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ABSTRACT: 

-

-

human resource practices as well as recruitment strategies to attract and retain engaged and 
loyal employees who are ready to create and deliver value to customers. Keywords: 

RESUMEN: -
-
-

-
 

prácticas de recursos humanos, así como en sus estrategias de reclutamiento para atraer y rete-
ner a los empleados leales y dedicados, dispuestos a crear valor para el cliente. Palabras clave: 

.
RESUMO: -

cam às empresas 
-

-
-

determinantes. Os 
-

nas suas pr
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atrair e reter empregados leais e dedicados, dispostos a criar valor para o cliente. Palavras-cha-
ve: 

generally recognised that the success of  a tourism organisation lies to 

-

-

and loyalty (Pfeffer, 1994). This is why tourism companies must ensure 
-
-

-

-
ganisational performance.

-
-
-

the study on differential effects of  individual, organisational, and na-

LITERATURE REVIEW

-

important research area in economics. The main reason for this growing 
-
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organisation evolve over time into mutual commitments if  the parties 

-
ers. Employees who receive economic and socioemotional resources 

-
-

is through devoting cognitive, emotional, and physical resources in the 
-

ences important organisational outcomes.

employee satisfaction in tourism leads directly or indirectly to positive 

-

the last decade among operational and managerial employees in Eu-
rope, Asia, Australia, Africa and America.

-

-

-

-

-
-

-
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Table 1. Consequences of  job satisfaction in the tourism industry – 
empirical studies

Researchers Field of  activity Country Respondents Consequences

industry
frontline          
employees

organisational          
commitment

Wang, & Li
catering industry, 
travel industry 
(inter alia)

employees organisational             

(individual and            
organisational levels)

hospitality           
industry

United employees,        
customers and 
managers

customer satisfaction

hospitality            
industry

Thailand employees at 
operational and 
management level

employee retention

Hancer, 
restaurant             
industry

United contact employees 
and customers

customers’ perceived 

hospitality            
industry

customer-contact 
employees and 
managers

organisational              

hospitality            
industry

Taiwan employees organisational            
performance

hospitality          
industry

-
roon

full-time frontline 
employees

service recovery         
performance

recreation           
industry

United part-time student 
employees

turnover intention

hospitality           
industry

customer contact 
employees

organisational          
commitment

customer service

Liao, Hu, & hospitality            
industry

Taiwan frontline employ-
ees

organisational           
commitment

& Johnson
fast food               
industry

United employees in cus-
tomer service po-
sitions

counterproduc-

(interpersonal and  
organisational levels)

air transport            
industry

service recovery        
performance

& Theocharous

hospitality                
industry

full-time employees turnover intention
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-

it is essential for tourism enterprises to fully comprehend factors that 

-
-

out in 2010 and it covered nearly 44000 respondents from 34 countries 

-

of  the target population, which comprised all residents aged 15 or older 
who were in employment at the time of  the survey (Eurofound, 2012).

Additional sources of  secondary data were Eurostat statistics and 

impact of  travel and tourism. The major focus was on macroeconom-
-

-

-

agency and tour operator reservation services, creative, arts and enter-
-

ties represent three sections: I – accommodation and food service ac-

entertainment and recreation (Eurostat, 2008). Persons employed (and 
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Variable Category Value

Female 52.4

Age

Primary

Tertiary 18.8

4.0

19.9
Paid employment
Other 3.0

Temporary contract

Other 0.9

8.5
48.4

Elementary occupations
Other 4.1

Private
9.4

Other 4.0

9.3
Large 2.8

I – accommodation and food service activities 81.4

R – arts, entertainment and recreation 12.9
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-

organisation – on multi-item scales. Participants used 5-point scale to 
-

-

-

-
-

-

Table 3. Variable means, standard deviations, and correlations

Variable Mean
Standard 
deviation

Correlations

1. 2. 3. 4.

1.10

3.99 .80 .38**

3. Economic value 3.21 .95 .31**

3.81 .49** .39**

5. Development value 2.58 1.19 .33** .33** .31**



-

individual: gender, age, level of  education, tenure, employment 

organisational: sector, company size, type of  economic activity 

The general conclusion from the analysis is that the majority of  four-
-

The largest differences in means were found for education level, T&T 

individual characteristics yielding the highest differential effect, particu-
larly employment status, age, and tenure of  participants. Economic value 

-

of  education, occupation type, and age of  respondents.
-

-

highly educated, self-employed, occupying managerial positions and 
-

rior employer with regard to all dimensions under study. Tourism em-
ployees in tourism-dependent economies tended to rate their overall 

It is noteworthy that the largest differences in means were identi-



Table 4. Differential effects of  individual factors on well-being at 
work in tourism

Variable
Job satisfaction Job content Economic value Social value Development value

Mean F/t-value Mean F/t-value Mean F/t-value Mean F/t-value Mean F/t-value

Female

-0.334
4.03 a

 a

 a

 a

3.024**

3.83

-1.055
 a

2.48 a

4.442**

Age
29 and less
30 – 39
40 – 49
50 and more

 a

 a

5.324**

3.99 ade

4.14
4.25 ce

3.12
 a

3.25
 c

3.949**

 c

 a

3.90

 a

 c

14.993**

Level of  education
Primary

Tertiary

3.42
 ac

3.89

13.118**

 a

4.10 a

5.083**
3.09 a

3.19
3.35

3.81 a

2.08
2.55 ac

2.89

32.153**

Tenure
0 – 1
2 – 5

11 and more

 a

3.81

3.83
3.91 cd

4.13 ac

4.24

3.00
3.20 ade

3.38 ce

19.832**

 cd

3.89 ac

3.93

11.848**
2.55

2.54

1.041

Employment status

Paid employment
3.91 a

 a

4.290**
4.40 a

3.89 a

15.250**
3.52 a

3.14 a

8.218**
3.89 a

 a

3.015**
2.89 a

2.52 a

Employment contract

Temporary contract 3.55 a

3.42

 a

20.855**

2.82 a

2.98

40.525**
3.81

2.45 ac

2.20

18.180**

Occupation type

Operational

 a

 a

8.588**
4.24 a

 a

3.45 a

3.09 a

9.310**
3.91 a

 a

2.99 a

 a
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Table 5. Differential effects of  organisational factors on well-being at 
work in tourism.

Variable
Job satisfaction Job content Economic value Social value Development value

Mean F/t-value Mean F/t-value Mean F/t-value Mean F/t-value Mean F/t-value

Private  a

 a

 a

4.21 a

3.20 a

3.39 a

-3.083**
 a

3.95 a

2.54 a

 a

-3.821**

Large

4.05
3.89 a

3.94
4.13 a

3.21
3.22
3.22
3.40

3.81 2.53 a

2.90 a

I – accommodation 
and food service        
activities

and support service 
activities
R – arts, entertain-
ment and recreation

3.90 a

22.814**
3.95 

 a

 a

3.33

3.39 a

 a

3.90

4.00 a

15.823**
2.51

2.82 a

2.94

21.313**

Table 6. Differential effects of  national factors on well-being at work 
in tourism.

Variable
Job satisfaction Job content Economic value Social value Development value

Mean t-value Mean t-value Mean t-value Mean t-value Mean t-value

Low
High

3.55 a

 a

4.00
4.02

3.08 a

 a

 a

 a

2.50 a

 a

Unemployment rate
Low
High

3.94 a

 a

4.05 a

 a

2.519*
 a

3.12 a

3.90 a

 a

 a

2.48 a

3.400**

Low
High

3.98 a

3.55 a

10.155**

3.99
3.99

3.33 a

3.13 a

3.91 a

 a

 a

 a

5.149**

to employment
Low
High

3.84 a

 a

3.93 a

4.04 a

-3.285**

 a

 a

3.82
3.80

 a

2.48 a

4.104**
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-

identify differential effects of  individual, organisational, and national 

The results revealed that individual characteristics of  participants 
-

-

-

The analysis showed that although individual factors affected overall 

The relatively less important role of  individual characteristics, in com-
-

-

-

stemming from them. If  they understand factors having differential effects 

strategies and practices to attract and retain highly performing employees 
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contemporary tourism enterprises in the process of  attracting human 
-
-

ers in the tourism industry. Findings add to the understanding of  the 

practices as well as recruitment strategies to attract and retain engaged 
and loyal employees who are ready to deliver value to customers and 

-
-

-
agnosed relationships. The inclusion of  the results of  previous waves 

of  tourism employees over time.

-

-
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-
, (2), 111–124.

-
-

tage. , 
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-
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