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1. Introduction

In the service sector and hotel businesses, one of the management goals is to
achieve an appropriate level of productivity (Brown & Dev, 2000). This task poses
a particular challenge for hotel management since low productivity is a major
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problem in this industry (Sigala & Mylonakis, 2005; Sigala et al., 2005). Improving
the productivity levels, at the individual and organizational levels, contributes to
the development of the hotel (Durdyev et al., 2014) and its competitiveness (Breda
etal., 2019).

Productivity is the ratio between the amount of resources invested and received
(Joppe & Li, 2016). In the hotel industry, productivity is the ratio between the
invested resources and the value created for the hotel and customers (Gronroos &
Ojasalo, 2004). The research shows that the hotel productivity depends on the
employee performance (Andri et al., 2021). Consequently, it is necessary to
encourage employees to perform work tasks efficiently and effectively
(International Labour Organization, 2015) and to encourage loyalty to the hotel
(Ugoani, 2016). Hotels need to develop employee commitment to the organization
and its goals to increase productivity (Miri¢ & Slavkovié¢, 2023).

Robbins & Judge (2015) define organizational commitment as “the degree to
which an employee identifies with the organization and its goals” (p. 75).
Organizational commitment provides benefits in terms of higher employee
satisfaction and lower absenteeism (Aladwan et. al., 2013), as well as in achieving
better business performance (Maxwell & Steele, 2003). Accordingly, the paper
aims to identify the contribution of organizational commitment and its components
to hotel productivity in Serbia.

To investigate the impact on hotel productivity in more detail, organizational
commitment will be observed through three components - affective, continuance,
and normative, defined based on a paper by Meyer & Allen (1991). The literature
has identified the impact of organizational commitment on productivity (Ebikeseye
& Dickson, 2018; Stackhouse et al., 2022; Tripathi et al., 2023). The above studies
analyzed productivity quantitatively, identified as the first research gap. Therefore
productivity will be measured qualitatively. The literature has confirmed the
influence of the components of organizational commitment on productivity,
namely: affective (Anwar, 2016; Nwachukwu, 2022), continuance (Dixit & Bhati,
2012), and normative (Dixit & Bhati, 2012). In domestic literature (Pordevi¢ et al.,
2020) the impact of organizational commitment and its components on productivity
was analyzed. In the domestic literature (Pordevic¢ et al., 2020) the impact of
organizational commitment and its components on productivity was analyzed, with
the subject of research being companies in various industries. The relationship
between the organizational commitment and productivity has not been analyzed in
the hotel industry in the Republic of Serbia, which represents the second research
gap. Researching the impact of organizational commitment on hotel productivity in
accordance with the recommendations of Arbula Blecich (2024) shows that the
analysis of hotel business performance requires an analysis of productivity at the
organizational level as well.
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The research results provide answers to the following research questions:

e Is there an impact of organizational commitment on hotel productivity in the
Republic of Serbia?

e What is the impact of different components of organizational commitment on
hotel productivity in Serbia?

The paper’s contribution is an additional understanding of the role and
importance of organizational commitment and its components in the development
of the hotel business. The study analyzes hotel productivity - a variable that has not
often been the subject of research in previous studies. Also, the paper provides a
broader understanding of the contribution of organizational commitment to the
growth of performance at the organizational level - hotel productivity measured
qualitatively.

2. Literature review
2.1. Organizational commitment in the hotel industry

Employees are the key resources in the hotel industry (Cerovi¢, 2019). Hotel
management is focused on developing employee retention practices (Davern, 2021)
and creating organizational commitment (Dominguez-Falcon et al., 2016). The
concept of organizational commitment indicates how an employee is connected to
the organization and has a certain level of loyalty toward it (Valaei & Rezaei,
2016). Organizational commitment is viewed through affective, continuance, and
normative commitment (Meyer & Allen, 1991, ctp. 67; Bodhi et al., 2024).
Affective commitment occurs when employees are emotionally attached to the
organization and remain in the workplace because it is their personal desire.
Continuance commitment occurs when employees are committed to the company
because there are no other job options, while normative commitment implies that
the employee feels a moral obligation to work for the company (Bodhi et al.,
2024).

The importance of developing organizational commitment in the hotel industry
is indicated by research. Limpanitgul et al. (2017) particularly emphasize the role
of organizational commitment in the service sector, since employees act as
boundary-spanners, thus influencing the image and reputation of the company in
the goods market. Bae (2021) believes that the organizational commitment of
employees in the hotel industry increases if there is a quality relationship with
colleagues and support from the superiors. Yao et al. (2019) and Gunlu et al.
(2010) note that if hotel employees are satisfied with their jobs, there is a high
probability that affective and continuance commitment will be at a higher level.
Responsible implementation of human resource management practices and
developing motivation among employees can also contribute to increasing
organizational commitment in hotels (Camilleri et al., 2024).
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If employees have developed organizational commitment, they will create
better conditions for career development (Liu et al., 2020) and a higher level of
loyalty to the hotel (Yao et al.,, 2019). Aguiar-Quintana et al. (2020) research
results in hotels show that organizational commitment positively influences
employees' organizational behavior, interpersonal relationships, and relationships
with hotel guests. By creating organizational commitment among employees, the
quality of service provided will be better, which will also be reflected in the
satisfaction and loyalty of hotel guests (Jaiswal & Dhar, 2016). Even when a guest
is dissatisfied, employee commitment can be the key in solving this type of
problem (Masdek et al., 2011).

2.2. Hotel productivity and organizational commitment

The labor-intensive nature of the hotel business has a directed management's focus
towards achieving a high level of labor productivity (Brown & Dev, 2000).
Organizational productivity stands as a fundamental pillar of business success,
playing a key role in ensuring sustainable growth and profitability in a rapidly
changing business environment (Abbasi et al. 2024). In today's hyper-competitive
environment, organizations are consistently exploring ways to optimize
productivity, efficiency, and the quality of results (Abbasi et al. 2024). Achieving
satisfactory results in terms of productivity creates numerous advantages for the
hotel (Hanaysha, 2016) - it affects the stability and survival of the hotel in a
dynamic and competitive good market (Franceskin & Bojnec, 2023) as well as the
business sustainability (Arbula Blecich, 2024). According to Ingram & Fraenkel
(2006), productivity growth is important for achieving higher levels of service
quality, guest satisfaction, profitability, and other financial performance.
Profitability is also highlighted as an important outcome of productivity achieved
at the organizational level according to McMahon (1994). Moftah et al. (2023) cite
employee commitment as a key factor in increasing productivity in hotels.
Commitment employees are more motivated to achieve results beyond expectations
(Moftah et al., 2023), which will have a positive impact on hotel productivity. Low
commitment and productivity can arise as a consequence of poor quality of work,
tardiness, workforce turnover, and absenteeism (Rezvania et al., 2024)

The existing research in the field of hospitality reveals numerous factors that
influence the growth of productivity. Researchers cite human resource management
activities as the key ones. Chatzimichael & Liasidou (2019) believe that
productivity can be improved through training, seminars, and coaching.
Productivity is also influenced by the recruitment process and the role of
management (Kilic & Okumus, 2005), good communication among employees
(Yildiz, 2015), and interpersonal skills (Ukabuilu & Igbojekwe, 2015). The authors
De Jorge & Suarez (2014) also cite innovation as a significant factor in the growth
of labor productivity in the hotel industry. Tzeremes (2021) highlights the
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investment in innovative services and work processes as a key factor in
productivity growth. Kim & Lin (2024) conclude that certain crisis situations, such
as Covid 19, negatively affect hotel productivity and lead to its decline.
Technology adoption, employee empowerment, and organizational culture play a
key role in increasing productivity (Abbasi et al. 2024).

The relationship between organizational commitment and productivity has been
the subject of previous research. Patwary et al. (2023) state that a knowledge
culture fosters an environment in which enhancing employee value, training and
motivation of employees leads to greater employee commitment and better
individual productivity. Ullah et al. (2024) prove that high levels of organizational
commitment lead to higher work productivity in Readymade Garments industry.
The impact of commitment on the employee productivity in the banking industry
was proven by Chhetri and Poudel (2024). Prayudi et al. (2024) conducted a study
among State-Owned Enterprises and improved the the dominant impact of
organizational commitment on employee productivity. A literature search revealed
that the relationship between organizational commitment (affective, continuance,
and normative) and hotel productivity has not been sufficiently investigated. Also,
previous studies have focused on employee productivity, not overall productivity.
According to the mentioned gap in the literature, the following research hypotheses
are defined:

X1: Organizational commitment positively contributes to hotel productivity.
Xia: Affective commitment positively contributes to hotel productivity.
Xip: Continuance commitment positively contributes to hotel productivity.

Xie: Normative commitment positively contributes to hotel productivity.

3. Research methodology

To achieve the defined goal and research hypotheses, data was collected for 44
hotels that were active entities in 2024. The list of hotels was taken from the
website of the Ministry of Tourism and Youth of the Republic of Serbia. Data
collection was carried out through a questionnaire. The variable employee
commitment was observed through three components (affective, continuance, and
normative). It was measured through 11 statements adapted for the field of
hospitality according to the research of Meyer et al. (1993). Hotel productivity was
observed as a unidimensional variable and was measured through 7 statements,
adapted from Krsti¢ (2022). The research was conducted online, by telephone, and
in-person from January to March 2024. The testing of the hypothesis was carried
out using the multiple linear regression. The analyses were conducted using the
SPSS 26 statistical package.
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Table 1: Socio-demographic characteristics of respondents and hotel characteristics

Characteristics Frequency %
Gender

Male 14 31,8
Female 30 68,2
Years of work experience in the hotel industry

uptos 8 18,2
6-15 29 65,9
16-25 5 11,4
26 and more 2 4.5
Geographic region:

Vojvodina 7 15,6
Belgrade 6 13,3
Sumadija and Western Serbia 16 35,6
Southern and Eastern Serbia 16 35,6
Hotel category

1-star 1 2.2
2-stars 10 22,8
3-stars 15 34,1
4-stars 16 36,4
5-stars 2 4.5

Source: Authors

The sample is dominated by female respondents (68.2%) who have "from 6 to
15 years" of work experience in the hotel industry (65.9%). The largest number of
the observed hotels belongs to the 3-stars (34.1%) and 4-stars (36.4%) categories
and are located in Sumadija and Western Serbia as well as Southern and Eastern
Serbia (71.2%).

4. Research results and discussions

4.1. Descriptive statistics

The basic characteristics of the observed sample and a better understanding of the
distribution and variability of the data are presented through descriptive statistics
(Table 2). The highest mean value is for continuance commitment (Mean = 4.32),
and the lowest is for affective commitment (Mean = 3.77). Continuance
commitment has the highest standard deviation value (St. Dev = 0.771).
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Table 2: Results of descriptive statistics

Organizational Std

commitment Min. Max. Mean . Skewness | Kurtosis
Deviation

Affective 2 5 3,77 0,565 -0,827 1,518

Continuance 2 5 4,32 0,771 -0,947 0,468

Normative 2 5 4,30 0,632 -0,903 2,609

Hotel productivity 2 5 4,11 0,722 -0,951 1,882

Source: Authors

Skewness values are negative, meaning that the results are skewed towards
higher values. Kurtosis values are positive, meaning that the distribution is more
skewed than normal. The Shapiro-Wilk test was used to determine the normality of
the distribution. The values of the Shapiro-Wilk statistic for the observed variables
are greater than 0.2, and the statistical significance values are 0.000, indicating that
the distribution of the variables does not follow a normal distribution.

4.2. Reliability analysis

Cronbach's Alpha coefficient was used to measure the reliability of the
instruments. The results of the reliability analysis are shown in Table 3.

Table 3: Cronbach's Alpha coefficient values

Variables Cronbach's Alpha coefficient

Organizational commitment

Affective 0,806
Continuance 0,837
Normative 0,760
Hotel productivity 0,705

Source: Authors

The value of Cronbach's Alpha coefficient for the whole model is 0.825. The stated
value, as well as the values of individual components, show a high level of consistency
and reliability of the items in the questionnaire. The value of the coefficient for each
item is acceptable - more than the cut-value of 0.7 (Nunnally, 1987).

4.3. Multiple regression analysis

To test the hypotheses Hia, Hi, and Hj., the multiple linear regression was applied.
First, the assumptions for the application regression analysis were tested — the
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presence of multicollinearity and autocorrelation. The multicollinearity analysis of
the variables is shown through the VIF (Variance Inflation Factor) and the
Tolerance values. VIF values are below 5, which suggests that there is no problem
with multicollinearity between the variables. The Tolerance values do not interfere
with the regression analysis because they are greater than 0.10. The Durbin-Watson
statistic is 2.270, indicating that there is no significant autocorrelation between the
variables.

For the observed research model, the results of the regression analysis are
shown in Table 4. The R? is 0.670, which means that about 67% of the variation in
the dependent variable can be explained by the regression model. These results
show that the model describes the data well. Based on the Mahalanobis distance of
the residuals, the presence of atypical points was examined, and the results
obtained for the three predictors (df1=3) are below the critical value of 16.27.

The values of the P coefficient, t-test, and statistical significance (p) show that
the components of organizational commitment contribute to hotel productivity -
affective commitment (f = 0.302; t = 2.790; p = 0.008); continuance commitment
(B=0.218; t =2.077; p = 0.044) and normative commitment (f = 0,481; t = 4,252;
p = 0,000). The confidence interval values of the all observed components of
organizational commitment show a significant positive impact on hotel
productivity.

Table 4: Results of multiple regression analysis

95.0% confidence
interval for the 8 Multicollinearity
B t p coefficient
Lower Upper
o e Tolerance | VIF
limit limit
Affective 0,302 | 2,790 | 0,008 | 0,106 0,665 0,706 1,416
commitment
Continuance 0,218 | 2,077 | 0,044 | 0,005 0,403 0,751 1,331
commitment
Normative 0,481 | 4,252 | 0,000 | 0,289 0,812 0,644 1,552
commitment

Dependent variable: Hotel productivity
Adjusted R Square =0.645

F=27.032

R?=0.670

Durbin-Watson = 2.270

Source: Authors

The results of multiple linear regression indicate that hypotheses H;q, Hs and
Hj. are supported because affective, continuance and normative commitment



Celié, Ognjanovié / Economic Themes, 63(2): 191-205 199

contribute to hotel productivity (p < 0.05). Based on these results, it can be
concluded that the hypothesis H; is also supported - Organizational commitment
contributes to hotel productivity.

The presented results of the impact of organizational commitment on hotel
productivity in the Republic of Serbia are consistent with the results of previous
research. The researchers have confirmed the contribution of organizational
commitment to productivity, such as Pordevic¢ et al. (2020), Ebikeseye & Dickson
(2018), Stackhouse et al. (2022), Tripathi et al. (2023). Also, the research results
are in line with the results of previous research that confirm the influence of the
components of organizational commitment — affective commitment (e.g. Anwar,
2016; Dixit & Bhati, 2012; Pordevi¢ et al., 2020; Nwachukwu, 2022), continuance
commitment (e.g. Dixit & Bhati, 2012; DPordevi¢ et al., 2020) and normative
commitment (amp. Dixit & Bhati, 2012; Pordevi¢ et al., 2020). Based on the
obtained results, it can be concluded that employees who are dedicated to the hotel
are more productive, more responsible, more empathetic, and more content with
their work (Moftah et al., 2023). Investing in practices and strategies that promote
employee engagement leads to significant benefits for both employees and the
organization (Ullah et al., 2024).

5. Conclusion

Based on all of the above, it is concluded that organizational commitment, i.e.
affective, continuance, and normative organizational commitment, contributes to
hotel productivity in Serbia. The theoretical contribution of the paper is that it
expands the understanding of the role and importance of organizational
commitment to productivity growth at hotels since the observed relationship in the
hotel industry has not been sufficiently explored. The research results also have a
practical contribution. Managers and employees must consider organization
commitment when creating strategies and making decisions, since this factor
affects the growth of hotel productivity. They must focus attention to the employee
commitment norm, since it contributes the most to hotel productivity.

The limitations of this research relate to the sample size, which should be
expanded in future research. The insufficient motivation of employees to
participate in the research, as well as the fear of revealing data, are the main
reasons for the low response rate. Second, hotel productivity was observed based
on qualitative indicators. Quantitatively calculating productivity would
significantly reduce the number of hotels analyzed since only consolidated
financial statements were presented for some hotels. This method of calculating
productivity provides the possibility of comparison with research results where
productivity was calculated quantitatively.
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Future research can analyze hotel productivity through quantitative indicators for
each hotel's activities. It is also possible to extend the research to analyze labor
productivity. Organizational commitment can be related to other organizational
factors of work, such as employee satisfaction and motivation, employee
engagement.
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ORGANIZACIONA POSVECENOST KAO FAKTOR
UNAPREDENj A PRODUKTIVNOSTI HOTELA

Rezime: Jedan od glavnih problema sa kojima se hoteli susreéu je niska
produktivnost. Kako bi se prevazisao ili bar ublazio uoceni problem, potrebno je
unaprediti posveéenost zaposlenih kroz razvoj afektivne, kontinuelne 1
normativne posvecenosti. Cilj rada je da identifikuje doprinos organizacione
posveéenosti produktivnosti hotela u Republici Srbiji. Istrazivanje je
sprovedeno medu 44 hotela. Testiranje istrazivackih hipoteza vrseno je
primenom visestruke linearne regresije. Rezultati istrazivanja pokazuju da
afektivna, kontinuelna i1 normativna posvecenost doprinose produktivnosti
hotela. Doprinos rada se ogleda u tome $to proSiruje razumevanje uloge 1
znacaja organizacione posvecenosti rastu produktivnosti na nivou hotela,
bududéi da posmatrana veza u hotelijerstvu nije dovoljno istrazena.

Kljuéne redi: organizaciona posvecéenost, produktivnost hotela, hoteli, zaposleni.
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