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Apstrakt: Na�globalnom�tržištu�rada,�pa�i�u�
onom�delu�koji�se�odnosi�na�turističku�privre-
du, dešavaju se krupne i brze promene, koje 
kao rezultat imaju nastajanje velikog broja 
novih� poslova,� kao� i� značajne� promene� ili�
pak�nestajanja�postojećih.�Stoga�se�nameće�
neophodnost� permanentnog� celoživotnog�
obrazovanja�i�obučavanja�zaposlenih,�u�cil-
ju� unapređivanja� postojećih� znanja� ili� pak�
nužnih�prekvalifikacija.
Predmet analize u ovom radu su faktori koji 
determinišu� ulogu� i� značaj� obrazovanja� i�
obuke�u�organizacijama� turističke�privrede,�
ciljevi obrazovanja i obuke u organizacija-
ma�turističke�privrede,�faze,�karakteristike�i�
koristi od obrazovanja i obuke, kao i teorije i 
principi�učenja�odraslih.

Ključne�reči: zaposleni, obrazovanje, obuka, 
organizacije�turističke�privrede.

Introduction

Based�on�the�latest�report�of�the�World�Eco-
nomic�Forum�for�the�year�2023�on�the�jobs�of�
the future, several concrete conclusions have 
been reached. Namely, it is expected that, by 
2027,� about� a� quarter� (23%)�of� existing� jobs�
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the�necessity�of�permanent�lifelong�educati-
on�and�training�of�employees�is�imposed,�in�
order�to�improve�existing�knowledge�(upski-
lling)�or�necessary�reskilling.
The�subject�of�the�analysis�in�this�paper�are�
factors�which�determine�role�and�significan-
ce of education and training in organizations 
of� the� tourism� industry,� goals� of� education�
and training in organizations of the tourism 
industry,�phases,�characteristics�and�benefits�
of�education�and�training,�as�well�as�adults�
learning�theory�and�principles.
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will�change�(as�work�tasks�will�be�divided�be-
tween people, machines and artificial intelli-
gence�algorithms),�while�at� the�same�time�69�
million new jobs will appear, and 83 million 
jobs will disappear. The estimated existing 
number of jobs is 673 million, so it can be con-
cluded that the net decrease in the number of 
jobs�will�amount�to�14�million�or�2%.
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In� addition� to� completely� new� occupa-
tions� that�will�exist�in�the� future,� those� that�
exist� today� will� be� transformed� in� accor-
dance�with�the�needs�of�the�market,�so�it�will�
be�necessary�to�redesign�existing�and�design�
new�jobs.

All these new jobs will have different 
requirements and tasks than the previous 
ones, and will stimulate the�demand�for�new�
knowledge�and�skills.

Based on the previously mentioned 
World� Economic� Forum� 2023� report,� by�
2027�the�skills�needed�to�perform�most�jobs�
will change significantly. It is expected that 
by�2027,� employees�will�use�58%�of�exist-
ing skills, and that it will be necessary for 
them�to�learn�as�many�as�44%�of�new�skills�
to perform their current jobs. Highlighted�
skills�needed�include�analytical�and�creative�
thinking and active lifelong learning, fol-
lowed� by� skills� such� as� technology� design,�
highlighting�the�growing�demand�for�various�
forms� of� technology-related� competencies.�
However,�knowledge�of�new�technologies� is�
only�one�part�of�the�required�skills�for�2027�
and�beyond.

Creativity,� originality,� initiative,� critical�
thinking, persuasion and negotiation skills, 
motivation�and�self-awareness,�empathy�and�
active�listening,�quality�control,�will�also�re-
tain�or�increase�their�value,�as�will�attention�
to� detail,� flexibility� and� complex� problem�
solving�and�interdisciplinarity.

Emotional�and�social� intelligence�or� in-
terpersonal skills, leadership and social in-
fluence,� as�well� as� service�orientation,�will�
also be much more needed in future jobs 
(new�or�redesigned�existing�ones)�compared�
to�their�current�importance�today.

A large number of new professions will 
be focused primarily on problems that hu-
manity has not yet been able to solve, and 
new branches in the field of medicine will be 
developed, as well as jobs that can contribute 
to preventing climate change or neutralizing 
terrorism. However, due to the increasingly 
rapid development of new technologies, new 
jobs will appear quickly, but also disappear 
quickly. In that process, the�key�role�will�be�
primarily�education�and�training.

The report points out that both the econ-
omy and the state must invest in changes 
towards future job requirements, through 
investment in education, various forms of 
training�(in�order�to�improve�existing�knowl-
edge� -� upskilling� or� retraining� -� reskilling)�
and social support structures, to ensure that 
employees remain at the heart of future busi-
ness.� It� is� stated� that� before� 2027,� training�
will�be�necessary�for�six�out�of�10�workers,�
but�that�in�2023,�only�half�of�the�employees�
will have access to adequate training oppor-
tunities.�(The�World�Economic�Forum�-�Fu-
ture� of� Jobs� Report� 2023:�Up� to� a�Quarter�
of Jobs Expected to Change in Next Five 
Years https://weforum.org/press/2023/04/fu-
ture-of-jobs-report-2023-up-to-a-quarter-of-
jobs-expected-to-change-in-next-five-years/
(October�2023)).

It is necessary to point out that the afore-
mentioned�forecasts�refer,�with�certain�spec-
ificities,� to� the� future� requirements� of� jobs�
within� the� tourism� industry. The dynamic 
development of international tourism, which 
began�in�1950,�contributed�to�its�becoming�a�
significant�source�of�employment�at�the�glob-
al level.� Data� from� The�World� Travel� and�
Tourism�Council�(WTTC)�for�the�year�2019�
(before�the�COVID-19�virus�pandemic)�show�
that the number of employees in tourism was 
333�million�or�about�10%�of�the�total�number�
of� employees� (which�means� one� employee�
in� the� tourism� industry�per�10�employees).1
From the beginning of the pandemic to the 
end�of�2020,�62�million�people�employed�in�
tourism�lost�their�jobs�(a�drop�of�18.6%)�and�
the number of people employed in tourism 
was 271 million. Employees who lost their 

1  The data refer to full-time employees, but it should be borne 
in mind that tourism creates a very wide area for employment 
of� “part-time”�workers� (so-called�part-time� jobs),� i.e.�workers�
whose work in tourism, primarily in hospitality, is an additional 
source of income, as well as the so-called seasonal workers. 
It is about direct employment in activities and organizations 
of the tourism industry that directly make up its complex 
(heterogeneous)� structure� (hotels,� restaurants,� travel� agencies�
and tour operators, cruise companies - cruise lines, airlines, 
etc.).� On� the� other� hand,� the� indirect� impact� of� the� tourism�
industry on employment is reflected in increasing the number 
of employees in many other industries and activities for which 
the tourism market is the so-called “secondary” market for the 
placement�of�own�products�and�services�(industry,�construction,�
agriculture,�etc.)
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jobs looked for opportunities in other eco-
nomic activities, and many of them stayed 
there, both because of better working condi-
tions and because of the fear of possible new 
upheavals in the tourism market, caused by 
economic or non-economic factors. There-
fore, a certain lack of qualified and profes-
sional labor has appeared, so the tourism in-
dustry has to compete with other sectors in 
order to attract new workers. Expectations 
are� that� in� 2024,� the� number� of� employees�
in the tourism industry will reach the level 
of� 2019,� because� the� recovery� of� the� tour-
ism industry is noticeable and encouraging. 
It is also expected that in the next decade, 
the tourism industry will create 126 million 
new jobs worldwide, i.e. one in three new 
jobs, which points to the fact that the tour-
ism sector will be among the leading forces 
of�the�global�economic�recovery.�(The�World�
Travel�&�Tourism�Council’s�(WTTC)� latest�
Economic� Impact�Report� (EIR)� reveals� the�
Travel & Tourism sector Travel & Tourism 
sector expected to create nearly 126 million 
new jobs within the next decade https://eu-
.docs.wps.com/1/sIDXfisijAdjQ86kG?st=)
t&v=v2�(October�2023)).

Organizations of the tourism industry, 
whose business activity is aimed at meet-
ing the needs of tourists as consumers, ap-
pear as the bearers of business policy on 
the tourism market. First of all, those are 
hospitality companies, travel agencies and 
tour operators and transport companies 
(in�the�part�where�they�provide�services�to�
tourists),�cruise�companies,�car�rental�com-
panies, etc.

Activities of the tourism industry are 
characterized by the predominant participa-
tion�of�people�(labor-intensive activities)� in�
the realization of service and production ac-
tivities, that is, in all essential components of 
work processes. People are the bearers of the 
largest part of work operations and factors 
of cost and overall business results in orga-
nizations of the tourism industry. Therefore, 
human resources management is extremely 
important for achieving the overall business 
results of a specific company in tourism.

Although the activities of the tourism in-
dustry are still highly labor-intensive, tech-
nology� replaces� labor� in� many� activities, 
and technological changes play a significant 
role in the structural changes of these activ-
ities and branches. Computer technology is 
extremely efficient and applicable not only 
for� the� sale� of� tourist� services� (automation 
of the so-called front-office jobs),� but� also�
for other business functions or work opera-
tions that make up the so-called back-office 
system� (purchasing,� accounting,� marketing,�
management - e.g., programs aimed at moni-
toring employee productivity, identifying the 
most profitable products in the service pro-
gram, complete communication between the 
kitchen�and�restaurants,�etc.).

Investments in technology, equipment 
and process changes are very important, but 
these inputs do not ensure business growth 
and competitive advantage without appro-
priate investment in people. People are the 
initiators and carriers of all activities. Edu-
cation� and� training,� knowledge� and� skills�
of� employees� in� tourism� organizations� are�
among�the�key�determinants�of�the�quality�of�
tourism services, so special attention must be 
paid to them. At the same time, they are the 
subject of this paper.

Concept�and�definition�of�knowledge,�
education�and�training

A� study� by� Stanford� University� (USA)�
points to the conclusion that the total hu-
man�knowledge�created�by�1900�doubled�by�
1950,�and�since�then�the�total�human�knowl-
edge has been doubling every 2-3 years to 
“keep�up�with�the�changes”.�(Pržulj,�Ž.�2002:�
61).

Knowledge should not be treated as an 
abstract category, but as knowledge neces-
sary� for�work� (everything� that� an� individu-
al or a group of employees knows or knows 
how to do - the so-called human knowl-
edge and their knowledge of organizational 
norms, processes and procedures, means and 
routines - the so-called structured knowl-
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edge).� In� this� regard,� the� category� of� func-
tional�knowledge can be singled out, which 
refers to the possibility of applying available 
knowledge when performing work. The ba-
sic components of functional knowledge are 
theoretical� knowledge,� practical� knowledge�
and�work� experience.� (Bogićević,�B.� 2006:�
75).

Many tourism companies today believe 
that the key to gaining a competitive advan-
tage in the tourism market is the develop-
ment of intellectual capital, which includes 
cognitive� knowledge� (knowing� what),� ad-
vanced� skills� (knowing� how),� systematic�
understanding�and�creativity�(knowing�why)�
and� individually� motivated� creativity� (un-
derstanding� the� importance).� The� focus� of�
the training is shifting from the first two ele-
ments - acquisition of knowledge and skills 
- to creating conditions for employees to un-
derstand the connections and reasons why 
something is done and to be motivated for 
innovative thinking and continuous quality 
improvement.�(Bogićević,�B.�2006:�153).

Bearing in mind that knowledge and in-
formation have become strategic resources 
not only for development, but also for the 
transformation of society, Peter Drucker 
calls modern society a knowledge society, 
and points out that continuous education 
and training of employees will be the area 
with the fastest growth. The well-known and 
recognized in theory and practice “Porter’s 
Diamond Model” also integrates constant 
learning, education and training. In addition, 
the knowledge management, as well as the 
application of the idea and concept of the 
learning organization, are more and more 
present.�(Bogićević,�B.�2006:�175).

Constant technological innovations, rap-
id changes in the tourism market, impera-
tives of quality and satisfaction of consum-
ers/tourists� and� other� changes,� put� a� new�
emphasis on learning as one of the basic 
determinants of successful management of 
the entire business of an organization in tour-
ism. Learning can be defined as the process 
by which expertise, knowledge and attitudes 
are acquired and then translated into habit-

ual forms of behavior and performance. A 
key role in human resources development is 
played by education and training. Education
usually means activities aimed at spreading 
overall knowledge, developing potential and 
changing values   and culture. Education re-
fers to the development of analytical think-
ing and understanding of conceptual issues 
for the purpose of professional and intel-
lectual development of a person. It is con-
sidered that education is primarily focused 
on the future, i.e. future job requirements. 
Training, however, is a term that is usual-
ly used when referring to an organization’s 
planned effort to improve the performance of 
employees in their workplace or in a related 
workplace, with the aim of acquiring specif-
ic knowledge, abilities and skills necessary 
to master specific work tasks and denotes 
the time dimension of the present. In other 
words, the training is oriented to the existing 
requirements of the workplace, i.e. jobs, and 
is aimed at developing those skills and abil-
ities that should be immediately applied at 
work, i.e. implies rapid changes in employ-
ees’ skills, way of working and attitudes, i.e. 
behavior. However, it is important to em-
phasize that training also develops working 
potential, which can be used in future jobs. 
Therefore, it can be considered a part of edu-
cation.�(Vučković,�J.�2013:�64).

Training in tourism has deep roots and 
was created with the development of tour-
ism. In the beginning, the training was relat-
ed to the work of intermediaries, especially 
in the field of ticket sales as well as some 
other jobs related to hospitality and tour-
ism. Today, the training includes various and 
numerous business operations in tourism, 
which is a consequence of the great pro-
fessional and technological development of 
the tourism industry and the increase in the 
demand for high standards of experts. Edu-
cation in tourism is a recent activity, the be-
ginnings of which are linked to the middle of 
the�50s�of� the�20th� century,�and� the� largest�
number of educational courses were created 
in�the�80s�and�90s�of�the�20th�century.�(Coo-
per,�C.�2004:�756-757).
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This instrument of human resources de-
velopment in the organization of the tourism 
industry includes various forms of profes-
sional development, retraining, additional 
training, etc. Encouraging mobility implies 
various measures of physical and intellectual 
mobility, such as transfers, rotations, promo-
tions, changing the place of work, but also 
expanding knowledge, acquiring broader 
qualifications and other measures that ensure 
that employees move more easily from one 
workplace to another. Encouraging mobili-
ty is directly related to motivational instru-
ments.�(Vučković,�J.�2013:�65).

Education� and� training� in� tourism� in-
cludes� the� transfer� of� knowledge,� concepts�
and� techniques�specific� to� tourism,�charac-
terized�by� interdisciplinarity,�as�well�as�so-
cial,�multicultural�and�communication�skills.

The need for high-quality and flexible 
staff is well understood in many travel com-
panies, such as “Thai Airways Internation-
al“, hotel “Sandals Dunn’s River, Jamaica“, 
international hotel chains and many others.

It must be borne in mind that “changes 
are the only constant in the tourism market”, 
and precisely, the almost unpredictable pace 
of further changes in the development and 
application of modern technology, empha-
sizes the importance of constantly innovat-
ing the employees’ knowledge.

It is necessary to understand the im-
portance of knowledge, creativity and in-
novation, as key factors that influence the 
achievement of flexibility, i.e. the possibil-
ity of constant adaptation of employees to 
constant and rapid changes in the internal 
and external environment, with the aim of 
achieving organizational and individual suc-
cess.

Factors�that�determine�the�role�and�
significance�of�education�and�training�in�

organizations�of�tourism�industry

The� factors that determine the role and 
importance of education and training in 
tourism companies can be summarized as 
follows:�(Vučković,�J.�2013:�104-106).

1. The application of marketing, as a 
market-oriented�business�concept, requires 
the constant adaptation of organizations of 
the tourism industry to new conditions and 
trends. In other words, a high level of flex-
ibility of the tourist company is necessary, 
which also means the flexibility of the peo-
ple who work in it. Through constant educa-
tion and training, employees master current 
knowledge and skills, which enables them to 
quickly�adapt�to�changes,�as�well�as�create�
(encourage)� changes, and also encourage 
professional and physical mobility, as well 
as geographic mobility.

2. In the conditions of increasing com-
petition�on�the�global�market, a market-ori-
ented tourism company is constantly faced 
with the problem of costs and the problem 
of innovation. In solving these problems, 
knowledge becomes a key factor, which con-
ditions the need for a higher degree of em-
ployee ability in order for the organization 
to survive in tourism. In other words, com-
petitive advantage is created by people with 
their knowledge and abilities, which are an 
inexhaustible source of energy and innova-
tion without the possibility of copying. Glo-
balization requires from tourism companies 
an increased ability and willingness to learn, 
to cooperate and coordinate, to successfully 
overcome complexity and uncertainty. Large 
tourism companies that internationalize their 
operations try to solve the problems of lack 
of quality workforce through various edu-
cation and training programs for employees 
and by investing significant funds in their 
permanent professional development, as 
well as by creating appropriate management, 
adapted to the specificities of each country.

3. The� increase� in� the�educational�and�
cultural� level� of� tourists� (i.e.� qualitative�
changes�on�the�side�of�tourism�demand)�re-
quire a different structure, scope and quality 
of tourism services. By expanding the range 
of tourists’ demands, pressure is exerted on 
expanding the knowledge and profile of em-
ployees in tourism and finding new solutions 
and offers of tourism services, i.e. creativity 
and innovation are emphasized.



18 Turističko poslovanje

4. Implementation� of� the� total� quality�
management�system�(TQM)� in� the�organi-
zation�of� the� tourism� industry presupposes 
constant learning and improvement of em-
ployees. Continuous education and training 
of�all�employees�and�their�effective�inclusion, 
i.e. individual�responsibility�and�respect�for�
personality, stands out as one of the key 
characteristics�of�the�concept�of�total�quality�
management in tourism�(reduction�of�hierar-
chical levels, so-called downsizing, decen-
tralization and participation, which increases 
the responsibility of each individual and re-
quires his greater independence and a wider 
range of knowledge and skills, which enable 
him� to� connect� work� processes).� Namely,�
education and training are fundamental for 
achieving overall quality, because it is the 
best way to permanently improve employ-
ees.

Therefore, organized learning is an inte-
gral part of total quality management - be-
cause if new techniques and methods are not 
learned, it is not possible to progress and de-
velop. Also, overall quality management is 
based on teamwork and only with the neces-
sary knowledge everyone can be creative and 
efficient, and contribute to increasing work 
quality and work results of the organization 
in tourism. The great American hotelier E. 
Statler�(1863-1928),�who�knew�this�and�used�
it in his hotels, is known for his motto: “He 
who gives a little more and a little better ser-
vice prospers”, and that is only the one who 
is constantly learning and that’s why he has 
developed personnel standards and continu-
ously encouraged staff training and educa-
tion.�Deming�W.�E.�in�his�program�“14�points�
for quality management” stated in point 6: to 
introduce training in every workplace, and in 
point 13: to introduce an intensive program 
of education and self-improvement.

5. The� rapid� development� of� technolo-
gy� (especially� information�and�communica-
tion, and lately also the so-called artificial 
intelligence)� conditions� rapid� obsolescence�
of knowledge. The increasing application 
of�computer� technology� (computerized�sys-
tems that allow organizations in tourism to 

profitably manage capacities and facilitate 
the distribution of tourism products - central-
ized reservation systems - CRS and global 
distribution�systems�-�GDS)�and� the� spread�
of�computer�networks�around�the�world�(es-
pecially the Internet, the so-called “network 
over networks”, in the use of which there is a 
sudden expansion, which threatens to imperil 
the dominance of global distribution systems 
as primary intermediaries between sellers of 
travel-related� services� and� clients)� started�
a “new age” - The Information Age. These 
processes are particularly significant consid-
ering the fact that the heterogeneous structure 
of tourism consists of information-intensive 
activities. In that information era, a profes-
sional and qualified workforce, involved in 
programs of permanent professional devel-
opment, with the aim of constantly innovat-
ing existing and acquiring new knowledge, 
becomes the primary source of value added 
to the organization, and not just a factor of 
production that needs to be optimized, mini-
mized or eliminated. It should also be borne 
in mind that knowledge is one of the factors 
that drives technological innovation, so there 
is interdependence in both directions.

Also, the transfer of technology and 
knowledge is one of the basic elements of 
both direct investment and contractual ar-
rangements, as a way of growth and devel-
opment of tourism organizations. It is pro-
vided through various education and training 
programs. In this sense, the example of Mc-
Donald’s is interesting. In the McDonald’s 
handbook, intended for its franchisees, is 
said�(regarding�employee�training)�that�train-
ing is one of the top priorities at McDonald’s, 
because the success of the company depends 
on knowledgeable, well-trained people and 
uniform information in all restaurants. It is 
also said that constant attention to the most 
modern training is in the focus of McDon-
ald’s and that McDonald’s goal is to have 
the best trained teams in all restaurants. 
Such program orientation is also applied 
in the training of those who, as prospective 
McDonald’s franchisees, will manage their 
facilities in this large restaurant chain. The 
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condition for obtaining a McDonald’s fran-
chise is program training, lasting one to two 
years, and an assessment that should “open 
the door” for entry into this large business 
system. The training program for owners, 
future managers of franchised facilities in 
the McDonald’s system, is designed to train 
them in all aspects of managing a McDon-
ald’s restaurant, thus recommend them to the 
corporation’s management as potential fran-
chisees. An organization can become a can-
didate for a McDonald’s franchise only after 
successfully completing the training.

Technological progress in the activities 
of the tourism industry will influence the 
process of providing tourism services to be 
far more sophisticated and complex, with the 
need to use equipment of a high technolog-
ical level and complex operating systems. 
Therefore, the technical-technological equip-
ment�of�tourism�companies�(which�includes�
the automation of so-called front-office jobs, 
back-office�jobs�and�middle-office�jobs)�will�
increasingly reflect on the composition and 
training of employees to make maximum use 
of the benefits of modern technology.

6. The growing gap�between�school�(for-
mal�education)�and�job�requirements leads 
to the impossibility of providing appropri-
ate skills and knowledge in the labor mar-
ket. During schooling, a certain amount of 
knowledge is accumulated in certain areas. 
The formal school system, by its very na-
ture, must have a certain stability and cycle 
length. That’s why school education today is 
only the basis for upgrading a series of edu-
cational activities during the entire working 
life, whose goal is to adapt existing knowl-
edge and abilities to new work requirements. 
Therefore, in modern tourism companies, 
innovation and expanding the knowledge 
of employees through flexible forms of ed-
ucation and on-the-job training, which must 
take into account pragmatic goals in terms 
of overcoming the knowledge deficit, devel-
oping the skills needed to perform certain 
tasks and solving specific work and busi-
ness problems, are increasingly prevalent. In 
conditions where money and time become 

very important and limiting factors, tourism 
company cannot take risks with educational 
activities that do not serve their needs, that 
is, which do not achieve concrete goals. The 
understanding of the role of participants in 
educational activities is also changing. They 
are no longer passive recipients of informa-
tion, but active participants in the process of 
exchange and creation of new knowledge. 
Methodical concepts, as well as the contents 
of education and training in a tourism com-
pany, must be adapted to such conditions. In 
this way, education and training become one 
of the basic factors of the flexibility of com-
panies in tourism and key levers of human 
resources development.

Objectives�of�education�and�training�in�
tourism�organizations

The� general� goals� of� education� and�
training in a tourism company are aimed at 
achieving greater work efficiency and over-
all flexibility for changes in the market and 
in the environment, i.e. adaptation and train-
ing�of�employees�for�monitoring�and�apply-
ing�achievements�and�knowledge�that�appear�
in the field of tourism business.

The tourism company must continuously 
undertake actions to encourage and support 
learning, thereby creating employees who 
accept the necessity of adopting the habit of 
permanent professional education and train-
ing and lifelong learning. Such employees 
see demands for developing and improving 
knowledge, skills and abilities as opportuni-
ties for advancement, better earnings, greater 
job security, more respect and appreciation, 
and not as threats.

Recognizing the fact that employees�are�
a critical success factor, especially employ-
ees with accumulated knowledge which need 
to be constantly improved, contributed to a 
kind of boom in the creation of various em-
ployee training programs.

Investing in the human resources devel-
opment is considered a profitable invest-
ment, which pays off many times over in 
the long term, and therefore more and more 
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funds are allocated for the education and 
training of employees.

In addition to the above, it should be 
mentioned that training today has other�
goals besides preparing employees to suc-
cessfully perform their jobs. Training for 
special purposes, e.g. in relation to AIDS 
and in general the health care of employees 
(e.g.�hotel�employees’�training�in�relation�to�
health protection - both their own and that 
of guests – the so-called Clean and safe 
tourism, in relation to the pandemic of the 
virus�COVID�19)�or�diversity,�is�also�need-
ed. As the workforce becomes more diverse, 
more and more companies are implement-
ing diversity training programs. Diversity 
training refers to the development of em-
ployees’ and supervisors’ awareness of cul-
tural differences with the aim of achieving 
more harmonious relations between work-
ers in the company. For example, Adams 
Mark Hotel & Resorts organized a diversity 
training seminar attended by approximate-
ly� 11,000� employees.� The� combination� of�
lectures, video materials and exercises in 
which employees exchange roles aimed to 
build awareness about different races and 
religions. In addition, there are a number 
of different training programs aimed at 
preventing potential problems arising from 
workforce diversity. These include pro-
grams for improving interpersonal skills, 
understanding/appreciating� cultural� differ-
ences, adapting to corporate culture, reduc-
ing stress, instilling ethical principles about 
work2,� etc.� (Dessler,� G.� 2007:� 161-162,�
Vučković,�J.�2013:�106-107).�Beside�this,�a�
very actual social topic of the gender equal-
ity has been a recent subject of training pro-
grams in tourism industry.

Needs for education and training, apart 
from the need to acquire general and spe-
cialized knowledge, technical knowledge 
(skills),� abilities�and�positive�attitudes,� ap-

2  First of all, these are issues related to drug and alcohol abuse, 
theft by employees, conflict of interest, bribery and corruption, 
consumer�protection�in�tourism,�inaccurate�(false)�propaganda,�
misuse of the tourism organization’s property, etc. In short, 
ethical� issues� include� relationships� with� consumers/tourists,�
workers and managers, suppliers and other business partners, 
financial sources and society.

pear at different times during the working 
life of both individuals and organizations in 
tourism, hence determining the goals and 
contents of specific educational activities. 
For example, training needs are different for 
new and existing employees, or in organiza-
tions�where�certain�changes�happened�(orga-
nizational,� managerial,� technological,� etc.)�
or certain problems in business that need to 
be� overcome.� (Boella,�M.�Goss-Turner,� S.�
2005:�339)�Therefore,�training�organization�
cannot be a routine job.

Phases,�characteristics�and�benefits�of�
education�and�training

In order to achieve the desired effects of 
education and training at the level of a tour-
ism company, it is necessary that this pro-
cess takes place through certain interrelated 
phases, which form the educational� cycle. 
The�mentioned�phases� include:�(Dessler,�G.�
2007:�153,�Jaszay,�C.�2003:�16)

-� determination� (assessment� and� analy-
sis)�of�the�needs�and�goals�of�education�and�
training;

- planning the implementation of the 
training:

- determination of content, programs 
and�training�plans;

- choice of types and methods of 
training;

- selection and training of instructors.
-�implementation�of�training;
- evaluation of the success and results of 

the training.
It is extremely important to ensure a 

certain degree of standardization of train-
ing, which enables each new employee to 
be trained according to an already prepared 
plan and program and receive the same 
quality of training as the previous employee 
who attended it. Designing formal training 
is a process that requires initial investments 
of time and money, and requires specific 
knowledge� and� skills.� Very� often,� tourism�
companies employ experts to design training 
programs for each individual sector or hire 
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external consultants.3 The goal is to create a 
useful model with the help of which the de-
sired results will be reached. It is important 
to point out the fact that organizing training 
cannot be a routine job. There are only prin-
ciples and examples of successful concepts 
that can serve as an orientation. However, it 
should be emphasized that any once well-de-
signed training must be regularly updated, in 
accordance with the changes in the internal 
and external environment. In other words, 
the process of constant improvement of the 
training programs itself is of great impor-
tance.�(Vučković,�J.�2013:�116).

The necessary knowledge, skills, abilities 
and appropriate behavior must be the basic 
catalyst of educational activities in the or-
ganization in the field of tourism. Education 
must be “tailored”, because everything else 
is a waste of time and money. In order for 
some concept of education and training to 
be “tailor-made” for a specific organization 
in tourism, it must be created in response to 
the request of a specific organization to solve 
the problem of employee qualification. At 
the same time, it is important that the educa-
tion organizer has appropriate pedagogical, 
didactic and methodical knowledge. In addi-
tion to conventional concepts of education, 
the organizer must know new trends, so that 
he can give optimal advice in a specific situ-
ation.�(Pržulj,�Ž.�2002:�210).

However, it should be borne in mind that 
there are no “ready-made solutions” and that 
the experiences of successful tourism com-
panies from developed countries cannot be 
copied. They should serve as inspiration for 
finding own models, but at the same time as 
a basis for quick and efficient design and im-
plementation of concrete solutions.

The majority of successful training pro-
grams in tourism organizations have the fol-
lowing characteristics:� (Goetch,�D.,� Davis,�
3  In that case, the active participation of the tourist company 
itself� (the� “customer”� of� the� educational� program)� and� joint�
work with the organizer in all phases, from the diagnosis of 
educational needs and goals, the development of the entire 
concept, to the evaluation and control of the effects of education 
and training are necessary. The organizer assumes the role 
of initiator and advisor, who, bringing in his professional 
pedagogical knowledge, systematizes and structures the entire 
process.

S.�2005:�405,�Vučković,�J.�2013:�104)
- top management is very committed to 

the permanent development of employees, 
so� training� is� part� of� the� corporate� culture;�
Education and training for employees means 
change. As every environment is resistant to 
changes, including changes in knowledge, 
employees usually provide the so-called 
“soft” resistance to these changes. Fear of 
the unknown, uncertainty and fear of failure 
are the biggest obstacles to training. Train-
ing of employees is often a consequence of 
the necessity imposed by the changes. Only 
management aware of the importance of per-
manent training can decisively implement 
the program of introducing new knowledge 
into the organization of the tourism industry. 
Still, employees become more aware of the 
role and importance of knowledge for the 
tourism company and for themselves.

- training is directly related to business 
goals�and�strategies;

- training programs are comprehensive, 
systematic, permanent and follow changes in 
the�internal�and�external�environment;

- there is a commitment to invest neces-
sary time and money in training.

The absence of these characteristics is 
why some training programs experience fail-
ure.

Jobs� (sector� or� department)� of� training�
can be organized in different ways, depend-
ing on the organizational structure of the 
tourism company itself, as well as the impor-
tance it attaches to the education and training 
of employees.

The�benefits that an organization in tour-
ism has from the education and training of 
employees determine the importance of this 
instrument, and can be summarized as fol-
lows:�(Bogićević,�B.�2006:�152)

- impact on improvement of employees’ 
attitudes, their job satisfaction, productivity 
and�work�quality;

- impact on improvement of the overall 
perception of the tourism company by con-
sumers/tourists� (because� they� influence� the�
quality�of�tourism�products�and�services);

- impact on increase of profits, by reduc-
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ing the fluctuation of employees and accom-
panying�costs;

- lead to innovation of existing and acqui-
sition of new knowledge, and hence, quick 
adaptation to changes and strengthening of 
the organization’s competitive position in 
tourism, etc.

Employees must see in education their 
chance for advancement, better earnings, 
greater job security, more respect and appre-
ciation, whereas the organization in tourism 
must see a chance for greater work efficiency 
and overall flexibility for changes in the mar-
ket and in the environment.

In order to achieve the aforementioned 
benefits, tourism organizations must invest 
both time and money in the education and 
training of their employees.

The change in attitudes towards educa-
tion and training of employees is highlighted 
by the fact that the human factor is the main 
resource that contributes to the growth and 
development of organizations in tourism. 
However, despite this, there are still preju-
dices about training, which are expressed in 
different�ways:� training� is� expensive;� train-
ing�is�for�young�professionals;�it�is�not�worth�
training�those�who�will� leave� the�company;�
training�is�not�worth�it�-�we�tried�and�failed;�
knowledge development should focus pri-
marily on technical matters and the like.

Therefore, although the role of workers is 
essential for the efficient operation of organi-
zations, in many organizations of the tourism 
industry they are considered a necessary evil 
and an additional cost. That is why millions 
of dollars are spent on equipment, decorat-
ing rooms, lawns and gardens, marble floors, 
etc., and not on training and improving staff. 
The stated claims do not have adequate ar-
gumentation. A worker is not a cost, but a 
useful person whose efficiency increases 
through education and training.

In other words, investment in technolo-
gy, equipment and process changes are very 
important, but these inputs do not ensure 
business growth and competitive advantage 
without appropriate investment in people. 
People are the initiators and carriers of all 

activities. The organization of the tourism 
industry must continuously undertake ac-
tions to encourage and support learning, 
thereby creating employees who accept the 
necessity of adopting the habit of permanent 
professional education and training and life-
long learning. Such employees see demands 
for skill development as opportunities rather 
than threats.

Theories�and�principles�of�adult�learning

Effective training programs in tourism 
are created as a result of the interweaving of 
two technologies: teaching technology and 
tourism company business technology.

To master teaching technology, knowl-
edge of learning theories and techniques, 
motivational theories and techniques, as well 
as successful communication techniques 
is necessary. There are a large number of 
learning theories that have implications for 
understanding the learning process, motiva-
tion for learning, as well as the organization 
of education and training of employees in 
tourism organizations. These include: theo-
ries of needs, theory of operant conditioning, 
theories of social learning, theory of goals, 
theories of expectations, theories of infor-
mation processing, theory of adult learning. 
(Vučković,�J.�2013:�122)

Without�going�into�the�analysis�of�all�the�
mentioned theories, this paper will mention 
the adults�learning�theory, which developed 
as a result of the need to approach the learn-
ing process of adults in a different way com-
pared to the learning of children. The creator 
of the theory of adult learning, and one of the 
most important names in the development of 
andragogy, Malcom Knowles, highlighted 
five basic assumptions on which this theory 
is�based:�(Bogićević,�B.�2006:�160-161)

1. Adults want to know why they are 
learning�something;

2. Adults have a desire to learn inde-
pendently;

3. Adults bring more work experience to 
learning;
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4.�Adult�learning�is�problem-oriented;
5. Adults are motivated to learn both in-

ternally and externally.
This theory is important for designing 

training programs, because the training par-
ticipants are exclusively adults. The theo-
ry suggests that when designing a training 
program it is necessary to consult the par-
ticipants about the content of the training 
program, find out as much as possible about 
their previous experiences and include them 
through examples in the training program, 
develop programs that are adapted to the in-
terests and competencies of the participants 
and focus on a specific problem in the learn-
ing process.

In order to design effective training pro-
grams, one should know the following learn-
ing�principles:�(Vučković,�J.�2013:�122)�

- Training can be successful if it is under-
stood that learning is a voluntary choice of 
the individual, that the individual has a de-
sire to learn something and is motivated in 
the right way.

- People acquire knowledge at different 
speeds, especially when it comes to adults. 
They are not at the same level of knowledge, 
experience, ability, learning capacity and 
have different motives and attitudes.

- Learning is negatively affected by feel-
ings of nervousness, fear, inferiority and lack 
of self-confidence.

- Attendees prefer an informal atmo-
sphere where they are treated as profession-
als and not as students. 

- The training should be conducted in 
several�shorter�stages�(it�is�better�to�conduct�
ten classes lasting 45 minutes each, than one 
class�that�would�last�seven�hours).

- Participants must actively participate in 
the training. During the lectures, the partici-
pants are passive, while through discussions, 
real and “tangible” examples and practical 
work they become active.

- Training must include different methods 
and all senses. Adults learn best when ma-
terial is presented to them in multiple ways. 
When�they�hear,�see,�and�then�do�something,�
they are more likely to remember it. The re-

sults of one of the studies indicate the fact 
that�a�person�remembers�as�follows:�10%�of�
what�he�reads;�20%�of�what�he�hears;�30%�of�
what�he�sees;�50%�of�what�he�sees�and�hears;�
80%�of�what�he�says�and�sees�(what�he�talks�
about/participates�in�the�discussion�and�what�
he�sees);�90%�of�what�he�says�and�does,�si-
multaneously. These indicators are important 
for the selection of adequate training meth-
ods, which can achieve the most favorable 
effects, and it is exactly the knowledge that is 
used by large international hotel and restau-
rant organizations.

- Clear goals should be set for the partic-
ipants, and their progress should be checked 
frequently.

- Self-confidence is built through praise.
- The acquisition of knowledge and skills 

includes several stages: development, stag-
nation and decline, after which development 
follows again. Instructors must be aware of 
the existence of this phenomenon, because it 
can cause disappointment and frustration in 
many students.4

Conclusion

Tourism�is�such�an�activity� in�which�the�
employees�are�the�ones�who�make�the�differ-
ence,� who�“mark”� the� tourism� service� and�
differentiate it from the competition, that is, 
they�create�comparative�advantages�and�are�
the�only�resource�that�cannot�be�copied.

Knowledge is the factor that makes the 
difference between successful and unsuc-
cessful, whether it is about countries, com-
panies or employees within a company. 
Therefore, modern organizations of the tour-
ism industry allocate more and more funds 
4  The general idea of the learning curve is that there is a tendenn-
cy for an individual to learn faster at the beginning of new tasks, 
so that the learning curve moves straight up, and then gradu-
ally moves into a stagnation phase, after a certain amount of 
experience is gained. Ideally, each individual’s learning should 
follow an upward trajectory, gradually increasing all the time. 
In reality, however, learning is usually a combination of prog-
ress and regression. Although abilities gradually increase with 
persistence, in a shorter period one can experience their decline. 
Such declines are demoralizing, but they are an indispensable 
part of learning. Realizing that sometimes things have to get 
worse�before�they�get�better�helps�to�get�through�the�lows.�(Tor-
rington,�D.�2004:�426.)
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for the education and training of employees, 
with the belief that it is a well-invested in-
vestment, which gives great results in terms 
of efficiency and effectiveness of business, 
and significantly contributes to achieving a 
competitive advantage in the tourism mar-
ket.

For today’s tourism companies, the only 
way to survive is an imperative: to learn 
faster than the competition! This requires a 
new qualification profile, new knowledge 
and abilities and new relationships between 
the tourism organization and employees.

By itself, education and training cannot 
produce the desired effects, but only as part 
of a system, in which all elements, phases, 
functions and instruments of human re-
sources management are coordinated.

Constant technological innovations, rap-
id changes in the tourism market, impera-
tives of quality and satisfaction of consum-
ers/tourists�and�other�changes,�place�a�new�
emphasis on learning as one of the basic 
determinants of successful management of 
the entire business of tourism organizations.

The need to introduce the concept and 
practice of permanent professional educa-
tion� and� training� of� employees� (from� the�
completion of some degree of formal edu-
cation�to�the�end�of�the�working�life)�arises�
from major technological, economic and so-
cial changes in the modern world and econ-
omy, and the rapid obsolescence of acquired 
knowledge, which should be continuously 
updated. Therefore, it is necessary to use 
stimulating measures to encourage the ac-
quisition of learning habits throughout life, 
with the aim of improving knowledge, skills 
and abilities, which is especially important 
for personnel in tourism.
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