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HR: Globalizacija trZita i sve zahtjevniji kupci doveli su do snazne konkurencije na trZistu, koja je usmjerila
ponudace proizvoda i usluga da svoje poslovne sustave temelje upravo na oCekivanjima i potrebama kupca,
odnosno da njegove zahtjeve ugrade u svaki segment poslovanja. Sustavnu primjenu ovih ideja, omogucila

Sazetak je filozofija upravljanja i vodenja poslovnih sustava — Upravijanje potpunom kvalitetom (TQM). lako su se
sustavi upravijanja kvalitetom primarno razvili u proizvodnim poduzecima, ubrzo su prepoznate prednosti
ovog hacina upravijanja, $to je utjecalo na njihovu primjenu i u usluznom sektoru, a time i u hotelijerstvu.
Buduci da i dalje postoje oprecna stajaliSta u pogledu utjecaja TQM-a na poslovanje ovo istrazivanje ima za
cilj utvrditi razinu primjene TQM praksi u hotelskim poduzecima te ispitati povezanost pojedine razine
primjene i rezultata poslovanja s posebnim naglaskom na financijske i nefinancijske pokazatelje. Takoder cilj
Jje ispitati i identificirati koje prakse TQM-a imaju najznaCajnije ucinke na rezultate poslovanja. Doprinos se
ovog istraZivanja ocituje u identifikaciji TQM praksi u hoteljjerstvu te u proSirivanju spoznaja o njihovoj
vaznosti.
EN: Market globalisation and increasingly demanding customers have led to fierce market competition, which
has led product/service providers to base their business systems on customer needs and expectations i.e. to
incorporate customer requirements into every segment of business. Total Quality Management (TQM), a
philosophy of managing and running business systems, makes it possible to systematically implement these
ideas. Although TQM was initially developed in manufacturing companies, the advantages of this approach
fo management were soon recognized, leading to its application in the service sector and consequently in the
hotel industry. Since there are still opposite opinions regarding the impact of TQM on performance, this

Summary research aims to determine the implementation level of TQM practices in hotel companies and examine the

relationship between each implementation level and performance, with the emphasis on financial and non-
financial indicators. It also aims to examine and identify TQM practices that have the greatest impact on hotel
performance. The contribution of this research arises from the identification of TQM practices in the hotel
industry as well as from expanding knowledge on their importance.
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