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Sazetak

HR: S promjenama potreba i zelja turista mijenjanju se i navike, odnosno obrasci ponasanja
turista prije i tijekom svog odmora u turisti¢koj destinaciji. Lojalno ponasanje takoder ulazi u
jedan od obrazaca ponaSanja turista, koje je potrebno redovito pratiti u cilju boljeg upravljanja
odnosima s turistima. Na uzorku od 5.950 ispitanika u istraZivanju provedeno u 2017. godini
od strane Instituta za turizam, ustanovilo se da je 50% turista lojalno Hrvatskoj (3 i viSe
dolazaka). Uvid u postojanje lojalnosti daje za pravo pretpostaviti da se unutar takve opce
lojalnosti mogu izdvojiti razliCite vrste i naCini izraZzavanja lojalnosti koja ¢e se u sklopu ovog
istraZivanja nastojati istraziti. lako postoji relativno dobra istraZzenost koncepata zadovoljstva
i lojalnosti na razini hotela (hotelskih grupacija) i destinacije, simultana analiza koja bi
povezala razli¢ite vrste i nagine izrazavanja lojalnosti jo$ nije provedena. Ovim istrazivanjem
nastojat ¢e se kroz Cetiri modela dokazati utjecaj Cetiri razli¢itih varijabli na vezu izmedu
zadovoljstva i lojalnosti. Stovise, pokusat ¢e se dokazati da lojalnost nije jednodimenzionalna
varijabla ovisna samo o ukupnom zadovoljstvu uslugama veé na tu vezu znacajno utjecu
moderatori kao $to su prijasnji dolazak, motiv dolaska, generacijske skupine, daljina trzista,
prihodi, loyalty program i distribucijski kanali. Istrazivacki modeli podijeljeni su na sljedeci
nacin:

MODEL 1: Generacijske skupine gostiju i lojalnost gostiju
MODEL 2: Emitivna trziSta i lojalnost gostiju

MODEL 3: Motiv dolaska i lojalnost gostiju

MODEL 4: Distribucijski kanali i lojalnost gostiju

Znanstveni doprinos ogleda se kroz Sirenje spoznaje o lojalnom ponasanju gostiju koji dolaze
u Hrvatsku, izradi profila gosta (klastera) uvazavaju¢i razlicite kriterije, izgradnja valjanih i
pouzdanih modela za mjerenje lojalnosti, definiranju novih istrazivackih pitanja o lojalnom
ponasanju .

EN:Changes in tourist needs and desires gradually are having impact on changes in
behavioral patterns before and during their visit in the tourist destination. In order to enhance
advanced tourist relationship management, behavioral loyalty as one of behavioral patterns
needs continuous supervision. According to a research from 2017 with sample of 5.950
respondents, conducted by Institute for tourism, 50% of tourists is loyal to Croatia (3 and more
visits). Their confirmation of general loyalty existence, gives right to assume that there are
other types of loyalty and modes of expression which will be tested through this scientific
research. Although there is a great deal of research on satisfaction and loyalty at hotel (brand)
and destination level, simultaneous analysis which would connect different loyalty types and
expression modes is still missing. Through four models, this research will try to confirm
significant moderation of previous arrival, motivation, generation segments, market distance,
revenues and loyalty program on relation between satisfaction and loyalty. Research models
are divided in four levels:

1. MODEL: Generation segments and loyalty




2. MODEL: Emissive markets and guest loyalty
3. MODEL: Motivations and guest loyalty
4. MODEL: Distribution channels and guest loyalty

Managerial contribution is seen in providing direction for adjustments of loyalty programs and
introduction of new methods for managing guest relations. Tourist and hospitality employees
will have more detail insight in today’s tourist requirements and their loyal behavior in order to
improve guest relations and loyalty program. Results from this research will provide specific
guidelines for hospitality and other tourist service providers in order to enhance efficiency in
managing guest relations .
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