose business is tourism largely depends on the
human resources or employees. It is therefore
essential that employees in spa tourism (hotels,
wellness and spa centers, rehabilitation centers) are
motivated and thus be able to provide high quality
service and achieve the required level of customer
satisfaction services. The paper presents new
findings in motivating employees, which may be
used by other companies to motivate their
employees and achieve commitment, productivity
and retention of quality staff. The aim of this
research is to determine on which motivational
indicator employees in spa centers are the most and
the least consistent as well as the relation between
characteristics of the subjects on the highest and
lowest consent. By applying the method of field
research, a research has been carried out in spa
tourist centers in Serbia in the period from
September 2013 until mid-April 2014, on a sample
of 202 respondents in various organizations. Based
on collected data, we analyzed and presented
results. The results show that the motivation of the
employees is not satisfactory and that the financial
factor is the key in motivating employees, because
of the low standard of living. The influence of
examinees characteristics on observed indicators of
motivation was also noticed. Limitations of the
research cannot be ignored, however, results may
be important for understanding the contribution of
employee motivation in the business, both for
scientific and expert public, and for organizations
whose main activity is spa tourism.

Key words: needs, theories of motivation,
motivation of employees, four needs model, spa
centers.
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Pe3ume: [locnoenu ycnex opeanuzayuja uuja je
O0elamHOCIm Mypu3am y 6eUuKoj Mepu 3a8uUcu 00 /bYOCKUX
pecypca, 00HOCHO 3anocieHux. 3602 mozaa je HeonxooHo
0a 3anocienu y barsckom mypusmy (xomenuma, wellness
U Spa-yeHmpuma, pexadurumayuoHum yewmpuma) 6yoy
Momusucanu, jep he na maj navun 6umu y moeyhinocmu
0a npydice ycayey 8UCOKO2 KEAIUMema u mume ocmeape
nompeban Hueo camucghakyuje KopucHuxa ycayea. Y
paoy cy npeocmasnsena HO8A CA3HAILA Y MOMUBUCAILY
3anocienux, Koja moz2y 0a uckopucme u oOpyze
opeanuzayuje y yunsy MOMUGUCAIbad C8OJUX 3aNOCIeHUx U
nocmusarea  noceelienocmu,  NPOOYKMUSBHOCHU U
3adpoicasarea  Keaaumemuux —kaopoea. Llum 0602
ucmpadicusarba je 0a Ymepoumo Ha KoM HOKA3Ameny
Momusayuje Cy 3anocieHu 'y OarbCKum  YeHmpuma
Hajeuwe U Hajmarbe Ca2lacHu u nocmojarbe ymuyaja
obenedcja ucnumauvuxka Ha Hajeelly u  Hajmary
€az2nacHocm. Ipumenom Memoode MepencKoz
UCTPADICUBAILA U3BPUIEHO je UCMPAadiCU8arse y 6arCKum
mypucmuukum  yewmpuma Cpbuje y nepuody o0
cenmembpa 2013. eoo0une 0o nonosure anpuna 2014.
200uHe, Ha y30pKy 00 202 ucnumanuka, y pasiudumum
opeanuzayujama. Ha ocnogy npuxynmenux nooamaka,
U3GPWUAU  CMO — QHAU3Y U U3HEIU  pesyamame.
Pesynmamu nokazyjy 0a momugucanocm 3anocieHux
HUje Ha 3a8UOHOM HUBOY U 0a je uHaHCUjcKu pakmop
KBYUaH Y MOMUBUCAY 3ANOCIEHUX, C 003UPOM HA HU3AK
HCUBOMHU CMAHOAPO, KAO U 04 je YoueH ymuyaj
obenexcja UCNUMAHUKA HA NOCMAmMpane UHOUKAmope
momusayuje. Ozpanuyerba cnpogedeHoz UCMpaicusarod
He Mo2y ce ucHopucamu, Mefymum, pe3yimamu Moy
oumu 3Hauajuu 3a caziedasarse OONPUHOCA MOMuUsayuje
3anOcieHux y nocinoearyy, KAako 3a HAYYHy U CHPYYHY
jasHocm, mako u 3a opeanusayuje uuja je O0eramHocm
barecKu mypusam.

Kibyune peum: nompebe, meopuje momusayuje,
Momusayuja 3anocieHux, Mooel Hemupu nompeoa,
barecku yenmpu.

JEL knacupuxanuja: L83, Mi2, Ol5
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1. INTRODUCTION

In fifties of the last century Peter Drucker pointed to role and significance of human factor in
operating of every organization (Knezevi¢ et al. 2013). In today's business central spot is reserved for
motivating employees as the most important factor of business success and competitive advantages of
organization.

Approach to motivating employees had changed with attitude changes that owners and
managers had towards work and people in organization. Classical approach based on belief that
employees are just resources that are supposed to be included in work processes, assumes that
employees already possess appropriate qualifications for getting the job done and productivity
increased, and in return they get appropriate compensation for the work they have done. Modern
approach, however, bases itself on belief that people in an organization are crucial capital used to
achieve distinguishing organizational advantage compared to others.

Motivated employees are the key of success in modern company. The level of responsibility
towards employees in service providing companies must be far higher than towards users of their
services, primary because satisfaction level of our service users mostly depends on motivation of
employees and their attitude towards company and work. At the same time motivating employees can
lead to bigger support of employees in reaching organizational goals. On the other side it can improve
relationships in organization and build them on trust, communication and coordination between
functions. Numerous researches already confirmed that the most effective way to improve productivity
at work is to keep employees motivated.

2. MOTIVATIONAL PROCESS

Motivation can be defined as the process of initiating, directing and maintain human behavior
toward a specific goal (Jani¢ijevi¢ 2008). The basic process of motivation is based on three elements:
the need, the movement, the reward. The need represents the lack of psychological or physiological
balance. This lack creates certain tension that is unpleasant and that an individual seeks to
eliminate. The movement is an action by an individual in order to eliminate the deficiency. Finally, the
reward presents the achievement of something that can eliminate deficiency.

Mlustration 1: Motivational process

Dissatisfaction |:> Tension |:> Action => Fulfillment of
of the need the need

Source: Janic¢ijevic 2008

Various theories point to different categories of needs. Thus, Maslow's theory of needs
indicates that people are motivated by: physiological needs (such as food, water, etc.), the need for
security (economic), the need to belong, the need for respect and the need for self-actualization
(Jani¢ijevi¢ 2008). Alderfer, in his EFG theory, reduced Maslow's five needs to three: existential
needs, needs to connect and development needs (Bernardin 2008). Herzberg's theory of motivation
states that motivation of employees is regulated by two groups of factors, those are: hygienic and
motivational. The contribution of this theory is the discovery that satisfaction or dissatisfaction of the
people at work is determined by various factors. The presence or absence of dissatisfaction is
determined by the hygienic factors, and the presence or absence of satisfaction is determined by
motivational factors (Herzberg 2003). According to McClelland's theory of learned needs people are
motivated by need to connect, the need for achievement or the need to have power over others.
(Jani¢ijevic 2008) Goal-setting theory explains that in the process of launching of human activity,
goals have a major role. The main idea of this theory is that goal setting is a mechanism of motivation
because it puts one in a position to compare their abilities with those he needs to achieve his goals.
(Jani¢ijevi¢ 2008) According to the theory of equality, an individual in the organization expects to
receive the same price as his colleague doing the same job in the same or another organization for
given effort (Petkovi¢ 2008). Vroom’s expectancy theory says that the employee will be motivated to
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invest a high level of effort when he believes that this effort will lead to good results and that these
results will then lead to the expected form of reward (for example, an increase in wages, promotion,
bonuses etc.), which will be employed to meet employee's goals (Peri¢ 2014).

Recognizing the importance of motivation, scientists have applied different approaches
depending on the way in which they looked at the nature of a man, namely, whether a man is an
economic, social or psychological being. Accordingly, the literature states the following approaches to
motivation (Pavlovi¢ and Markovi¢ 2014):

* traditional approach,

= approach of human relations,

= approach of human resources and
» modern approach.

The traditional approach to motivation states that workers are economical beings, which
would mean they are the people whose work engagement and behavior are related to the acquisition of
material goods. Those workers are viewed as people who are willing to work on the toughest jobs in
order to get a proper salary.

Approach of human relations is an approach that has its focus in the non-economic side of
human nature and treats workers as social beings. This approach has led to great advances in
theoretical and practical application of employee motivation. It was created during and after
considerable research and became known as the Hawthorne experiments.

Approach of human resources is an approach motivation that promotes the idea that employees
should be seen as integral personalities that have both economic and non-economic needs, their goals
or motives. Advocates of this approach argue that the motivation of employees is very complex
process that cannot be successful unless it applies more types of motivators.

Modern approach to motivation is based on the hypothesis that motivation is a very complex
process. It is characterized by narrow aspect treatment of motivation, which provides the basis for
holistic research, explanation and problem solving of motivation of employees.

3. NEW MODEL OF EMPLOYEE MOTIVATION

The greatest challenges that a manager may encounter are to achieve that employees give
maximum while working at their job, even in research models. Indeed, the study of what we as human
beings are motivated by is a centuries-old mystery. Many authors tend to question themselves which is
the simplest, the most reliable and the most direct way to encourage someone to act. Do you politely
ask him to work more and better, do you persuade him, stimulate him with money, or motivate him
with an example? Hereafter, we will review some newer experiences in motivating employees.

Paul R. Lawrence and Nitin Nohria (2002) present in their book “Driven: How Human Nature
Shapes Our Choices” new model of motivating employees better known as “four drive model”, whose
base is composed of four basic drives: the drive to acquire (earning basic goods, including those of
non-material nature, as is social status), the drive to bond (which can be expressed through forms of
bonding between individuals, and bonding in groups), the drive to comprehend (implies satisfying
curiosity, overcoming obstacles around us), the drive to defend (protection from external hazards and
improvement of justice).

Hllustration 2: Four Drive Model of Employee Motivation

DRIVE TO ACQUIRE wﬂ \
DRIVE T; ('0\? ;EH‘F.\'D DRIVE TO DEFEND
l // |

Source: [llustration by Authors
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Each of four drives is independent and cannot be ordered hierarchically or substituted one for
another. Simply, we cannot hope that employees will be satisfied with job and organization they work
in just because of high salaries, where bonding with colleagues is not fostered, where work is being
done without particular goal, or where employees feel helpless. Moreover, it is not enough to
strengthen and bond the team if its members are underpaid for boring jobs. Of course, there are
situations in which people can be made to work under such circumstances, if they need money or have
no other options for employment. In these situation employees will not do their best and there is also
danger of losing employees when they find better workplace or organization. What is characteristic for
this model is that if an employee does not fulfill one of these drives he will not do his best at work,
which means that in order to fully motivate your employees you must address all four drives.

Table 1: How to fulfill the drives that motivate employees

Drives Primary instruments Actions
e Sharply differentiate good performers
Acquire Reward system frgm average and poor performers
e Tierewards clearly to performance
e Pay as well as your competitors
e Foster mutual reliance and friendship
. L. among coworkers
Bond Organizational culture e  Value collaboration and teamwork
e Encourage sharing of best practices
e Design jobs that have distinct and
important roles in the organization
Comprehend Job design e Design jobs that are meaningful and
foster a sense of contribution to the
organization
e Increase the transparency of all
processes
Performance-management e Emphasize their fairness
Defend and resource-allocation e Build trust by being just and
processes transparent in  granting rewards,
assignments, and other forms of
recognition

Source: Nohria et al. 2008

For each of the four emotional drives that employees need to fulfill, companies have a primary
lever to use. Previous table matches each drive with its corresponding lever and lists specific actions
that a company can take to make the most of the tools at its disposal.

New model of motivating employees is just an upgrade of existing theories, methods and
techniques. Research that has been done in the USA (Nohria et al. 2008) has confirmed that four drive
model represents powerful tool in motivating employees.

Motivating employees presents one of the biggest challenges which managers might
encounter. Times have changed and so did attitude towards work and employees. Compensation alone
is not enough anymore in order to motivate most of employees. Modern management is faced with
questions such as, how to motivate employees to focus their energy, knowledge, skills and abilities in
order to achieve organizational goals (Todi¢ and Grubi¢ - Nesi¢ 2009).

4. RESEARCH IN SPA TOURIST CENTERS IN SERBIA

4.1. Defining the problem and research goal

Spa tourism belongs to the domain of work — intensive service providing activities in which
over 40% quality of provided product is marked by quality of direct contact between client and
employee (Pordevi¢ and Buki¢ 2005). If employees are not motivated enough in order to provide high
quality services, it will reflect on quality lowering of the product that a spa center provides. Bad
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quality or lowering quality of services that spa provides quickly reflects on spa's competitive position
on tourist market. SIEPA agency conducted a research under conditions of doing business on the
global market in Serbia, where, especially in countries with developed economies, a growing part of
income is realized in the service providing sector, and even traditional manufacturing companies bind
their customers with quality of service that comes with the product more than the product itself. Top
quality of service can be provided only by employees who are really motivated (Vukajlovi¢ et al.
2012).

The aim of this research is to determine on which motivational indicators employees in spa
centers are the most and the least consistent and influence of examinees characteristics on the highest
and the lowest consistency. Accordingly, the following tasks are given:

1: establishing which motivational criteria most of the spa employees agree on;

2: establishing which motivational criteria least employees agree on;

3: establishing the existence of the impact of the examinees characteristics on the highest and
lowest consent.

General hypothesis which this research is based on is that employees in Serbian spa centers
are differently motivated according to different indicators, and that there is also characteristics impact
on given indicators. From general hypothesis three special hypotheses arise:

HI1: Employees in spa centers agree most on the following question: Do you, according to
your opinion, deserve higher earnings based on your knowledge, skills and abilities?

H2: Employees in spa centers least agree on the following subject: do you think your earnings
are higher compared to competitive organizations?

H3: Characteristics of the subject have an influence on the highest and the lowest consent.

4.2. Methods of research and data gathering instruments

Research was conducted using field research method.
An instrument used for gathering data was a survey specially designed for needs of this
research. The survey is divided in two parts:

» first part contains special socio-demographic data about examinees, and it contains
independent variables;
= second part contains questions which are intended to study motivation.

In the first part, examinees answer by circling one of offered questions that refers to them.
Second part is Likert type scale: examinees make statements on how much they agree with something
on five level scale: from I completely disagree (1) to I completely agree (5).

Data were collected from September 2013 until mid-April, 2014. Questionnaires were
distributed to employees in their workplaces, and they were given a brief instruction on how to fill in
the forms. The average time to complete the questionnaire lasted from 5-10 minutes.

After being gathered on the field, data were entered and processed with statistical SPSS
program. Among all possible data processing methods, this research used:

= descriptive statistical indicators (patterns of frequency, patterns of central tendency, patterns
of spreading);

= ANOVA, in order to check connection between subject characteristics and the strongest and
the weakest motivational indicator.

4.3. Research sample

Research sample contains 202 employees in Serbian spa tourist centers. It has characteristics
of appropriate and random sample, so we can freely say that acquired data are relevant. The structure
of sample according to observed independent variables is:

Organization

The research included five spa centers, Prolom, Lukovska, Vrnjacka, Mataruska Banja and
Vrdnik. These were the only organizations that showed understanding and approval for this kind of
research. Following chart displays the participation of each center in overall number of examinees.
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Table 1: Frequency of examinees according to organization they work in

Organization Frequency Percent
1. Prolom Banja, Hotel "Radan" 27 13.4
2. Lukovska Banja, Hotel "Jelak" 28 13.9
3. Vrnjacka Banja, HTP "Fontana" 36 17.8
Valid 4. Vrnjacka Banja, Hotel "Merkur" 40 19.8
5. Mataruska Banja SH "Agens" 33 16.3
6. Vrdnik SH "Termal" 20 9.9
7. Vrdnik Hotel "Premier Aqua" 18 8.9
Total 202 100.0

Source: Author's calculation

We can see that the highest percentage of examinees are in hotel Merkur — Vrnjacka spa
(19.8%), while the lowest percentage of examinees are in hotel Premier Aqua (8.9%) and special
hospital Termal (9.9%) in Vrdnik. The number of examinees in other spas ranges between these two
values.

Position

People that took part in this research are mostly the ones that have executive function or
workers (78.7%), 15.8% are managers, and a certain part of employees (5.4%) who did not want to
provide this information.

Table 3: Frequency of examinees according to position in organization

Position Frequency | Percent
1. Manager 32 15.8
Valid |2. Worker 159 78.7
Total 191 94.6
Missing |System 11 5.4
Total 202 100.0

Source: Author's calculation
Gender

In the total sample, female labor force represented a much larger percentage (66.3%). Male
examinees in this sample participate with 29.2%, while nine of them (4.5%) were not willing to give
information about their gender.

Table 4: Frequency of examinees according to gender

Gender Frequency Percent
1. Male 59 29.2
Valid |2. Women 134 66.3
Total 193 95.5
Missing [System 9 4.5
Total 202 100.0

Source: Author's calculation
Age

Age structure in our sample shows that all observed categories are present. Highest percentage
of examinees (32.7%) is between 41-50 years old, while only 2% of them are over 60 years. Three
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remaining age categories in the sample are almost equal (20.3%, 21.3%, 21.8%). Certain number of
examinees did not provide this information.

Table 5: Frequency of examinees according to age

Age Frequency Percent

1. 20-30 years 44 21.8

2.31-40 years 43 213

Valid 3.41-50 years 66 32.7
4. 51-60 years 41 20.3

5. Over 60 years 4 2.0

Total 198 98.0

Missing [System 4 2.0
Total 202 100.0

Source: Author's calculation

Years of service

Years of service are divided in five categories, and each of them is contained in our sample.
Most of examinees (27.7%) are in service between 11-20 years, while least of them (10.4%) work
between 31-40 years. Some examinees did not answer this question (9.4%)

Table 6: Frequency of examinees according to years of service

Years of service Frequency Percent

1. 0-5 years 36 17.8
2. 6-10 years 36 17.8

Valid 3. 11-20 years 56 27.7
4. 21-30 years 34 16.8
5.31-40 years |21 10.4
Total 183 90.6

Missing [System 19 9.4

Total 202 100.0

Source: Author's calculation

Level of education

According to level education, most of examinees finished secondary school (49.5%).
Almost the same number of employees completed primary school (11.4%) and higher education
(10.9%).

Table 7: Frequency of examinees according to level of education

Level of education Frequency | Percent
1. Primary School 23 11.4
2. Secondary School 100 49.5
Valid (3. Vocational Higher Education 43 21.3
4. Higher Education 22 10.9
Total 188 93.1
Missing |System 14 6.9
Total 202 100.0

Source: Author's calculation
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4.4. Research results

Check of the first and second hypothesis is performed using the descriptive statistics.

Answers of employees in observed spa tourist centers are telling us they deserve higher
income in regard to their knowledge, skills and abilities, (Mean=3.94). This indicator achieved highest
average value, which is in accordance with the first given hypothesis, so it is accepted. It is clear that
financial factor is a key in motivating employees in Serbian spa centers. There is one open question: is
it realistically possible to increase income in given spa centers? Most of given centers are included in
state health insurance system, which means they work under state laws that prohibit increase in
salaries. Management of spa centers can find its solution in development of motivational strategy
which will increase motivation of employees by satisfying their needs that are not related to money
and other forms of non-material rewards. So, we are talking about non-financial forms of rewarding
through various awards in order to promote work moral and motivate employees.

Highest number of employees in observed spa centers think their income is lower compared to
competitive organizations (Mean=2.65) or they did not express their opinion on this question. This
very indicator has the lowest value which proves the second given hypothesis. Results show that
motivation can intensify with transparency of income, which is not popular in regard to western
philosophy, which propagates secrecy of income. However, solution can be found in involving
employees in creating reward system, because in that case they will accept and respect such a system
and show less resistance. This is possible if organizations develop culture of involving in decision
making and climate of trust.

High number of employees think their devotion to work is not justly valued, which is the
second indicator that has the lowest average value (Mean=2.77). Even in this case rightful reward
system which clearly shows connection between reward and performance can increase motivation of
employees.

Table 8: Descriptive indicators of employee motivation in spa tourist centers in Serbia

Questions N | Min | Max | Sum | Mean D S.t d'.
eviation

1. | Areyou satisfied with level of earnings fora |, 1 1 o9 | 500 | 584.00 | 2.9055 | 135130
job you are doing?
Do you, according to your opinion, deserve

2. | higher income considering your 200 | 1.00 5.00 | 787.00 | 3.9350 1.08936
knowledge, skills and abilities?
Do you think that level of your income is

3. | higher compared to competitive 201 | 1.00 5.00 | 532.00 | 2.6468 1.25284
organizations?

4, | Do you think your work and devotion at 201 | 1.00 | 5.00 | 556.00 | 2.7662 | 1.22477
work are valued justly?

5. | Does participation in organizational profit =119 | 4 50 | 500 | 666.00 | 33467 | 1.18295
and ownership positively affect your work?

6. | Does payout of bonuses positively affect 197 | 1.00 | 5.00 | 700.00 | 3.5533 | 1.25903
your work?
Does reward system in your organization

7. | stimulate quality of work, devotion, 201 | 1.00 | 5.00 | 677.00 | 3.3682 1.26640
creativity and innovation?
Does investing in professional development

g. | of employees (professional meetings, 202 | 1.00 | 5.00 | 732.00 | 3.6238 | 1.14476
graduate school, learning foreign languages)
affect your work?
Does free recreation and cultural and fun

9. | activities positively affect your work in 201 | 1.00 5.00 | 715.00 | 3.5572 1.24015
organization?

1. | Do you enjoy privileges and benefits given | 199 | 1 g9 | 500 | 644.00 | 32362 | 1.25911
by organization?

Source: Author's calculation
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In order to successfully test the third given hypothesis we will use analysis of variance.
Important characteristics of examinees are: age, years of service and education. Motivational
indicators that were used are: self-assessment of wanted income and self-assessment of income
compared to competitive organizations.

Effects of age
Table 9: ANOVA for age of examinees and motivational indicators
Motivational Indicators . df WGl F Sig.
Squares Square
Do you, according to your |Between Groups 12.328 4 3.082 | 2.641 | .035
opinion, deserve higher  |Wwithin Groups 222.937 191 | 1.167
income considering your Total
knowledge, skills and ota 235.265 195
abilities?
Do you thik that level of  |Between Groups 5.372 4 1.343 .843 .500
your income is higher Within Groups 306.039 192 | 1.594
compared to competitive Total
organizations? ota 311.411 196

Source: Author's calculation

Previous table suggests that age of examinees has a lot to do with assessment of deserved
income (P=0.05; F=2.64).

Graph 1: ANOVA for age of examinees and self-assessment of deserved income

4.20

4.004

3807

Mean of a2

360

3404

starost

Source: Constructed by author's calculation

Based on previous graph we can see that the biggest difference in assessment of deserved
income is among examinees that are in these categories: (3) 41-50 (they are the most convinced they
deserve higher salaries) and category (4) 51-60 years (they are least convinced they deserve higher
salaries)
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Effects depending on years of service of examinees

Table 10: ANOVA for examinee's years of service and motivational indicators

Motivational Indicators SO df MEGET F Sig.
Squares Square
Do you, according to your |Between 4982 4 1070 | 938 | 443

opinion, deserve higher  |Groups

income considering your yyithin Groups | 200.923 | 176 | 1.142
knowledge, skills and

abilities? Total 205.204 180

Do y(?u think‘tha.t level of |Between 16.819 4 4205 | 2756 | 029
your income is higher Groups

compared to competitive  |ithin Groups | 270.060 | 177 | 1.526

organizations? Total 286.879 | 181

Source: Author's calculation

Content of the table 10 shows us that years of service of examinees statistically have a lot do

to with self-assessment of their income compared to income in competitive organizations (P=0,05;
F=2.76).

Graph 2: ANOVA for years of service and self-assessment of earnings compared to earnings in
competitive organizations

3.004

2804

[
o
S

1

Mean of a3

2404

2204

2004

radnistaz

Source: Constructed by author's calculation

Content of previous graph shows us that the biggest difference in assessment of their earnings
compared to competitive organizations, belongs to examinees in these categories: (1) 11 to 20 years of
service, they assess their income to be higher compared to competitive organizations and category (5)
31 to 40 years of service, they tend to assess their income to be lower compared to employees in
competitive organizations.
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Effects of education
Table 11: ANOVA for education of examinees and motivational indicators
Motivational Indicators SS G df WGl F Sig.
quares Square
Do you, according to your Between Groups 25915 3 8.638 | 7.810 | .000
opinion, deserve higher income |\yithin Groups 201.311 182 | 1.106
considering your knowledge, Total
skills and abilities? ota 227.226 | 185
Do you think that level of your |Between Groups 8.291 3 2764 | 1.776 | .153
income is higher compared to  |Within Groups 284.703 183 1.556
competitive organizations? Total 292.995 186

Source: Author's calculation

The previous table shows us that there is statistical influence of examinee's education on
observed motivational indicators, which has to do with self-assessment of deserved higher earnings
(P=0.01; F=7.81).

The next graph shows us that the highest difference in this assessment is present among
examinees with the highest and lowest education. Employees with (1) middle school least think they
deserve higher income, while examinees with (4) college mostly think they deserve higher income.

Graph 3: ANOVA for examinee's education and self-assessment of deserved higher income
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B
1

3.00
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Skolskasprema

Source: Constructed by author's calculation

As we managed to notice influence of all three characteristics (age, years of service and
education) on observed motivational indicators, we can conclude that the third hypothesis is proved.

S. CONCLUSION

Motivation of employees is a base interest of modern management, because by building high
quality motivational system we can help organization to improve its competitive ability and value.

Based on research conducted in Serbian spa centers we can conclude that motivation of
employees is not satisfactory and that financial factor is the key in motivating employees, because of
the low standard of living. As most of observed organizations ("Merkur", "Agens" and "Termal") are
included in the state health insurance system, no increase in income is possible due to state measures
of fiscal consolidation. In order to increase the motivation of employees, management of spa centers
must pay special attention to the creation of a modern reward system that would equally treat tangible
and intangible rewards. Material rewards are the basis of the system of motivation and they can meet
the needs of employees to a certain extent. However, the long-term reliance on material rewards will
not lead to significant motivation of employees. It is necessary to develop a system of intangible
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rewards that meets the diverse needs of employees in organizations. They refer to satisfying needs of
higher order, such as need for respect, status, autonomy, validation, and development of personal
abilities and potentials etc. In addition, many examinees think that their commitment and work are not
valued justly. Even in this case rightful reward system can improve employee's motivation.

Research conducted by Pricewaterhouse Coopers in 2010, which was attended by 100
companies from the region shows that the strategy of training and development, along with programs
for career planning, are among the most important factors of motivation of employees, and a key
factor in talent retention and improving overall performance (Cviji¢ 2010).

Managers and owners that will manage spa centers in Serbia have many hard and complex
tasks in field of human resources management. Understanding question of motivation is crucial in
order to establish high quality reward system. Besides, it is very important, true and accurate
assessment of success of employees, impartial grading, and enabling their further development.

In the end, it is necessary to point out some limitations of the research. The first limitation is
the small number of organizations in spa tourism centers that participated in the survey. However,
some agencies showed understanding and approval for this kind of research. Second, the survey does
not measure the level of motivation, but maximum and minimum consensus on certain indicators of
motivation. The third limitation relates to the fact that self-fill in questionnaire was used and Likert’s
scale that can lead to certain subjectivity. We believe that the importance of this research is to actually
initiate a number of other in-depth researches to deal with the phenomenon of employee motivation.

Four Drive Model presented in this paper leads us to the conclusion that the motivation of the
employees is affected by a complex system of management and organizational factors. If we consider
that motivated employees can significantly increase the performance of the organization, the model of
four needs exposed in this paper can help organizations and managers to get the best out of their
employees. Future research would target four needs model in the Republic of Serbia. In particular, we
will deal with the relation of employees - managers, and how managers, using instruments such as the
reward system, organizational culture, job design, and performance management, can affect the
motivation of employees.
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