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Abstract:

The world is rapidly changing in a number of different areas, including the economy, politics, tech-
nology and social aspects. All this exerts a strong impact on the way in which managers organize
their work. Traditionally, they focused on delivering efficiency through large bureaucracies which are
hierarchical in nature, very much around the process and stability. Such approach probably mitigates
innovation and flexibility. A demand is no longer predictable and service has to be equally flexible for
demand that exists nowadays. The emergence of post bureaucratic organizations is about being leaner,
flatter and much more network-based. Within that network, employees are being empowered to take
responsibility for producing innovations themselves. In order to speed up the process, it is essential
to systematize the process of back office management. Human Resource Management strategies
are being transformed by internal social networks and social human resource technologies in order
to stimulate collaboration, transition into social enterprises, and change the positioning of human
resource departments from back office to front office activities. All of these subjects are examined
and the case study of human resource department of hotel Zira is explained and presented in detail
within a specific questionnaire. One of the main challenges that the human resource management
also faces is talent management and the principal responsibility of leadership is to efficiently manage
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talent, attract and utilize potential candidates, and eventually retain them.

1. INTRODUCTION

The principal purpose and objective of this paper is to
highlight the importance of a well-organized human re-
source department, such as the one in hotel Zira and to
demonstrate how information technologies can help a hotel
to gain the competitive advantage by taking care of its em-
ployees and demonstrating that to the most valued guests.
For today’s hotels, the use of new and modern technolo-
gies, such as human capital management software and its
features, is extremely important. This is a way to produce
the best quality service and maintain and recruit the best
workforce. The examples were given regarding the ways in
which modern technologies are supporting human resource
processes and contributing to their improvement.

A strategic role of human resources is also highlighted
not only as being important for the department itself, but
also for the overall business. A subject of this research is
the analysis of hotel Zira’s human resource department, its
main business stages, and the process of recruitment, selec-
tion and management of human resources. Also, the paper
examines the training methods and steps that should be im-
plemented to improve the optimization of work and make
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the workforce a strategic tool for positioning successful the
hotel in the competitive market. All of that can be possible
with the use of modern technologies and their devaluation
and development, as the essential part of our everyday lives.
This is particularly relevant when it comes to business pro-
cesses in companies such as hotels in tourism and hospital-
ity industry that are growing rapidly. The subject of this
research is to show how those modern technologies enable
us to organize activities related to human resource man-
agement and their workflow. Furthermore, human resource
department has become an important part of any company,
especially in the hotel industry where people, i.e. employees,
are considered the most important segment for designing
and providing successful services.

2. HUMAN RESOURCE PLANNING
AND SELECTION IN HOTEL ZIRA

Human resource planning in hotel Zira represents a
very complex job. Currently, there are around 96 employ-
ees in this hotel. In the period of increased work flow, the
hotel would hire additional workforce, so that the number
of temporarily employed people increased up to 10 people



in certain periods. Those employees were usually students-
interns, temporarily unemployed or young people that did
not have much experience. They signed contracts for a lim-
ited period of time, most often via some youth society. In
this way, employee fluctuation rate was 10% in the last year,
while the leaving organization rate was about 5%, mostly
because employees found some other job or failed to meet
management expectations. The number of those who im-
proved was lower, while the available vacancies were filled
in with those with some work experience.Due to its efficient
marketing activities, hotel Zira has succeeded in differenti-
ating itself and contributing to the tourist offer of Belgrade
as well as Serbia, not only as a hotel intendedfor business
people, but also for those that come for different reasons.
After marketing activities, successful business of the hotel
also relies on the use of information technologies (Micros
Fidelio program) and reservation online systems.

Compared to other hotels in Belgrade belonging to the
same category, hotel Zira stands out according to the guests
reviews, comments andimpressions (Internal documenta-
tion, “Hotel Zira Belgrade”).

3. TYPES OF TRAINING AND ORIENTATION
PROCESS IN HOTEL ZIRA

The management of Hotel Zira has from its very be-
ginnings invested in employee training within all depart-
ments-reservations, reception, sales department, restaurant
department and restaurant itself. That is all necessary be-
cause this hotel is one of the first that started using modern
software package for hotel and restaurant business - Micros
Fidelio. Therefore, the training for work in Suite of Fidelio
and Micros system that lasted for two weeks, four hours per
day was necessary before the opening of the hotel so that
employees could be empowered for everyday work. For the
employees that later started with work and are starting now
in this hotel, in case they don’t have any previous experi-
ence with these programs, directors of the department are
teaching and introducing them with these systems. In the
first year of hotel business, there were short training ses-
sions for employees in reception so that all of them could
apply the same procedures in answering the phone, guest
check-in and check-out, reservation taking etc.

Trial period lasts for three months. In case the man-
agement expectations are achieved, six month contract is
signed and after a year, employee is taking the permanent
job position. The principal responsibility of direct manager
is to provide maximum help to every new employee so that
he or she could assimilate into the working environment
and connect with colleagues in order to achieve the quickest
and effective duty performance. The effectiveness and ef-
ficiency of the new employee job realization depend on the
success of socialization and orientation processes (Internal
documentation, “Hotel Zira Belgrade”).

4. HUMAN RESOURCE MANAGEMENT
TRANSFORMATION

If the best practice of the company doesn’t work, what is
needed is the best system, and if one practice is pulled out of
that system without managing it in whole, the practice may
not be implemented well. The same is with the HR (human

resource) transformation. It is important to know the road-
map of what a good HR transformation looks like. It could
be divided into four phases (Ulrich, 2009):
1. The purpose of transformation (why?)
HR transformation is done to better respond to a
business context. The context has general, environ-
mental conditions (political, social, economic, de-
mographic, and global) that change the world we live
in. The context also has specific stakeholders - inves-
tors, customers, union groups, suppliers, regulators.
These stakeholders and the general conditions give
the reasons for performing HR transformation.
2. The result of transformation (so what?)
Question “so what?” begins to define the outcomes,
and the benefits of transformation. The benefits are
the capabilities that a company needs to compete
and win and by capabilities it is meant - what the
company is good at doing. Whatever the organiza-
tion needs to be good at or known for becomes the
outcome of HR transformation.
3. The way transformation is done (how?)
There are three parts and three ways of how it is
done. Firstly, it is related to the way in which HR de-
partment could be changed. HR department needs a
structure and a strategy so that it can respond to the
expectations. HR also implies the set of HR practices
— the hired people, the existing performance man-
agement systems, the communication systems and
the structured organization. When doing the trans-
formation, the accent is on the well-organized and
focused on right things department, that the prac-
tices are aligned, integrated and innovated and that
the people have competences for the future.
4. Providers of transformation (who?)
What is the distribution of responsibilities between
the line managers or often the owners, HR profes-
sionals and employees (the recipients)?
When all of these phases come together, the success-
ful HR transformation begins to effectuate in the
company.

5. SOCIAL NETWORKING AND HUMAN
RESOURCES

In modern business, social interaction and collaboration
have transformed from face-to-face culture, to a virtual cul-
ture. Through simple engaging tools, employees can harness
the collective intelligence of workforce and seek ideas from
network, as they communicate and work together. Sharing
content and knowledge in real time has never been easier
because it is now possible to use different solutions to col-
laborate globally, anytime, anywhere and with any device.
The thing that attracts researchers and the area of grow-
ing popularity is the use of social media by businesses. A
report from 2012 predicted that there were approximately
1.43 billion social media users, which is an increase of 19.2%
compared to 2011. Businesses are clearly concerned with
this massive usage of social media, since there is still lack
of knowledge and perception about the usage of social me-
dia, especially in context of service innovations. However,
some of the businesses such as Facebook, Twitter or You
Tube, are being represented on social media, and they see



the usage of it as an improvement of communication with
their customers through receiving valuable feedback on
improving business performance (Ng, 2014). Some survey
results proved literature confirming that employers should
acknowledge social networks as an applicable recruitment
tool, particularly between Generation Y and more known
as the “Millennials”. While all participants commonly pre-
ferred electronic methods of job application and recruit-
ment, results indicated that Generation Y respondents use
social networking websites more often than non-Genera-
tion Y respondents. Generation Y is mostly known for their
technological savvy (Ng, 2014). According to the research
encompassing 575 students from 76 schools, 59% of genera-
tion Y students answered that they use social networking
and the Internet on a daily basis. Most of them (85%) used
Facebook in the last month and 99% is looking for a job
through the Internet and about 85% of them use the Inter-
net for communication on a daily basis (Brown, 2009). The
focus should be on “so what?” question, how to identify
the trends and put them into practice. The thing is actually
about social aspect, because it is the human resources issue.
Before all the trends started to take action, there was a lot of
apprehension in the market and among the human resource
experts, for example, blocking of sites so that employees
could not get on Facebook and other social networks. How-
ever, nowadays more and more professionals and leaders
can observe that people collaborate in multiple different
venues to get things done and social is a way for that to
happen. The internal strategies for social networking need
to start mirroring the external strategies pertaining to social
networking. Social can help us to unify the employee profile
or talent profile through social data, it can help get work
done, and there is also the possibility for managers to gain
a more complete view of employee performance through
social feedback (Brown, 2009).

6. THE ANALYSIS OF HOTEL ZIRA HUMAN
RESOURCE MANAGEMENT DEPARTMENT

Hotel systems are characterized by numerous different
and complex activities. Many of those activities are tak-

ing place almost every day and with approximately same
chronology. Exactly day to day management is dealing with
the realization of everyday activities of the systems in hotel
Zira. Basically, daily management represents daily work
planning and daily organization of manager’s work while
doing the settled activities, through its thoughtful under-
standing and operative treatment (work engagement) and
through manager’s relationship with co-workers in exter-
nal and internal surroundings. Qualitative daily manage-
ment importantly brings stability to business processes and
the efficiency of this hotel company (Internal documenta-
tion, “Hotel Zira Belgrade”).

But firstly, let us review the workforce in Zira hotel
from the demographic perspective:

Considering a small-medium- sized, independent hotel,
a wide workforce spectrum does not apply to hotel Zira,
which numbers 96 employees. Despite hospitality indus-
try being characterized with a high turnover rate, human
resource department claims differently. They’ve lowered
their turnover rate, by keeping the best people and treat-
ing them properly. Through developing employee career,
listening to their needs and requirements, and controlling
the compensation and benefits, they have created a pleas-
ant organizational culture inside the hotel, which enables
employees to progress and be satisfied with their accom-
plishments in everyday work. As could be seen from Chart
5, most of the employees are male, aged from 25 to 36, with
5 to 10 years of work experience, and with most of them
working in room and food and beverage division. There is
only one manager inside the human resource department
of hotel Zira and the only one employed within it, cover-
ing all basic aspects of human resource activities, such as
planning of the needed workforce, recruiting and selecting
them, taking care of their time and absence, ensuring that
they are paid on time and retaining and training the right
people for a certain position.

A short questionnaire was designed to check and see
how a manager in the medium-sized hotel, such as Zira
organizes the staff, deals with potential issues and the level
of work satisfaction.

Demographic data of Zira employees
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Fig 1. Demographic information about employees in hotel Zira



1. On what level does human resource management in
hotel Zira create decisions?

Decision level

= Strategic * Tactical

= Day-to-day

= Operational

Fig 2. Decision level of human resource management

An essential part of everyday planning for a human re-
source manager in Zira hotel would simply have to be a
notebook. It is a tool for effective working processes and an
everyday reminder for completing the required tasks and
obligations. Sometimes, decisions are not well-structured
and have to be made instantly, and they are sometimes
structured and constantly repeated. It is important that the
decisions of human resource management are strategically
planned.

As the human resource manager in the hotel Zira is
working beside a director of a hotel in the office, his/her job
tasks may involve helping the director or keeping a record
on almost all the meetings, especially those concerning the
budget and profit at beginning of every month.

2. How do you realize recruiting for hotel Zira?

Recruiting

= Recommendation = Job advertisement

= Job practice fair

Fig 3. Realizing of recruiting in hotel Zira

As for recruitment, there are three ways of choosing the

right employee for the specific job in hotel Zira:

1) Recommendation - It is the most common way of
employment. It involves interviewing the people
who have been sent by someone from the business
community of the hotel industry in Serbia, and it is

the most reliable way of recruitment considering the
current situation in our country. If a trustworthy
person sends a good recommendation to a human
resource hotel manager, it doesn’t necessarily have to
mean that the person shall get the job. There are 2 or
more circles that need to be passed. Firstly, there is
an interview with the human resource manager and
an evaluation of a potential hotel employee, and then
the interview with either the head of the department
or the director depending on a job position and its
relevance.

2) Job practice fair - Another way of low cost select-
ing and recruiting a workforce. There is a 3-4 month
long practice within a hotel and if the trainee showed
well and there is an opening, an employment would
be like a reward, plus it is simple from an orientation
and training perspective since the person is already
familiar with the hotel organization, people, culture
and work itself.

3) Job advertisement - This is the last option for the
hotel Zira human resource department in terms of
recruiting, since it demands a lot of time to look at
all the job applications, select the right ones and in-
terview them.

Since hotel Zira had some bad experiences with the re-
spondents and spent a lot of time talking with non-appro-
priate candidates for the job even if they didn’t meet the job
requirements, they are not publishing ads anymore, or only
in case there is no other option.

3. How high is the level of satisfaction for you as a hu-
man resource manager and your employees?

Level of work satisfaction

= Very high

m Average ® Low

Fig 4. The level of work satisfaction of HR manager and
employees

The main factor leading to a high level of work satisfac-
tion is good communication. According to words of hu-
man resource manager in hotel Zira, employee satisfaction
is based on maintaining the good and constant communica-
tion, especially if there is a problem with other employees or
the tasks and instructions are not clear enough. Developing
the strong connection between the manager and the main
resources — employees, can bring you a competitive advan-
tage, and boost effectiveness of everyday job activities. What
particularly characterize the employees at hotel Zira are



courtesy, professionalism and employee communication
skills. Every employee carries a name tag all the time and
is ready to assist guests and inform them about everything
that may be relevant for them. Employees are characterized
by exceptional patience; they are helpful, possess general
culture and education, but also the required level of infor-
mation, which is essential for business. All staff members
speak English fluently, and a few of them also use another
foreign language. The way in which HR department at hotel
Zira sorts out and manages their employee documents is by
putting them in storage, specially designed for employee
data. It consists of four parts:

1) The blue coloured folder: Collects all the basic data
on an employee. For example: signed job applica-
tion by an employee with the picture attached, basic
information about employees, their address, phone
number is needed, CV, copy of an identification
card, copy of a bank card, copy of a graduation di-
ploma, certification that they’ve not been convicted,
work book, and etc.

2) The yellow coloured folder: Agreements and annexes
to the agreement and everything else that has to do
with the agreements.

3) The green coloured folder: Employment and deploy-
ment documents and all the documentation related
to pension, health and social assurance.

4) The red coloured one: Copy of diplomas, recommen-
dations, punishments, sick leave verification and all
other things that do not concern the other folder’s
content.

4. Need for automation of the business processes in
human resource management for the sake of easier
organization:.

Need for automation

u Very high

u Average u Low

Fig 5. A need for automation of work processes in human
resource department

Although HR department in hotel Zira has established
a good system that is coordinating work in the simplest
possible way, there are still some challenges that manager
is facing. First of all, the update of important information
attached to the employee file, the expiry date of the con-
tract, required benefits, their progress, personal data, etc.
According to the human resource manager, it is important
to make a hotel the place where people feel comfortable,

and the place where they want to be.The process of selecting
the right people is critical for driving favourable business
results, but human resource managers often struggle to get
the right candidate. Therefore, there is a need for quality
modern solutions that provide quick feedback from inter-
viewers, have a checKklist of skills to interview, and nowa-
days, candidates can even submit feedback on a smartphone
or tablet so the manager gets it fresh and on time. The fact
is that an employee faces numerous challenges, such as too
much paperwork, poor communication and busy manag-
ers - all hurting time related to productivity and retention.
Therefore, some kind of modern solution is required that
would guide, connect and develop and help the new em-
ployees to get engaged and become productive. Laying a
firm foundation for a successful career is about making a
new employee feel connected and useful within the shortest
possible time.

7. CLOSING OPINION ON THE RESEARCH

Even though human resource department in hotel Zira
has been operating efficiently up to now, it is crucial to
mention that business processes in contemporary world
are constantly changing and since hotel industry is a robust
growing business, it is important to have an efficient human
resource management system with guiding technology that
will lead the manager trough an employee’s lifecycle. Mod-
ern human resource departments are struggling to find the
technology that would help them to work faster. Therefore,
another main characteristic of modern techniques would
be something like social networking, as an easy way of con-
necting people within the company. In that way, employees
could help them, ask necessary questions and get prompt
response, talk to a mentor or even discover some new ser-
vices and programs that company is ready to launch, ar-
range meetings etc. Perhaps, these are all characteristics of a
large hotel chain, but some of the applications could be ap-
plied to smaller or medium-sized hotels, such as hotel Zira
in Belgrade in order to achieve better work optimization of
human resource department. It is probably just a matter of
time when our hotels are going to implement qualitative
solutions to make faster, better and accurate decisions, but
also to develop human resource department.

8. CONCLUSION

Companies want a unified experience for their leaders
and a big part of that is - mobile. Therefore, it is not about
that unified experience on their lap -top, but the fact that
they could be at their desk and at the same time all the data
is on their tablet when they go to a meeting. In the end,
everything is about the employee and about anticipating
when an employee is going to make a choice about the next
step in his/her career. The company should be able secure
that point in time and be able to move them ahead in the
organization. The thing is that if the company can predict
the evolution of their high performers and if they are prob-
ably going to leave the company, to give them convenience
instead and keep them longer within the organization.What
all of that actually means is that the human resource man-
agement is completely transformed to fully talent pipeline,
from sourcing to succession. The global view stands in the



processes of hiring, boarding, time tracking, compensa-
tion, performance, goals, development, succession, talent
reviews, payroll and the only way to do so is to have the
unified experience for the people and unified experience of
information for the leaders. A work is no longer an office,
but rather a mindset.
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