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SUHGJRYRU

.QMLJD ABRVORYDQMH KRWHOVNRJD RGMHOD VPMH&aW
VWXGHQWLPD 6YHXpLOLAQRJIJD GLSORPVNRJ VWXGLMD
XIJRVWLWHOMVWYX3 RGQRVQR ]D SRWUHEH NROHJLMEL
WLP RVLP ]D QMLKRYH SRWUHEH XGAaEHQLN PRAaH SR
NRML VX X REUD]JRYQRP SURFHVX XpHQLFL VUHGQML¥
VWUXpQLK SUHGGLSORPVNLK LOL VSHFLMDOLVWLpPNLY}
REUD]JRYDQMD LOL NUR] UDGQL RGQRV YH]DQL X] KR!
X] RGMHO VPMHaAWDMD

'RVDGDEQMH ]QDQVWYHQR VWUXpQH VSR]QDMH QD SR
S5HSXEOLNH +UYDWVNH XSXiXMX QD ]JDNOMXpDN R QH
NRMD VH NRULVWL X REUDJRYQLP LQVWLWXFLMDPD KR
QLFD VWYDUD UHDOQL RSWLPL]DP GD GH NQMLJD SR\
QXWLP NRULVQLFLPD WH GRSULQMHWL FMHORYLWLMF
MHGQRJD RG QDMYDAQLMLK RGMHOD X KRWHOX X NRI
VORYQLK SULKRGD

BWUXNWXUD JUDYH NRMD MH REUDYHQD X NQML]L W
JLPNRJD SODQLUDQMD RUJDQL]JLUDQMD L L]YU&ADYDOQ!
YH]DQLK X] SRVORYDQMH KRWHOVNRJD RGMHOD VPMH

8 XYRGQRP GLMHOX XGAEHQLND PHYyXWLP ELOR MH
YUVWH KRWHOD WH RGUHGLWL NRMH VX QDMYDAaQLMt}
WUHEDMX SUXAaLWL X KRWHOX 8SUDYR VX YUVWD WLS
WHUPLQDQWH NRMH 0H XYMHWRYDWL RUJDQL]DFLMVN
RGMHOD VPMH&GWDMD XQXWDU KRWHOD

8 QDVWDYNX NQMLJH VYDNR REUDYHQR SRJODYOMH ¢
QMD JRVWLMX X KRWHOX RG PDUNHWLQJD L SURGDME
SULMDPD L SULMDYH JRVWLMX SRVORYD ]D YULMHPH
YH L LVSUDUDMD JRVWLMX L] KRWHOD

2VLP SRJODYOMD R ]DAWLWL LPRYLQH JRVWLMX L ]D
REUDYHQD SRJODYOMD R XSUDYOMDQMX OMXGVNLP S
QLP UH]XOWDWRP RGMHOD VPMHaAWDMD D NDR SRVHE
SRJODYOMH NRMH VH RGQRVL QD SRVORYDQMH KRWH(

7HPHOMQD VWUDWHAND RGUHGQLFD GD VH X NQMLI]L |
WHJUDOQD KRWHOVND FMHOLQD NRMX RUJDQL]DFLMYV
L RGJRYRUQL ]D RVQRYQX MHGLQLFX VPMHAWDMD JR
SRNX4DQR KRWHOVNRP GRPDULQVWYX YUDWLWL GLJQ]
NYR SROD]LAWH QDURpPLWR MH ]QDpDMQR DNR VH ]QI
YUOR ULMHWNR RSLVDQR L LVWUD&AHQR NDR ]DVHEQD
QDSLVDQH X SRVOMHGQMLK WULGHVHW JRGLQD QD KU

SRVHEQD ]DKYDOD SULSDGD UHFHQ]JHQWLPD NQMLJH S
GU VF =GHQNX &HURYLUX NRML VX VYRMLP NRQVWUXI
PD L XSXWDPD NROQOWLQXLUDQR XVPMHUDYDOL QDVWDQ
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BUYR SRJODYOMH XGAEHQLND LPD ]DGDuUX XYHVWL pLV
VWDQMD KRWHOLMHUVWYD V SRVHEQLP QDJODVNRP Q
SULND] SRVWRMHULK VNXSLQD L YUVWD XJRVWLWHOM!'
utH GD VH pLWDWHOMX QD SULNODGDQ QDpLQ SUH]HQV
SUYHQVWYHQR QD NRULAWHQMX RGUHGEL SURSLVDQH
NRQD L SUDYLOQLND 8 RYLVQRVWL RG YUVWH VPMHa
VH L HYHQWXDOQL UDG VYDNRJD SRMHGLQFD X RGMHO
NDUDNWHULVWLNDPD WLK VPMHaAWDMQLK REMHNDWD

]QDMX WHPHOMQH NDUDNWHULVWLNH SRMHGLQH YUVW

1.1.Razvrstavanje ugostiteljskih objekata

2 G U H G E,Bdk@nha o ugostiteljskoj djelatnosti“,! VYL XIJRVWLWHOMYNL
BHSXEOLFL +UYDWVNRM V REJLURP QD YUVWX XJRVWL
SUXADMXY UVWDYDMX VH X WOIANDP VNXSLQD
hoteli
NDPSRYL
RVWDOL XJRVWLWHOMVNL REMHNWL ]D VPMH&a&WDN
UHVWRUDQL
EDURYL
6. catering REMHNWL
REMHNWL MHGQRVWDYQLK XVOXJD

60OLND Skupine ugostiteljskih objekata

IDURGQH QRYLQH EU



3ROD]HUL RG QDpLQD XVOXAaLYDQMD L SUHWHALWRVWL
XIJRVWLWHOMVNL REMHNWULDLY QWY BI'GHNDL KV N NXX SLRQVDH (
3RMHGLQH YUVWH XJRVWLWHOMVNRJD REMHNWD PRJX
PD VH XJRVWLWHOMVNH XVOXJH SUXaDMX VDPR RGUHY
NOXED

OLQLVWDU QDGOHADQ ]D WXUL]DP SUDYLOQLNRP SURS

YUVWH XJRVWLWHOMVNLK REMHNDWD XQXWDU VN
XIRVWLWHOKIMNNRMH VH PRUDMX L RQH NRMH VH
GLQRM YUVWL XJRVWLWHOMVNRJD REMHNWD WH

YUVWH XIJRVWLWHOMVNLK REMHNDWD NRMH PRJX

6 RE]JLURP QD WHPX NRMD VH X RYRP XGAEHQLNX REL
VPMHaAWDMD QD VOLKURYVWSUWLHNDYDQL WEMHNWL 1D VE
HOTELI NRML VH VXNODGQR REYH]QLP XIRYW\LWEOMWN
GHVHW YUVWD.

60LND Vrste smjeStajnih objekata iz skupine HOTELI

+RWHO EDAWLONMHIREMHNW X NRMHP VH JRVWLPD SU
AWDMD L GRUXpND +RWHO EDAWLQD PRUD ELWL X SU
MHVQLP UXUDOQR XUEDQLP VWUXNWXUDPD L JUDVHY
WUDGLFLMVNL QDpLQ +RWHO EDAWLQD MH IXQNFLRQI
MHGQD LOL GYLMH JUDYHYLQH 6YDND JUDYHYLQD LOL
XOD] KRULJRQWDOQH L YHUWLNDOQH NRPXQLNDFLMH
SUX&4&DMX XJRVWLWHOMVNH XVOXJH PRJX ELWL RGYRN
ALQRP 8 XJRVWLWHOMVNH VDGU&DMH UHFHSFLMD \
SULSUHPX L XVOXA4LYDQMH MHOD SLUD L QDSLWDND L
QR L] YDQMVNRJ SURVWRUD +RWHO EDAWLQD PRUD L
VPMHAWDMQH MHGLQLFH ]DMHGQLpNL VDQLWDUQL pY

SUDYLRORQ@INYUVWDYDQMX NDWHJRUL]DFLML L SRVHEQLP VWDQG
VNXSLQH +27(/, 1DURGQH QRYLQH EU



X IXQNFLML WXULVWLpNH SRWUR&AQMH 6PMHAWDMQH
VREH RELWHOMVNH VREH L KRWHOVNL DSDUWPDQL

.DR @&4WR VH PR&H ]DNOMXpLWL L] WDEOLFH X VUS(
+UYDWVNRM ELOD VX UHJLVWULUDQD VDPR WUL KRWH

7TDEOLFBPRWHOL EHe@tage) Q Republici Hrvatskoj

Rbr

Broj smjestajnih jedinica
Ime hotela Mjesto Obiteljskih | Hotelskih Kreveta
Soba Ukupno

soba apartmana

'LQH KRWHO O/HRaleJ KHW WL

3DODFH 6XLWHWSO|LW

/D *ULVD Bale

Ukupno 37 0 3 40 77

, JIYRU A3RSLV NDWHJIRUL]JLUDQLK WXULVWLPNLK REMHNDWD X 5HSXE
+UYDWVNH VWDQMH VUSQMD J

2. Difuzni hotel MH REMHNW X NRMHP VH JRVWLPD SUX&DMX
UXpND 'LIX]QL KRWHO PRUD ELWL X SUHWHALWR VWL
UDOQR XUEDQLP VWUXNWXUDPD L JUDYyHYLQDPD XUH
QDpLQ 'LIX]QL KRWHO MH IXQNFLRQDOQD FMHOLQD N
GLMHORYD JUDYHYLQD XNORSOMHQLK X ORNDOQX VU
MHGQRJD QDVHOMD 6YDND JUDJyHYLQD LOL GLR JUDY
KRULJRQWDOQH L YHUWLNDOQH NRPXQLNDFLMH *UDJyt
PRJX ELWL UDVSURVWUDQMHQL SR FLMHORP QDVHOM X
8JRVWLWHOMVNL VDGUADML X NRMLPD VH SUXA4DMX X
YRMHQL MDYQRP LOL ]DMHGQLpPNRP SRYUELQRP 8 XJR
VPMHAWDMQH MHGLQLFH VDGU&DML ]D SULSUHPX L X
GUXJR PR&H VH XOD]JLWL QHSRVUHGQR L] YDQMVNRJ
LPDWL SULMDPQL KRO V UHFHSFLMRP ]DMHGQLpPNX S
MHGLQLFH ]DMHGQLpPNL VDQLWDUQL pYRU D PRA&H L
WXULVWLPNH SRWUR4AQMH 6PMHAWDMQH MHGLQLFH X
RELWHOMVNH VREH KRWHOVNL DSDUWPDQL VWXGLR

8 SHSXEOLFL +tUYDWVNRM GR VUSQMD JRGLQH SR
KRWH@5DAMMRIHYLXD3RODKWLE NDSDFLWHWD VWXGLR DS
NUHYHWD



',)8=1, 5%$635a(1l, +2(fa/albergo diffuso, albergo disperso,

engl. scattered hote) A WHUPLQ NRML MH SUYL SXW XSRWULM
D RVPLVOIGrandddlo MéllAra GRFHQW PDUNHWLQJD X WXUL
RYRP NRQFHSWX URGLOD VH V FLOMHP GD VH HNRQR|
UD]JYRM PDQMLK XUEDQLK VUHGLQD NRMH VX VOLMH
MHQH D VWDQRY QL aWAhRrgY Hiffis&G WHHO X1 DWIDNOYRRP NR QW H
QH VDPR SRQXGLR VSHFL,pDQ WXULVWLpPpNL NDSDFLV
NW SRNUHQXR pLWDY QL] GUXJLK SRGX]HWQLPpNLK D!
LMH ORNDOQLK ]DQDWD ORNDOQH SURL]JYRGQMH N
GMHODWQRVWL 6YH RQH VX QD XVOX]L WXULVWLPD
3UYH XVSMH&GQH UHDOL]DFLMH GRJRGLOH VX VH L
6DUGLQLML D QDNRQ WRJD VH RYDM LQRYDWLYQL P
, WDOLMRP %URM VRED X RYRM YUVWL KRWHOD QH

UDIQLK GLMHORYD KRWHOD QH VPLMH ELWL YHUD RC
VWDYOMHQH QD UDVSRODJDQMH YODVQLNX KRWHOD

MH PRIXUQRVW VXAaLYRWD V ORNDOQLP VWDQRYQLaAW"
DGHNYDWQD |]D QDSXaWHQD QDVHOMD 3RND]DOR VH
MD DGHNYDWDQ |D PDQMH JUDGRYH L PMHVWD WH EI
MH]JUH ,PD GYLMH SUHGQRVWL VSUDP GUXJLK YHU
HOD 3UYD MH GD NRULVWL SUHGQRVWL L] UD]JOLpLWI
L RQRJD Nbed @ breakfast, VREH DSDUWKDQLSUHGQRVW |
LOQWHJULUDQRVW SURVWRUD KRWHOD L JUDGD WH Q
ORNDOQRJ VWDQRYQLaAaWYD 2YDNDY NRQFHSW WXULI]
QD MH D¢UPDFLMD ORNDOQRJ LGHQWLWHWD 7R MH KF
SURVWRU JUDGD NRULVWHUGL |]D VYRMH IXQNFLRQLU
NRMH VX UHODWLYQR EOL]X MHGQD GUXJRM =DMHGQ
RGMHO UHVWRUDQ L RVWDOL |IDMHGQLpNL SURVWRUI
WH pLQH MH]JUX KRWHOD 6PMHAWDMQL NDSDFLWHW
X QHSRVUHGQRM EOL]LQL QD PDNVLPDOQRM XGDOMHI
VH UHDOL]J]LUDR RYDNDY KRWHO QLMH SRWUHEQR QL
WL SRVWRMHUH QHLVNRULaAWHQH NDSDFLWHWH 2YD
SURYXpHQD NUR] IDNRQH L SODQRYH UDYQRSUDYQR
XJRVWLWH O Mivergy dffusdaRGRIEBLR MH SUYX QDJUDGX 81'3 I
Nation Development Programm X % XGLPSH&aWL J NDR QDMN
LOQRYDWLYQD SRGX]HWQLpPpND LGHMD D PQRJH UHDOL]
(XURSVNH XQLMH

3. Hotel MH REMHNW X NRMHP VH JRVWLPD SUX&DMX XV
+RWHO MH IXQNFLRQDOQD FMHOLQD VD ]DVHEQLP XOTC
NRPXQLNDFLMDPD NRMX pLQL GLR JWIHNHWLLEQH p HWHIGLQ.D
JHYLSRIYH]DQH ]JDWYRUHQRP YH]RP 5HFHSFLMD L REY
4DML ]D SULSUHPX L XVOX4LYDQMH MHOD SLuD L QDS
X JUDYHYLQL X NRMRM VH QH QDOD]H VPMHAWDMQH M



+RWHO PRUD LPDWL
SULMDPQL KRO V UHFHSFLMRP
VPMHAWDMQH MHGLQLFH

UHVWRUDQ

WRPLRQLN L

]JDMHGQLPNL VDQLWDUQL pYRU ]D JRVWH

6PMHEWDMQH MHGLQLFH X KRWHOX PRJX ELWL

Z VREH
Z RELWHOMVNH VREH L
Z KRWHOVNL DSDUWPDQL

+RWHRAH LPDWIY LAH WUL DI REYRMHQH FMHOLQH XQ
RQDOQH FMHOLQH KRWHOD D X SRVWRMHULP REMHN
EURMD GHSDQGDQVL 8 GHSDQGDQVDPD QRYRJ REMHI
FLWHW QH VPLMH ELWL YHiUL RG NDSDFLWHWD X JOD
VH SUX&DMX XVOXJH VPMHAWDMD D XVOXJH GRUXpNI
KRWHOX 8 GHSDQGDQVL VPMHAWDMQH MHGLQLFH PR
KRWHOVNL DSDUWPDQL

4. Aparthotel MH REMHNW X NRMHPX VH JRVWLPD SUX&DM)
UXpND $SDUWKRWHO MH IXQNFLRQDOQD FMHOLQD VD
YHUWLNDOQLP NRPXQLNDFLMDPD NRMX pLQL GLR JUDY
PHWLUL JUDYHYLQH SRYH]DQH ]JDWYRUHQRP YH]JRP 5H
VNL VDGU&DML ]D SULSUHPX L XVOXA4LYDQMH MHOD
PRJX VH QDOD]JLWL X JUDYHYLQL X NRMRM VH QH QDOI

$SDUWKRWHO PRUD LPDWL

SULMDPQL KRO V UHFHSFLMRP
VPMHAWDMQH MHGLQLFEH

UHVWRUDQ

WRPLRQLN L

]JDMHGQLpPNL VDQLWDUQL pYRU ]D JRVWH

6PMHAWDMQH MHGLQLFH X DSDUWKRWHOX PRJX ELWL

Z VREH
Z VWXGLR DSDUWPDQL L
Z DSDUWPDQL

8 DS DUW KROWHPMX) M H VPMHAWDMQLK MHGLQLFD PR
VWXGLR DSXONRMDRD. JRVW PRAaH VDP SULSUHPDWL L N

$SDUWKRWHO PR&H LPDWL QNDRLREYRMHQ@H FMHOLQ'
IXQNFLRQDOQH FMHOLQH DSDUWKRWHOD D X SRVWRM
QR VWDQMH EURMD GHSDQGDQVL 8 GHSDQGDQVDPD Q
QL NDSDFLWHW QH VPLMH ELWL YHUL RG NDSDFLWHWD
SDQGDQVL VH SUX&DMX XVOXJH VPMHAWDMD D XVOXJ
XVOXJH SUX4&DMX VH X DSDUWKRWHOX 8 GHSDQGDQVL

N NN NN

N N NNN



VREH VWXGLR DSDUWPDQL L DSDUWPDQL 8 GHSDQGD
MHGLQLFD PRUDMX ELWL VWXGLR DSDUWPDQL L LOL D

7TXULVWLPNMH) REMBINW X NRMHPX VH JRVWLPD SUXa
GRUXpND L UHNUHDFLMH 7XULVWLPpNR QDVHOMH MH |
VDPRVWDOQLK JUDYHYLQD X NRMLPD VX UHFHSFLMD V
L GUXJL VDGUADML 7XULVWLPNLP QDVHOMHP X FMHO
WXULVWLPpNLP QDVHOMHP

7XULVWLPNR QDVHOMH PRUD LPDWL
SULMDPQL KRO V UHFHSFLMRP
VPMHAWDMQH MHGLQLFH

UHVWRUDQ

WRPLRQLN

]JDMHGQLpPNL VDQLWDUQL pYRU ]D JRVWH L
VDGU&DMH ]D UHNUHDFLMX

6PMHAWDMQH MHGLQLFH X WXULVWLPpNRP QDVHOMX P
VREH

RELWHOMVNH VREH

KRWHOVNL DSDUWPDQL

VWXGLR DSDUWPDQL L

DSDUWPDQL

8QOXWDWWH WXULVWLPpNR QDVHOMH PRJX VH SURVWRU
WHOMVNLK REMHNDWD ]D VPMHaAWDM LVWRJD XJRVWL
SULPMHQRP SURSLVD NRML VH QD QMLK RGQRVH

6DPRVWDOQH XUNRMYPDHVH QDOD]H VPMHAWDMQH MH
QDVHOMX PRJX kvrkbr@drin Yid>Wirha

Z EXQJDORY

Z SDYLOMRQ

Z YLOD L VO

L NDR WDNYH RJOD&ADYDWL L LVWLFDWL X FMHQLFLPD

TXULVWLpNL MIORENENW X NRMHP VH JRVWLPD SUXAalI
X VPMHAWDMQLP MHGLQLFDPD X NRMLPD JRVW PRaH VDO
7TXULVWLPpNL DSDUWPDQL VX IXQNFLRQDOQD FMHOLQD |
MHGQRM LOL YL&H VDPRVWRMHULK JUDYHYLQD NRMLPD

7TXULVWLpNL DSDUWPDQL PRUDMX LPDWL

UHFHSFLMX

VPMHAWDMQH MHGLQLFH L

JDMHGQLpNL VDQLWDUQL pYRU ]D JRVWH
6PMHEAWDMQH MHGLQLFH X WXULVWLpPpNLP DSDUWF
VWXGLR DSDUWPDQL L

DSDUWPDQL

N NNNNN

N NN NN

N NNNNN



7. Pansion MH REMHNW X NRMHPX VH JRVWLPD SUXA&DMX
KUDQRP 3DQVLRQ MH IXQNFLRQDOQD FMHOLQD VD ]D
L YHUWLNDOQLP NRPXQLNDFLMDPD NRMX pLQL GLR JU
PQR SRVWRMHiUL REMHNW PR&H VH VDVWRMDWL RG Y|

3DQVLRQ PRUD LPDWL
Z UHFHSFLMX
Z VPMH&AWDMQH MHGLQLFH
Z UHVWRUDQ L
Z ]DMHGQLpPNL VDQLWDUQL pYRU ]D JRVWH

6PMHAWDMQH MHGLQLFH X SDQVLRQX PRJX ELWL
Z VREH
Z RELWHOMVNH VREH L
Z KRWHOVNL DSDUWPDQL

8JRVWLWBGWM¥MDIML ]D SULSUHPX L XVOXALYDQMH MHOI
VPMHaAWHQL L X JUDYyHYLQL NRMD VH QDOD]JL X QHSRV
NRMRM VH QDOD]H VPMH&AWDMQH MHGLQLFH

JQWHJUDOQL KRVMHOREMHNWHXINRMHP XJRVWLWHOM
AWDMD L GRUXpND X ]DMHGQLpNLP VDGU&DMLPD VYR
REMHNWLPD GUXJLK XJRVWLWHOMD L LOL L]QDMPOML
QMH ,QWHJUDOQL KRWHO MH IXQNFLRQDOQD FMHOLQ
JUDYHYLQD QD SRGUXpMX MHGQRJ QDVHOMD *UDVHYL
PRJX ELWL UDVSURVWUDQMHQL SR FLMHORP QDVHOM
QD 8JRVWLWHOMVNL VDGUADML X NRMLPD VH SUXA&DI
RGYRMHQL MDYQRP LOL |DMHGQLpNRP SRYUALQRP 8 >
XOD]LWL QHSRVUHGQR L] YDQMVNRJ SURVWRUD

,QWHJUDOQL KRWHO PRUD LPDWL VOMHGHUH XJRVWLW
WHOMVNLK XVOXJD

]JDMHG QIDDANWHADMH ]|D SULMDP JRVWD SULMDPQL KF
ULMX ]D ERUDYDN

]JDMHG QIDDAONWHADMH ]D SULSUHPX L XVOXaLYDQMH G
UHVWRUDQ EODJRYDRQLFX WRPLRQLN LOL RPR
UXpND SLUD L QDSLWDND X SUHWKRGQR NDWHJR!
OMD LOL GUXJLK XJRVWLWHOMD

]IDMHG®DNWDUQL pYRU X] VDGUADMH ]D SULMDP
UXpND SLiUD L QDSLWDND

REMH®PWH MHAWDM NRML VX SUHWKRGQR NDWHJR
RGYRMHQH JUDYyHYLQH REMHNWL XJRVWLWHOMD
VWLWHOMD L LOL LIQDMPOMLYDpD



2EM
YDa

HNWL ]D SUXaDQMH XVOXJD VPMHAWDMD GRUXDpPN
HiH UMH&A&HQMH ]D QHNL RG VOMHGHULK REMHNDWI

XNRMLPD VH SUXaDMXVRXRVIWLWHO RVNR/ WD RSD
X GRPDULQVWYX

LMNXSBEQWWDOL XJRVWLWHOMVNL REMHNWL ]D VPI
VH R]QDpDYDMX ]YMH]GLFDPD

L] VNXSEQDWRADOQURYL:3

8JRVWLWHOM NRML SRVOXMH LQWHJUDOQLP KRWHORF

UHFHSBILMMDP L RGMDYD JRVWD QDSODWD ERUD
LQIRUPDFLMH L GUXJR

VPMHAWDMD X REMHNWLPD |]D VPMHAWDM
QDSODWH VPMHAWDMD L RVWDOLK XVOXJD
]JDMHGQLPNRJ QDVWXSD QD WU&LAWX
GRUXpND

RGU&ADYDQMD RNROLAD L JUDYHYLQD
pLAGHQMD JUDYHYLQD

SUDQMD SRVWHOMLQH UXpQLND L VOLpPQRJ L
RVWDOH XVOXJH SR SRWUHEL

6YDNRVW LQWHIJUDOQRJD KRWHOD PRUD ELWL SU
8 WDEOLFL SULND]DQL VX LQWHJUDOQL KRWHO

7D E O L Ri@egralni hoteli u Republici Hrvatskoj

. Okﬁiekti iz skupine ,Druge vrste
2EMHNWL X GRPDULQVWYX . S
ugostiteljskih objekata za smjestaj*
Ime hotela Kreveta
Studio .XUuD |D Sobaza Studio
Soba | Apartman - TS | Apartman
apartman | odmor | iznajmljivanje apartman

=LJ=D]

=DJUH[E

Srce
prirode

5LEQLI|N
.DOPRWD

Island

Resort

.RORpPHS

Hedera

Estate
'XEURYIQLN
Domino

=DJUH[E
Ukupno 5 2 - - 167 11 2 382
,]JYRU A3RSLV NDWHJIRUL]JLUDQLK WXULVWLPpNLK REMHNDWD X 5HSXE

+UYDWVNH VWDQMH VUSQMD J



IMHpLOLAQWHYIXQNELRQDOQD FMHOLQD X NRMRM ]G
GUXJD SUDYQD LOL ¢JLPND RVRED NRMD VH EDYL ]GU
XJRVWLWHOMVNH XVOXJH X YUVWL L] VNXSLQH A+RWH
OMHpPKRWAQLEDAWLQD
OMHpbOILAQL
OMHpPRODHQLK RW H O
OMHpMOLAQRNLPNR QDVHOMH
OMHpWOUAQWLpNL DSDUWPDQL
OMHpPEDQHQRQ
OMHpEODLEAQLI KRWHO
OMHpPLOWEQLUDOQL KRWHO

UVWH OMHpLOLAQL KRWHO L OMHpLOL&@QL DSDUWKRW

,] WDEOLFH YLGOMLYR MH GD VX X VUSQMX J D
ELOD UHJLVWULUDQD VDPR GYD KRWHOD NDR OMHpPLO

N NNNNNN

N

7TDEOLF/MHpPpLOLEQL KRWHOL X 5HSXEOLFL +UYDWVNRM

Broj smjestajnih jedinica
Ime hotela Soba | Obiteljskih | Hotelskih Studio Ukupno | Kreveta

Apartmana
soba apartmana | apartmana

Termal 'DUXYDU

Dioklecijan hotel

& residence
6SOLW
Ukupno 216 0 5 0 0 221 402
, ]JYRU A3RSLV NDWHJIJRUL]JLUDQLK WXULVWLPpNLK REMHNDWD X 5HSXE!
+UYDWVNH VWDQMH VUSQMD J

10. Hoteli posebnog standarda VX IXQNFLRQDOQH FMHOLQH X NR
LVWH XVOXJH NDR X YUVWL KRWHO NDWHJRULMH 1Y
SRVHEQLP |[DKWMHYLPD JRVWD +RWHOL SRAIKEQRJ VYV
friendy PRJX LPDWL GHSDQGDQVH

8JRVWLWHOM PRAH QD RGUHYHQRP SURVWRUX XQXW
FLMDOQRJD QDJLYD QSU AUHVRUW: L VO LPDWL YLA&}t
YUVWH A3DQVLRQ2* L VNXSLQH A2VWDOL XJRVWLWHOM
JRULMH R]QDpDYDMX ]JYMH]GLFDPD

.DWHJRUL]JLUDQRP REMHNWX NRML LPD GRGDWQH VD
YyDMH L XVOXJH SULODJRYHQH SRVHEQLP ]DKWMHYLPD
QL VWDQGDUGL



9UVWH SRVHEQLK VWDQGDUGD VX

BUSINESS SRVORYQL

MEETINGS ]D VDVWDQNH

&21*5(66 NRQJUHVQL

&/8%NOXE

&$6,12NDVLQR

HOLIDAY RESORT RGPRULAQL

&2%$6%/ +2/,'$< 5(6257 SULREDOQL RGPRUL&AQL
FAMILY RELWHOMVNL

SMALL & FRIENDLY PDOL L SULMDWHOMVNL
6(1,25 &,7,=(11® VWDULMH RVREH
HEALTH & FITNESS JGUDYOMH L ¢WQHVYV
WELLNESS

',9,1* &/8%RQLODpPNL NOXE

MOTEL PRWHO

SKI VNL

ZA OSOBE S INVALIDITETOM

BIKE ]D ELFLNOLVWH

3RVHEQL VWDQGDUG PRaH VH XWYUGLWL |]D YUVWH
KRWHO EDaAWLQD KHULWDJH
GLIX]QL KRWHO
hotel
DSDUWKRWHO
WXULVWLpPpNR QDVHOMH
WXULVWLpNL DSDUWPDQL L
LQWHJUDOQL KRWHO XGUXaHQL

SRVHBEQUDQGDUG ]D REMHNW XWYUyXMH VH QD ]DKWM
PRAH LPDWILY LaH pHWLUL YUVWH 2EMHNW IPFRUD LVYS X Q
XYMHWH SURSLVDQH 3UDYLOQLNRP ]D VYDNX YUVWX S
WLPD NRML VX LVWRYMHWQL ]D YL&AH SRVHEQLK VWDQ

8 WDEOLFDPD L D SUHPD SRGDFLPDB WY RWYWRMW
X VUSQMX JRGLQH XNXSQR KRWHOD LVNRULVWI
RG SRQXYyHQLK SRVHEQLK VWDQGDUGD

A3RSLVY NDWHJRUL]JLUDQLK WXULVWLpNLK REMHNDWD X 5HSXEOLF



7D E O L FABegled ukupnog broja posebnih standarda

%URM SRIVHEQLK
5EU 3RVHEQL VWDQGDUG
VWDQGDUGD

Congress NRQJUHVQL
Meetings ]|D VDVWDQNH
Family RELWHOMVNL
+HDOWK (WQHVV JGUDYOMH L ¢WQHV
Wellness

Business SRVORYQL
Holiday resot RGPRULAQL
Coastline holiday resot SULREDOQL|RGPRULAQL
Small & friendy PDOL L SULMDWHOMVNL
Motel PRWHO
Club NOXE
Casino NDVLQR
Senior citizens ]|D VWDULMH RVREH
Spa WRSOLFH

Divingclub URQLODpPNL NOXE
Ski VNL

=D RVREH V LQYDOLGLWHWRP
Ukupno 27

, JYRU A3RSLV NDWHJRULJLUDQLK WXULVWLPNLK REMHNDWD X 5HS
5HSXEOLNH +UYDWVNH VWDQMH VUSQMD J



7D E O L Fegled posebnih standarda po hotelima

Rbr | Ime hotela Sjediste hotela Posebni standard
Uvala 'XEURYQLNHDOWK (WQHVY JGUDYOMH
6DQVHJIXV 6 X V|BiNall & friendly (mali i prijateljski)
9HVSHUD ODOL Fadly. QRRELWHOMVNL
Coastline holiday resort SULREDOQL
'LDGRUD 3HWUBBGBRULAQL
Family RELWHOMVNL
Villa .
(XJHQLIMD /IRYUDQ|Business SRVORYQL
3OLWVYLFH / X poter
Congress NRQJUHVQL
$PEDVDIGRU 25[)‘v“v'LgMD Q Q
Meetings ]D VDVWDQNH
Wellness
Well 7TXKHOMVNHCIRESSLMNRQJIUHVQL
Family RELWHOMVNL
20\PsS YD 9RGLEdiigress NRQJUHVQL
$QWXQRYLU =0 Cohgress NRQJUHVQL
Lav 9XNRYDUWCongress NRQJUHVQL
Congress NRQJUHVQL
Meetings ]|D VDVWDQNH
(ODSKXVD Bol
Wellness
Holiday resot RGPRULAQL
7XULVW 9D UChayte@ NRQJUHVQL
+HDOWK  WQHVYV GIUDYOMFE
OS] ERQMD 6W KEEFD ¢ WQ ]
-HJHUpPLF Meetings ]D VDVWDQNH
Business SRVORYQL
*UDQG HRWHG v . Q
Bonavia Meetings ]|D VDVWDQNH
V'tﬂ'mtha"te' 9HOL /RA&LADOWK ¢WQHVV ][GUDYOMF
$XURUD 0D O L|YWeinesgM
Congress NRQJUHVQL
,PSHULDO 9R3LFg.: Q Q
,JYRU A3RSLV NDWHJRULJLUDQLK WXULVWLPNLK REMHNDWD X 5HS

5HSXEOLNH +UYDWVNH VWDQMH

VUSQMD J



.DWHJRUL]|DFLMD VPMH&GAWDMQLK REMHNDWD

%XGXuL GD MH KRWHOLMHUVWYR GDQDV WROLNR UD]Y
KRWHO SRNXa4abYD VSHFLMDOL]LUDWL VYRM SURL]YRG
QLMH SURQD&ADR VYRMH JRVWH 2YLVQR R XVOXJDPD |
JRVWLMX LOL ORNDFLML KRWHOL VX UD]OLpPpLWR NDWI
MH UD]JLQH NYDOLWHWD XVOXJD NRMH SUXAaDMX L aWR

3RG NDWHJRUL]DFLMRP VH VPDWUD SRVWXSDN L QDplL
YUVWH
NDWHJRULMH L
SRVHEQRJ VWDQGDUGD REMHNWD

6PMHAVREMENWL VH NDWHURW HJIRSINDRYOQID NDWHJRUL
MD SRMHGLQDpQR D VYDNL REMHNW PRUD ]D NDWHJ
XYMHWH

1D JODYQRP XOD]X X VPMH&AWDMQL REMHNW PRUD EL)
VOXMH REMHNWRP L QD]JLY REMHNWD 2]QDND YUVWH
LVWLpX VH QD SURSLVDQRM SORpL

=DKWMHY ]D UD]YUVWDYDQMH L NDWHJRUL]DFLMX XJF
XWYUyLYDQMH SRVHEQLK VWDQGDUGD SRGQRVL VH OL

.DWHJRULMH LPDMX VOMHGHUH YUVWH XJRVWLWHOMYV
hotel
DSDUWKRWHO
WXULVWLpPpNR QDVHOMH
WXULVWLpPpNL DSDUWPDQL
SDQVLRQ L
SRMHGLQH OMHpLOLAQH YUVWH

6YDREMHNW PRA&H LPDWL VDPR MHGQX NDWHJRULMX
PR&H LPDWL NDWHJRULMX REMHNWD LOL MHGQX NDW
SRVHEQRJD VWDQGDUGD PRUD LVSXQLWL XYMHWH ]D |

2]QDND NDWHJRULMH MH ]JYMH]GLFD D ]D SDQVLRQ /

9 U ViMteDralni hotel R]QDpPDYD VH SURSLVDQRP SORpPRP QD L
SRMHGLQDpPQL XGUX&HQL REMHNW ]D VPMHAWDM PRU
PRP LVWDNQXWRP VXNODGQR UMH&HQMX L] 3UDYLOQL

8 WDEOLFL SULND]DQH VX NDWHJRULMH SRVWRMHIU



7TDEOLFDWHJRULMH YUVWD VPMH&AWDMQLK REMHNDWD

VISt (S)Eﬁi?mga katlzgcj)]rija 1.kategorija | 2.kategorija | 3.kategorija | 4.kategorija
+RWHO V n— *khk *hk *k
GHSDQGDQVRP

$SDUWKRWHD 'V S sk sk -
GHSDQGDQVRP

7XULVWLPNR| QDVHQM Hex** b ok wx
7XULVWLPpNL DSDUWPDQL ek ok o
3DQVLRQ NRPIRU VWDQGDUG

QWHJUDOOQL K\ﬁQ/\y%RML VH RG]YRl\IiL/I]HGNL[I):VIS/D NRMLPD VX XW
IMHpLOL&QD|YUVMWPID NDWHJRULMH VXNODGQR SUHWKRGQ

,JYRU 3UDYLOQLN R UD]YUVWDYDQMX NDWHJRUL]DFLML L SRVHEQ
VNXSLQH +27(/, 1DURGQH QRYLQH EU

*ODYQD SUHGQRVW NDWHJRUL]DFLMH KRWHOD MH WD
ADMX MHGQDNRVW XVOXJD L SRVWDYOMDMX RSUH VW
YDQMD NDWHJRULMH KRWHOD ]JYMH]GLFDPD MH QDMa&
NRMHP VX KRWHOL RYLVQR R XVOXJDPD L GRGDWQLF
NDWHJRUL]JLUDQL V MHGQRP GYLMH WUL pHWLUL L
WDEOLFH X 5HSXEOLFL +tUYDWVNRM KRWHOL VH N|

1.3. Posebna kvaliteta za hotele

Kvaliteta ODW TXDOLWDND NRBEYTURIARUMD i SUHGVWDYOMD V'
]QDpDMNL L NDUDNWHULVWLND QHNRJ SURL]JYRGD LOL
PRIXUQR&uUX GD |DGRYROML SRWUHEH SRWUR&DpPpD 8\
YHGEX VXVWDYD NYDOLWHWH RGUHYyXMX PHYyXQDURG/
XVYDMDMX LK VYH JHPOMH NRMH aHOH VXGMHORYDWIL

6XVWDYQR XVSRVWDYOMDQMH NYDOLWHWKQIDJREQ BV
DNDGHPLMD ]D NYDOLW HRpska dbganizécijaxzd Rvlitetu”

i (24 D X +UYBAWYKBWVNR GUX&WYR ]D NYDOLWHWX? i -
J SXQRSUDYQL pODQ (24 6YMHWVNL VH GDQ NYDOLW
X PMHVHFX VWXGHQRPH

1D ]DKWMHY PHQDGAPHQWD KRWHOVNRJD REMHNWD LC
VNRJID SRGX]JHUD XJRVWLWHOMD $B \KHRENHO M Y\DHD [P\R & KV |
WHOL NDWHJRULMHNRML VHYMHYEpRKDNYDOLWHWRP VYRND
VRP SUHPD |DSRVOHQLFRRPDD RR JX4 G REQINDLY DXDLOMHWY .



=DKWMHY ]D XWYUYyLYDQMH SRVHEQH NYDOLWHWH VI
KRWHOL SRGQRVL VH OLQLVWDU V,RvaviKikWaXdddjgiBD NRMH
oznake kvalitete ugostiteljskoga objekta vrste Hotel* pLMD MH VYUKD SRF
SRWLFDWL L WU&ALAQR QDJUDGLWL KRWHOH NRML VX €
WHWH XVOXJD 7LP VH SUDYLOQLNRP SURSLVXMX

XYMHWL |JD GRGMHOX R]QDNH NYDOLWHWH

QDpLQ GRGMHOH

L]JIJOHG R]QDNH NYDOLWHWH

2]1ODNNYDOLWHWH GRGMHOMXMH VH KRWHOX NRML QD
]D NDWHJRULMX LVSXQMDYD XYMHWH ]D NYDOLWHWX |

+RWHO PRUD RPRJIJXULWL VLIXUQRVW IXQNFLRQD!

+RWRHRUD VWDOQR ]D YULMHPH UDGD LVSXQMDYI
VWX L NDWHJRULMX VXNODGQR UMH&EHQMX OLQLV)

IDQMVNL L]JJOHG KRWHOD XUHYHQMH RSUHPD XUH
WUDMDOL L REWHUHQL L PRUDMX ELWL VWDOQR X L

2NROL& KRWHOD PRUD ELWL XUHYHQ L RGUAaDYDQ

2]QDND NYDOLWHWH GRGLMHOLW UH VH KRWHOX DNR |

GRQHMWHWDQX LIMDYX R YODVWLWRP RSUHGMHOMH
QHSUHNLGQR SREROM&ADQMH NYDOLWHWH L]IMDYL

LVSXQMDYD XYMHWH ]DaWLWH RNROLAD
LVSXQMDYD XYMHWH VLIXUQRVWL

LVSXQMDYD XYMHWH YHUH RG SURSLVDQLK XYMH\
LVSXQMDYD XYMHWH NYDOLWHWH XUHYyHQMD L RS

GRQHSMHLUXpPQLN V SLVDQLP NRGHNVRP SRQDA&DOQ!
FLPD SURFHGXUDPD UDGQLP XSXWDPD L RVWDC
NODGQR VPMHAWDMQRP NDSDFLWHWX KRWHOD

SURYHGH DQNHWX R ][DGRYROMVWYX RVREOMD
SURYHGH DQNHWX R ]JDGRYROMVWYX JRVWD
LVSXQMDYD XYMHWH VXUDGQMH V ORNDOQRP ]DM

3UDYUOQ@RGMHOX R]QDNH SRVHEQH NYDOLWHWH RVL
GHYHW SULORJD WDEOLFD

1DURGQH QRYLQH EU
1DURGQH QRYLQH EU



7D E O L Fnlozi ,Pravilnika za dodjelu oznake kvalitete
ugostiteljskoga objekta vrste Hotel*

Broj priloga 6DGUADM
) ,JMDYD XSUDYH
X 8YMHWL |DAWLWH RNROLAD
Vi 8YMHWL VLIXUQRVWL

9 8YMHWL YHUL RG SURSLVDQLK XYMHWD ]D NI
9 8YMHWL NYDOLWHWH XUHYyHQMD L RSUHPH
9, 6PMHUQLFH ]D L]JUDGX 3ULUXPQLND

9,, $ONHWQL XSLWQLN R JDGRYROMVWYX RVRE
9,,, $QNHWQL XSLWQLN R JDGRYROMVW|YX JRVW

. 8YMHWL VXUDGQMH V ORNDOQRP |]DMHGQLFI

8 QDVWDYNX VH GRQRVH QDMYD&AQLMH QD]QDNH X] VY]
JD 3UDYLOQLND

=-$9% 8353DHQDGAPHQW KRWHOD PRUD SRGDVWULI
RSUHGLMHOMHQRVWL ]D UD]JYRM SURPLFDQMH L QHSL
NDJH R VYRP GRSULQRVX RYLP DNWLYQRVWLPD 8SUD
RGJRYRUD QD SLWDQMD VXNODGQR L QD WDM QDpLQ G
QMX NYDOLWHWH +RWHO PRUD LVSXQMDYDWL SURSLV
RFMHQD L]JMDYH XSUDYH RYLVL R UH]XOWDWLPD L] L]V
iHP RGQRVX SUHPD DQNHWQLP XSLWQLFLPD R ]JDGRYR

89-(7, =%a7,7( 2.2/+RWHO PRUD aWLWLWL RNROL& NDF
L PRUD LVSXQMDYDWL SURSLVDQL ERGRYQL SUDJ L] >
LPD FHUWL¢{FLUDQ VXVWDY XSUDYOMDQMD RNROL&HP
Management Auditing Sistem L ]QDN ]JDAWLWH RNROL&D 3ULMDW
ODEHO L VOLPQR QH PRUD LVSXQLWL XYMHWH L] 3ULC

89-(7, 6,*85126¢FRWHO PRUD EULQXWL R VLIXUQRP L Q
NX JRVWD L RVREOMD XQXWDU IXQNFLRQDOQH FMHOL(

89-(7, 9(G, 2' 3523,6$1,+ 89-(7$ =$ .$7(*25,=%$&,-8
HOTELA. +RWHO PRUD LPDWL XYMHWH X YHUHP EURMX L
VDQLK XYMHWD ]D NDWHJRUL]DFLMX KRWHOD

89-(7, .9%/,7(7( 85( (1-$ , 235#RWHO PRUD LPDWL YL
SDQM NYDOLWHWH XUHYHQMD L RSUHPH RG SURSLVDC
L VWUXpQX SURFMHQX NYDOLWHWH XUHYyHQMD L RSUH

35,58y1,8JRVWLWHOM PRUD LPDWL L SULPMHQMLYDW
RGUHGEDPD 3UDYLOQLND

$1.(7%$ 2 =$'292/-6798 262%+RWHO PRUD RUJDQL]JLUDYV
VWL DQNHWX R ][DGRYROMVWYX RVREOMD X KRWHOX X



PODQRYD SRYMHUHQVWYD OLQLVWDUVWYD WXUL]PD $
KRWHOD PRUD LPDWL PRIJXUQRVW LVSXQLWL DQNHWOQL
RGJRYRULWL QDMPDQMH RVREOMD 3URVMHpPQD R
VYDNR SRMHGLQDPQR SLWDQMH QH PR&H ELWL PDQMEL
NHWLUDQRJ RVREOMD |D VYD SLWDQMD QH PRAH ELWL

$1.(7% 2 =$'292/-6798 *26¥FRWHO PRUD WLMHNRP VHI]F
QL]JLUDWL L SURYHVWL DQNHWX R ]JDGRYROMVWYX JR
MHGQRJ LOL YL4H pODQRYD SRYMHUHQVWYD =D SUR®
JLUDWL ]DVHEDQ SURVWRU QD UHFHSFLML R]QDpPHQ ¢
]JDGRYROMVWYX JRVWD3 L VO V QDWSLVRP QD KUYD\
MHJLND WH SR SRWUHEL MH]LFLPD RVWDOLK JRVWLN
WUL SXWD X UD]JOLPLWLP YUHPHQVNLP UD]JGREOMLPD
6YDNL SXW DQNHWD VH SURYRGL SR GYD GDQD X YUL
UDYH X KRWHOX =D YULMHPH WUDMDQMD DQNHWH DC
JRGDQ SRNORQ X VPMHAWDMQH MHGLQLFH VD ]DPRO
RVWDYL QD R]QDpHQRP ]DVHEQRP SURVWRUX QD UHFI
PRJX L XVPHQR DQLPLUDWL JRVWH VD ]JDPROERP GD L
QDODJLWL L QD VDPRP R]QDPHQRP ]DVHEQRP SURVWR
PRA4H RVREQR XUXpLWL pODQ SRYMHUHQVWYD 3URVM
VYDNL SXW L ]D VYDNR SRMHGLQDpPQR SLWDQMH QH PF
RFMHQD DQNHWLUDQLK JRVWLMX VYDNL SXW L ]D VYD

89-(7, 685%'1-( 6 /2.$/120 =%$-('1,&2RWHO PRUD VXUD
YDWL V ORNDOQRP |[IDMHGQLFRP X FLOMX VWYDUDQMD
JRVWD +RWHO PRUD LVSXQMDYDWL SURSLVDQL ERGR
NDOQRP [DMHGQLFRP

*UD¢pNR UMHAHQMH VWDQGDUGL]LUDQH SORpH ]D R]C
]JDQR MH QD VOLFL

60LND *UD¢pNR UMHAHQMH VWDQGDUGL]JLUDQH SORpPpH ]D

3RGDFL L] WDEOLFH XSXuXMX QD IDNOMXpDN GD Mk
LVWLFDQMD R]QDNX NYDOLWHWH GRN MH MHGDQ KRV
OLWHWH



7D E O L AHdteli s oznakom kvalitete

Rbr Hotel Mjesto Ugostitelj
MONTE MULINI S5RYLQOM ODLVWUD G G
LE MERIDIEN LAV SRGVWUDQD *58%1" +27(/ /$9|G R
9%/$0%$5 /$&520% '8%5291,. 'XEURYQLN '8%5291,. %$%,
VALAMAR RIVIERA 3RUHPp 5,9,(5$ $'5,$ G G

,JYRU OLQLVWDUVWYR WXUL]PD 5HSXEOLNH +UYDWVNH

1.4. Hotel kao smjeStajni objekt

5LMHp LIYHGHQLFD MH | b@eQ FXR/MMUUQMEPL L JRVW D
MH L] ODW hasiéeN H R\CW HPR V WIROSpitdl P INK (D ]D JRVWH  5L1
hotl SRGULMHWOR YXpH L L] Gd3pé h@sgitim] N R Q Dl HIWDHU |
JRVWLQMDF hoR&QMBWIGBR JRVW JRV WRNEIQ MIR VIW R O M X
ELY JRVWRYDWL SRVMHWLWL NDR JRVW

BUHPD IUDQFXWotdR W H RBIQRYL QD JUDGVNX NXUX RGQ
hétel devile LOL ELOR NRMX GUXJX ]JJUDGX NRMX OMXGL
IUDQFXVNRP NRULAWHQMX ULMHpPL hétel, RQD GDQDV LPI
VNRP MH]LNX

+263,7,80 + +263,7,80 35,9$780 + +263,7,80 38%/,&80

+RVSLWLXP LOL AXJRYRU R JRVWRSULPVWYX3? X] RVW
MH 5LPVNRM GUaDYL GD SULYHaH X]D VH WLMHNRP
QDURGH L JUDGRYH QD $SHQLQVNRP SROXRWRNX SD
LPDR YDAQR PMHVWR +RVSLWLXP VX VNODSDOH PHY:
NDR ]QDN UDVSR]QDYDQMD VOXates3¢ra¥ bosgiaf@ L SUHGP
2ELPpQR VX WR ELOH NRFNH LOL pHWYHURXJODWH SO
SUHSRORYOMDYDOH D SULOLNRP GRODVND JRVWD R
SURYMHUD Yteser® XS\ RWWUHEOMDYDOL VX VH L XJRYRUL
L pXYDOL SRKUDQMHQL X RSULQVNLP KUDPRYLPD 2E
VDPR QD SUX4DQMH JRVWRSULPVWYD YHUO MH REYH]L
L SULYDWQLP SRVORYLPD D SUHOD]LOD MH RG RFD QI
OD L awWLW hdagpesa QWIHQMHWH SDWURQ SDWURQXV i RSX
NDVQLMLP VWROMH Uhd3ptivtnBrp HHIREIBVE] S RGMHYDWL XJRV
ND UDGQMD V SUHQRULAQLP SRVORIYrBzWspitRMEH] RE]LU
privatum ODW MH X VWDURP 5LPX ELR SR]QDW ]D JRVW
SULYDWQRM NXiL MHU VH QDURpPLWD $iBspi@umiD SRVY H
publicum ODW ELOR MH QDpHOR MDYQH JRVWROMXELY
L]JIJODVDR 6HQDW L REYH]JLYDOR MH QD L]X]HWQX SDa&
VYLP JUDGRYLPD

8 SRVWXSNX LVKRGRYDQMD SRVHEQH NYDOLWHWH



3RYLMHVQR SURPDWUDRPHQD WIHMNRULVWLWL X (QJOH\
X IRQGRQX SRMDYLOH WDGD X< B D/ULC] XOY.HY)HORELH DIV Hi K
NRMLPD VX VH VWDQRYL L]JQDMPOMLYDOL QD GQHYQRN
YD MH SRMDYD R]QDpLOD QDSX4AWDQMH XRELPDMHQH

VYUDWLAWD L VOLPpQH JRVWLRQLFH X NRULVW QHpHJ U

3UYL KRWHOVNL REMHNWL ]D VPMH&AWDM UD]JOLNRYDO
EHQLK ]JUDGD ]DSUDYR WR VX ELOH SUHXUHYHQH V
PHWNRP VWROMHUD JUDGH VH SRVHEQL REMHNWL ]
QD UD]OLPLWH MHGLQLFH L SURVWRULMH +RWHO LOL
zakonomkao RGUHYHQD PMHVWD JGMH GREURQDPMHUQL S
L XWRpLAWH DOL WH XVOXJH PRUDMX SODWLWL 6WRJ
L VPMHAWDM SXWQLNX NRML WR SODiUD DOL LVWR WD
RQ QLMH X VWDQMX SODWLWL XVOXJH LOL VH QHSULF
]DSXAWHQ

+RWHO V PHQDGAHULPD UHFHSFLRQDULPD L RVWDOLF
QLMH SRVWRMDR SULMH SRpHWND VWROMHUD D G
MH WHNDR SRODJDQR 8 VWROMHUX KRWHOL VX VF
NRPHUFLMDOQRJ JRVWRSULPVWYD ]D SXWQLNH YHU p
GLaAWD |DMHGQLFH *UDGQMD XSUDYOMDQMH L UDG |
GMHODWQRVWLPD NRMH VX LPDOH VYRM VWLO L PHW

+RWHO VH WDNRYHU PRAHWR@BRMNGLMMIML MBRSULPDUQL
UDYDQMH VPMHaAWDMD KUDQH L SLUD WH SRQHNDG U
NRML WH XVOXIDNB GRMWRREMH L GUXJH XVWDQRYH NRF
SRSXW EROQLFD KRVWHOD ]DWYRUD L VDQDWRULMD
QH XGRYROMDYDMX VSHFL¢;{pQLP SRWUHEDPD SXWQLN|

+RWHO MH XVWDQRYD NRMD QXGL VPMHAWDM QDMpHE
PHVWR X SRQXGL LPDMX L GRGDWQH XVOXJH L VDGUAL
QD ]GUDYVWYHQH QMHJH SURGDYDRQLFD WUJRYDpNI
AWR VX NRQJUHVQH GYRUDQH GYRUDQH ]D EDQNHWH
+ URYHQGDQH YMHQpPDQMD LWG

'H¢ QLFLMH KRWHOD X SRMHGLQLP QDFLRQDOQLP ]DNI
8 QHNLP ]JDNRQRGDYVWYLPD SROD]L VH RG RSUH 1XQ
RGUHYyXMX PLQLPDOQH XYMHWH NRMLPD REMHNW PRL
QD]YDWL KRWHORP

'R GDQDV QHPD PHYXQDURGQR REYH]DWQLK QRUPL NI
YDWL VYH JHPOMH X SRJOHGX RGUHJLYDQMD RVQRYQ
QRVLWL QD]JLY KRWHO NDR QL VSHFLMDOQLK XYMHWI
NDWHJRULMH 3RMHGLQH JHPOMH SURSLVXMX EOD&H L
VYRMH KRWHOVNH PUH&H VWDQGDUGX &LYRWD X GRW
KRWHOD L KRWHOLMHUVWYD ]D GRPDiUL L LQR]JHPQL W

+RWHO VH L X VOX&EHQLP GRNXPHQWLPD NRML WUHW
UD]JOLPLWR GH¢;QLUD



8 DNWXDOQRP APravilniku o razvrstavanju, kategorizaciji i posebnim standardi
ma ugostiteljskih objekata iz skupine HOTELI" KRWHO MH GH/;/QLUDQ N
X NRMHPX VH JRVWLPD REYH]JQR SUX&ADMX XVOXJH VPN
SUXaDWL L GUXJH XJRVWLWHOMVNH XVOXJH

3RUHG RYH ]JDNRQVNH L UD]JPMHQR VXKRSDUQH GH¢QL
JRYRULWL NDR NRPSOHNVQRP NODVLPQRP L UHSUF
REMHNWX ,DNR MH VDP QD]JLY KRWHO SULKYDUHQ X
GDQDV VDVYLP RGUHYyHQR L XVWDOMHQR J]QDpHQMH
SRWUHEX L GRGDWQH NODVL¢NDFLMH

2VRELWRVWL SRMHGLQH YUVWH KRWHOD SURL]OD]H 1
GHWHUPLQLUDQH VX PRWLYRP GRODVND X RGUHYHQL
MX IDKWMHYH SUHPD QHNLP HOHPHQWLPD KRWHOVNRL.
GRGDWQL VDGUADML RUJDQL]DFLMD UDGD L VO

3UHPD SRJLWLYQLP ]JDNRQVNLP A=DNRQ R XJRVWLWHC
QLP SURSLVLPD A3UDYLOQLN R UD]JYUVWDYDQMX ND
GLPD ]D VPMHAWDMQH REMHNWH L] VNXSLQRS2@(/,® |
PLQLPDOQHW LYQIHP/Q:R DNR WR PHQDGAPHQW KRWHOD
]JDKWMHYRP ]JDWUD&L D X] SUHWKRGQR SULEDYOMHQH
AWLWL SRYLMHVQR NXOWXUQLK GREDUD LOL JERJ RJL
HOHPHQDWD KRULJRQWDOQLK L YHUWLNDOQLK NRPX
PLQLVWDU WXUL]PD PR&4H RGREULWL RGVWXSDQMD R
QLK XYMHWD ]D 2VRWRHGRPUM®MH QH PR&H VH GDWL ]D
VPMHAWDMQH MHGLQLFH X REMHNWX L X VOXpDMX DN
RGJRYDUDMXiUHP GLMHOX REMHNWD QLVX RVLJXUDQL
IXQNFLRQDOQX QDPMHQX VPMHAWDMQH MHGLQLFH RG
RGVWXSDQMH ]JDKWLMHYD

$NR MH KRWHO SULEDYLR LVSUDYH WHPHOMHP SURS
GREDUD D GLMHORP MH QD WDM ]DAWLUHQL GLR QDG
FLMHOL REMHNW WUHWLUDW GH VH NDR ]JDAWLGHQR S|
UDWL NDR IXQNFLRQDOQD FMHOLQD

1DM]QDpDMQLML RSUL PLQLPDOQL XYMHWL NRMH KRW

Z 1HVPHWDQR NUHWDQMH L ERUDYDN JRVWLMX L ]DSK

+RWHO PRUD ELWL XUHYHQ L RSUHPOMHQ WDNR GD RF
y QHVPHWDQR L VLIXUQR NUHWDQMH L ERUDYDN JR
y QHVPHWDQ SULMHQRV VWYDUL WH
y RGIJRYDUDMXiUH pXYDQMH UREH KUDQH L SLUD

2VREOMH X REMHNWX PRUD ELWL RVSRVREOMHQR ]D V

1DURGQH QRYLQH EU
A3UDYRQ®INUVWDYDQMX NDWHJRUL]DFLML L SRVHEQLP VWDQGDUGL
+27(/,* 1DURGQH QRYLQH EU hO



Z ,VWLFDQMH R]J]QDNH YUVWH L NDWHJRULMH WH QD]L

1D JODYQRP XOD]X X KRWHO PRUD ELWL YLGQR LVWDN

SURSLVDQD R]QDND XWYUYHQH YUVWH L NDWHJRL
QD]LY REMHNWD DNR JD LPD WH
WYUWND WUJRYDpPNRJI GUX&@WYD LOL REUWD

,JQLPXRYUVWDPD +RWHO L $SDUWKRWHO NDGD WL REM
R]QDNH SURSLVDQH ]D R]QDpDYDQMH GHSDQGDQVH G
GHSDQGDQVX PRUD VH QD SULPMHUHQ QDpLQ LVWDGL
SULSDGD L QDJLY GHSDQGDQVH DNR SRVWRML NRPHUF

1D JODYQRP XOD]X X REMHNW NRML LPD XWYUYyHQ SR
NQXWD L SURSLVDQD R]J]QDND ]D SRVHEQL VWDQGDUG

,JOLPQR X REMHNWX NRML VH QDOD]JL X JUDYHYLQL L
QH NDR SRYLMHVQR NXOWXUQR GREUR SURSLVDQH R
JODYQRJ XOD]D L VO

2]QDNH R YUVWL NDWHJIJRULML L SRVHEQRP VWDQGDU
SURSLVDQRM VWDQGDUGL]JLUDQRM SORDL

Z ,VSUDYQRVW L IXQNFLRQDOQRVW XJRVWLWHOMVNR.

2NRONMBEQMVNL L]JJOHG REMHNWD XUHYHQMH RSUHPD L
GRWUDMDOL L RAWHUHQL WH PRUDMX ELWL VWDOQR X

Z 2SVNUED YRGRP L JEULQMDYDQMH RWSDGD

+RWPRUD VWDOQR UDVSRODJDWL GRYROMQLP NROLD
YRGH ]D SLUH NRMD VH RVLIJXUDYD SULNOMXpNRP QL
YRGRYRG QH SRVWRML WR VH PRUD RVLIJXUDWL QD GLU

2GYRGQMD RWSDGQLK YRGD L] KRWHOD PRUD VH RVI
MDYQX NDQDOL]DFLMVNX PUH&X D JGMH WH PRJXUQR
RVLIJXUDWL QD GUXJL SURSLVDQL QDpLQ .RPXQDOQL
RGVWUDQMLYDWL L] KRWHOD

Z 2SVNUED HOHNWULpPQRP HQHUJLMRP

+RWRHROUD ELWL SULNOMXpHQ QD MDYQX HOHNWULpPQX
QDpLQ ELWL RSVNUEOMHQ HOHNWULPQRP HQHUJLMRP
RVLIXUDQR X VYLP SURVWRULMDPD KRWHOD QD QDplL
8 KRWHOX PRUDMX QRUX ELWL SRWSXQR LOL RULMHQ
SURVWRULMH L SURVWRUL NRMLPD VH NUHUX L JGMH |

Z THOHIRQVNL SULNOMXpDN

+RWHO PRUD ELWL SULNOMXpHQ QD MDYQX WHOHIRQ\
WDNYH PRIXUQRVWL QH SRVWRMH ,]QLPQR DNR JERZJ
JXUDQD PRIJXUQRVW NRULAWHQMD MDYQH WHOHIRQWVI
PRIXUQRVW XSRUDEH PRELOQRJ WHOHIRQD QD ]JDKWM



Z =DaWLWD RG SRabuD
+RWHO PRUD LVSXQMDYDWL XYMHWH ]JDA&WLWH RG SRa

NRGYDNRJ GL]DOD LVWDNQXWL |[DEUDQX NRUL&WH
RVLP NRG VLIXUQRVQLK GL]DOD DNR LK KRWHO L

LPDSLWVDQH XSXWH ]D RVREOMH ]D VOXpDM QDVWL
WDPD XSR]QDWL VYDNRJ IDSRVOHQLND

SRVHER]I®DNDPD R ]DEUDQL SXaHQMD R]QDpLWL V
]DOD NXKLQMD NRWORYQLFD SUDRQLFD UXEOMIL

LPDWL NRQWHMQHUH L NR&HYH |]D RWSDWNH RG Y

NRQWLORVUDQUROWL GD VLIXUQRVQD LOL SDQLN U
PD ]D HYDNXDFLMX GREUR IXQNFLRQLUD

Z =DawLwD RG SUDaLQH

5XEOWHROQR UXEOMH SRVXyH pD&H L SULERU ]D MHC
UDEL PRUDMX ELWL ]JDAWLUHQL RG SUDaALQH 8 KRWH
JRVWLPD SUXaDMX VDPRSRVOXaLYDQMHP PRUDMX EL
VNODGX V SRVHEQLP SURSLVLPD

Z *ULMDQMH SURVWRULMD

8 VYLP SURVWRULMDPD KRWHOD X NRRMLP E LBARIUBYHJIXR
RGIJRYDUDMXUL QDpPLQ JULMDQMD V WHPEHBBWXIURP F
QRVW SUR]JUDPLYDQMD ,]JQLPQR X REMHNWX X NRMHP
ELWL RVLIXUDQR JULMDQMH SURVWRULMD

Z 8QXWDUQMH YLVLQH SURVWRULMD A&4LULQH VWXELA!

8QXWDYIOWDHD SURVWRULMD X KRWHOX YLVLQD RG S
ERUDYDN ]D EODJRYDQMH ]D XVOXALYDQMH JRVWLM)
FHQWUDOQH SULSUHPQLFH ]D REUDGX KUDQH VDQLWL
NLK SURVWRULMD PRUD ELWL QDMPDQMH P

8 PRGXOLPD VPMHAWDMQLK MHGLQLFD L VYLP NRPXQL
QD SURVWRULMD YLVLQD RG SRGD GR VWURSD PRUD

,JOLPQR X VYLP SURVWRULMDPD V NRVR L]YHGHQLP
YLVLQD SURVMHpPQD XQXWDUQMD YLVLQD SURVWRULNMN
YHGHQLP PMHUDPD V WLPH GD X QRYLP REMHNWLPD
SRGD GR NRVRJ VWURSD QH PR&H ELWL QL&D RG P

Z 8YMHWL |]D RVREH V LQYDOLGLWHWRP

1bXob]jQLP YUDWLPD VPMHEWDMQH MHGLQLFH PRUDM:
UHOMHIQLP R]JQDNDPD 'L]IDOD DNR LK KRWHO LPD PR
]D XSUDYOMDQMH GL]DORP V UHOMHIQLP R]JQDNDPD L
R VPMHUX NUHWDQMD GL]DOD .XSDRQLFH X VPMH&W
LQYDOLGLWHWRP QH PRUDMX LPDWL NDGH QLWL WX3a



+RWHO PRUD LVSXQMDYDWKXYMHWH ]D VPMHAWDMQH M
Z 9UVWH VPMHAWDMQLK MHGLQLFD

+RWHO PRaH LPDWL VOMHGHUH YUVWH VPMHE&WDMQLK

VREX
KRWHOVNL BugeDUWPDQ
RELWH O M il rdorE X

-HGQRP VPMH&AWDMQRP MHGLQLFRP VPDWUDW UH VH V
VPMHAWDMQH MHGLQLFH X NRMX VH XOD]L NUR] MHGQ

Z 3RYUALQH VPMH&EAWDMQLK MHGLQLFD i PRGXOL

SNXSQBULVQD SRYUALQD VPMHGWDMQH MHGLQLFH X K
UDEL JRVWX QD]JLYD VH PRGXO ORGXOL VPMH&AWDMQ|
VWRMHUH KRWHOH L SRVHEQR ]D QRYH KRWHOH RYLYV

Z .DSDFLWHW VPMH&AWDMQLK MHGLQLFD

.DSDFIRENWNWD XWYUyXMH VH SUHPD EURMX VPMH&W|
SDFLWHWX .DSDFLWHW VPMH&EWDMQH MHGLQLFH RGU
YHWD D X VWXGLR DSDUWPDQX SUHPD EURMX SRPRIUC
SRYU&GLQL PRGXOD

6PMH&A&WDMQH MHGLQLFH LPDMX VOMHGHUL NDSDFLWH

MHGOQRNWMREBOMNMHGDQ NUHYHW MHGQD RVRED &L
OMHpLOLaAQH YUVWH GR FP

GYRNUHVRBEED)GYD NUHYHWD GYD NUHYHWD ]D SF
MHGDQ NUHYHW ]D GYLMH RVREH

WURNUNREYWOL NUHYHWD DNR MH SRYU&LQD PR
VREX YHuUD ]D Po

RELWHIRMEWN KRWHOVNL DSDEHWHGD Q [GSYIDUMCLDW U |
X VYDNRM VREL ]D WUHUL NUHYHW SRYU&GLQD PR

VWXOBERUWWR QODMYLEH pHWLUL RVREH QD SRPRUQ
GNVQLP NUHYHWLPD X SRVWRMHUHP REMHNWX

8 MHGQRNUHYHWQRM L GYRNUHYHWQRM VREL PRA&H Vi
MH SRYUAGLQD PRGXOD YHUD ]D Po

8 SURVWRULML ]|D ERUDYDN KRWHOVNRJD DSDUWPDQTEL
PRUQD NUHYHWD DNR LVWLK QHPD X VREDPD

SRPRUQL NVYNORSLYL QDPMH&WD VH QD JDKWMHY JRV!
WHOMD L VO 8] QMHJD VH QH PRUDMX QDOD]LWL SUI
SROLFD QRUQD VYMHWLOMND WHSLK X] NUHYHW L PR
RVYMHWOMHQMD L] NUHYHWD 3RPRUQL NUHYHW QH L]
MHGLQLFH RVLP X VWXGLR DSDUWPDQX



3RG SRMPREDWQLSRGUDHXPLMHYD VH NUHYHW NRML G
AWHQ X VPMHAWDMQRM MHGLQLFL D QDPMHAWD VH Q
IRWHOMD L VO 8] WDNDY NUHYHW QH PRUDMX VH QD¢
SUHNULYDp QRGQL RUPDULU LOL SROLFD WHSLK X] |
QRVW JDAHQMD L SDOMHQMD JODYRRD YR WYUMMNW\G MHD I
4DYD VH X NDSDFLWHWX VPMHAWDMQH MHGLQLFH

=ERJ NDUDNWHUD LVWUDALYDQMD X RYRM NQML]L X
ALYDWL SRVORYDQMH KRWHOD NDR RVQRYQRJ UHSUI
NRML VH SR PQRJR pHPX L]GYDMD L] VNXSLQH XJRVWL
1MHJRYD VX JUDGQMD L RSUHPD X SUDYLOX QDMGXAaL
L NRPSOHNVQLMH NRPSOHPHQWDUQL VDGUAabML UD]«
]JDFLMD SRVORYDQMD VOR&AHQLML SRGMHOD UDGD Gl
]DGDWDND YHUL

3ROR4ADM RGMHOD VPMH&AWDMD X RUJDQL]DFL

2GVMHGDMXuL X KRWHOX L NRULVWHuUL QMHJRYH XVC
RVREOMH ]JDSRVOHQR X KRWHOX SRVWLAH WDNR EH
6YDNL KRWHO QHRYLVQR R YHOLpPLQL WLSX L NDWH
SRVORYQRJ VXVWDYD

VORAHQ

GLQDPLpPDQ
VWRKDVWLpPDQ
RWYRUHQ L
RUJDQL]DFLMVNL VXVWDY

.DNR EL RVWYDULR VYRMH SRVORYQH FLOMHYH WDM
NRULVWL VYRMH RUJDQL]DFLMVNH UHVXUVH

2UJDQL]DFLMVSUHGMWDYWOIMDMX SULURGQH L SURL]YH
VND ]QDQMD L VSRVREQRVWL NRMLPD VH PRJX NRULV\
NDR VUHGVWYLPD ]D IDGRYROMHQMH SRWUHED ELC
VUHGVWYLPD ]D SURL]YRGQMX RGUHYHQLK SURL]YRGL
XVOXJD 2UJDQL]JDFLMVNL UHVXUVL VH PRJX SRGLMHC

PDWHULMDOQL ¢]JLpNL UHVXUVL
OMXGVNL UHVXUVL
LOQIRUPDFLMVNL UHVXUVL
cQDQFLMVNL UHVXUVL

IDMYDRELOMHAMH VYDNH RUJDQL]DFLMH SD WDNR L |
YD VX QMHUIRYLL|DFLMEGLOMHYMHBRGUHYyXMX EXGXUQRV
RGQRVQR SUHGVWDYOMDMX aHOMHQR VWDQMH RUJD(
YDQMX FLOMHYD KRWHOD SRWUHEQR MH YRGLWL UDPp
SRGMHOD FLOMHYD QD WHPHOMQH L SDUFLMDOQH M
YUHPHQH 3RVWDYOMDQMH FLOMHYD RUJDQL]DFLMH X
PHQDGAPHQWD KRWHOD D MDVQR GH¢/;QLUDQL FLOMHY
]DGDWND KRWHOD



2UJDQLIDFLMVX LRUIBGQWIDWFLML SRGUD]XPLMHYD VYMI
aDM ]DPLAOMHQL UDGQR VWYDUDODpPNL SURFHV NRM|
pODQX LOL YHUHP EURMX pODQRYD KRWHOD

2UJDQL]DFLMMMW XDBRQR REDYOMDQMH QHNRJ GMHORF
VD X KRWHOX MHGQRJ LOL YL4A4H pODQRYD KRWHOD NI
NL GRSULQRV WLK pODQRYD

‘D EL RUIJDQL]DFLMD ELOD H¢NDVQD RQD PRUD ELWL I
QDOQR XVVAWRMMRBIBRVHEQR LJUDAHQR X KRWHOX JGNM
UDGL X UD]OLpLWLP RGMHOLPD 'D EL RVLIJXUDOL EHV
VXUDGQMD L]PHYyX RGMHOD MH QXa4QR SRWUHEQD 3UL
]D KUDQX L SLUH L RVWDOL RGMHOL PRUDMX ELWL SR)
VRED L RVWDOLK XVOXJD KRWHOD GD EL RVLIJXUDOL ]

BULMH SRpHWND IXQNFLRQLUDQMD VYDNRJ KRWHOD SH
RGUHGLWL |DGDWNH YRGHUL UDpXQD R FLOMQRP WUAL
RVREOMX SUXaLWL RVMHUDM GD ]DMHGQLpNL GLMHOH Q
UDGH ]IDMHGQLpPNL L X VPMHUX RVWYDULYDQMD VYHXNX¢

-HGQDNR WDNR UH L SROR4DM RGMHOD VPMHaAWDMD Y
WHOD DOL L RG YODVQLaAWYD KRWHOD L QMHJRYH FN
XVOXJD NRMH QDMpHaUH GHWHUPLQLUDMX EURM RGM

8 YULMHPH VXYUHPHQRJ L UD]JYLMHQRJ KRWHOLMHUV\
VORYDQMD YUOR MH IDKWMHYQD GMHODWQRVW NRMI
GLMHORYD QLAHJD UHGD VHNWRUL VOXAEH RGMHOL
RYLVLWL R YHOLpPLQL L NDWHJRULML KRWHOD

.DNR EL KRWHO L]YU&LR VYH IXQNFLMH XVSMH&EQR L GN\
QL]DFLMVNL XVWURMHQ 6YDNL RRWH®OL LLPD. NG\HQ MIDLQ
SRG NRMRP VH SRGUD]XPLMHYD VYHXNXSQRVW YH]D L
SRMHGLQLK pLQLWHOMD SURL]JYRGQRAXVOXAQRJ SURF}
QL]DFLMVND VWUXNWXUD LPD QHNROLNR SUHGQRVWL
20DNADYD UDG PHQDG&HUD SRMHGLQLK RGMHOD X
3RWLPH L XVDYUEDYD H;NDVQRVW VYLK JDSRVOHQ
2VLIJXUDYD ODN&X EU&X L GMHORWYRUQLMX NRPX
2VLIJXUDYD RSWLPDOQR LVNRULAWDYDQMH VYLK U
6WLPXOLUD NUHDWLYQRVW L SULYUAHQRVW RVREC

'RYRGR SRVORYQRJ ]JDGRYROMVWYD NRG ]DSRVOH!
GD EXGX MR& EROML

9RGL GR NYDOLWHWQLK XVOXJD QMHJIXMXuL ORM
JRVWLMX &WR ]D SRVOMHGLFX LPD SRYHUDQMH SF
2EOLNRYDQMH RUJDQL]DFLMVNH VWUXNWXUH VDVWRM
UDApODQMLYDQMH XNXSQRJ ]JDGDWND KRWHOD
REOLNRYDQMH RUJDQL]DFLMVNLK MHGLQLFD
XVSRVWDYOMDQMH PHKDQL]DPD NRRUGLQDFLMH

IXQGEHRQPIDOG ( $UPDW Okt Mariagevhedit of People, in Hotels, Restaurants and
Clubs 7KLUG (GLWLRQ :0 & %URZQ &RPSDQ\ 3XEOLVKHUV 'XEXTXH



2UJDQL]DFLMVND VWUXNWXUD REOLNXMH VH SUHPD X
WHOD L VXVWDYX XSUDYOMDQMD L UXNRYRYHQMD 2
JUDYD VDVWDY VWUXNWXUD KRWHOD NDR L VDVWDY
GLQDPLpPpDQ HOHPHQW RUJDQL]DFLMH KRWHOD MHGLQ
VNLK GLMHORYD KRWHOD VUHGVWYR ]D LQWHJUDOQ X
X RUJDQL]DFLML 2EOLNRYDQMH RUJDQL]DFLMH KRWH
YUVWH RUJDQL]DFLMVNH VWUXNWXUH KRWHOD MHGQEL
XYMHWRYDQD MH IDNWRULPD RUJDQL]DFLMH

2UJDQL]IDFLMWLIQ LWNHOMWLL X QDMYHURM PMHUL RSUHG
OD RGQRVQR XWMHpPpX QD L]JERU RGIJRYDUDMXUH RUJD
ORJX VH VYUVWDWL X GYLMH VNXSLQH

XQXWIIRLOWMIHYL L VWUDWHJLMD ]DGDFL L WHKQRORJ
YDOMBUXaAWYHQR RXIOMDPIWQRLSSUDYQL NXSFL NR!
WXSQD WHKQRORJLMD NRMRP VH SRGX]HUH PRaH
LQWHJUDFLMVNL SURFHVL L WUAaL&aWH

9DQMVNL VH pLQLWHOML ]DMHGQLpPNL QDJLYDMX pLQL\
WDUQMH pLQLWHOMH SRGX]HUD X QDMYHURM PMHUL F
D YDQMVNLP VH pLQLWHOMLPD PRUD SULODJRYDYDWL
SRGX]HUHP

1D RYRP PMHVWX SRWUHEQR MH QDYHVWL MRa& wWuUL
WHRULMH L SUDNVH NRML VYRMRP NYDOLWDWLYQRP
SQRP XVSMHKX KRWHOVNRJD SRVORYDQMD

2UJDQL]DFIUMWINKE QRMYMHLRQR 4WR MH GREUR ]D KRWI
PRUDOR LOL WUHEDOR GRJRGLWL ,JUDADYDMX VH I
FLOMHYL KRWHOD &LOMHYL RUJDQL]DFLMH PRJX VC
D WDNRYHU LPDMX PRWLYLUDMXi{L L XVPMHUDYDMX

2UJDQL]DRRWWADN CRE]JLURP QD VUHGVWYD NRMLPD \
VWD NRQWUROH NRMD VH SURYRGL QD WHPHOMX R
XWYUYyHQ QDpLQ UDGD SRMHGLQLK RUJDQL]DFLMVN!

2UJDQL]DNXDWAMXIMXSQRVW VWDYRYD YULMHGQRV)
QMD L SRIJIOHGD NRMH GLMHOL YHULQD ]JDSRVOHQL
SRQD&DQMH ]JDSRVOHQLK X SRGX]HiX NRML XVYDN
MHGQRVWL SULKYDUDMXiL JDGDQH QRUPH SRQDA&D
RELPDMH L WUDGLFLMX GRSULQRVH VWYDUDQMX R
WH RVWYDUHQMX YLJLMH PLVLMH L FLOMHYD KRW!
NXOWXUD XWMHpPH QD QDpLQ RUJDQL]LUDQMD SRG
VNH VWUXNWXUH VWXSDQM FHQWUDOL]DFLMH VW
NRQWUROH LWG 7LSRYL RUJDQL]DFLMVNH NXOWXL

Z NXOWXUD PRUL

Z NXOWXUD XORJD

Z NXOWXUD ]DGDWND
Z NXOWXUD RVRED

2UJDQL]DRXMOWNKD SRJODYLWR X KRWHOVNLP SRGX]H
OMXGLPD MHU VH XVOXJD SURL]JYRG XYLMHN L VDPR



VUHGQRP RGQRVX SURGDMH &4LYL OMXGVNL UDG RVPL
WH MH VWRJD RUJDQL]DFLMVND NXOWXUD QDMXaH SR
WXURP L OMXGLPD

.DR MHGDQ RG PRJXuULK SULVWXSD GL]DMQLUDQMX RL
KRWHOD PRA&H SRVOXAaLWL SULND] QD VOLFL

.DR aWwR MH L] VOLNH YLGOMLYR RGMHOH KRWHOLIL
RVORYQH NDWHJRULMH

SULKRGQR SREIMEARENRMH VH XEUDMDMX RQH RSHL
NRMH SURGDMX XVOXJH LOL SURL]JYRGH JRVWLPD 1
SULKRGH KRWHOD SRVORYQL SULKRGL NRML VH J
VWL SRVORYDQMD KRWHOD

2GMEDYDQMD SRHGKRGQR SURL]JYRGQLP RGMHOLPD
MDMX RQH RUJDQL]DFLMVNH MHGLQLFH NRMH SUL
VXVWDY SRGU&NH SULKRGRYQLP MHGLQLFDPD 8 F
RGMHO OMXGVNLK UHVXUVD RGUabDYDQMD QDEDYI

2UJDQL]DFLMVMRSEEGQHERBUHYHQL QD]LY ]D ELOR NRML
VW UXNW X Ul CKARW-H EMDHI @D M QL&D RUJDQL]DFLMVND MHGL
LOL PDQMH VNXSLQH UDGQLK PMHVWD pLQH RUJDQL]DF
RGMHOH VOX&EH LOL VHNWRUH ]D REDYOMDQMH SRVOR

60LND 3RORaDM RGMHOD VPMHaAaWDMD X RUJDQL]DFLMVNR



.DR a8WR MH YHUO X SUHGJRYRUX QDYHGHQR VWUXNWXL
QDpLQ SULND]DQ QD VOLFL 7R SRGUD]XPLMHYD GD
GHWDOMQLMH REUDGLWL SRVORYL X SULMDPQRP RGMH
YDAQLMLP GLMHORYLPD RGMHD D RMNIM M &WIDIMIP X KHRWL DA
VDVWRML RG XUHGD ]D UHJHUYDFLMH UHFHSFLMH SRU

8 KRWHOX MH VRED RVQRYQL SURL]JYRG RG pLMH VH S
YHUL GLR SRVORYQLK SULKRGD 7R MH UD]JORJ GD VH F
KRWHOVNLK NDSDFLWHWD L SRVORYH UH]JHUYDFLMD

XVSMHEQH PDUNHWLQANR SURGDMQH IXQNFLMH XNOI
GRODVND JRVWD X KRWHO VYRMLP RSHUDWLYQLP DN
VUHGQR JHQHULUDMX WUL KRWHOVND RGMHOD RGQR’

KRWHOVND UHFHSFLMD

XQLIRUPLUDQH VOXAEH

KRWHOVNR GRPDULQVWYR
6YDRG QDYHGHQLK RUJDQL]DFLMVNLK GLMHORYD X Y
XVSMHKX SRVORYDQMD L GUXJLP GMHODWQRVWLPD X

SURL]OD]L L] IDKWMHYD NRMH SRVWDYOMDMX JRVWL N
MX JODYQH KRWHOVNH XVOXJH XSUDYR JRVWLPD

60LND Organizacijska struktura odjela smjestaja u hotelu

‘XNDW8 +RWHO JURQW 2I1¢,FH ODQDJHPH@WGDQ® &SHURNQ RRRPSDQ\

3XEOLVKHUV 'XEXTXH ,RZD VWU
JRVWHU 7KH %XVLQHVV RI +RVSLWDOLW\ %DFN 2I¢FH 2SHUDW
OF*UDZ +LOO ,QWHUQDWLRQDO (GLWLRQV ,00LQRLYV VWU

OHGOLN 6 ,Qhelmsiness of hotels, SULMHYRG *ROGHQ PDUNHWLQJ =DJUHE



7R MH UD]JORJ GD VH UHFHSFLMX XQLIRUPLUDQH VOX
PDUNHWLQJ SURGDMX L UHJHUYDFLMH VDJOHGDYD X
L NDR VDGBWIDNQRYH RGMHOD VPMHawbMD 7L VH VDVV
X VYDNRP KRWHOX L QDMpH&0H VX RUJDQL]DFLMVNL G
FLMVNH MHGLQLFH OHYyXWLP QMLKRYD XQXWDUQMD R
UD]JOLpLWLP KRWHOLPD V REJLURP QD QMLKRYX NDWI
VWDQGDUGH SRVORYDQMD

2EOLN RUJDQL]DFLMH SULMDPQRJ RGMHOD UD]OLpPpLW
KRWHOLPD SULMDPQL RGMHO SRLVWRYMHUXMH VH V U
L KRWHOVNR GRPDULQVWYR 8 QHNLP MH SDN KRWHO
NRML VH VDVWRML RG RGMHOD SURGDMH UHFHSFLMH
]DNOMXpLWL GD MH DXWRQRPQR SUDYR KRWHOVNRJD
]JDFLMX KRWHOD L SROR4ADM RGMHOD VPMHEAWDMD X R

1D WHPHOMX QDYHGHQRJ X SULND]LPD NRML VOLMHG
PRJXUuD PHQDGAHUVND L RUJDQL]DFLMVNR PHQDGAHU
aWDMD X KRWHOX

60LND OHQDGAHUVND VWUXNWXUD KRWHOD L RGMHOD VP



60LND 2UJDQL]DFLMVNR PHQDGAHUVND VWUXNWXUD RGMHOD

8 PDQMLK KRWHOLPD X VYDNRP RG QDYHGHQLK RGMH
NROLNR RVRED RG NRMLK VYDND RG QMLK REDYOMD
OHYyXWLP &WR MH KRWHO YHUL WR UH VH L VYDND RG
]DVHEQLK RGMHOD SD iH L ]IDSRVOHQL X QMLPD REDY



9567( +27(/$ 86/8*% *267,-8 , 8*2'1267,

5DG X KRWHOX SD WDNR L RGMHOX VPMHaAWDMD YUOF
QRJ 1DpLQ RUIJDQL]DFLMH SRVOD GLQDPLND L EURM
R NDWHJRULML L YUVWL KRWHOD RGQRVQR R QMHIJIR
GYLMH RGUHGQLFH GHWHUPLQLUDWL L NROLpPLQX L YL
KRWHOLPD DOL L YUVWH JRVWLMX NRML UH WH XVOXJt
EHQLND GHWDOMQLMH VH HODERULUDMX UD]JOLpPpLWH
VWL aWR VYH XWMHpH QD RUJDQL]DFLMX UDG L XVSI
VPMHaAWDMD

2.1. Vrste hotela

7TH&E&NR MH QDpLQLWL UD]JOLNX L]JPHYyX RGPRUL&QRJ L S
WUR RGLMHOLWL ]JDKWMHYH ]D RGPRVMAR) MPDN S RWE RN
MHGQR]QDpQR SRGLMHOLWL KRWHOH SUHPD LVWRYUV
GLMHOH SUHPD YHOLPpLQL QODNDICHANBPWSIR G WO N KIRAWVH C
NULWHULMLPD NRML VX QDYHGHQL X VOLFL

60OLND SBRGMHOD KRWHOD SUHPD UD]JOLpLWLP NULWHULML

OHGOLNBUR¢(OH RI WKH +RWHO DQB8LEMHPBQIQIRQGRQW U\ VWU
& D Q G H O DL JL Qrhe Bconomics of Tourism Destinations 6SULQJHU 9HUODJ %HUOLQ +H
VWU



Hoteli prema lokaciji

/JRNDFODMIY ORMMVWR SUHGVWDYOMD SURVWRUQX VPN
VWLWHOMVNLK REMHNDWD WXULVWLpPNLK GHVWLQDF
JUDQD QD RGUHJHQRP SRGUXpMX L PMHVWX ,]JERU OF
GDUVWYX L]X]HWDQ ]QDpPDM 1D QMX XWMHpH PQRAWY
XGDOMHQRVW L]YRUD VLURYLQD EOL]JLQD WU&L&AWD

NRULZWHQMD NDGURYD NOLPDWVNH SULOLNH L GU

$NR VH LPD QD XPX aLUH SRGUXpMH QD NRMH VH VPI
VNR WXULVWLpPpNH GMH O DWINRURAOLRAOR-G W WNHD J IR R WALXR)
ND GHVWLQDFLMD ]D JRVWH L] XGDOMHQLK JHPDOMD |
GH 1DSURWLY NDG MH X SLWDQMX VPMHaAWDM QD RC
VH RLNURORWAEMH&WDM KRWHOD LOL UHVWRUDQD X Qt
PMHVWX LOL JUDGX .ROLNR MH YDAaQD ORNDFLMD SF
QDMEROMH VYMHGRpPL LIMDYD MHGQRJ RG YHOLNDQD
Miltona Stattera NRML MH QDYHR GD SRVWRMH WUL WHPHO|
XVSMHK KR W Hdax&zijaDok&dia Mokacija“.

3UHPD NUQLWHUAMXHRIQRVWHOPRIX SRGLMHOLWL X VOMH!

SUEDQL JUDGVNL LOL NXPVPMHEWEHQL SUHWHRALWR X
OMHQLP VUHGLAWLPD YHOLNLK JUDGRYD /RQGRQ 1H
NRMLPD RGVMHGDMX XJODYQRP SRVORYQL OMXGL *
JQORYUVQLMX L QDMVDGUADMQLMX SR Q XV@Hd Clas® DM Y H i F
Service). =D YULMHPH ERUDYND X WDNYLP KRWHOLPD JR
QDMVXYUHPHQLMD WHKQLpND SRPDJDOD L LQIRUPDFL

6XEXUEDQVNXKRWHIOL NRML VH QDOD]H X SUHGJUDYVYX
VYHWH LOL =DSUH&aLuU X RGQRVX QD =DJUHE 8GDOMF
RYLVL RG EURMD VWDQRYQLND L PDUNHWLQA&A&NH RULM

2GPRULAQL UHVXUKRWHOLHNRML VH QDOD]H X ]JDRNU:
L]YDQ QDVHOMHQLK JUDGRYD X SODQLQDPD QD PRU:
QDFLMDPD LWG 2YL KRWHOL VX VYRMLP VDGUADMLPD
PRWLY VYRMHJ SXWRYDQMD L ERUDYND RGDEUDOL RC
RGPRUD 2GPRULAQL KRWHOL VH PHYyXVREQR QDWMHD
SRQXGH ]D QDMEROMX PRJXiUX ]JDEDYX L UHNUHDFLM X
WRJD QXGH ERJDW RGDELU MH@d®niS&icep L VARE QXQBR G
JL RGPRULAQL KRWHOL X RNYLUX VYRMH SRQXGH RUJI
VSRUWD L UHNUHDFLMH SOHV JROI WHQLV MDKDQM
LWG 8 RVWYDUHQMX VYRJ NRQFHSWD ]JDEDYH VSRU!
SXQMDYDQMD YUHPHQD JRVWLMX WDNYL KRWHOL XYL

$LUSRUWHO DLUSRUW KR VWHOKIRW HOHVRNEHIZRW N Q@ LX KR\Q
NRPSOHNVX JUDpQH OXNH engl airpot 7DNDY MH KRWHO
JRVWH L SXWQLNH X JUDPQRP SULMHYR]X 8 QMLPD RC
JUDNRSORYD SXWQLFL X pHNDQMX OHWRYD LOL SXW
GUXJL JRVWL +RWHOL RYRJD WLSD SRpHOL VX VH SR
JUDPQLK OXND NDGD MH XNXSQL EURM SXWQLND ]QDpEC



WLMHNRP JRGLQH GDQD DOL L X WUHQXWNX NDGD Mt
QD SRMHGLQLP OLQLMDPD L SUHVMHGDQMD QD JUDNR:
MLPD VX SXWQLFL PRUDOL pHNDWL L GR VOMHGHiHJ «
YDQMH 5DGL VH R KRWHOLPD YLVRNH NDWHJRULMH C
QHNRP ODQFX KRWHOD 'DQDV VH WDNYL KRWHOL VYH
KRWHOD V XVOXJDPD NRMH SUX8DMX SRVORYQLP OM)

$NYDWHO DNODWRIDFHXDLiIYRQB hdtel) LOL SORYHUL KF
RSUHPOMHQ ]D RGPRU L GX4D SXWRYDQMD 3UHGVWD
WRUQRJ pDPFD VD SRVWHOMD L NRPIRUD KRWHOD
rent-a-boata. ,]QDMPOMXMH VH V GRPDULFRP ]D GX&D L NUD
QHYQH L]JOHWH

%RWHO ERMQIORVERODMGH YUVWD VSHFLMDOL]JLUDQRJ
REMHNWD NRML QXGL XVOXJH VPMHaAWDMD L VHUYLV ]
GRYH %RWHO MH EURG NRML VOXAL NDR KRWHO LOL
ELWL PDOL SD VYH GR YHOLNLK +RWHO NRML MH VDJ
LOL GMHORPLpPQR WXULVWLPD NRML GROD]H YODVWLW
YyHYLQH L]JJUDYyHQH X SUDYLOX MHGQLP GLMHORP QDG
SORYLORP PRJOR SULVWDMDWL X] RGQRVQR X VDP
KRWHOD XSRWU H El@dkb DoddD (Nelibidl), M WRPM@W QD]JLY ]D SO
WDMXiuL SORYHuUL KRWHO NDR QDMQRYLMX WHNRYLC
ARWHO KRWHO NRML MH ORFLUDQ X] VDPX REDOX

+RWHO WHHQ 8@ [Hefel Barge; IUDQF Péniche Hotel MH QDVWDR
OMX UD]YRMD NRPHUFLMDOQRJ SULMHYR]D SR ULMHp
JOHQLFH NRMH VX QHNDGD VOX&LOH ]D SULMHYR] Wt
KRWHOH VD UD]OLpLWLP VWXSQMHYLPD RSUHPOMHQR
MH AH]GHVHWLK JRGLQD VWROMH{UD D GDQDV SUH
VPMHAWDMQLK REMHNDWD NRMH SRVWRMH QD NDQDO
JLML 1L]JR]JHPVNRM 1MHPDpPNRM L 9HOLNRM %ULWDQL
VYRMLP JRVWLPD SUX&DMX XJRGDQ RSXAWDMXiL L ¢
]JD&D JUDGRYD L VHOD SRVWDMH VYH SRSXODUQLMD |
DPHULPNLP IUDQFXVNLP L UXVNLP WXULVWLPD +RWH
YHOLPLQL NRQ¢JXUDFLML L NYDOLWHWL VPMH&AWDMD
JRVWD D QDMPDQMH ]D VDPR JRVWD 2YDNDY RPMHU
YLVRNX UD]JLQX SHUVRQDOLJLUDQH XVOXJH SD VX KR!
SURYRYHQMD RGPRUD

ORWHO PRWMH NBDWIOWBRWEW L KRtel, WM KRWHO ]D F
ORFLUDQ X] LOL X QHSRVUHGQRM EOL]JLQL JODYQLK

YDAQLK SURPHWQLFD NRMLPD VX JODYQL JRVWL SXW(
ORWHO MH MHGDQ RG SRVHEQLK VWDQGDUGD ]D KR
0 razvrstavanju, kategorizaciji i posebnim standardima ugostiteljskih objekata

iz skupine HOTELI". SRGUD]XPLMHYD XJRVWLWHOMVNL REMH
NDWNDGD VHUYLVRP |]D SRSUDYDN DXWRPRELOD OF
NRMHP VH JRVWX SUX&ADMX XVOXJH VPMHAWDMD L GRU
XIJIRVWLWHOMVNH XVOXJH XRELpDMHQH ]D WX YUVWX >
PRWHOX VPMHAWDM VH SUXaD X VPMHAWDMQLP MHGLC



PRJX ELWL L DSDUWPDQL ORWHO MH ]DVHEQL JUDVHY|
GLR ]DVHEQRJ JUDYHYLQVNRJ REMHNWD NRML pLQL I.
QLP XOD]JLPD VWXEL&WLPD L GL]DOLPD

Rotel H Q d@ing hotel MKRWHO QD NRWDpPLPD YLAHNDWQL DX
VDQLWDUQLP pYRURP WX&HYLPD NXKLQMDPD L EDUR
IMHPDpPNRM ]JD W]Y SXWXMXiUL KRMWHOR IV KPLMOHLONR MR
QDOLN QD KODGQMDpX NRMH VH QDNRQ GQHYQRJ SX
QMHP VWLMHQD SUHWYDUD X VSDYDRQLFX QDOLN QD

3RS XS WRHWSIWOLYUHPHQL KRWHO NRML MH L]JJUDYHQ R
YULMHPH L QHSRVUHGQR SULMH RGUADYDQMD QHNLK
NDR QSU YHOLNLK JOD]J]EHQLK NRQFHUDWD 7DNYL SU
XQDSULMHG L]JUDYyHQLK PRGXOD NRML VH VDVWDYOM
ALWL VYUVL 3RS XS KRWHO PRJXUH MH LQWHJULUDWL
ADWRUD LOL RG PRGXOD QD SRNUHWQLP YR]JLOLPD

7UDQ]LW MIH KKFRMWHO NRML VOXAL ]D NUDWNL ERUDYDN .
X WUDQJLWQRM JRQL PHYyXQDURGQLK JUDpQLK OXND 8
GYD OHWD JUDNRSORYD RELPQR QDMPDQMH &HVW VD
2YDM VH WLS KRWHOD QDOD]L XQXWDU VLJXUQRVQH ]I
QDOD JUDpPQH OXNH L ]D ERUDYDN X WRM JRQL QLMH L

-HGDQ RG QDMSR]QDWLMLK WUDQ]JLWQLK KRWHOD MH
JUDPpQRM OXFL AGKHUHPHW\HYR3 X ORVNYL 8 WRP MH
QDMSR]QDWLML VYMHWVNL A]YLAGDp?® (GZDUG 6QRZC
REMDYLR DIHUX R DNWLYQRVWLPD SULVOXaNLYDQMD
VLIXUQRVW 8 JRQL X NRMRM MH ERUDYLR QLMH PRU
NRMX VX 6MHGLQMHQH $PHULPpNH 'UADYH RSR]YDOH

+RWHOL SUHPD SRQXGL YUVWL JRVWLMX

2YLVQR R SRQXGL NRMD GRPLQLUD X QHNRP KRWHOX
VMHUIXMX WH KRWHOH X VXYUHPHQRP VH KRWHOLMH!
YUVWD KRWHOD RG NRMLK VX QDM]QDpDMQLMH VOMH

RQJUHVQLXBSWBYLOX VX KRWHOL YHOLNRJ VPMHAWD N
SROD&X V YHOLNLP GYRUDQDPD ]D UD]JOLpPLWH QDPME
PRP L WHKQLpNLP SRPDJDOLPD 8] WR KRWHOL QXGH
XJRVWLWHOMVNLK ]DEDYQLK L UHNUHDFLMVNLK VDG
PDMX RG GYLMH GR GHVHW JRGLQD XQDSULMHG 8 QHN
WRM WXULVWLPNRM GHVWLQDFLML SRVWRML MHGDQ
X KRWHOLPD VDPR QXGL VPMHAWDM VXGLRQLFLPD NR
QXGL NRQJUHVQL FHQWDU

*DUQL KWXWKIRWHOL NRML XRELPpDMHQR QXGH VDPR XV(
WDNYL KRWHOL QXGH L XVOXJH GRUXpND 3R NDSDFL!
GR VRED .DNR X SUDYLOX RVLP XVOXJD QRUHQMD

XVOXJH LPDMX SULPDPOMLYH L SULKYDWOMLYH FLMH



%LURKRUDQF EXUHDX L KKWWADL EXYHRXWLWHOMVNL
NRML MH RELpQR VPMHaAWHQ X JUDGRYLPD L X] XVOX
SRVORYQLP OMXGLPD XUHGVNL QDPMH&WDM V SRWUFE
EOMHP 2G SUHKUDQH XRELpDMHQR QXGL VDPR XVOX.

&DVLQy NWNRRRWHOL X NRMLPD VX WHPHOMQH XVOXJH L

,DNR RYL KRWHOL LPDMX NDWHJRULMX OXNVX]QLK KRV

PD L SURVWRUL ]D LJUH QD VUHUX 6XYUHPHQL FDVLC

YL&AH XNOMXpXMX L GRGDWQH XVOXJH NDR QD SULPME

HNVWUDYDJDQWQH SULUHGEH pDUWHU OHWRYH L GU

UDGH RG GR VDWD G Do@sinoXottR G PQM X LHG R
SRVWHOMD SRG MHGQLP NURYRP

%BRXWLTXMPAOQWHO LQWLPQL DOL OXNVX]DQ KRWHO G
RG YHULK KRWHOVNLK ODQDFD SR SHUVRQDOL]JLUDQF
VH QD]L Migaj Xoteli“ ili ,lifestyle hoteli* D SRpHOL VX VH SRMDYON
JRGLQD SURAORJ VWROMHID X YHOLNL JUDGRYLPD S|
JUDQFLVFED 2ELPQR VX RSUHPOMHQL VWLOVNLP OXN\
SXODUQLML VX X 6MHGLQMHQLP $PHULpPNLP 'UADYDPEL
$JLML ,DNR VX XJODYQRP X YODVQLAWYX PDQMLK W
QD QMLKRY XVSMHK QD WUAL&WX QHNL SR]QDWL PHY
VX UD]YLOL ERXWLTXH KRWHOH ,®maell’ YR M OB \EQLHQOR
ABWDUZRRG KRWHOV UHVRUWV:® 3RQHNDG LK VH P
EUHDNIDVW:3 PHYXWLP % % VPMHAWDM SXQR MH VNUF
XVOXJX QRUHQMD QXGL VDPR MHGDQ REURN GRUXpDM
VYLP ERXWLTXH KRWHOLPD MHVX RVMH{GDM ]D GHWDO
WLYQLK L RVRELWLK DUKLWHNWRQVNLK UMH&HQMD RV
QH VREH RGJRYDUDMXiUHJ QDPMHAWDMD L XVOXJD 7D
KRWHOD SULODJRGOMLYLP SRVHEQLP JDKWMHYLPD V\
KRWHOD X SURVMHNX RG GR ]YMH]GLFD

(NR KRMMHKRWHO NRML MH RSUHPOMHQ SUHPD HNRO
JUDGQMH GR SODKWL X VREDPD 2ELOMHADYD JD SRW
SLUD NRQWUROLUDQRJ HNROR&NRJ SRULMHNOD SULI
WURVPRJD HNROR&GNR JULMDQMH SRVHEQL PHQXL Y
X]JIJRMHQLP EH] NHPLMH 1HNL KRWHOL VDPL SURL]YR
RUJDQVNH QDPLUQLFH NRMH QLMH XYLMHN MHGQRVW

SQWLEDEVMKRWHOL NRML VYRMLP JRVWLPD JDUDQWLL
QMLKRY PLU ]D YULMHPH ERUDYND X REMHNWX *RVW|
PRULWL RG QDNXSOMHQRJ VWUHVD JDODPH ]JYRQMD)
YLNH L JDODPH OUH&D WXULVWLpPNLK DIJHQFLMD VYH Y
FLMX GD X EOL]LQL QMLKRYLK JRVWLMX QHiH ELWL G|
PODyLK RG LOL JRGLQD 3UHPGD L]JJOHGD SRPDOF
MH GD OMXGL EH] GMHFH NRML SODuUDMX RGPRU X PL
A4HOMQL URPDQWLNH LPDMX SUDYR ]D VYRM QRYDF W
QH PLAOMHQMD L LQIRUPDFLMD R WDNYLP APLUQLP RI
QRVH QD]LY A8 3L A8 3 WH WDNR SRWHQFLMDOQLP
QMLPD QHPD RVRED LVSRG QDYHGHQRJ EURMD JRGLQI



ERXSOHV 20MH HKRWHO NRML MH NRQFHSWXDOQR QDPI
8 SHSXEOLFL +UYDWYVNRRrk Blary MetImNBDW YKRRUMHHQOMH X Ot

GXOLQX VUHGLQRP J 5LMHp MH R WUHQXWQR QDM
LIYRGX XRSUH 8 J QD OHGLWHUDQX MH ELOR D
VNRM &4SDQMROVNRM ,WDOLML 7XQLVX D X J RW

X OHGXOLQX 8 RGDELUX REMHNWD ]D WDNYX YUVWX
RGQRVQR SULURGQR RNUXaAHQMH 2EMHNW PRUD ELWL
AWDQMH X LQWLPQRP RNUXAHQMX \allSrRINVSWEIGRP JDV W L
cate SRQXGRP &MHORGQHYQL SURJUDP REXKYDUD GQH
wellbeing SURJUDPH UHODNVDFLMH L PDVDaH GHJXVWDF|
UDGLRQLFH UH]JEDUHQMD YRUD fruitartcarvingg GRN VX YH{
na eventima N DR a\Bl&ck\axd White night YHpHU OMXEDYL YHpHU
NXOWXUH L VO

Biohotel MKRWHO NRML MH X VYRMHP SRVORYDQMX IRNX
HNRORANL SURL]YHGHQH KUDQH 3RQXGD ELRKRWHOD
X]JJRMHQRM L VH]JRQVNRM KUDQL GRN MH NRUL&ZWHQM
XPDND L SUHOMHYD ]D VDODWH ]JDEUDQMHQR 8 QMHP
RGQRVH L QD XQXWDUQMX RSUHPX GL]DMQ L KRWHOD
KRWHOX XJRGDQ L SULURGDQ RNROL& 9LVRN SULRULYV
VQRP UHFLNOLUDQMX RWSDGD WH HQHUJHWVNRM XpL

NWXGIHWVORUNWD KRWHOD NRML X VYRMLP VREDPD RV
awDM X] RJUDQLPHQX SRQXGX XVOXJD SUHKUDQH L S

)DVWHQ MRVKRWHO NRML NUR] VYRMX SRQXGX SURPR
JUDP ED]LJP®BQ LGULFDQMH RG NRQ]SRIRPLE MQ MOU DVQHD
FLRQDOQLK YULMHGQRVWL &LYRWD 3URMHNW NRMHJ
QRVL QISIRYRYQR BRVHPIMH R YLAHGQHYQRP ERUDYNX
SULOLNRP NRMHJD VH JRVW RGPDUD RG KUDQH NRQ]J
SRGULMHWOD NRULVWL GQHYQH DNWLYQRVWL QD RV
WDNYLK DNWLYQRVWL PRUD ELWL REQRYD YLWDOQRV
WH&ALQH VWDQLpPQR SRPODYLYDQMH L EROML LPXQLW
VYLMHWX NRML SUDNWLFLUD RYDNYX YUVWX SRQXGH

JRUW X QDMHRKRMMHO NRML MH RG SURGDMQH VOXAEH
EUDQ NDR REMHNW NRML 0H X RGUHYHQRP SHULRGX
QL]DN VWXSDQM WXULVWLpNH SRWUDaQMH QXGLWL |
SULKYDWOMLYLP FLMHQDPD 2YDM QDpPpLQ SRVORYDQM
SRUHPHUDMD QD WXULVWLpN R HoinadbtalivxideDotRIELPp QR V
QLAH NDWHJRULMH

*ROI UHVRMW 8S8RWHEQD YUVWD KRWHOD QDPLMHQMHAQ
KRWHO LPD WHUHQH ]D JROI D QDPLMHQMHQL VX OMX
KRWHOL VX XGDOMHQL MHGDQ GR GYD VDWD YRAQMH
FHQWDUD D 4&WR VH WLpH YHOLpLQH LPD LK RG VUHG

+RVWHOREMHNW X NRMHP VH SUHWHALWR PODYLP JRV\
MD D PRJX VH SUXADWL L XVOXJH SUHKUDQH SLUD L C
KRVWHOX VX VREH L LOL VSDYDRQLFH 8JRVWLWHOMYVN



KUDQH SLUD L QDSLWDND X KRVWHOX PRJX ELWL VPMF
X QHSRVUHGQRM EOL]JLQL L L]YDQ JUDVHYLQH X NRMR
+RVWHO MH XJRVWLWHOMVNL REMHNW QL&H NYDOLWHYV
AWDM MH QDMpH&UH RUJDQL]JLUDQ X YLAHNUHYHWQLP
QLFRP 3RAWR MH KRVWHOVNL VPMHAWDM MHIWLQLML
NRULVWH PODYH RVREH QD SURSXWRYDQMX L NUDWNL]

6HOI VHUYIMFH KRWHO EH] RVREOMD X NRMHP JRVWL
AWDM VDPL VH SULMDYOMXMX L RGMDYOMXMX EH] SR
NRML UD]JYLMDMX RYDNDY NRQFHSW SRVORYDQMD PR\
SODUD ]JDSRVOHQLK

Zelenihoteli VX KRWHOL YH]DQL X] HNRORANH HQHUJHWVNF
NDW PRUDMX LPDWL RQL KRWHOL pLMTR WK RRM.UKR QM
NRML VX HQHUJHWVNL XpLOQNRYLWL D XPMHVWR ORAL
YRGH NRULVWH VRODUQL VX\#&dn¥vjegdidd H pRélddi R NRQF
hotel RGQRVQR HQHUJHWVND H;NDVQRVW HNRORAND S
OMLYLK L]YRUD X KRWHOVNRP VDGUADMX SUHPD IRUF
HeNDVQRVW OIE (obnovljivi izvori).

3,21,5$ +27(/,-(5679%

Jeste li ikada razmiSljali o tome gdje je i kada po prvi puta uvedeno ono Sto
danas smatramo osnovnim standardom hotelske sobe?

2G PLQLEDUD SUHNR PHQLMD ]D RGDELUb&RBYHEQRJ N
NRML iH JRVWX ELWL QD UDVSRODJDQMX VDWD GEC
VYDNR XJDYyDQMH L VLWQR ]JDGRYROMVWYR SUHWYRU
XYLMHN ELOR WDNR , QH WDNR GDYQR PDOH ERpLFH
APD]QXWL3 L] KRWHOVNH NXSDRQLFH MHGQRVWDYQR
VREH LOL GUXJH WHKQRORJLMH 6YHPX WRPH YUDWD
RWYRULOL KRWHOLMHUL SLRQLUL NRML VX JOHGDOL
NRUDN GDOMH RPRJXULY&L JRVWLPD GD MHGQRVWDY
2YR VX KRWHOL NRML VX SUYL XYHOL GR WDGD QHXR]|

5220 6(59,&( KRWHO A7KH :DOGRUI $VWRULD?3 1HZ <R

,DNR MH A:DOGRUI $VWRULD?®* SR]QDW SR PQRAWYX LC
UHYROXFLRQDUQRP V Hobrdemided XRRH\M 9 RIP LK JRGL
QD 1RYRVW VDWQH XVOXJH SRVWDOD MH EU]JR KLV
QLMH WUHEDOR GXJR GD SRVWDQH GLR SRQXGH L X G

.83%$21,8% 8 62%, KRWHO A7KH *RULQJ +RWHO?3?* /RQGR

2YDM VH KRWHO L GDQDV VPDWUD MHGQLP RG QDMO
MHPH NDGD MH WHN RWYRUHQ JRGLQH WXULVW
MHQLFRP GD MH VYDND VRED LPDOD VYRMX NXSDRQLF
YLYHQR X QLWL MHGQRP VPMHAWDMQRP REMHNWX



6$381 , 4$0321 8 .83%$21,&, KRWHO A)RXU 6HDVRQV3 /I

$NR MH JRVW SULMH JRGLQH ]DERUDYLR VDSXQ L
WDYQR QLMH ELOR 1R ORQGRQVNL MH A)RXU 6HDVF
NDR XVOXJX YLaH L SUYL SRQXGLR VDSXQ L 4aDPSRC
NDNDY SR]QDMHPR GDQDV YHuU X SODVWLpPpQLP YUHUL

5$',2 8 62%, KRWHO A%RVWRQ 3DUN 30D]D?® %RVWRQ

.DGD MH RWYRUHQ JRGLQH ELR MH SUYL KWRHC
UDGLR .ROLNR MH WR ELR YHOLNL LVNRUDN X SRQXC(
YULMHPH VYH YLMHVWL |J]DEDYQH HPLVLMH L JOD]ED
UDGLMD D L QHNROLNR JRGLQD NDVQLMH WHN MH \
SRVMHGRYDOR UDGLR SULMHPQLN

0,1, %$5 KRWHO A+LOWRQ +RQJ .RQJ® +RQJ .RQJ

*RVW VSDAHQ 4HyL X VREL L V PDOR WDQMLP QRYpPDQ
YDOLWL MHGQRP +LOWRQRYRP PHQDGAHUX NRML MH
LVSXQL PLQL EDURYH SUYH MH MR4& LK JRGLQD SU
VNXSLP SLUHP X VYLK VRED KRWHOD A+LOWRQ +RQ
SUHPD SRGDFLPD A+LOWRQD:® SRYHUDR SURGDMX SLI
SULKRG NRPSDQLMH ]D

A7XUL]DP LQIR?

+RWHOL SUHPD YHOLpPLQL

8 RGUHYyLYDQMX NULWHULMD ]D NODVL¢{NDFLMX KRWH
PHWRGLpNH UD]JOLNH NRMH PRJX XJURNRYDWL SRWH3Z
GXVWULMD X UD]OLpLWLP JHPOMDPD 6PDWUD VH GD M
KRWHOD SUHPD YHOLPpLQL L EURMX ]JDSRVOHQLK MHU

OHRYLRWGRUDQ QD LQADFLMX

MDVIMHGQRVWDYDQ ]D UD]XPMHWL L
NRPSDUDXNSROHGLY

B3UHPD QHNLP NULWHULMLPD SRMDP KRWHO R]QDpDYI
pDN GR VRED SD L YL&A&H MHU QHNL KRWHOL GDQI
3UHPD WLP VWDQGDUGLPD PRJXuD MH SRGMHOD KRW|

Z GR VRED

Z RG GR VRED
Z RG GR VRED
Z YLAH RG VRED



BUHPD NULWHULMX YHOLpLQH KRWHOD SRVWRMH L G
MHGQRM NOBRMWH®EFUDWIYUVWDYDMX X

ZPDOH KRWHOH GR VRED
ZVUHGQMH YHOLNH KRWHOH RG * VRED
ZYHOLNH KRWHOH YL&AH RG VRED

8 5HSXEOLFL +UYDWVNRM SUHPD VWDWLVWLFL 0
PRJXiUH UD]YUVWDWL QD QDpPLQ NDNR MH WR SULND]D¢

7TDEOLFPRWHOL X 5SHSXEOLFL +UYDWVNRM SUHPD YHOLpPLQL

Broj smjeStajnih jedinica Broj hotela %
+
*
+
+
*
+
YL3AH RG
8.8312 632 100,00

,]JYRU OLQLVWDUVWYR WXUL]PD 5HSXEOLNHZZUYDOLWPWNKU VWDQM

,] WDEOLFH YLGOMLYR MH GD YHuULQD KRWHOD pD
VPMHAWDMQLK MHGLQLFD L ]D WH KRWHOH EL VH P
PDOLK KRWHOD

,SDN QHRYLVQR R SRGDFLPD L] SUHWKRGQH WDEOLF
SRGMHOD KRWHOD SD VH RQL X 5HSXEOLFL +UYDWVNI
iH WUL VNXSLQH
PDOH KRWHOH NDSDFLWHW RG GR VRED
VUHGQMH YHOLNH KRWHOH RG GR VRED L
YHOLNH KRWHOH YL&H RG VRED

8 WDEOLFL SULND]DQL VX QDMYHiUL KRWHOL X 5HS)
EURMD VPMHAWDMQLK MHGLQLFD L VWDOQLK SRVWHO

%DNHFU %UDGOH\ 3 3#MXN@RGOHV RI +RWHO )URQW 21,FH 2SHUDWLRC
Vwu
6REH KRWHOVNL DSDUWPDQL L RELWHOMVNH VREH )DPLO\ 5RRP



7TDEOLFDDMYHUL KRWHOL X 5HSXEOLFL +tUYDWVNRM

Broj Broj
5DQ Ime hotela Mijesto smjestajnih stalnih

jedinica postelja
'HO ¢ Q 3RUHPp
9DODPDU &OXE 71OOBDULV
6RO *DUGHQ ,VWWm®PDJ
Medena 6HIJHW 'RQML
&RULQWKLD %DaND
&URDWLD &DYWDW
3DUN 30D]D %HQ Wedalid UH
/DIJXQD ODWHUDGD BRUHDp

D
9 ?XDEOUDRPYDQUL l/\I DFURH DXEURYQLN
/H OHULGLHQ /DY 3RGVWUDQD
3DUN 30D]D +LVWrUaD
Beli Kamik IMLYLFH
)XQLPDWLRQ 'DQPDFLMD =DGDU
.RPRGRU 2UHEL
9HVSHUD ODOL /RALQM
9DODPDU &OXE 'XEURYQL|N '"XEURYQLN
Ivan ALEHQLN
,VWUD 5RYLQM
IHSWXQ 7TXpHSL
$0JD 7XpHSL
,EHURVWDU (SLGDXUXYV &DYWDW
9DOGDOLVR 5RYLQM
$VWDUHD Milini
+RWHO 9DODPDU $UJRV\ '"XEURYQLN
3LQLMD SHWUpDIQH
,EHURVWDU $OEDWURYV &DYWDW
/IDIXQD $OEDWURSBRUHDp
A ARALT
$XURUD ODOL /RALQM
'"XEURYQLN 3DODFH '"XEURYQILN
,JYRU OLQLVWDUVWYR WXUL]PD 5HSXEOLNH +UYDWVNH ZZZ PLQW Kk




2YDNYD SRGMHOD KRWHOD QD WHPHOMX LQVWDOLUDOC
UXMH KRWHOLPD VOLPpQLK NDWHJRULMD PHYyXVREQX X
UDGD WDNR L X VWDWLVWLPpNLP SRND]DWHOMLPD SR\
OLK SRGX]HUD X XNXSQRP EURMX SRGX]JHUD XNXSQRP
UHQRP SULKRGX VWUXNWXUD HNRQRPLMH UD]JYLMHQL
QR VH UD]JOLNXMH RG VWUXNWXUH KUYDWVNH HNRQRP
VPMHAWDMQLK NDSDFLWHWD L VDGUADML X KRWHOX M
JRVWLMX LPDMX YHOLNRJ XWMHFDMD QD XQXWDUQM X

+UYDWVNR KRWHOLMHUVWYR NDUDNWHUL]LUD PDOL X
XGMHO X XNXSQRP EURMX ]JDSRVOHQLK .DUDNWHULV
QMLKRYRP YHOLPLQRP L VWUXNWXURP LPRYLQH RVR
VODERVW YHOLNLK KRWHOD MH QHSULODJRGOMLYRV'
QHGRVWDWQLP NRULAWHQMHP GRVWXSQLK NDSDFLWH
VX SUHGQRVWL PDOLK KRWHOD NDR QSU AHNVLELOQ
QD W U a|Sirsteyiji rdzvoja hrvatskog turizma do 2020. godine PDOL SUL
YDWQL KRWHOL EL WUHEDOL SRVWDWL QRVLWHOML S|
VWYD X +tUYDWVNRM

+RWHOL SUHPD UD]JLQL XVOXJH FLMHQL

1DMpHa4uD SHUFHSFLMD @4LURNH MDYQRVWL QD UD]JLQX
RGQRVQR QD FLMHQX XVOXJH X WLP KRWHOLPD MH GD
QMH NYDOLWHWQH L& IOXNNXQHUKRSUHHHGMWDWHOMD M X L
FLMHQD X RGQRVX QD NYDOLWHWX XVOXJH X KRWHOL|

.YDOLWHWD XVOXJH X KRWHOLPD RGUHYXMH VH X SUD
JYMH]GLFD QXGH QDMEROMX XVOXJX 8 VXYUHPHQRP
WUL UD]JLQH NYDOLWHWH XVOXJH VOLND

9U K X Q VN D (World-€lass ili First-Class Service) MBDMYLAD UD]LQ|
NYDOLWHWH XVOXJH YUKXQVND XVOXJD X KRWHC
X KRWHOLPD QDMYL&H NDWHJRULMH 3RGUD]XPLN\
2YX UDJLQX XVOXJD PR&H VH GRYHVWL X NRUHOD
WHJRULJLUDQL X SUYX NDWHJRULMX L R]QDpDYDN

6 U H G ® WD XMid-Range Service)) VUHGQMD UD]LQD NYDOLW
X KRWHOLMHUVWYX NRMD VH PRUD SUX&DWL X KF
MH X DNWXDOQRP KRWHOLMHUVNRP WUHQXWNX K

(NRQRPVND RJXNQEderipmy/Limited Service) MH QDMQLA&D
UDJLQD NYDOLWHWH XVOXJD X KRWHOLMHUVWY X
KRWHOLPD NRML VX NDWHJRULJLUDQL X WUHUX NI



60OLND Razine kvalitete usluga u hotelijerstvu

2YDNDY SULVWXS GRYRYHQMD X YH]X UD]JLQH XVOXJD L
VYRMH RSUDYGDQMH MHU EL GDOMQMH VSXawDQMH U
KRWHOD RGQRVQR KRWHOD V LAOR SUHPD QHpHPX &
QH SULKYDuUD RVLP X ULMHWNLP L]X]JHFLPD WLMHNRP
SULVWDMH QD NUDWNRWUDMQR NRULAWHQMH XVOXJD \

Hoteli prema vlasnistvu

3UHPD YODVQL&WYX KRWHOL VH PRJX SRGLMHOLWL Q
ddH VH SRMDYOMXMX VOMHGHUH

QH]DYLVQL KRWHOL
KRWHOL V PHQDGAHUVNLP XJRYRULPD
IlUDQaL]QL KRWHOL

4. timeshare hoteli i

5. condo KRWHOL

IHIDY IWROMWMXOKRWHOL NRML SRVOXMX VDPRVWDOQR 3F
WHUHVD WL VH KRWHOL PRJX XGUXAaLWL X W]Y IRUPL
RUJDQL]DFLMH V FLOMHP SRVSMHALYDQMD SRVORYDQ
PHYXVREQLP SUHSRUXNDPD JRVWLMX IH]DYLVQL KR\
WHOVNL VXVWDY YHU VDPRVWDOQR L QH]JDYLVQR YRC
NHWLQ&NX SROLWLNX SROLWLNX SURGDMH L FLMHQD
WXULVWLPpNRP WUALAWX 3ULPMHQMXMX RSUH SR]QDV
SUDYLOQLNH R NDWHJRUL]DFLML DOL QHPDMX QHNH
GH 5LMHWNR VX XYUGWHQL X JOREDOQH GLVWULEXFL
VDPRVWDODQ D WHPHOM WUALdQRJ QDVWXSD MHVX V
RSVWDWL QD WXULVWLpNRP WUALdAWX DOL X SRVHEQI
L DNR YHU LPDMX SUHSR]QDWOMLYRJ JRVWD 9HOLNL
QHIDYLVQL KRWHOL 1H]DYLVQL KRWHOL GDQDV SRVO?>



KRWHOL QLALK VWDQGDUGD L VUHGQMH L QLA&H NYDOL
VQLK KRWHOD LPD YHOLNL EURM L X JUDGRYLPD L X R

+RWHOL V PHQDGAHUVXLWDNMLY RRWHODL pLML VX YODV(
YRUQL RGKRWHOVNLP ODQFHP QD SULPMHU VDPR ]D
VDPR PHQDGAaPHQW 8 WRP VOXpDMX KRWHOVNL ODQ
WHORP VDPR SRVORYH PHQDGAPHQWD 90ODVQLFL WLK
PHQDGAaPHQWX Management Fee RGQRVQR KRWHOVNRP OL
QDGAPHQWX MH QRYLMHJ GDWXPD L VYH VH YL&H UDVS
YRU L]PHyX SUDYQH RVREH NRMD MH YODVQLN KRWHOI
NRPSDQLMH Management Corporation V GUXJH VWUDQH NRM
SUDYLOD L JDUDQWLUD NYDOLWHWX L |JDAWLWX NYDOL!
VQLNX KRWHOD DOL PX QH GDMH QLNDNYX JDUDQFLM X

OHQDG&PHQW NRUSRUDFLMD ]DUDYyXMH V RVQRYD pO
X UHJHUYDFLMVNRP VXVWDYX QDNQDGH ]D L]JREUD]E
QDG&PHQWX GDYDWHOM PHQDG&PHQWD VH REDYH]XMI
WHOD LOL RGUHYHQH SRVORYQH IXQNFLMH GRQRVLWL
]JDVWXSDQMD D SRVHEQR MH YH]DQ ]D SRVORYH SODQ

1MHJRYL SRVORYL PRJX ELWL NRPHUFLMDOQRJ LOL W
yHQMX SRVOR Y Bhow-SoWL3IRMORRNQRJI XSUDYOMDQMD -HG
PHQDGAPHQW NRPSDQLMH MH L LJIREUD]JED NDGURYD |
VNH XVOXJH 8YLMHN VH RGJRYRUQRVW ]D VQRAHQMH
LOL VWHPDMD LVNOMXpXMH L ]D QMHJIJD PHQDGAPHQW
VWUDQH SULPDWHOM XVOXJD PHQDGAPHQW NRPSDQLM
QDG&PHQW NRPSDQLML L VDP MH RGJRYRUDQ ]D ¢QDQ

2YDNYL VH XJRYRUL VNODSDMX RELPQR L]JPHyX YHOLN
ARYLWRP YODVQL&WYX JGMH VX YHULQVNL YODVQLFL
1D GHWDOMH KRWHOVNRJD SRVORYDQMD WH XJRYRL
2ELPpQR VX WR XJRYRUL X WUDMDQMX RG VHGDP GR C
QD QHRGUHYHQR YULMHPH 8JRYRUL RYH YUVWH VDGL
RGJRYRUQRVWL ]D QDNQDGX aWHWH GDYDRFD PHQDG:

'UXJL QHRYLVQL KRWHOL XJRYDUDMX V KRWHOVNLP O
RJOD&A&DYDQMHP LOL PDUNHWLQJRP LOL SURGDMRP ,SD
RYLVQLK KRWHOD V KRWHOVNLP ODQFLPID MH IX]JIR YR U C
WRP VOXpDMX XJRYRURP VH XWYUyXMX VWURJL VWDQ(
SURFHGXUL UDGD WH L]J]QRV JRGLAQMH QDNQDGH ]D SL
WLP VWDQGDUGLPD KRWHOVNL VH ODQFL UD]JOLNXMX N
QD wuaLawx B8JRYRUHQL VWDQGDUGL PRUDMX VH VW
VWUXpQMDND SURYMHUDYDMX SULGUADYDQMH WLK VW
QMD VOLMHGH XJRYRUQH VDQNFLMH &WR MH QDMpHAaI
IUDQ&L]H VX L]JUDYQD XSRUDED YHU XYHGHQRJ SRVOR®
QRYL VXEMHNWL QD wWUaLawX L]JEMHJIJDYDQMH SRpHWQI
QHGRVWDWNH PRJXUH MH QDYHVWL VOLMHYHQMH VNXS
]JERJ VWDQGDUGL]DFLMH L QHPRJIJXUQRVW NRUL&GWHQMD

9IXNRQLU % yDYOHN 1 5MHpPpQLN WXUL]PD ODVPHGLD =DJUHE



Timeshare hoteli VX KRWHOL X NRMLPD SRVMHWLWHOML XJR®
WPDQ L WDNR SRVWDMX VWDOQL YODVQLFL VDPR |D W
UD]JGREOMH X JRGLQL RELPQR MHGDQ G¥YD QDL/VMEH
AWDMQD MHGLQLFD LPD YL&H VXYODVQLND

2EYH]H SUXADWHOMD XVOXJH XJRVWLWHOMD VX

REYH]D SUHGDMH WXULVWLpPpNRJIJD REMHNWD
REYH]D RGUADYDQMD WXULVWLpPpNRID REMHNWD

2EYH]H NRULVQLND XVOXJH JRVWD DJHQFLMH VX
REYH]D NRULAWHQMD WXULVWLpPNRJID REMHNWD SI
REYH$DDUDQMD QDNQDGH ]D YUHPHQVNR NRUL&WF
REYH]D YUDUDQMD WXULVWLpPNRJIJD REMHNWD SR L

90DVWMMGQD PRAH DNR &HOL ]DPLMHQLWL YODVQLAV
NLP GUXJLP YODVQLNRP WMHGQD X VOLpQRP KRWHOX
LIPMHQX XJRYRUD 90DV QL PF LtinveBHdrel SRRMVHIDHK NBID® L@ IVFX
JDQL]DWRUX GUXAWYD JRGLAQML XJRYRUHQL L]QRV ]L
L pLA&UHQMD VPMHAWDMQH MHGLQLFH

A=DNRQ R ]D&WLWIN G R Wioexaidopdbeu na vremenski ogra-

QLPHQX XSRWUHEXDQHNMPBWRGEWHEGEDPD WRJD ]JDNRQD
VNODSD QD UDJGREOMH NRMH QH PRA&H ELWL NUDUH R
SRWURAaDpD RVQLYD LOL QD QMHJD SUHQRVL SUDYR X
WLMHNRP RGUHYHQRJ LOL RGUHGLYRJ GLMHOD JRGLQ!
PX XNXSQX FLMHQX 7NR XJRYRURP VWMHpPpH SUDYR QT
WUHEX DNR VH QHNUHWQLQD QDOD]L QD SRGUXpMX 5
SUDYR XSLVDWL X JHPOMLA&QX NQMLJX 8 WHUPLQX XJI
QLQH SRWSLVQLN XJRYRUD LPD SUDYR L]IQDMPLWL M)>

&R Q GR KCondetel, IHotel-condo; Condominium hotel) VX KRWH®L VOLpPC
meshare KRWHOLPD DOL ]D UD]JOLNX RG QMLK RYR VX Y
NRMISSRODYy WRML VDPR MHGDQ YODVQLN MHGQH VPMHAaW
XSUDYL GUX&WYD MDYLWL YULMHPH X JRGLQL NDGD
MHGLQLFX SD X WRP VOXpDMX XSUDYD GUX&a&WYD PR&
GDWL X QDMDP GUXJLP SRVMHWLWHOMLPD ODQML Gl
UDYL GUXawyYyD D YHUL GLR YODVQLNX VPMHaAWDMQH
WYD JRGLAQML XJRYRUHQL L]JQRV ]D WURANRYH YRYVH
VPMHAWDMQH MHGLQLFH

2.2. Vrste usluga

+RWHOLMHUVWYR VH NDR XVOX&4QD GMHODWQRVW P
IXQNFLRQDOQD SRGUXpMD VOMHGHIULK XVOXJD
VPMHAWDMD
KUDQH L SLuH
]JDEDYH



+RWHO QDMpH&a&UH QXGL UD]OLpLWH NRPELQDFLMH VY
VWXSDQM VSHFLMDOL]DFLMH LOL NRPELQDFLMD IXQNF
RGUHYXMH WLS L YUVWX JRVWLMX NRMH VH &@8HOL SUL
KRWHO VWYDUD X MDYQRVWL

5DG NRML VH QH RSUHGPHuUXMH X QHNRM VWYDUL Yl
JLYD VH X\VBOXYRMHP GUXawyYD UDVWH RSVHJ L SURALL
X JRVSRGDUVWYX L GUXaWYX 6YH VH YLaH [DSRVOHQ!
GD PRGHUQLP UD]JYRMHP OMXGVND GDMHGQRPDVORV W I

8VOXJH X XJRVWLWHOMVWYX PRJX SUXabwL WUJRYD
SRMHGLQFL L REUWQLFL NRML LVSXQMDYDMX XYMHW
S UR S L\Zakqndm o ugostiteljskoj djelatnosti“®® L SURSLVLPD GRQHVHQ
WHPHOMX RYRJD ]JDNRQD

XOWXUQR SUXADQMH XVOXJD REXKYDUD NXOWXUDQ R
MHQVNX EHVSULMHNRUQRVW SURVWRUD L LQYHQWDU|
L XGREDQ DPELMHQW X NRMHP VH JRVW ]DGUADYD L
L]JJOHG RVREOMD 6XVWDY YULMHGQRVWL L YMHURYDC
MX GD MH SUXaDQMH NYDOLWHWQH XVOXJH JRVWX SU
LOL XJRVWLWHOMVNRXY REMHNWDOQRUDD7TRHMH NXOW
YD XVOXALYDQMH JRVWLMX SXWHP SROLWLND SURFHC

8VOX&QH GMHODWQRVWL NDR &WR MH KRWHOLMHUV)
GUXAWYHQRM SRGMHO LNIDUGDN WHU V. 8 HRIRADISRIXE B J D

QHGRGLUOMLYRVW

QHPDWHULMDOQRVW

QHPRJIXUQRVW VNODGLAWHQMD XVOXJD

KHWHURJHQRVW

LVWRYUHPHQRVW ASURL]YRGQMH3 L NRQ]XPLUDQM
2VLP WREDVHO LNDR WHPROMQD WXULVWLPND UHFHSWL
PLMX LPD YUORORQD)DMWRPREMB WH RIOHGD X VOMHGHUH

JRVSRGDUVND YDAQRVW

RVWYDULYDQMH GHYL]QRJ SULOMHYD

XWMHFDM QD SODWQX ELODQFX JHPOMH

VXGMHORYDQMH X UREQRP SURPHWX

]JDSRAOMDYDQMH NDGURYD

GUXAWYHQD SROLWLpPND L NXOWXUQD YD&A&QRVW
QULMHGQRVW XVOXJD SUHGVWDYOMD SHUFHSFLMX JRV
SUHPD QMLKRYRM FLMHQL 3ULWRP VH VYRMVWYR L V¢
MX QHNH SRWUHEH QDRYNMBMH VH NULMH ]DSUDYR QM
9ULMHGQRVW XVOXJD VWYDU MH VXEMHNWLYQH RFMH

QMLKRYRM NRULVQRVWL 9Q9ULMHGQRVW MH RQR aWR J
OMHQMH QMHJRYLK SRWUHED &4HOMD SD L SURKWMHY

1DURGQH QRYLQH EU



9ULMHGQRVW XVOXJD ]D JRVWD PR&H ELWL SRYHUDQI
X] LVWX FLMHQX VPDQMHQMHP QMLKRYH FLMHQH QEC
VQR VYDNRP SURPMHQRP NRULVQRVWL L FLMHQH XVC
QMLKRYD RPMHUD

8 VYDNRGQHYQRP JRYRUX KRWHO MH REMHNW X NRP
DOL MH RQ L RVQRYQL UHSUH]HQWRIQW \RE BIR NPIW DR] [
L]GYDMD L] WH VNXSLQH 2VQRYQD GMHODWQRVW KRW
XWHPHOMHQ L NRMRM MH RGUHYHQR FMHORNXSQR QN
RG SUX4DQMD UD]OLPLWLK YUVWD XJRVWLWHOMVNLK

.DR aWRWHOVNL SURL]YRG pLQH VYH PDWHUNRBBQH

VH JRVWLPD SUX&DMX X KRWHOX MHGQDNR VH PRA&H |
SUDYR VNXS YLa4H XVOXJD PR&H VH SULGRGDWL L UR
WHOMX KRWHOVNRJD REMHNWD LVSXQMDYDMX SRWU
L SLuD WH RVWDOLK XVOXJD NRMH PX VH SUX&DMX |
X KRWHOLMHUVWY X

6D VWDMDOLaAWD JRVWD RGQRVQR NRULVQLND KRWH
UD]OLpLWD NRPELQDFLMD

DNWLYTDEDYID VSRUW DQLPDFLMD UHNUHDFLMD
SRIRGQOSDWNL WonCergegVSIUDQMH UXEOMD SULMHYR
SRVORYQH DoowW seviglr Y WGLU L

LQWHUIPHYXWRIEG QRFRVOWVD ]D YULMHPH DNWLYQRVWL
JRGQRVWL

+RWHOVNH XVOXJH PRJX VH UD]XPMHWL L NDR LVNXYV
3RG WLPH VH SRGUD]XPLMHYD GRALYOMDM NRMHJID J
XVOXJD GRALYOMDYD X LQWHUDNFLML V

SUX4aDWHOMLPD XVOXJD ]DSRVOHQLP UDGQLFLPD
RVWDOLP JRVWLPD KRWHOD
¢JLPNLP RNUXAHQMHP RSUHPD XUHYDML DPELMF

IDNRQFHSWXDOQRM UD]JLQL RYDNR GH¢QLUDQR LVN
JRY GRALYOMDM PRAH VH SURPDWUDWL NUR] NRUL
XNXSQH XVOXJH

+RWHOVND XVOXJD VH SULSUHPD L SUX4D QD SRVHED
MH SRGPLULYDQMH OMXGVNLK SRWUHED X VPMH&aWD M
XRELPDMHQ L QD VSHFL{pDQ KRWHOLMHUVNL QDpLQ
QD NRML H JRVW [DGRYROMLWL VYRMH SRWUHEH L PF
EUDR KRWHOVNL REMHNW

+RWHOVNH XVOXJH GLMHOH VH QD YL&H QDpLQD L V Y
SRGMHOD SULND]DQD QD VOLFL

&HUR¥LHRWHOVNL PHQDBAPM/@GW |]D WXULVWLPNL L KRWHOVNL
2SDWLMD Vwu



60OLND Vrste hotelskih usluga

Osnovne ili glavne hotelske usluge

D 8VOXVPMHaAWRWIW KRWHOD NRULVWL KRWHOVNX X
MH HYLGHQWLUDQ NDR KRWHOVNL JRVW SD PDN|I
VWRJID X RVQRYQX KRWHOVNX XVOXJX UD]JYUVWI
RVWDOH XVOXJH

E 8VOXSHHKUXWHVWRUDQXWIRDIHYVRBELSLUXVIOXIH LWI
DONRKROQLK L EH]JDONRKROQLK SLUD WRSOLK L |

BULSUHPD L SUXADQMH RYLK XVOXJD SUHGVWDYOMD F
GUADM KRWHOVNH GMHODWQRVWL L JODYQL UH]XOWD\
VH X WRPH GD KRWHO VYRMLP JRVWLPD L]GDMH QDPM
VDVWRML VH X SULSUHPDQMX L SRVOXAaLYDQMX MHOL
L QDSLWDND VDVWRML VH X SULSUHPDQMX L SRVOXa!
SLUGD L QDSLWDND

2VQRYQH JODYQH KRWHGVMWH XOMBWEK YHULQX NRUL\
PRA&H NRQJXPLUDWL 7R VX VUHGLaAaQMH XVOXJH NRMH
ADWL SRMHGLQDpPQR VDPR MHGQD YUVWD WLK XVOX.:
LVWRYUHPHQR

*ODYQH VH XJRVWLWHOMVNH XVOREHIMR & PRIXKP®HPRGL N
WRPH ]DKWLMHYD OL SUXADQMH XJRVWLWHOMVNLK X\
OXJH SUHKUDQH L SLuUD LOL WHN QH]JQDWQR XVOXJH
SUHPD WRPH LPDAMXRDIY RKEQRISUHUDVSULSVHRDQ@M N WH
L SLUD DOLOKIAVOW RVRVOXIHHVPMHAaEWDMD



3RPRUQH VSRUHGQH KRWHOVNH XVOXJH
D 6YH XVOXJH NRMH JRVAMWNRHOQVWW UDRNRNNMRSVOO 0HQH

Z XVOXJH SRPRUQRJ LOL GRGDWQRJ NUHYHWD X V

Z XVOXJH SRVUHGRYDQMD SUL WHOHIRQLUDQMX

Z SUDQMH L JODpDQMH JRVWLQMVNRJ UXEOMD L R

Z NHPLMVNR pLA&UOHQMH RGMHUH

Z RGUADYDQMH REXUH

Z SURGOXKWDQVNLK SURL]JYRGD UD]JJOHGQLFD L U
VYDNRGQHYQX XSRWUHEX

Z LIQDMPOMLYDQMH VSRUWVNH RSUHPH

Z RUJDQLIDFAOMPLWLK YUVWD SRVORYQLK VNXSRYD

Z RVWDOH HYLGHQWLUDQH L QDSODUHQH XVOXJH

E 6YKVOXJH NRMH QLIJGMH QLVX HYLGHQWLUDQH JR\
QR SODWLR YHUO VX GLR QHNH GUXJH XVOXJH X NR
RYH VH XVOXJH XEUDMDMX VYH XVOXJH NRMH VX X
SUHKUDQH L WRpHQMD SLUD L VOXaH NDR GRSXQD |
7R VX

GRpHN L LVSUDUDM JRVWLMX

SULMHQRY SUWOMDJH L SULMHYR] JRVWLMX
GDYDQMH UD]OLpLWLK YUVWD LQIRUPDFLMD L R
SULPDQMH GDYDQMH L RWSUHPDQMH SR&WH ]D
pXYDQMH VWYDUL L YUHGQRWD

RUJDQL]DEDMB SOHVD DQLPDFLMH L VSRUWVNR
PMHQMDpPND VOXAED

XVOXSIHUNLUDQMD pXYDQMH L JDUDALUDQMH D>
QDSODuUXMX

Z L]JORAEH X KRWHOVNLP SURVWRULPD

Z GDYDQMH EHVSODWQLK SURVWRUD L RSUHPH L

7R VX GDNOH XVOXJH NRMH VH X KRWHOX SUX&DMX JF
QMLKRYD ]JDGRYROMVWYD DOL LVWR WDNR L RSUDYC
SRWLFDQMD JRVWLMX QD GX&L L VDGU&DMQLML ERUD"
EL QD NUDMX UH]XOWLUDWL SRQRYQLP GRODVNRP JR
FLMH SUHWSRVWDYNH ]D VWYDUDQMH VWDOQLK JRVW
SULKYDWOMLY LOHS ME VAR YRUQ W N RRP SO HP H KWW WX LW H
DNWLYQRVWL LVNOMXpPLYR SRYH]DQH X] RVQRYQX KRV
QDGRSXQMXMX

8YULMH&HQL L]JUD] ]D GLR WXULVWLpNH SRWUR&AQMH N
VNLK XVOXJD RVLP RQLK X RNYLUX KRWHOVNLK SDQV|I
VPMHAWDMQLK REMHNDWD RGQRVQR L]YDQ XQDSULMFE
DUDQAPDQDIMHSDQVLRQVND YDQSDQVLRQVND SRWUR
YROMQR SUHFL]QR GH,;QLUD VDGUADM WDNYH SRWUR#&
MHYD VDPR SRWURZQMD X XJRVWLWHOMVWYX QHJIR L
WUJRYDPNLP VSRUWVNR UHNUHDFLMVNLP NXOWXUQL

N NNNNNNN



2YD MH SRWURAQMD L]YDQUHGQR YDAQD ]D XNXSQX W
VOMHGLFD GLVNUHFLMVNH RGOXNH WXULVWD D SRYt
WXULVWLPNRM SRWURAQML SRVWLAX VH ]QDWQR ERO
VH L]JUD] XGRPDULR X GRPDiURM WXULVWLpNRM SUDNVL
GUXJLP MH]LFLPD

3RPRUQH VSRUHGQH KRWHOVNH XX (i VIVRE W M FQU
XVOXMHU XV ®MRIH NRMREDMWH YULMHG QR VIWNRMMR MR M
SRPDA&X GD VH GLIHUHQFLUD X RGQRVX QD NRQNXUHQ

2SUH MH SUDYLOR SUHPD L]JUDYQRP XJRYRUX R KRWI
]D SUXaDQMD GRGDWQLK DNFHVRUQLK XVOXJD QH F
XVOXJH VPMH&AWDMD

.DWHJRULMH DNFHVRULQIDK XY XXDQD VOLFL

NODVIXMDKIH SHUWLQHQFYRGDVPMWMDQMB WXA
ADPSRQ UXpPQLN pXYDQMH NOMXpD

VXYUHPKOQMHXIJH PRGHUQRJ MAH/OHORQ HWHOHIY L]R U
VDXQD ¢WQHVV WHQLV UHVWRUDQ EDU EXVHC
YDQMH VWYDUL

DNWIDWFHVRUQH XVOX3HUKMHOQRVLBBWOMDJIH GRQ
ND X VREX pXYDQMH REMHNWD

60LND .DWHIJRULMH GRGDWQLK DNFHVRUQLK KRWHOVNI

5D G R O R YQdgovornost ugostitelja za Stetu zbog povrede obveza iz izravnog ugovora o

hotelskim uslugama =ERUQLN 3UDYQRJ IDNXOWHWD 6YHXpLOLAWD X 5LM
SHUWLQHPM. MDVSRUHGQD SULSDGQRVW VWYDU NRMD VOXaL HNRQI
VWYDUL UHOHYDQWQRVW RQR @&WR VH RGQRVL QD ELW VWYDUL 6SR



$NFHVRUQH XVOXJH PRJX LPDWL NDUDNWHU
VWDOQLK XVOXJD
XVOXJIJD SR QDUXGAEL

SULUBSBPHVRUQLK XVOXJD MH WDNYD GD EH] DNFHVRUQ
XJRYRU R KRWHOVNLP XVOXJDPD EH] QMLK EL VH UDGLC
VOXpPDMHYD GRGDWQH XVOXJH LPDMX XORJX GD X RpLP
QRVWL3 RVQRYQH XVOXJH 1D SULPMHU ]D JRVWD KRWH

bLVW X
VLIXUQX
XGREQX L
XJRGQX

VPMHAWDMQX MHGLQLFX VREX JGHEKYySRRARH QR VAVID XN
WDUQML pDM LOL NDYD QRYLQH XVOXJH SUDQMD JOL
SUHGPHWD pLAUHQMH FLSHOD SULMHYR] QD DHURGLU

6WYDUQR ][DGRYROMVWYR JRVWLMX SUXAHQLP XVOXJI
JD NRMH RNUXAXMX L QDGRSXQMXMX JODYQX XVOXJX
QD X UHVWRUDQX NDNYD MH ELOD NRPXQLNDFLMD V 1
SRPRJDR JRVWX NDGD MH ELOR QHPRJXUH Sddhn-KYDWLW
cierge QDEDYLR RGLMHOR ]D JRVWD ]D PDVNLUDQX ]DED
YMHURMDWQR UH SUHVXGLWL R XNXSQRP ]JDGRYROMYV
KRWHOX 8 VXYUHPHQRP KRWHOLMHUVWYX YLGOMLY

GRSXQVNLK XVOXJD

-HGQD RG QDM]QDpDMQLMLK NDUDNW B QRWW LNDY KRWH
KRWHOLMHEDOMIMHWIYDNRJD XVSMHEQRJ KRWHOLMH !
YDQMHP FMHORNXSQRJ SURL]YRGQR XVOX&QRJ SURFF
L ORMDOQRVWL SUHPD JRVWLPD NRQJXPHQWLPD XVO
QMD NYDOLWHWRP 7RWDOX4KRQEHDL MHQYWPHQWHG V V
SUHGDQRVW RVWYDUHQMX PDNVLPDOQRJ JDGRYROMV
7R VH SRVWLAH NRQWLQXLUDQLP QDSRULPD VYLK GM
VYLP GLMHORYLPD KRWHOD VWYDUDMXi{iL QHVWDQGDL
SR PMHUL® ]D VYDNRJ JRVWD QD XQLNDWDQ QDpLQ 7
GRQRVL ]DNOMXpDN R NYDOLWHWL VYDNH SRMHGLQH
MHP VH VUHUH V RVREOMHP ELOR X LJUDYQRP UHFHS
GRMDP R NYDOLWHWL UDGD VREDULFH SUHPD QDpLQ;
W U H Q X W CMémieht\of Tigthi

BULOLNRP SULSUHPH L SUXADQMD XVOXJD JRVWLPD X
RVREOMD VH RpHNXMH PDNVLPDOQD NRQFHQWUDFLMD
ADMX VYRMLP JRVWLPD *RVWL RG RVREOMD RpHNXMX

2ULMHQWILWHRIRVEVDERVOHQL PRUDMX VWDYLWL
LVSUHG LQWHUHVD KRWHOD

5DIXPLMHIYWOYDIND XVOXJD PRUD ELWL GRVWXSQD N
VPLMH VH GRJRGLWL GD VH XVOXJD SuXxab RQGD
.DNR EL VH SRNULOD YDaQD YUHPHQVND GLPHQ]L!
RVLIXUDWL PX SURL]JYRG L XVOXJH NRMH wuDaL X



VWDQGDUGLPD NRMH RpHNXMH L SR FLMHQL NRMEC
RQ RVMHUD UDBXBRRBRBXpMX UHFHSFLMVNRJ SRVOR
]IXPLMHYD DaXUQRVW X MDYOMDQMX QD WHOHIRQ L
VH ]DYU&L UD]JJRYRU V NROHJRP L VO OHQDGAPHQ'
UHFHSFLMVNL SXOW VPMHaAWHQ QD RSWLPDOQRP F
SRUHG RVREOMD YULMHPH pHNDQMD JRVWLMX VYH

'"LVNUHPIRJVOR EL ELWL YUOR SULPDPOMLYR AWUDD
X 9,3 DSDUWPDQX YHpHU SULMH DOL KRWHO NRM
XVOXIXNUHELMD X KRWHOLMHUVWYX SUHGVWDYO M
SUHPD VORERGQLMHP SRQD&DQMX JRVWD X KRWH(
V SUDYLOLPD OLMHSRJ YODGDQMD DNR WR SRQD3
KRWHOLMHUD 'LVNUHFLMD SUHPD JRVWX PRUDOQ|
GD QLNDGD QH L]JQRVH ELOR 4WR &WR VX GR]QDO
R QMHJRYX LQWLPQRP 4&LYRWX OR&LP QDYLNDPD
GUXAWYX X NRMHPX VH NUHiH NRQ]XPDFLML GRO
VWDQMX GDMH OL QDSRMQLFX L NROLNR L R GUXJ
ELOR NDGD L ELOR JGMH QDaANRGLWL

SRX]GDJRWS8RGUXpMX UHFHSFLMVNRJ SRVORYDQN
LIEMHIJDYDQMH VYLK SRJUH&ADND RG LVSUDYQRJ G
FLML NUR] GRGMHOX pLVWH L XUHGQH VREH GR V
NDGD JRVW aHOL QDSXVWLWL KRWHO

BOMXGIOMMWWQGLYLGXDOQD RGIJRYRUQRVW RVREOM
pDN L NDGD MH JRVW RKRO EH]RE]JLUDQ LOL pDN
ELWL VXNREL V JRVWLPD X YH]L QMLKRYLK UD]JOL}
L VSUHPQRVW QD UHDJLUDQMH L REMDAQMDYDQMI
WHOLMHULPD QLMH QLWL PDOR ODNR SRYXUL JUD
MHGQH L SULVQRVWL V JRVWLPD V GUXJH VWUDQ

,QGLYLGCGAXSRGUEUDXPLMHYD VSRVREQRVW RVREOMD
FMHQL LQGLYLGXDOQLK SRWUHED JRVWD 7R VH F
JRVWD SD pDN L SURPLMHQLWL L] VDWD X VDW DC
NYDOLWHWQH XVOXJH *RVWL VH QH a8HOH WUHWL
RVREOMH PRUD ELWL RVSRVREOMHQR ]D SUHSR]QTC

8 KRWHOVNRP SRVORYDQMX VYDWNR MH RGJRYRUDAQ
GMHODWQLFL NRML VX X LIUDYQRP NRQWDNWX V JRV
MGUDJRFMHQLMLK L]YRUD ]D GRELYDQMH LQIRUPDFLM

=EURM VYLK XVOXJD NRMH MHGDQ KRWHO QXGL VYRI
WMHGQX RGQRVQR YUBPRQX L. QDOE¥BROMILPDQ XVOXJID
VL R YUVWL L NDWHJRULML KRWHOD SRWUHEDPD &H
JRVWLMX NRMLPD VX XVOXJH QDPLMHQMHQH R VWUX
X KRWHOX JRGLAQMHP GREX PRJXUQRVWLPD QDEDYF
RSUHPOMHQRVWL NXKLQMH WRPLRQLFH VODVWLpDUC

/IDVKO®K\ /LQFROQ * Business Development in Licensed Retailing (A unit manager's
guide), W XWWHUZRUWK +HLQHPDQQ 2[IRUG VWU
.DQGDPSXO0 O Services Management — The New Paradigm in Hospitaliit RVSLWD OLW\
B3UHVV )UHQFK )RUHVW 16: $XVWUDOLD VWU



=D YULMHPH ERUDYND JRVWLMX X KRWHOX JRVWL PR
aPDQD NRML VH VDVWRMH RG XVOXJH VPMHaAWDMD L )
PRJX ELWL UD]JOLpLWH D RVQRYQH VX QDYHGHQH X V(

60LND QUVWH DUDQAaPDQD X KRWHOX

1DYHGHQL DUDQAPDQL SUHGVWDYOMDMX VSRUD]XP L]
MHP VX GRJRYRUHQH L XVNODYyHQH RGUHYHQH RNROC(
pHWNX VDGUAaDMX L [DYUGAHWNX NRUL&AWHQMH SRMHG
DUDQAaPDQ NRML LPD VYRMX FLMHQX 7DNR GH¢{QLUDC
QLK pLQMHQLFD SUHGVWDYOMD QHSRWSLVDQL DOL
KRWHOLMHUD V RGJRYDUDMXuRP FLMHQRP

(XURSHDQ 3OMK) DWBDQ&PDQ pLMD FLMHQD REXKYDUD V
D RVWDOL WURANRYL NRMH JRVW XpLQL PRUDMX VH R
YULMHGQRVWL (3 MH LVWRYUHPHQR L NRPXQLNDFLM\
bXMH GD AFLMHQD SUHKUDQH QLMH REXKYDGHQD FLM
VPMHAWDMD QRUGHQMD

ERQWLOHQWDMH3IDODQ&PDQ pLMD FLMHQD REXKYDUD X
WLQHQWDOQRJ GRUXpPpND Continental Breakfast . ROQWLQHQWI
LIERU VYMHALK LOL NRQJHUYLUDQLK VRNRYD L NUXKD
VH MHGH V PDVODFHP G&HPRP LOL PDUPHODGRP 8]
SRSXW pDMD NDYH POLMHND



%HG %UHDNIDVW % % MH R]QDND ]D DUDQAPDQ plLlI
QRUHQMD VPMHAWDMD L DPHULPNRJ GRUXpND Americar
DUDQAPDQD NRUL\B®WrhuddPlab* QBYLYpHPX VH SRGUD]XP
SRVOX4LYDQMH GRUXPND NRML MH SULPMHUHQ SRVO
'U4DYDPD D VDGUADMQR MH ERJDWLML VOXA&L VH &XC
FH RG NRQWLQHQWDOQRJ GRUXpND NRML VH VOX&L X

3ROXSDQRGLEHG $PHULFDQ 30DQ + 0$3 +DOI %RDUG -
HP, Demi-pension MH DUDQ&PDQ pLMD FLMHQD XNOMXpXMH
L MHGQRJ RG JODYQLK REURND UXpND LOL YHpHUH
KRWHOLMHUVWYX ]D XVOXJX SROXSDQVLRQD V UXpNR
NDR JODYQRJ REURND 339

3XQL NRPSOHW DAmerigdan @ldn. R AP, Full Board, Full Pension

Bed&Board, En Pension MH DUDQAPDQ pLMD FLMHQD REXKYDI
L VYD WUL SDQVLRQVND REURND GRUXpDN UXpPpDN L
XRELpDMHQD VNUDUHQLFD ]D RYX YUVWX DUDQAaPDQD
SOHWDQ SDQVLRQ

2VLP QDYHGHQLK RVQRYQLK DUDQ&PDQD NRMH JRVW
XVOXJX D NRMX UH NRULVWLWL ]D YULMHPH VYRMHJ |
MHGQD YUVWD DUDQAPDQD NRMD X +UYDWVAIRM QLM
inclusive DUDQAPDQ 5DGL VH R DUDQ&PDQX NDR FMHORY!
VWYHQX FLMHQX REXKYDUD XVOXJX QRUHQMD NRULA)
APDQD SXQRJ SDQVLRQD GRUXpPDN UXpDN YHpPpHUD L
REURND SUHKUDQH X&LQD L NDVQD Y HélHrdidsive8&LQD N
KRWHOLPD VOXA&L X VDWL MHGQRVWDYQLMD SRQX
VH LIPHYyX L VDWD QDNRQ &WR VH JRVWL YUD
UD]JOLPLWLP NXOWXUQLP VSRUWVNLP LOL UHNUHDFLN
UDQLP L]YDQ KRWHOD

2VLP NRULAWHQMD XVOXJD QRUHQMD L @DMHBHQLK S|
ve DUDQ&PDQ XNOMXpXMH L NRQ]JXPLUDQMH RVWDOLK
UHNUHDFLMD ]D MHGLQVWYHQX GQHYQX LOL WMHGQ:
ULAWHQMD XVOXJH 7R MH YUVWD DUDQ&PDQD NRML RI
WDNR GD JRVW X KRWHOX resotu JRWRYR GD L QHPD G

8 RYLVQRVWL RG NDWHJRULMH KRWHOD X SWDNVL MH
inclusive DUDQ&PDQL VHAX RG MHGQRVWDYQLK XNOMXpHQ
VSHFL¢{¢FLUDQH GRGDWQH XVOXJH XNOMXpHQH X FLMHQ
QD L]JOHWD L GU GR ]JDLVWD VYHJD XNOMXpHQRJ X FLI
PRJDR NRULVWLWL QSU QHRJUDQLpPHQX NROLPLQX KUTL
OHGH VODVWLFH pDN GR QDSRMQLFD ]D RVREOMH NRN

Allinclusive NRQFHSW RGPRUD RGPRU EH] QRYpPDQLND LI
RGQRVX QD NODVLpDQ RGPRU SULMH VYHJD ]D RELWH
JRVWLPD SRVOMHGQMLK VX JRGLQD uljava @Gdti@ud PQRJIH
NRML XNOMXpXMH EHVSODWQX PDVDAaX L QL] GRGDWAQI
NYL VX DUDQAPDQL YUOR WUD&HQL RG VWUDQH JRVWL
WURANRYH RGPRUD



2VLP QDYHGHQLK DUDQAaPDQD NRMH JRVWL PRJX XJR
VYRMHJ ERUDYND X KRWHOX ]|JDNRQVND BMHURELH]D
QX SULVDRMWYIDENL GDQ ERUDYND X KRWHOX %RUDYL&
ND RVRED X SXQRP L]J]QRVX RVLP DNR Azakonom o boravidnc
GUXJDpLMH RGUHVHQR

2.3. Vrste gostiju

2GJRYRU QD SLWDQMH A7NR RGVMHGD X KRWHOLPD'
L LPLGAX KMWHOMR VH KRWHOL UD]YUVWDYDMX L NDW
WHOVNL JRVWL NRML VX NXSFL L NRULVQLFL XVOXJD .
NDWHJRULMH
KRWHOVNL JRVWL NRML VX GRa4AOL UDGL RGPRUD
KRWHOVNL JRVWL NRML VX GRaAOL L] SRVORYQLK |
JRVWL NRML VX GR&EOL L] QHNLK RVWDOLK UD]JORJ

7.2 -( *267"

Z *RVM/IH VYDND RVRED NRMD NXSL VREX KUDQX SLU
RVWDOH XVOXJH KRWHOD

Z *RVMWH RVRED NRMD LPD VSHFL¢{pQH SRWUHEH L &t
DNR MRM WH SRWUHEH KRWHO QH PRaH LVSXQLWL

Z *RVMH QDMYDA&QLMD RVRED NRMD MH XaOD NUR] Y!
RVLIXUDWL QDMEROMD XVOXJD NRMX KRWHO PRA&H

Z *RVM/IH RVRED NRMD MH XYLMHN X SUDYX L V NRMR|
uUH QD&aD SREMHGD X WRM SUHSLUFL ]QDpLWL JXEL)

Z *RVWH RVRED NRMD MH UD]J]ORJ SRVWRMDQMD KRYV
XVOXJH RVLIXUDYD KRWHOX SUR¢{¢W D |][DSRVOHQLP

Z *RVMH RVRED NRMD QH aHOL SODWLWL QHNYDOLW
AHOL ELWL SUHYDUHQD

Z *RVMWH QDM]QDpDMQLMD RVRED EH] REJLUD GROD]
LOL WHOHIRQLUD

Z *RVQH SUHNLGD QDV X UDGX YHU MH RQ VYUKD QD:
XVOXJIJX GRSXaWDMXiuL QDP GD JD XVOXaxXMHPR

Z *RVQLMH RELpQL VWDWLVWLpPpNL SRND]JDWHOM YHIU
VYRMLP RVMHUDMLPD L SUHGUDVXGDPD NDR aWR V

'‘DQDV NOMXpQR UD]JOLNRYDQMH SURL]JYRGD QH SURL
VPMHaAWDMD YHU L] UDJOLNRYDQMD SRSUDWQLK SU

IXQGEHUJ The Hotel and Restaurant Business,& DKQHUV 3XEOLVKLQJ &RPSDQ)\
%RVWRQ VWU
OHGOALN,QJUDP + Thebusinessofhotels, SULMHYRG *ROGHQ PDUNHWLQJ =I



SRIRGQRVWL NRMH WUHED UD]YLWL X VNODGX V SRV
FLOMQRJ WUALaAWD ORWLYL SXWRYDQMD GDQD&QMLK

SRVORSIQDRY WDNWDQFL GRJDYyDML VNXSQD SXW
NRQYHQFLMH SRWLFDMQD SXWRYDQMD LVWUDAL

SXWRYDYODBERGQRRGRRWHPIIDEDYD L SURYRG ELM
QMH L RVOREDYyDQMH RG VWUHVD MDpDQMH YH]D
GMHFRP GUXAHQMH RVREQL UD]JYRM LVWUDALYD(
WHUHVL VNXSLQH RVRED REUD]JRYDQMH YMHQPpDC

8 GDQDAQMHP VXYUHPHQRP SRVORYDQMX KRWHOD C(
ELPDMHQR L]JUDPpXQDYDMX L DQDOL]JLUDMX SRVWRWC
NDWHJRULMD JRVWLMX

+RWHOVNH MUMWPND RVRED NRMD NRULVWL XVOXJH K
LIUDYQRJ XJRYRUD LQGLYLGXDOQL JRVWL ELOR XJR
SXWQLpNH DIJIHQFLMH DJHQFLMVNL JRVWL *RVWL PR
UDJOLNXMH VH QHNROLNR YUVWD L SRMPRYD JRVWD

*RVWUHIHUY DRVMWR NRML MH VYRM GROD]DN QDMD
OXJH XQDSULMHG RVLJXUDR

*RVEH] UHJHUYDONMMQ *XHVW i JRVW NRML GROD]I
QDMDYH

TUDQ]LWQIRYMWNRML MH X SUROD]X L NUDWNR VH ]D
aiH VDPR MHGQX QRU D QHULMHWNR NRULVWL XVOX

SPpHVWROWHTXHQW *XHVW i RVRED NRMD XpHVWD
YyHQL KRWHO

9UOR Y D aDwverylmpoitant Person + 9,3 NRML QD RGUHYHQ
RVWYDUXMH SUDYR QD 9,3 WUHWPDQ ELOR VYRM
MLP XpHVWDOLP GRODVFLPD

.RP HUF L MD &R (Cennmercially Important Person — CIP), PRAaH

ELWL JRVW NRML GROD]L L] QHNRJ YHOLNRJ L 1QD¢
RUJDQL]DFLMH 6YRMLP SRORADMHP QRYLQDU PH
UHNWRU SXWQLpNH DIJHQFLMH GLUHNWRUL SRGX]I
]1OQDpDMDQ SRVDR X EXGXUQRVWL QD LJ]UDYDQ LOL

*RVW SRVHEQRP SDaQMRP (Special Attention GusstH- IRV WY
NRML ]DKWLMHYD SRVHEQX EULJX L SDaAQMX NDR &
RVRED R]JOLMHYHQD LOL EROHVQD RVREH L JRVW N

5D]D, Pune postelje - Marketing u turizmu, hotelijerstvu i ugostiteljstvu, 0 SOXV =DJUHE
VWU

%DNH&J +X\WRQ + %UDGOH\ 3 3ULQFLSOHV RI @QEWHXD )URQV

&RQWLQLXP /RQGRQ 1HZ <RUN Vwu



,DNR MH WH&a&NR QDpLQLWL UD]JOLNX L]JPHYyX RGPRULA&C
VQR R&WUR RGLMHOLWL ]JDKWMHYH ]D RCNWRGDOQRB L
ELWQLK IDNWRUD XVSMHKD X &V/RRV X @ IMNHH b VDY 3§ RVHU B 1A
u hotel? 9HULQD JRVWLMX LIMDYOMXMH GD MH WHPHO
SRYUDWND X KRWHO NYDOLWHWD XVOXJH WH XUHGQR

+RWHOVNL RGMHO NRML MH QDMSR]YDQLML L NRML Ml
X WR XYMHULWL MH SULMDPQL RGMHO =DSRVOHQL X
UDYDQMH JRVWLMX RODN&GDWL J]QDQMHP YHUHJ EURM
GRpHNRP L SULMDPRP JRVWLMX SR]QDYDQMHP L UD]XF
JRVWLMX NRML GROD]JH L ERUDYH X KRWHOX

2VREOMH X SULMDPQRP RGMHOX ASUYD MH FUWD? AFro
SUHVLMX R KRWHOX 5HFHSFLRQDUL SRUWLUL QRVD]
QLFL NRMH JRVW YLGL L NRMH VXVUHiUH SUL GRODVN X
JRVWD GYD LVWD KRWHOD WDNR QHPD QLWL GYD LV
X SULMDPQRP RGMHOX PR&H ELWL L]X]JHWQR L]D]JRYDQ

(OOVZRUWK 0 6WDWOHU MHGQRP GDYQR MH L]MDYL
YUHPHQL KRWHOANMHWERLLMHNDRLMHN X SUDYX DOL M
QD L GUXJD LIMDYD SUHGVWDYOMDMX L]D]RY ]D VYD
MHU MH WHPHOMQD SROD]QD RVQRYD X IDGRYROMVW
XVOXJD NRMLPD VH WUHED XGRYROMLWL UD]JOLpPpLWLF
VXYUHPHQLK JRVWLMX

*RVW MH QDMYDaQLMD RVRED X KRWHOX QHRYLVQR
Ub KUDQX L SLuH WHOHIRQLUD ]J]DEDYOMD VH LOL R
VH JRVWX QLNDGD QH SURWXUMHpL LOL JD VH NULMW
OX DNR MH ]JDGRYROMDQ SUXAHQLP XVOXJDPD D X S
RWLUL NRQNXUHQFLML

*RVWRSUMBREURYROMQR XJRaAuUDYDQMH RVRED NRML
QRUHQMD L KUDQH L @&WR JRVWRSULPDF EHVSODWQR §
QML ULWXDO X RNYLUX GUXa@&WYHQLK RGQRVD MHU EL
ASURSXVWLWL SR]YDWL?® LVWR A&WR L ARGELWL SULPL
QHWUSHOMLYRVWL L VXNRED

*RVWRSULPVWYR MH XVNR SRYH]DQR V XJOHGRP QHN
ULAWHQD ]D R]QDpDYDQMH VLQWDJPH ASRQXGLWL JR
HWLPRORJLMX NDR ULMHp ApDVW? -HGDQ KRWHO NRI
NDR MHGQD MHGLQLFD L FMHOLQD L VWRJD VH MHGQ|
QH JRVWH L QD PX4NDUFH L QD 8HQH GRVWLAH GUX:
NDNR SULPD JRVWH

3ULPMHUHQ QDpLQ RSKRYyHQMD GRPDiULQD SUHPD JR
SULPVWYR QXVWER O/MKE MHR QDPLQ NRPXQLNDFLMH V J
ALYDQMD JRVWLMX L VYHVUGQR SULKYDUDQMH JRVW
KRWHOVNRJD RVREOMD

OHGOLNUR¢{OH RI WKH +RWHO DQG &DWHULQJ ,QGXVWU\ +HLQHP



-HGDQ MH RG YLGRYD VRFLMDOQH L GUXaWYHQH UD]P
pLWH REYH]H L pHVWR VH GH¢{;QLUD NDR GUDJRYROMOC
X]YUDWQLP XVOXJDPD NRMH UH RQH SROXpLWL 7H DN
L IRUPH JRVWRSULPVWYD NRMH VX PHYyXVREQR SRYH
L JRVWRSULPVWYD

%RUDYLWL SULYUHPHQR X QHNRP KRWHOX ]QDpL GL!
VYRMLP GRPDULQLPD EH] REJLUD QD ELOR NRMX YUV
WYHQH LOL YMHUVNH UD]JOLNH 7H SRVMHWH MHGQLK
QLPD QHPD VDPR GUXAWYHQX GLPHQ]LMX YHU RQH
OMLKRYR PHYyXVREQR SULYUHPHQR LQWHJULUDQMH 7
YyXVREQL LQWHJULWHW VDPLP pLQRP QMHJRYDQMD L L
YUHGQRWD A JRVWROMXELYRVWL L NRPXQLFLUDQMD

5DGL SRYHUDQMD EURMD ORMDOQLK JRYWUIMXO KR WMWHI
LVNXVWYRP*3JRVWD([SHULHQFH 0DQDJMNBDIRQWNXSR®
SRVORYQLK SURFHVD NRML X]J]HWL ]JDMHGQR SUHGVYV
VD VYDNLP RG JRVWLMX KRWHOD

6YUKD RYH SRVORYQH ¢(¢OR]J]R¢MH MH SRVWL]DQMH QD
NRG JRVWLMX X] LVWRYUHPHQR SRVWL]DQMH RSWLP
.DNR EL VH SRVWLJOL WL FLOMHYL KRWHOLMHUL PR
NOMXpPpQLK IXQNFLMD

LQWHUDNFLMX V JRVWLPD WUHEDMX REDYOMDWL

RVLJIXWBREWHENH GMHODWQLFLPD NRMD LP RPRJXI
FLMDPD QD QDMXpPLQNRYLWLML QDpLQ

SURDNWIODQRWL JRVWX X VXVUHW LVSRUXpLYDQM
UHQLK LQIRUPDFLMD L SRQXGD

RVLIJXWDMNRP GMHODWQLNX LQIRUPDFLMH XVPMH
SRPDA&X GD VH SUHPD JRVWX RGQRVH QD QDpLQ
UDGX SRGXSLUX SRVORYQH FLOMHYH KRWHOD

'D EL VH RYDNR GH¢{,QLUDQL FLOMHYL RVWYDULOL X K
LOL VOX&BEDN 5HODWLRQV "HSNBRMRMOMWHI SBYHQVW Y H(
UD EDYIRWGIQORMKMLPD V JRAWWPRPHODWLRQVKLS ODQDJHPH
2VRED NRMD MH X KRWHOX RGJRYRUQD L ]DGXAHQD ]
VHPHQDGAHU ]D XSUDY OMD QM KGR Refatiohship ManaR VW L P D
ger) D NDNR EL ELOD YLGOMLYD L QDGRKYDW JRVWLPD

LVWXUHQRP L YLGOMLYRP PMébdWW X X SUHGYRUMX KRW

2.4. Vrste hotelskih ugodnosti

=D NYDOLWHWQR SUXAaDQMH XVOXJD X KRWHOX JRVW]
DPELMHQW DOL L RJUDpMH DWPRVIHUX

*HQHUDOQR JIRYR WipfEdstavla VUHGLQX RNROLQX GUXaw
QHWNR 4LYL L UDGL 8 KRWHOX WD VH ULMHp NRULVWL

$PELMHQW ODW ADPELUH® RELOD]JLWL RSNROMDYDWL



PMHUOMLYH ELWQH YULMHGQRVWL LPLGAD KRWHOD D
L VWDQGDUG XVOXJD XVSUNRV WRPX @aWR QD WX RFM
YRWD RGUHYHQH JHQHUDFLMH NDR L RFMHQD L PMHU

$PELMHQW XJRVWLWHQOWD WR PR LREMRWWRUMRIEMHNW D

JD RPHyXMX 7R MH SURVWRU VD VYLP VYRMLP ¢]LpNI
QRP GXALQRP ]JLGRYLPD L YUVWDPD PDWHULMDOD RC
JORYUVQL SUHGPHWL L QMLKRY GL]DMQ NRPELQDFLM
WHPSHUDWXUH JUDND X SURVWRULML

$PELMHQW PR&H ELWL HOHJDQWDQ UXVWLpPDQ WRS
LUHDODQ 6YDND YUVWD L NDWHJRULMD KRWHOD WH V
DXWHQWLPpQL RULJLQDOQL REOLN 4AWR MH KRWHO YL
VNXSOMH DPELMHQW WUHED ELWL XJRGQLML EOLAL ¢

BULOLNRP SODQLUDQMD DPELMHQWD QD XPX WUHED LP
JRVWLMX NDNR EL LP VH SUXaAaLR XJRGDQ ERUDYDN MHL
SURGDMX *RVWL QH PRJX VWYDUDWL DPELMHQW DOL J
WX 6YDNL NXWDN KRWHOD X NRML JRVWL ]DOD]H WUHE
]JDQLPOMLY -HGQRP L]JUDYHQ DPELMHQW PR&H VH PLM
VRNX FLMHQX =D SRVWL]DQMH SRAHOMQRJ DPELMHQWI
RVREH (QDQFLMVND VUHGVWYD L YULMHPH $PELMHQW
QHNRP SURVWRUX D XODVNRP GLQDPLNH aLYRWD X DPE

=D UD]JOLNX RGROBEDMHQWD PRKRWHOX SUHGVWDYOMI
GRJDYDQMD &LYRWD X QHNRP DPELMHQWX RGQRVQR
YDA4QR SURPDWUDQR VD VWDMDOLAWD XVSMHKD SRVC
VLMX NRMD XWMHpPpH QD SVLKX JRVWD L QMHJRY RVM
QD QMHJRYX PRWLYDFLMX ]D EODJRYDQMHP L NRULAZ\
X KRWHOX WUHED ELWL WDNYR GD VH X QMHPX JRVW
VYHPDQR SRpD&GHQR 6YDNL KRWHO EH] REJLUD QD )\
ORNDFLMX WUHED LPDWL L]YRUQR RJUDpMH atmosferu  :
MLK SRNUHWDpPNLK VQDJD MHGQR RG QDMYDAQLMLK P
VH X QMHPX X4LYDMX RGUHYHQH XVOXJH

$WPRVMMDDUD LOL SRWLpH VNORQRVW JRVWLMX SUH
ELWL OLMHSD L XJRGQD DOL L QHXJRGQD 8 NRQWHN)
MHN VH PLVOL VDPR QD XJRGQX DWPRVIHUX S5LMHpM
QDJODVLWL GD iH JRVWL RVWYDULWL XJRGDQ HPRFLF
JHQRP KRWHOX X GUX&WYX V RGUHYHQLP RVREDPD ]I
QH XVOXJH ]DED jtiosfeMOL PILIGMP ]QDpHQMD

SUDYR ]JHPOMRSLVQR ]QDpHQMH

SUHQHVHQR ]QDpPpHQMH
3RMIMRVPRVIHUD X JHPOMRSLVX ]QDpL JUDpPpQL SODAW |
QHVHQRP ]QDpHQMX DWPRVIHUD ]QDpL RNROLQX SUL
JRYRUL R UDGQRM KRWHOVNRM DWPRVIHUL R DWPR

VOLPQR /MXGVND DWPRVIHUD RGQRV PHYX OMXGLPD
X WRM DWPRVIHUL

$WPRVIHUD JUp ADWPRV VIDLUD:UDNKRORAMEBMHINROIAQD SULOLNH



8 RQLP KRWHOLPD JGMH VX RGQRVL PHyX OMXGLPD \
RGJRYDUDMXiD DWPRVIHUD SRVDR MH XVSMH&aQLML :
ELWL VSUHPQL QD DNWLYDQ RGQRYV SUHPD RNROLQL X
]JDGDWNH WH LK SRGVMHUDWL QD pLQMHQLFX GD X VY
NRML WUHEDMX SULURGQH QDVWXSH NXOWXUQR SRC
OLVWLpPNL ERQWRQ L VHUYLOQR GUADQMH S5LMHp MH
NXWD JOHGDQMD

6WYDUQRVW ]JELYDQMD QD SODQX UD]YLMDQMD XJRGQH
QH SRWLFDMH GD EL PRJOR GRiUL GR XJRGQRJ UDVSROI
]JDP WUHED &WR YL&H DQJDALUDWL 3RG WLP VH VPDWU
L HWLpNH NRPSRQHQWH RVREOMD L JRVWLMX *ODYQL V

viik JODY®HKW YL]XDOQH GLPHQ]JLMH DWPRVIHUH
YHOLPLQD L REOLN

VOXXODYQH VX VOXaQH GLPHQ]JLMH DWPRVIHUH JC
PLUJODYQH VX PLULVQH GLPHQ]JLMH DWPRVIHUH |

GRGLUODY QX WDNWLOQH GLPHQ]LMH DWPRYV
JODWNRUD L WHPSHUDWXUD

7THPHOMHP L]JQHVHQRJ PR&H VH I[DNOMXpLWL GD MH KR\
RVLIXUDWL VYRMLP JRVWLPD NRULVQH L H¢NDVQH XVO

*RVWL KRWHOD RpHNXMX XJRGQH XYMHWH ERUDYND X
XJRVWLWHOMVNLP GLMHORYLPD KRWHOD WUJRYDDPNL
DFLMX L SRVHEQR X VPMH&AWDMQLP MHGLQLFDPD JGNM
]DKWMHYLPD SRMHGLQRJ JRVWD 2VREOMH KRWHOD L
UD]QL VHUYLVL NXKLQMD L DPELMHQW VREH LPDMX V
YDQMD KRWHOVNLK JRVWLMX

8 LVWR YULMHPH FLOM MH KRWHOD RGUAaADWL NRQWL
SRYHUDQMH GRELWL 2E]JLURP GD MH @&HOMD JRVWD PL
YROMQLMX FLMHQX KRWHOLMHUVWYR VL QH PRa&H SUI
VH YHUD GRELW PRUD RVWYDULWL VPDQMHQMHP WUR:
WH WHKQLPpND L HNRQRPVND XJRGQRVW VOLND R
QR YRYHQMH KRWHOD

OHQDGAaPHQW KRWHOD PRUD RVLJXUDWL VYH WH IDN
SUR{(WDELOQRVWL KRWHGDVLEQEKHEBIMD/ WL X VYLP G|
NDR L NRPELQDFLMD WRSOLQVNR WHKQLPpNH XJRGQR\
GRYHOD MH GR SULVWXSD NRML QDJOD&DYD VNODG L
MX L ¢QDQFLMVNLK PRIXUQRVWL KRWHOD

8 SUDNVRGQRVWSWHREVWDYOMD RVMHUDM XJRGH NRM!
NLK QDVWRMDQMD DUKLWHNDWD LQAHQMHUD NRQ]XO
WL]DFLML JULMDQMX YHQWLODFLML L KODYHQMX .*9
NRULAWHQMHP FHQWUDOQRJ QDG]JRUQR XSUDYOMDpPNR
QMDYDQMD DPELMHQWDOQLK ]JDKWMHYD D WR VX WHF

/HY\ - Oprema i procedure koje umanjuju hotelske troskove energie, /I DQGLYVY 6WDHID =DJUHE
VWU



JUDND 1D XJRGQRVW WRSOLQH WDNRYyHU XWMHpX L DN
YLPD KRWHOD ¢(WQHVV QRUQL NOXERYL L VO NDR L

60OLND Vrste ugodnosti u hotelu

8JRGQRVWMH BSR¥M]DQD V XJRGQR&UX WRSOLQH JGMH
SURPMHQOMLYRVW EURMD OMXGL X SURVWRUX QSU
GYRUDQDPD ]D VDVWDQNH WUJRYDpPNLP FHQWULPD L
XYMHUHQMH JRVWD GD (iH FLMHOR YULMHPH XGLVDWL
NXKLQMH PRJX ELWL SRVHEQR QHXJRGQL

7THKQLPND X SREEGNWDYOMD ODNR L MHGQRVWDYQR UX
RSUHPRP X KRWHOX RG WHUPRVWDWD X KRWHOVNRM
QD UHFHSFLML L X FHQWUX ]D QDG]JRU L XSUDYOMDQM
PRGHUQRP RSUHPRP NRPSOLFLUDQR NDNR ]D WHKQL|
X QMLKRYLP VREDPD GROD]L GR QH]JDGRYROMVWYD
WUHQXWQX L MDVQX SUHGRGAEX R WRPH &WR VH GRJL
EL LIEMHJOL PRJXUH SULWX&EH 8MHGQR PRUDMX UL
KRWHORP VLJXUQRVW NRPXQLNDFLMH XJRGQRVW L ¢
EXGH LQWHJULUDQL VXVWDY ORGHUQL FHQWUDOQL
ADMX ]JDGRYROMDYDMXiUH UMHAHQMH ]D VYH YUVWH S
OMDQMH L QDG]JRU VRED RVWDMX NULWLpPpQD SRGUXp
LQWHJULUDMX NRQWUROX SULVWXSD X VREX 79 SRU:
L UHJXODFLMX WHPSHUDWXUH X VREL 7DNYL NRPSOH
YHUDYDMX UD]JLQX XJRGQRVWL KRWHOD L VPDQMXMX \

(NRQRPVND XMH;IDRGRYROMVWYR NDNR ]D KRWHOVNX
VWH NRMH MH SRVOMHGLFD RVLIXUDQLK QDYHGHQLEk
L WHKQLpNH XJRGQRVWL X] QODMPDQML PRJXUL WURATL



0$5.(7,1* , 352'$-$ +27(/6.,+
60-(a7$-1,+ .$3%&,7(7$

*ODYQD ]DGDiUD SRVORYQH IXQNFLMH PDUNHWLQJD KR
FLWHWD MH SRYHUDQMH ¢]JLpNLK EURMD WXULVWLPN
SDUDPHWDUD SRVORYDQMD SULKRGD L GRELWL RG(
SRYHUDQMH SURGDMH KRWHOVNRJD SURL]JYRGD X FLN\
GLMHORYD 8] RYH WHPHOMQH ]DGDiUH QLNDGD VH Q
KRWHOVNRJD SRVORY:RYMD DV W RBNDBRQ/HV XWOXJH X KR
VX XVOXJH VPMHAWDMD SUXADQMH XVOXJD SUHKUDQ
GRGDWQH XVOXJH NDR &WR VDQRHQ WA, RE M bl H QR DQ G
E[KLELWLRQ XVOXJH NRMH VH RGQRVH QD RUJDQL]D
VNXSRYD NRQJUHVL NRQIHUHQFLMH VDVWDQFL NRQ

2GJRYRUQRVW ]DSRVOHQLK X RGMHOX PDUNHWLQJD L
QD QD QHNROLNR IXQNFLRQDOQLK SRGUXpMD NDR &W
MDYQR&iUX SURSDJDQGD L GU .DNR EL SRVWLJOL SOD
NHWLQJX L SURGDML UDGH X EOLVNRM VXUDGQML V F
RGMHORP OHQDGAHU PDUNHWLQJD L SURGDMH XSUDY
WLQJD L SURGDMH DNR WH IXQNFLMH QLVX UD]J]GYRME
RGMHOD D EURM ]JDSRVOHQLK X RGMHOX RGMHOLPD
L YUVWH KRWHOD

3.1. Elementi marketing miksa

.DR @&8WR MH YHU QDYHGHQR KRWHOVNH VX XVOXJH V
QXGH L UHDOL]JLUDMX QD WXULVWLpPpNRP WUALAWX L R
Ub RUJDQL]JLUD YRGL RGDELUH OMXGH ]D UHDOL]DF
OD V FLOMHP XVSMHAQRVWL SRVORYDQMD KRWHOD
NRMH VH X RNYLUX QMHJD NUHLUDMX PRJDR SRQXGL)
SRWUHEH WUaLawWwD 2SUHQLWR MH PLQLPXP ]D VXGMH
QL RSiL KRWHOVNL SURL]JYRG PRJXUQRVW VPMHaWL
GH;QLUDQD FLMHQD WH XVOXJH %H] WRJD QLMH PR,
DNWLYQRVWL QD WUAL&WX QL RUJDQL]JLUDWL SULMDP

&MHORYLWL LQWHJUDOQL GRSXQMHQL L SULODJRYHC
VWDYQR XiuL X WUuaLaQX XWDNPLFX =D WR MH SRWUH
D IXQNFLMD MH PDUNHWLQJD SULSUHPLWL VYH @&WR N
SURL]YRGD L XVOXJD QD wWuaLawx D WR MH

LVWUDAaLWL WUALaAWH

LIDEUDWL FLOMQH VNXSLQH JRVWLMX
RUJDQL]JLUDWL SURGDMQH NDQDOH
SRILFLRQLUDWL SURL]YRG
GH,QLUDWL XYMHWH SURGDMH

RUJDQLSURPWIWLYQH DNWLYQRVWL SUDUHQMD SUF
YDQMLPD X WUALAQRP RNUXAHQMX



'He; QLUDQMH KRWHOVNRJD SURL]JYRGD L XVOXJD
QXGH VDVWDYQL MH GLR PDUNHWLQ&NRJ SODQD R pH
8 REDYOMDQMX GQHYQLK REYH]D D V FLOMHP SRVWL
L SRMHGLQDpQLK FLOMHYD SRVORYDQMD KRWHOVNL
RVREOMH VOX&H VH UD]OLpLWLP RSHUDWLYQLP LQVWL
QD SURFHV XSUDYOMDQMD UXNRYRYHQMD GH¢QLUDQG
GDMH L]JERUD VWDQGDUGD RGQRVD V GREDYOMDDpPLPL

7HPD RYRJ GLMHOD NQMLJH VX LQVWUXPHQWL NRMH k
V WXULVWLpPNLP WUALAWHP WM FMHORYLWL VXVWDY
NRMLK VH QD]JLYD PDUNHWLQJ PLNV 8 QDMALUHP VPL
QRM GHFDUFNMWLQJ PLNV MH NRPELQDFLMD NRQWUR
EOL NRMLPD VH NRULVWL SRGX]HiUH GD EL SRVWLJOR
QRP WUA20DWKXMDEOH RG NRMLK VH VDVWRML PDUNHW
SUHSR]QDMX NDR A 33

S URL]NrBdact

FLMBP@e
SURGDMQRPI&B HV WR
S U R P R Frorigolon

9HOLNL EURM PDUNHWLQANLK JQDQVWYHQLND L VWUXF{
RQDOQLK HOHPHQDWD PDUNHWLQJ PLNVD SDP GH¢ QLU
NRMD REXKYDuD VOMHGHUH HOHPHQWH

People OMXGL

Product SURL]YRG
Package RPRW

Price FLMHQD

Promote  SURPRFLMD

+RWHOLMHUL pHVWR GRGDMX L &HVWReAoripaiBR G NRML
LIYHGEX SD VH VYL QDYHGHQL HOHPHQWL PDUNHWL

NDR VLQHUJLMVNL IDNWRUL XVPMHUHQL QD SRYHU
AWDMQLK NRQJXPQLK L RVWDOLK X KRWHOX 3UHG R
OMDMX YUOR YDAaQX PDUNHWLQANX GMHODWQRVW X
GMHORWYRUQR SRYH]DWL VYH HOHPHQWH PDUNHWLQ]J
(QDQFLMVNL UHIXOWDW

. R W O3Ugravljanje marketingom I, analiza, planiranje i kontrola, ,QIRUPDWRU =DJUHE
VWU
&RIPDQ ' & Marketing For a FullHouse, & RUQHOO 8QLYHUVLW\ WKDFD 1 <



60OLND Elementi marketing miksa

2VLP QDYHGHQLK HOHPHQDWD PDUNHWLQJ PLNVD PR
NRPSOHPHQWDUQH \WRIPNSDIRQ HQWLEMRP MH SULPMHQRP F
HIHNWH PDUNHWLQANLK QDSRUD X KRWHOX 7R VX

D NODVLpQD SURSDJIDQGD
E SXEOLFLWHW L RGQRVL V MDYQRA&uX
F SURGDMD X VD RrRhBugeRaNng0 X

60OLND .RPSOHPHQWDUQH NRPSRQHQWH HOHPHQDWD PDU



D .ODVLHPOQRSDIDQGD SODURYD NRPSRQHQWD XOD]L
WHJRULMX SURPRFLMH NRMD MH SULOLPQR ]DSR'
wub VH GD MH WRPH UD]J]ORJ &WR RGUHYHQL SURE
SRMHGLQDpPpQRJ QDVWXSD 7R MH SRWH&NRUD NR
QLPNRP SURSDJDQGRP QSU SURSDJLUDWL VYH K
aLUH WXULVWLpNH GHVWLQDFLMH RGUHYHQH UH
SRMHGLQDpPpQRJ UHNODPLUDQMD KRWHOD 1DUDY (
GUXNpLML .RG KRWHOVNLK ODQDFD UHNODPLUD
KRWHOVNH VNXSLQH

E 3XEOLELR\GRQARVL V MD YRQHRdE And RuPlicRelations —
PR)..OGQRVL V MDYQR&auX NXOWXUQRP VSRUWVNR
VWYHQRP L GUXJLP YUVWDPD MDYQRVWL MHVW ®
NRMD X] SRPRU SULMDWHOMVWYD L VNORQRVWL
VWRML RVWYDULWL VDVYLP NRQNUHWRROSKRY WDHIW
EHVSODWQDMHHUKIXIOONDW XPMHAQRVWL RGQRVD
VH X aLUHQMX LQIRUPDFLMD R KRWHOX SXWHP UL
QRYLQDU SL&H SR]JLWLYQR R KRWHOX ]QDpL GD
GRWLPpQRJ QRYLQDUD GDOD GREUH UH]XOWDWH 3
NRPSRQHQDWD PDUNHWLQJD JERJ RSVHJD UD]Q
UD]J]OLNH ]|DGDWDND VPDWUD VH ]DVHEQRP L L]GYTH
ALYDQMD SRND]XMX GD MH X YHULQL KRWHOVNLK

NRMD XVNR VXUDyXMH V RVWDOLP RGMHOLPD

F 3URGRMWDPRP KRWHs® 2ling) 3ULMHNR MH SRWUHEDC
XSR]QDYDQMD JRVWD V PRIXUQR&AUX FLMESHORJ KRW
FWRU\, NRML VH GLVWULEXLUDMX SR VREDPD L QI
VDGUADMQR SURPRYLUDMX YODVWLWH XVOXJH %
NOXED L GUXJLK VDGUADMD D VYH X FLOMX SRY|
WUR&GQMH X KRWHOX

60LND Hotelski directory



=DGDFL FLOMHYL L DNWLYQRVWL PDUNHWLQJ

,JJPHYX RVWDOLK IXQNFLMD PDURHAN$QJD LPD GYD RV(

,VSLWIPPFDIXMRVWL L XYMHWD SODVPDQD SRVWRN

NRMH VH PRJX REDYOMDWL QD MHGDQ RG VOMHGH

Z LVSLWNVNYWOYQWK)H L SRWHQFLMDOQH WXULVWLPN
NRMH VH YHU QXGH NDR L SREROMabDQMD QD W
voljenje zahtjeva gostiju;

Z LVSLWBRWHMHFLMDOQH WXULVWLPpNH SRWUDAQN
JD L QRYLK NYDOLWHWD NRMH VH MR& QLVX ¢
SRQXGLWL wWUuaLawxX

8JRYDUBQRIGEDMH RGQRVQR L]JERU XVOXJD ]D NRNMN
LPDWL SURGDMX QD HPLWLYQRP WXULVWLPpNRP W

8] QDYHGHQH IXQNFLMHL ONPRUNHIRYQID X KRWHOX P
QDYHVWL VOMHGH i H

Z RVWYDRYMIDQMH ¢]JLPNRJ SURPHWD X KRWHOX E
UHQMD X RGQRVX QD SUHWKRGQR REUDPXQVNR U

Z RVWYDRYMWIDQMH ¢(¢QDQFLMVNRJ SURPHWD FLMHC
RGQRVX QD SODQ L SUHWKRGQR REUDPXQVNR UD]

JXQNFLMH PDUNHWLQJD L]JYUADYDMX VH NUR] RED®
RGOQRVYQAR/LYQRVWL

$QDORPWNHWLQJ PRIXUQRVWL DQDOL]D VWUXNW
QRJ WXULVWLPNRJID WUALE&WD
Z promatranje marketing okoline (demografska, ekonomska, tehno-

OR&GND SROLWLpPND SUDYQD GUXaWYHQD NXC

Z VWMHEDPMH MHYDQMD R WRPH NDNR WUAaL&a&WH
je odluke o putovanju i kupnji usluga.

,VWUDALYDQMH L RGDELU FLOMQLK WUALa&WD VHC(
Z RVQRYQR LVWUDALYDQMH wWUaLawbD

Z prikupljanje podataka

Z PMHUHQMH YHOLPLQH SRWHQFLMDOQRJ WUA&La\
Z VHIPHQWDFLMD WUALawD

Z RGDELU QDMSULYODpPQLMLK WUALaQLK VHIJPHQ
Z ]DX]LPDQMH RGJRYDUDMXUHJ SRORADMD QD VYDN
5
z
z
z

D]IYLMDQMH PDUNHWLQJ VWUDWHJILMD
LVSLWLYDQMH WHNXUH PDUNHWLQJ VLWXDFLMF
izrada plana aktivnosti za postizanje poslovnih ciljeva
donoSenje odluke o izdacima za marketing poslove (formiranje
EXGaHWD
DORNDBRNXMDORJIJ PDUNHWLQJ EXGAHWD QD HOHPHC
razvoj marketing strategije.

N N



30DQLPDQMHWLQJ WDNWLND RGQRVQR NYDOLWH
QDWD PDUNHWLQJ PLNVD

Z NUHLUDRQMWGH NDSDFLWHWL NYDOLWHWD NI
B3URGXFW i SURL]YRG

Z SROLWLND FLMHQD FMHQLN SRSXVWL URNRY!

Z NDQBORGDMH LGHQWL,NDFLMD MDpPDQMH L S
VUHGQLND L PDUNHWLQJ SURPRWRUD i 30DFH |

Z SURSDJDRUGIDQL]DFLMD XQDSUHYyHQMD SURGDM
PRWLRQ i SURPRFLMD

SULPMHABQWUROD PDUNHWLQJ QDSRUD NRQWUR
WUROD SUR{WDELOQRVWL VWUDWHAND NRQWURC
Z razvijanje marketing-organizacije

Z kadrovska popunjenost

Z RGUHYLRCORMYRUQRVWL |]D SULPMHQX VYLK DNWL
Z SUDUHQMH SURYHGEH SODQD

Z pokretanje korektivnih akcija.

ORANH |IDNOMXpLWL GD XNROLNR VH KRWHO a8HOL SR]
WQHU V RVWDOLP NRQNXUHQWLPD X LVWRM LOL VXV
YDOMD SULMH VYHJD NUHQXWL RG FLOMHYD NRML VH
.DR RGJRYRU QD UDVWXiX NRQNXUHQFLMX KRWHO PF
L SURGDMX QD GRVDGDaQMHP WUALAWX WH UD]JYLWL
RVPLAOMHQL WXULVWLpPpNL SURL]JYRG XVPMHULWL QD F

ODUNHWLQJ SODQ KRWHOD

ODUNHWLQJ SODQ KRWHOD X VUHGLaAawH SRVWDYOMD
SURGDMH L SURPRFLMH KRWHOVNRJD SURL]YRGD O0DU
QH IDGDWNH PHQDGAPHQWD KRWHOD NDR L |DGDWNH |
VHNWRUD VOXAED X SR]JQDWLP L pYUVWR GH¢{;QLUDQ
OL VH X RE]JLU VYH YHUH ]DKWMHYH QD GRPDUHP L LQ
SUHG PHQDGAaPHQW VH SRVWDYOMD RGJRYRUDQ FLOM
SUDYH PDUNHWLQ&NH VWUDWHJLMH

ODUNHWLQJ SODQ KRWHOD L]JUDyXMX RGJRYRUQH RVR
WLQJD GRVWDYOMD VH RGJRYRUQRP PHQDG&HUX QD
V QMLP PRUDMX ELWL XSR]QDWL QRVLWHOML VYLK R\
SURL]YRGQR XVOX&QD ¢QDQFLMVNR UDpXQRYRGVWY K

UR({WDELOQRVW PDUNHWLQJD RFMHQMXMH L NRQWU
QDMPDQMH MHGQRP PMHVHPQR GRN VH SUHPD SODQL
LIYUGLWL L GQHYQR SRVWLJQXWD SURVMHPQD FLMHC
VHIPHQWLPD JRVWLMX EURMX RVWYDUHQLK QRUHQML
6DGUADM PDUNHWLQJ SODQD MH VOMHGHUL
BURUDpPXQ PDUNHWLQJD
3O0RUHQMD SR VHIPHQWLPD JRVWLMX YUVWDPD



30DQ SURVMHpPpQH FLMHQH SR YUVWDPD SURGDMt
3OBWLKRGD RG VPMHAWDMD L KUDQH X SDQVLRQX
7UALAWH

Z WXULVWLpPpND WUALAQD VLWXDFLMD

Z NRQNXUHQFLMD

Z SRWHQFLMDOQD WUaLa&WD KRWHOD

Z DQDOL]D WUAL&QH VLWXDFLMH

ODUNHWLQJ SROLWLND KRWHOD

Z SUHGQRVWL KRWHOD

Z FLOMHYL PDUNHWLQJ SROLWLNH

Z SWOT analiza, kao sredstvo sustavne analize koje ispituje odno-

se internih prednosti (Strenghts) i slabosti (\Weaknesses), te ek-
sternih povoljnih prilika (Opportunities) i prijetnji (Threats)

Z HOHPHQWL SURGDMH

Z VXEMHNWL SURGDMH

Z QDpLQ SURGDMH

Z FLMHQH

Z PRGHO QDSODWH

Z SURL]JYRGL KRWHOD

BURPRFLMD KRWHOVNRJD SURL]YRGD

Z RGQRVL V MDYQRA&iUX L SXEOLFLWHW

Z SOP®HUD XQDSUHYHQMD SURGDMH QD]JLY DNFI
GREOMH L]YHGEH SRWHQFLMDOQR WU&LAWH R

Z SODQ SURPRFLMH SR WUALAWLPD L PHGLMLPD

Z DXGLRYL]XDOQL PXOWLPHGLMDOQL WLVNDQL

Z SODQ QDVWXSD QD VDMPRYLPD L ZRUNVKRSRY|

Z PMHUH XQDSUHyHQMD SURGDMH

Z VHOHNWLYQL SURL]YRGL

=DNYDOLWHWQR SODQLUDQMH L XJRYDUDQMH SURGDM
NHWLQJD SRWUHEQR MH SULNXSLWL L SRGDWNH R
NDWHJRULML KRWHOD
EURMX VPMHAWDMQLK MHGLQLFD X KRWHOX
NYDOLWHWL VPMHAWDMQLK MHGLQLFD NDWHJRUI
XJRVWLWHOMVNLP VDGUADMLPD X KRWHOX

RVWD/MGPUADMLPD X KRWHOX NRQJUHVQD GYRUDQ
JHUVNL VDORQ SOD&D JDUDAD YDQMVNL L XQXWI
WHUDVD SDUNLUDOL&WH DXGLR YL]XDOQD RSUHPI
NXJODQD * RGQRVQR RSLV KRWHOD SUHPD XQDSU

=D &WR NYDOLWHWQLMH XSUDYOMDQMH IXQNFLMRP P
RGUHYHQH PHWRGH YRYHQMD SULKRGD L UDVKRGD QD
SD VH SUHGODa&aH GD KRWHOLMHUL XSUDYR QD WDM



SULKRGD L UDVKRGD NDNR EL VH XWYUGLOR GD OL M
PDUNHWLQJD SRVORYDOD V GRELWL LOL V JXELWNRP

.DUDNWHULVWLNH SURGDMH KRWHOVNLK VPM

=D UD]JOLNX RG GUXJLK JUDQD JRVSRGDUVWYD X VXY
PX OL VH KRWHOVNL ODQFL LOL PHIJD KRWHOL PDUNEF
PHUFLMDOQH YMHAWLQH LOL VH X SRWSXQRVWL |]DQH
L QHSURIHVLRQDOQR ,DNR SRVWRML ERJDWD OLWHUL
OLMHUVWYX SUDBNMPDAESRIFOBAWDYOMD VH EH] RE]JLU
PHQH SULVWXSH X KRWHOVNRP SRVORYDQMX

90DVQLFL KRWHOD LOL JHQHUDOQL GLUHNWRUL QD ¢
ULMHWNR QD]YDOL MH AGLUHNWRU LOL UXNRYRGLWH
MH =DGXALOL EL MH ]D GRYRYVHQMH VNXSLQD XJRYD!
SRVUHGRYDQMH V SXWQLpPpNLP DIJHQFLMDPD L VOLpQR
PDUNHWLQJD L SURGDMH X SRWSXQRVWL EL ]JDQHPD!I

8pHVWDOD SRMDYD X QDV MH GD VH SRVORYL KRWHC
GRWRpXMX QD MHGQRPH PMHVWX QM UDLGE XK K WRHEDM X
YDFLMGAWDQGDUGQD RUJDQL]DFLMVND VKHPD KRWHOD
KRWHOVND SURGDMD WDNYLP VXVWDYRP L]GYDMD RG
WHOD 8 QHNLP VOXpDMHYLPD GRJDYD VH GD VH pDN 1
L XVUHGRWRpPpXMX WDNRYHU QD MHGQRPH PMHVWX

8 GUXJLP VH VOXpDMHYLPD VDPR MHGDQ GLR WLK S|
RGMHOLPD KRWHOD 8 VYLP WDNYLP VOXpDMHYLPD G
ANUXA&L® YUOR pHVWR EH] NRQWUROH SULPLWND LOL ¢
QH YRGL VH SUDYRYUHPHQR SD LIRVWDMH WRpPDQ XY
VQR ]IDX]JHWRVW KRWHOD

8sLwWL ]D UHIJHUYDFLMH NRMH SULPD KRWHO XVPMHU
EURMHYH WHOHIRQD GUXJIHk-nm@laR MDY pIDIND LD Q D GAXHMG F
GDQH3 VUHGLAQMHJ XUHGD ]D UHJHUYDFLMH 2VLP WR
QRVWL R VWDQMX [DX]HWRVWL L SURGDML KRWHOVNL
RYDNYLP RNROQRVWLPD VNRUR GD QHPD

9UOR pHVWR VH GRJDYD GD VH ]D SRVORYH L SURGDNM
UHFHSFLMH 8 WRP VOXpDMX &HI UHFHSFLMH QLMH X P
GX4QRVWL UXNRYRGLWHOMD RGMHOD SD VYH QMHJR
GL QD UD]JLQX ELOMHAHQMD L XQRVD UH]JHUYDFLMD X

'D EL RUIJDQL]DFLMD ELOD H¢NDVQD RQD PRUD ELWL I
QDOQR XVWAURMKPQIOFLMVNL XVWURM KRWHOD SD WDN
R QHNROLNR IDNWRUD RG NRMLK VX QDM]QDpDMQLML
YHOLPpLQD KRWHOD
NDWHJRULMD KRWHOD

IXQGEHUWJ $UPDW DRhe MaBagement of People, in Hotels, Restaurants and Clubs
7KLUG (GLWLRQ 0 & %URZQ &RPSDQ\ 3XEOLVKHUV 'XEXTXH



YUVWD KRWHOD

EURMQRVW VDGUADMD KRWHOD

ORNDFLMD KRWHOD

FLOMDQD UD]LQD NYDOLWHWH XVOXJH
FLMHQD

VHIPHQW JRVWLMX

JHQHUDOQL GLUHNWRU LOL YODVQLN KRWHOD

3URGRQMEH MHGQRVWDYQD L QH SRVWRML QHND PDJI
XVSMH&QH SURGDMH ,SDN SURGDMD VH PR&H RODN3Z
SULQFLSL D QDM]QDpDMQLML VX

8YLMHN XQDSULMHG SODQLUDWL

,QIRUPVYBWDSRVOHQH X KRWHOX R WRPH &WR V
LQWHUQL PDUNHWLQJ

8QDSULMHG 1QDWL &4WR VH RpHNXMH RG NDPSDQM
.DNR VYDNL ][DSRVOHQL X WRPH PRA&H SRPRUL

8QDVWDYNX VH RSLVXMX QHNL RG RVQRYQLK ][DGDWDN
VPDWUD GD VH QHGRYROMQR NRULVWH D pLMRP UHDC
WH YDAaQH SRVORYQH IXQNFLMH

2VREQD SWMHGVYIDND L]JJRYRUHQD ULMHpPp SRUXND LOL
SURGDYDWHOM XVOXJD REUDUD PRJXUHP JRVWX 6WF
SURGDMH WUHED ]DGXALWL ]D VXVWDYQR XYMHAEDY|
GMHODWQLND NRML PRJX GRUL X SULJRGX ]D WDNYX Y
SR]QDWR GD MH VYDNL GMHODWQLN X KRWHOX ASUR!
¢pQH SULURGH KRWHOLMHUVWYD SRVWRML YHOLNL E
]JDSRVOHQLK RG NRMLK VH RpHNXMH XVSMHK X SOD\
KRWHOX + KRWHOVNH VREH 7R VX SULMH VYHJID HPSD

9UVWD RVREQH SURGDMH NDGD VH JRVWX SRQXGL L
QDUXpPLR LOL PLVOLR GD P Xupddiing R W U KBERGRD WD LY DR \GH
OLFX PMHVWD DG KRF SURGDMD L VO 5HFHSFLRQDU
a4 W gsellinga JRVWX SULOLNRP SULMDYH SRQXGLWL L UH
RUJDQL]JLUDWL SULMHYR] LOL JD XVPMHULWL QD RVWD
GD iH WUHEDWL 3RQXGLWL PX QSU GD PR&H NR&XON
DNR pXMH VD VH VHUYLV SRVOXALYDQMD X VREX QH ¢
WLMHNRP KODGQH YHpHUL UDGLMH L]JDEUDWL RVWDQTE
QMH QHJR RGOD]DN X QHNL RG UHVWRUDQD L]YDQ KR

5D]YLWNRP VXYUHPHQH NRPXQLNDFLMVNR LQIRUPDFL
SRAWDQVND SUHSLVND V JRVWLPD VPDQMHQD MH QD |

+H Q N & Q Opportunities in Hotel and Motel Management Careers, 9*0 &DUHHU % RRNYV
/IRQGRQ VWU

-XWHMWODQ - Hotelska prodaja — elementarna vjestina uspjeSnog poslovanja, 6 WU XpQD UH
AB8JRVWLWHOMVWYR L WXUL]DP" 870 UHYLMD =DJUHE EU



QH PR&H LPDWL RQX RVREQRVW NRMX LPD WUDGLFLR
yHQRM RVREL =DWR KRWHOVN MaBridRED M Bl | MRRE] DUYDL M |
QD VYH XpHVWDOLMX NRPXQLNDFLMX V JRVWLPD L SC
XUHYyDMD LOL JOREDOQH UDpPpXQDOQH PUH&H LQWHUQ

=D REOLNmlQetHL SULNXSOMDQMH LPHQD L SUH]JLPH

NRUL&WHQMH UD]QLK LPHQLND SXEOLNDFLMD L LQW

YRYHQMH L UHGRYLWR DaxuULUDQMH SRGDWDND R
JRVWLPD NRML VX ERUDYLOL X KRWHOX SUR&OH J
JRVWLPD NRML VX ERUDYLOL SUHWKRGQLK JRGL(
JRVWLPD NRML VX VODOL VDPR XSLWH X SUR&AORNM
JRVWLPD NRML VX RWND]DOL UHJHUYDFLMH X SUR
LPHQLPD NRMD VH GRELMX RG UHGRYLWLK JRVWL
JRVWLPD NRML VX ERUDYLOL X KRWHOX QD EUDpPC

SULMHYR]RQIHFQPDMDPD SUHGVWDYQLAWYLPD YHO
]XODWLPD RUJDQL]DWRULPD NRQJUHVD L VHPLQI
NLP GUX&WYLPD SUHGVWDYQLFLPD ORNDOQH L Q

,VWUDALYDQMD VX SRND]DOD GD VH SR]JLWLYQL UH]XC
NUHQXWH NDPSDQMH VODQMD VHU&é&MalaSLRRPHD RWH OH I
NLYDWL WHN QDNRQ WUHUHJ LOL pPHWYUWRJ SRNX&DM

=QDpDMQD DOL L YUOR WH&ND ]DGDuUD YODVQLND LO
ASUDYRJ® UXNRYRGLWH GME MaRWEH O WINIH) S/UHRIGIDHINK M H - ¢
RVRED SRVMHGXMH VOMHGHUH NDUDNWHUQH L SRVOR

GXJRJRGLAQMH LVNXVWYR X KRWHOVNRM SURGD
VWUXpPQR REUD]RYDQMH
SULURGQX QDGDUHQRVW ]D SRVORYH SURGDMH
GREUR SR]QDYDQMH QHNROLNR JODYQLK VWUDQ
SR]QDYDQMH SURL]YRGD L XVOXJD X KRWHOLMH !
VSRVREQRVW SODQLUDQMD
RVMHiDM ]D GREDU RGQRV V MDYQRVWLPD
]JGUDY UD]XP
SRVORYQL GXK
XSRUQRVW
OMXED]QRVW
VLPSDWLpPDQ L]JOHG
SULURGQL RVPLMHK
YROMX ]D UDG
SULURGQX ®MBEQR.VW

2VLP QDYHGHQLK SR&HOMQLK RVRELQD UXNRYRGL

ED VH SULGUADYDWL L RSULK XSXWD R NRGHNVX SI
V SRVORYQLP SDUWQHURP

ELWL SULURGDQ
SULODJRGLWL VH SDUWQHUX



SRIRUQR VOXabWL

JRYRVDWR R VWYDULPD NRMH LPDMX YH]H V UD]O
WQHUD ]DQLPD VDPR RQR @8WR UH GRELWL X PHyX'

LVWLFDWL VDPR QDMNYDOLWHWQLMH RVRELQH X\
]JDPROLWL SDUWQHUD ]D QDUXGAEX

ELOMHALWL VDAHWDN YRYyHQRJ UD]JJRYRUD
DQDOL]JLUDWL REDYOMHQL UD]JJRYRU L XRpLWL SR
SURXpLWL VDAHWDN SULMH SRQRYQRJ VXVUHWD \

IDGDAMNMRQWDNWX V SRVORYQLP SDUWQHURP UXNRY
LIEMHJDYDWL SRJUHANH NDR QDSULPMHU
QH SUHNLGDWL VXJRYRUQLND
QH JRYRULWL EH] VPLVOD L FLOMD
QH JRYRULWL V FLIJIDUHWRP OXORP LOL A&YDNDUF
QH JRYRULWL EU]R
QH SUHSLUDWL VH V SDUWQHURP
LIEMHIJDYDWL IDPLOLMDUQRVW
QLNDGD VH QH OMXWLWL
QLNDGD QH REHUDYDWL QHUHDOQR &aWR VH QHI
QH JRYRULWL SURWLY YODVWLWH NRQNXUHQFLM
QH RVWDYOMDWL UHDOL]DFLMX PRJXUH QDUXGAE

+RWHGURBDMD QLMH VWURM |]D SRVSMHALYDQMH SRV
WHOX LGH OR&H 2QD MH ]QDpDMQD D QMHQ SRVDR M
NDGD KRWHO SRVOXMH GREUR MHU KRWHOVND SURGTE
NDNR EL RQR RVWDOR GREUR LOL GD EL ELOR MR& ER

.DGD QHNL KRWHO SRVWLAH DSVROXWQR QDMEROMH P
GD KRWHOVND SURGDMD X WRP KRWHOX QLMH YL&H SF
QLND LOL YODVQLND KRWHOD NRML MH X SRWSXQRVYV
QMD 1DLPH XVSMH&aDQ EL VH SRGX]JHWQLN QHSUHVWLEL
SRVORYDWL QD GXJL URN L SODuUDWL VYH PRJXUH WL
GDQ V UDGRauX L QHVWUSOMHQMHP NDG UH SRpHWL
VWMHFDWL L QHNX GRELW GD EL QD NUDMX YODVWL
JRGLQD , WR MH SUDYL PDUNHWLQJ

3.5. Vrste, oblici i kanali prodaje

+RWHO SURGDMH VYRMH XVOXJH QD WXULVWLpNRP W
RGYRMHQRVW SRQXGH RG SRWUD&AQMH WH UD]JOLpLYV
YD SRVORYDQMD =D XVSMHaQR SRYH]LYDQMH SRQXG|
RUJDQL]DFLMH VOX&EH PDUNHWLQJD QHRSKRGQD MH
VORYDQMD X VOXAEL SURGDMH DOL L X KRWHOVNRP ¢

3UL RGDELUX VWUDWHIJLMH SURGDMH LQIRUPDFLMH R
JPHQWX WUAaLawD UDGL QD NRML QDpLQ UHJHUYLUDMX



PD GROD]H &WR &AHOH L RpHNXMX PRJX ELWL RG YHOI
PRJOR RVWYDULWL SRWUHEQR MH X RNYLUX VYDNRJ |

RUJDQL]DFLMVNX VWUXNWXUX VOXAEH PDUNHWLQ
NRRUGL®DGEUMXLP VOXAEDPD X NRMLPD VH L]YU3
VORYQH IXQNFLMH QDEDYQD NDGURYVND ¢QD
UD]JYRMQD L GU

PLNUR RUJDQL]DFLMX WHKQLNX L WHKQRORJLMX
DVRUWLPDQ SRQXGH L QMHJRYX GREUX SURPRFLN

3RG SURGDMRP XVOXJD VPMHaAWDMD X KRWHOX UD]XP|
LIYUADYDQMH UH]JHUYDFLMD L

QHSRVUSIGR®DMD RQRJ GLMHOD VPMHAWDMQRJD
XQDSULMHG SURGDQ

8] pPLQMHQLFX GD VH RG SURGDMH KRWHOVNLK VRED I
SULKRGD X RR&/MOMH SURGDMH RSWLPDOQD LVNRUL&W
WHWD X] PDNVLPDOQR LVSXQMDYDQMH SRWUHED L at
YROMDYDMXuHJ SRVORYQRJ UH]XOWDWD SUR¢{WD

6 REJLURP QD SUHWHALWX RUJDQL]DFLMVNX IRUPX IX(
SDFLWHWD X QD&HP KRWHOLMHUVWYX NRMD VH X Sl
GLYLGXDOQLP JRVWLPD QHSRVUHGQR QD UHFHSFLML
SURGDMH X FHQWUDOQRM SURGDML SRVUHGVWYRP C
DORWPDQVNL XJRYRUL VWXSQLROUDRFFPDQRI MH QDD
UD]XPOMLYD L X VYDNRP WUHQXWNX UDVSRORALYD L
EXGH GRVWXSQD QD YL4A4H GLVORFLUDQLK ORNDFLMD

8 RUJDQL]DFLMVNRP VPLVOX VOXAED SURGDMH NDSD
VWDOQD RUJDQL]DFLMVND MHGLQLFD LOL VDVWDYQL
UHJ KRWHOVNRJD SRGX]J]HUD WDNR GD VH QMHQH ]DC
SURGDMX UH]JHUYDFLMH L NRUHVSRQGHQFLMX

8NROLNR VH IXQNFLMD SURGDMH L]YUADYD X RNYLUX
NRJ GUXa&WYD MHGQD KRWHOVND NXuUD i MHGDQ JRVS
YUVWH SURGDMH NDR SURFHVL L]YUGDYDMX X KRWHC
REOLND X NRMLPD VH IXQNFLMD L]YUADYD VHNWRU V

8NROLNR VH IXQNFLMD SURGDMH L]YU&ADYD X RNYLUX
MHGDQ RG REOLND WUJRYDpPpNRJ GUX&WYD L X VYRP V
REOLNH FHOQWUH RGJRYRUQRVWL NDR QSU SUR¢{WQF
PRA&H SURPDWUDWL QD YLaH QDpLQD

D 3UHPD FNRMDLVH SRMWLIA SQMIRGD M H
DORWPSURGDMX QDMQL&D FLMHQD

%DNHABJ +X\WRQ + %UDGOH\ 3 B3ULQFLSOHV RI GEBWHOD )URQV
&RQWLQLXP /RQGRQ 1HZ <RUN VWU

$UDQAPINPQF DUUDQJHPHQW XUHYLYDQMH VSRUD]XP QDJRGED
SRGUD]XPLMHYD MHGQD LOL YL&H WXULVWLpPNLK XVOXJD NRMH VI
QD WUDAHQMH JRVWD D NRMLPD RQ ]JDGRYROMDYD GMHORPLpPQR L



SURGIDMD XSLQH JROMMHQDKYHiID RG DORWPDQVNF
LQGLYLGXDOQH L

individuainu SURGDMX QDMYHUD FLMHQD

E 3UHPD REOLFLPER SURGDMMBFLM

FHOQOWUD GIURGDMDUD]LQL WUJRYDpPNRJ GUXEWYD
VOXAED LOL RGMHO SURGDMH NRML REDYOMDMX
GHFHQWUBUWURGBMBRGDMX NDSDFLWHWD REDYOM
GUXaWYD NDR SUR¢WQL FHQWUL L RGJRYRUQL V
PMHaEREGIUMNRGDMH DORWPDQVND SURGDMD L GL
SLQH JRVWLMX SURGDMH VH QD UD]JLQL VHNWRU
FLMHOR GUXaAWYR GRN VH LQGLYLGXDOQD SURG
QH JRVWLMX REDYOMD X KRWHOX NDR SUR¢{WQRI

F 3UHPD NDGURIGDMH

JJUDYS\WORBDBURGDMD NRMD XNOMXpXMH LJUDY Q)
yX KRWHOD L JRVWLMX EH] EDOREDRUIMD S/RIV 8 X\
WHOHIRQD WHOHIDNVD SLVPD H®dWWRDLGINH
FHE-mal LOL H SRAWD SUHGVWDYOMD PRJX{iQRVW
LQWHUQHWD L MHGQD MH RG QDMpHAULK YUVWE
WR QD LQWHUQHWX D QH VDPR X GLUHNWQRM
web VWUDQLFD LOL PUH&QD VWUDQLFD MH GLUHN
NDQDO L SUHGVWDYOMD RVQRYQL QRVLWHOM K
VWL QD L @QWbHVUWH VQun® EIBHQG L QDMEROMD SLU
]D SRWHQFLMDOQRJ SRVMHWLWHOMD KRWHOD W
YHiUX SDAQMX QD RJODHDWD QMBILE KW H P

IHLIUDSWRGNMGD VH LIPHYyX GDYDWHOMD XVOXJI
NDR SRVUHGQLN SRMDYOMXMX

Z SXWQLPNH DIJHQFLMH

WXURSHUDWRUL

ORNDOQH UHJLRQDOQH L QDFLRQDOQH WXUL\
RUJDQL]DWRUL GRJDYyDMD L PDQLIHVWDFLMD

JOREDBQQWULE X F L(shgINGlohaXDistvithutioh Systems
— GDS)

.DR SROD]QD WRpPpND ]D GH{;QLUDQMH FMHORNXSQRJ ¢
VQR SULMDPQRP RGMHOX KRWHOD YU&L VH SURWRNR
ED]QL HOHPHQW NRMLP VH GH¢{¢QLUDMX XYMHWL SRG
QDGDOMH YRGL NDR L YMHURGRVWRMQL GRNXPHQW
UDQMH L]YUEGHQLK XVOXJD 8 QDVWDYNX UH VH QDYHV
VOMHGHULK XJRYRUD

LIUDYQL XJRYRU R KRWHOVNLP XVOXJDPD
XJRYRU R DORWPDQX
DIJHQFLMVNL XJRYRU R KRWHOVNLP XVOXJDPD

4
Z
Z
Z

OHGOG&N ,QJUDP + Hotelsko poslitva@les HQ ODUNHWLQJ THKQLpPpND NQM
VWU



1. Izravni ugovor o hotelskim uslugama MH GYRVWUDQR REYH]QL XJF
VH XJRVWLWHOM REYH]XMH SUXALWL JRVWX SULYUHPH(
OXJH EULQ@XWL VH R QMHJRYRM RVREL SULYDWQRVWL
SODWLWL QDNQDGX L SRQDADWBUHGBRIWXWIRGRED M BIR
awbDM QRUHQMH V GRUXpNRP SDQVLRQ LOL SROXSDQV

YUVWD L RSVHJ XVOXJD
FLMHQD XVOXJD QDNQDGD
YULMHPH WUDMDQMD XVOXJD

2EYH]H XIRWYWRYRPOXIIRYRUX VX VOMHGHUOH
SUX4DQMH VPMH&AWDMD
SUXADQMH DNFHVRUQLK XVOXJD
YRYHQMH EULJH R LPRYLQL JRVWD
pXYDQMH RVREH JRVWD
]DAWLWD SULYDWQRVWL JRVWD

2EYH]H JRWVRWRP XJRYRUX VX VOMHGHUH
SODUDQMH FLMHQH XVOXJD
SRQDADQMH SRSXW AGREUD JRVWD?®* pXYDQMH LP
SRAWLYDQMH ¢NVQH GXOMLQH ERUDYND

2SUKBUDYLOR NRMH YULMHGL X RYRP XJRYRUX MH REYH
VYDNRP JRVWX QD YULMHPH X XJRYRUHQRP REMHNWX
PD WH RVLIJXUDWL LVSUDYQRVW RSUHPH X VREL XGRE

,]JQLPNH REYH]H SUXAaDQMD VPMH&AWDMD VX VOXpDMHY

RGELMIIRYWD UDGL QHPRIXUQRVWL SODUDQMD VN
LOL VWDQMH JRVWD [DUD]QD EROHVW SLMDQVW"®

QHPRJIJXUQRVW VPMHaAWDMD
Z QHPD VORERGQRJ VPMHAWDMD

Z NULYQRDWLWHOMD overbooking NDGD XJRVWLWH
PMHQVNL REMHNW LOL QDGRNQDGLWL aWHWX J

BUHPD RYRP XJRYRUX XJRVWLW HOIM HWHXX@RENH | B WBLU
pHPX MH RSUH SUDYLOR GD SUX&4DQMH WLK XVOXJD Q
XVOXJH VPMH&EWDMD 1DLPH EH] DNFHVRUQLK XVOXJD
SUHWKRGQRP SRJODYOMX QH SRVWRML L]JUDYQL XJR
QMLK EL VH UDGLOR R XJRYRUX R ]DNXSX

2. Ugovor o alotmanu MH WDNYD YUVWD XJRYRUD NRMRP KRWt
ODJDQMH SXWQLpPpNRM DIJHQFLML RGUHYHQL NDSDFLW|
GREOMH 3XWQLpND DJHQFLMD VH REYH]XMH XpLQLWIL
XJRYRUHQH NDSDFLWHWH SD VWDYOMD SDNHW DUDQA&
UHGRYLWR L]YMH&WDYD KRWHOLMHUD

A3RVHEQH X]DQFH X XJRVWLWHOMVWYX?® 1DURBQFRHQRGRQH EU



5DGL QHL]JYMHVQRVWL RYBMRXFRYRD @DHIYVD MHW X V
SXWQLpPpND DIHQFLMD QH XVSLMH SURGDWL XJRYRUHQ
GRNQDGX KRWHOX 2YDM XJRYRU PR&H LPDWL L YDUL!
YRULWL NDSDFLWHW V SRVWRWNRP SRSXQMHQRVWL
PRUD SODWLWL EH] RE]JLUD QD WR MH OL NDSDFLWHYV
XJRYRUX R ]JDNXSX NDSDFLWHWD 8JRYRUL VH SRWSL
X]XOH REYH]XMX SRWSLVQLNH D X QMLPD VX RGUHGE
]DAWLWL SRWUR&a&bpD JRVWD

8 XYMHWLPD LQIRUPDWL]JLUDQH IXQNFLMH SURGDMH ¢
YRUD R DORWPDQX QDURPLWR MH ELWQR XQLMHWL VI
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EURM XJRYRUD
QD]LY SRWSLVQLND KRWHO DJHQFLMD
VMHGD&8WHVD WHO KR WWHDGUMHVD SRWSLVQLND X

IDVWXSSRWELVQLND XJRYRUD RGJRYRUQH RVRE}
XJRYRU

GDWXP XJRYDUDQMD SRWSLVD XJRYRUD

JRGLQX ]D NRMX VH XJRYRU GH¢{;QLUD

ALIUX DJHQFLMH ]D NRMX VH XJRYRU XQRVL
aLIUX SRVUHGQLND DNR SRVWRML

R]QDND VHIRQH OMHWQD ]JLPVND L GU

R]IQDNX YDOXWH X NRMRM MH XJRYRU VNORSOMHAQ
UDJ]GREOMH L LQWHUYDOL SRVORYDQMD

SRPpHWQL GDWXP YDOLGQRVWL XJRYRUD

]IDYUAQL GDWXP YDOLGQRVWL XJRYRUD

XNXSDQ EURM XJRYRUHQLK VPMHAWDMQLK MHGLQ
XNXSDQ EURM XJRYRUHQLK SRVWHOMD

YUVWNDWHJRULMD VPMHaAWDMQLK MHGLQLFD
i GYRNUHYHWQD VRED . NXSDRQLFD 7 i wWXa O
PRUH 8 + VRED V SRIJOHGRP QD XOLFX 3 * VRED V

XVOX3Ht SXQL SDQVLRQ 335 + SROXSDQVLRQ V JO
NRP 339 + SROXSDQVLRQ V JODYQLP REURNRP YH
GRUXPpNRP $, + Alllnclusive

QDpPpEYPXAaDQMD SRMHGLQLK XVOXJD SUHWIfeDQH NR
integral L VO

FLMHQH XVOXJD XRELpDMHQD MH ED]QD FLMHQD ]
GRGDWDN ]D SXQL SDQVLRQ

RGELWDN ]D QRUHQMH V GRUXpNRP

YULMHGQRVW GRGDWQRJ REURND

SRSXVWIRGUHYyHQH NDWHJRULMH RVRED GMHFD |
VWDOQL JRVWL

SRSXVWL ]D NRULAWHQMH SRPRUQH SRVWHOMH
GRGDWDN ]D NRULAWHQMH GRGDWQL NUHYHW



Z FLMHQD GMHpMH SRVWHOMH

Z FLMHQD ]D NXUQH OMXELPFH

Z YULMHGREBIWQLK HNWWeLParty NafiohdlDinner, Galla

Dinner, Welcome Drink L GU V QD]QDNRP MHVX OL XVOXJ
EUXWR LOL X QHWR LJQRVX

JUDWLORERGQD PMHVWD VNXSLQH L]QDG JRVWL
DXWREXVD

DNRQWDFLMH

LIQRVY ERUDYL&QH SULVWRMEH

YDOXWD ERUDYLAQH SULVWRMEH

SRSXVW QD ERUDYLAQX SULVWRMEX

SURYLRWLP XRELPpDMHQH SURYL]JLMH NRMX KRWH (
DIJHQFLML D NRMD QvHD QO®PL ¥ORIKIUOH MMDH XJRYRUL
VWLPXODWLYQX SURYL]JLMX

QDMDYH URNR Yroohihg@sieV WD Y X

VWDQMH SURGDMH

SODUDRGHDYU&AQH XVOXJH A4LUR UDpXQ QD]JLY L V
Z RSuUL XYMHWL XJRYRUD R DORWPDQX

SUHP®GUHGEDPD A=DNRQD R REYH]QLP RGQRVLPD3 7
QX3* A8JRYRURP R UDVSRODJDQMX XJRKRWW®E& OMV REF
YH]XMH X RGUHYyHQRP UD]J]GREOMX VWDYLWL QD UD\
ML RGUHYHQL EURM OHADMD RGQRVQR VPMHaAWDMQL
SUXAaLWL XJRVWLWHOMVNH XVOXJH RVREDPD NRMH XS
SURYL]JLMX D RYD VH REYH]XMH SRSXQMDYDWL LK R
QLP URNRYLPD GD WR QH PR&H XpLQLWL WH SODWLW
XJRYRUHQLP VPMHAWDMHP

$NR XJRYRURP QLMH GUXNpLMH RGUHYHQR VPDWUD V
NDSDFLWHWL VWDYOMHQL QD UBVYBSRRDJDRMRV B IMHGIE
ELWL VNORSOMHQ X SLVDQRP REOLNX D X QDVWDYN?>
SRWSLVQLFH XJRYRUD

N

N NN NN

N N N

2%9(=( 3871,y.( $*(1&,-(
Z 2EYH]H REDYMHAGLYDQMD

3XWQLUPNDQFLMD GX&QD MH REDYMHAULYDWL KRWHO R
VPMHAWDMQLK NDSDFLWHWD $NR QH PRAH SRSXQLWL
DJHQFLMD GX&QD MH X XJRYRUHQLP LOL XRELpDMHQL
WRPH L GRVWDYLWL PX OLVWX JRVWLMX WH X REDYLMF
VORERGQR QMLPH UDVSRODJDWL 8JRVWLWHOMVNL VP
QLMH R]QDpHQ NDR SRSXQMHQ VPDWUD VH VORERGQL
VWUDQH KRWHOD ]D UDJGREOMH QD NRMH VH OLVWD RC
SXWQLpPND DIJHQFLMD SRQRYQR VWMHpPH SUDYR SRSXQ

A8JRYRWDVSRODJIJDQMX XJRVWLWHOMVNLP VPMHAWDMHP: A8JR®
A=DNRQX R REYH]QLP RGQRVLPD® 1DURGQH QRYLQH EU



Z 2EYH]D SULGUADYDQMD XJRYRUHQLK FLMHQD

3SXWQDpMRQFLMD QH VPLMH RVREDPD NRMH a@8DOMH X KF
QH 1D XJRVWLWHOMVNH XVOXJH RG RQLK NRMH VX SUL
QMX XJRVWLWHOMVNLP VPMHEAWDMQLP NDSDFLWHWRP

Z 2EYH]D SODUDQMD XJRVWLWHOMVNLK XVOXJD

$NKIRYRURP QLMH GUXNpLMH RGUHYHQR FLMHQX XJ|
WHOX SXWQLpPpND DIJHQFLMD SRVOLMH QMLKRYD L]YUZ
SODUDQMH RGIJRYDUDMXuUHJIJD SUHGXMPD

Z 2EYH]D L]GDYDQMD SRVHEQH LVSUDYH

SXWQDpNMmFLMD GXaQD MH RVREDPD NRMH a4DOMH QD W
JDQMX XJRVWLWHOMVNLP VPMHAWDMQLP NDSDFLWHWF
S3RVHEQD LVSUDYD JODVL QD LPH LOL QD RGUHYHQX VI
aL QDORJ KRWHOX GD SUXAaL XVOXJH NRMH VX X QMRM
LVSUDYH REUDpXQDYDMX VH X]DMDPQH WUDAELQH L]PH

OBVEZE HOTELA

Z 2EYH]D VWDYOMDQMD QD UDVSRODJDQMH XJRYRUHC

+RWSHHX]LPD NRQDpPQX L QHRSR]LYX REYH]X GD X RGL
QD UDVSRODJDQMH XJRYRUHQL EURM OHADMD RGOQR\
SUX4L RVREDPD NRMH XSXUXMH SXWQLpPpND DIJHQFLMD
SLVDQRM LVSUDYL +RWHO QH PR&H XJRYRULWL V GU.
SRODJDQMH VPMHAWDMQLP NDSDFLWHWRP NRML MH R
UDVSRODJDQMX XJRVWLWHOMVNLP VPMHAWDMHP

Z 2EYH]D MHGQDNRJD SRVWXSDQMD

+RWNHKD GXADQ RVREDPD NRMH XSXWL SXWQLpND DJHQ
XYMHWLPD NDR L RVREDPD V NRMLPD MH QHSRVUHGQ
VNLP XVOXJDPD

Z 2EYH]D KRWHOD GD QH PLMHQMD FLMHQH XVOXJD

+RWQIHD PRAH PLMHQMDWL XJRYRUHQH FLMHQH DNR R\
DIHQFLMX QDMPDQMH PMHVHFL XQDSULMHG RVLP X
PMHQH YDOXWD NRMH XWMHpX QD XJRYRUHQX FLMHQ
QMLYDWL QDNRQ LVWHND MHGQRJD PMHVHFD RG QML
1RYH FLMHQH QHUH VH SULPMHQMLYDWL QD XVOXJH ]
JRVWLMX 8 VYDNRP VOXpDMX L]IPMHQH FLMHQH QHPD
MH KRWHO SRWYUGLR

Z 2EYH]D SODUDQMD SURYL]LMH

+RWMIKD GXaDQ SXWQLpPpNRM DIJHQFLML LVSODWLWL SUR
PHOMX XJRYRUD R UDVSRODJDQMX XJRVWLWHOMVNLP
MH X SRVWRWNX RG FLMHQH L]YUGHQLK XJRVWLWHOM
QLMH RGUHYHQ XJRYRURP SXWQLpNRM DIJHQFLML SUL
RSULP XYMHWLPD SRVORYDQMD LOL DNR RYLK QHPD



3XWQLPND DIJHQFLMD PRAH SULY UMHWE R R RRIGDQRN DWPIM R
AWDMD D GD WLPH QH UDVNLQH XJRYRU R UDVSRODJE
QLWL GD RGJRYDUD KRWHO ]D aWHWX DNR X XJRYRUH
R RGXVWDQNX RG NRULAWHQMD

$NR URN REDYLMHVWL R RGXVWDQNX QLMH RGUHYHQ X
SRVORYQLK RELpDMD X XJRVWLWHOMVWYX 8 VOXpDM?>
SRVODQD X SUHGYLYHQRP URNX KRWHO LPD SUDYR

DJHQFLMD PR&H RGXVWDWL RG XJRYRUD X FLMHORVW
DNR REDYLMHVW R RGXVWDQNX SRADOMH X XJRYRUHOQ

8JRYRURP R UDVSRODJDQMX XJRV SH/\W HSOUMNANYLLRG W PMVHL
VHEQD REYH]D SXWQLPpNH DJH@®RLEXMHR \GW L B/RISXMMN K J\RF
SXQR ]D SUD]JQR $NR X WRP VOXpDMX QH SRSXQL XJ
DJHQFLMD GXaQD MH SODWLWL XJRVWLWHOMX QDNQI
QRVQR GUXJRM VPMHAWDMQRM MHGLQLFL L GDQX 3X!
SUDYRGREQRP REDYLMH&a&UX RWND]DWL XJRYRU QL GWM

3. Agencijski ugovor o hotelskim uslugama

$IJHQFLMVNL XJRYRU R KRWHOVNLP XVOXJDPD MH XJF
SXWQLpNRM DIJHQFLML LVSODWLWL XJRYRUHQX SURYL
VNXSLQL JRVWLMX NOLMHQWX DJHQFLMH SUXAaLWL Vv
OXJH ]D RGUHYHQX QDNQDGX FLMHQX XVOXJD

$JHQFLMVNL XJRYRU R KRWHOVNLP XVOXJDPD SRGY
VNLP XVOXJDPD XJRYRU V KRWHORP UDGL SUXA&aDC
SXWQLpPND DIHQFLMD

.RG RYRJ XJRYRUD UD]JOLNXMX VH GYLMMINMUVWH L V
JRVW GR IRWREDPLQD JRVWLMX QDMPDQMH RVRED

%LWQL VDVWRMFL RYRJ XJRYRUD VX
YUVWD L RSVHJ XVOXJD
QD]QDND JRVWD JRVWLMX
YULMHPH SUX&DQMD XVOXJD
FLMHQD L
SURYL]LMD

2EYH]H KRWHOD X RYRP XJRYRUX VX VOMHGHUH
REYH]D SODUDQMD SURYL]JLMH SXWQLpNRM DJHQFL
REYH]D GDYDQMD WRpPQLK REDYLMHVLXR/ &WIHV X V |
REYH]D QDSODWH LVWLK FLMHQD NDR ]D L]JUDYQH

REYHHUXaDQMD UH]HUYLUDQLK XJRVWLWHOMVNLI
XJRYRUD

REYH]D VPMH&G&WDMD JRVWLMXOMKNBDGQR OLVWL J|
REYHRBREUDYDQMD EHVSODWQLK XVOXJD SUHGVWD

A3RVHEQH X]DQFH X XJRVWLWHOMVWYX?® 1DWHBQHHQRYLQH EU



2EYH]H SXWQLpNH DIJHQFLMH X RYRP XJRYRUX VX VOM

REYH]D SODuDQMD FLMHQH KRWHOVNLK XVOXJD S
REYH3BVWXSDQMD SUHPD XJRVWLWHOMX X VNODC
XWDNPLFRP EH] LIMDYD LOL SRVWXSDND QHVNOL
FLMHQH RG XJRVWLWHOMD

REYH)DNQDGH aWHWH JERJ NDVQRJ RWND]JLYDQMEC
cellation QHGRODVND JRVWODLNsSHOMHYUHPHQRJ RGO
Premature Departure

REYH]D SRVWXSDQMD SUHPD KRWHOX JRVWX X VO
REYHJDLEDYOMDQMD L RPRJXUDYDQMD LQGLYLGXI
JHUYLUDQLK XJRVWLWHOMVNLK XVOXJD X KRWHO>
REYHERVWDYOMDQMD KRWHOX OLVWH JRVWLMX
X SRWSXQRVWL

&LMHQH VRED

6 REJLURP QD LVWRGREQRVW X SUXADQMX L NRUL&WI
XVOXJD RVQRYQL DVSHNWL R NRMLPD PDUNHWLQANL
SURGDML L GLVWULEXLUDQMX XVOXJD MHVX RGOXNH
.DR 4WR MH SUHWKRGQR QDYHGHQR SURGDMD KRWH
QD FLMHQX NRMD VH SRVWLAH GLMHOL QD LQGLYLGX
FLMHQH KRWHOVNLK XVOXJD IRUPLUDMX ]D

LQGLYLGXDOQX SURGDMX
VNXSQH DUDQ&PDQH
DORWPDQVNX DJHQFLMVNX SURGDMX

SROLWUNNEDQD XVNODYyXMH QHNROLNR IDNWRUD RG NR
WHOVNLK XVOXJD HNRQRPVND RSUDYGDQRVW SUXAaD
QD wuaLawx L GU 2VLP WRJD SROLWLND FLMHQD X R
FLMDOQRJ VLIJXUQRVQRJ L SROLWLPNRJ VWDQMD 1C
L PRUD UHDOQR RGUHGLWL SR]JLFLMX SURL]JYRGD WM
PMHVWD YUHPHQD L NRQNXUHQFLMH

7HPHOMQD FLMHQD ]D VPMHAWDM X KRWHOX MH FLMH
UD]JOLFL X FLMHQL L]PHYyX PLQLPDOQH L PDNVDBDO®QH
GQOX FLIDHWWDNX VREX 8 KRWHOVNRM WHUPRBAGRORJILM
Rate, MHU VH FMHQLN VRED SRVWDY QReBp8R R&EDM UHFH ¢
Rack Rate MH R]QDND ]D WU&QX FLMHQX VYDNH XpLQMHQ
VPMHAWDMD NRMX MH RGUHGLOD XSUDYD KRWHOD 7F
X FMHQLNX XVOXJD L QH XNOMXpXMH QLNDNYH SRSXV!
7R MH QDMYLAD UDJLQD FLMHQH KRWHOVNH VREH NRN
L X SUDNVL VH QDMpHAEiGH QDSODiUXMH LQGLYLGXDOQL
YDFLMH Walkin JRVWLPD 2YD VH FLMHQD PR&H XPDQM
WRPX RGOXpL RGJRYRUQD RVRED X KRWHOX 7R MH Q

2JUHWLU 'R &4d@ve marketingausluga, OLNURUDG G R R =DJUHE Vwu



LPD GRYROMQR VORERGQLK VRED SD VH &aHOL ]DGUA&
KRWHO EH] UH]JHUYDFLMH

&MHQLFL X KRWHOLPD SHSXEOLNH +UYDWVNH VH IRUP
PLFLOQRM YDOXWL D RG VWUDQLK YDOXWD QDM]DVYV
FMHQLFLPD VH LVWLpX VOMHGHUH YUVWH L NDWHJRUL
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MHGQRNUHYHWQD

GYRNUHYIHMWEQW GYD VSRMHQDWNWABMWDRGORMHQI
NUHYHWD

GYRNUHYHWQD V SRPRiUQLP NUHYHWRP
WURNUHYHWQD

PDOL DS DUWIFEDE)

YHOLNL D(&®Ddd WRD Q

SUHGVMHG QL p(RiesDSMUSMEB)D Q

GYRNUHYHWQD ]DOMHKISQSIRWMRIE G U

8 KRWHOLPD VH PRJX SRQXGLWL L QHNH GRGDWQ
PHWYHURNUHYHWQD

MHGQRNWREBDNVOWDID RG VWDQGDUGQH 4 MHKE@ RN U F
Size Bed)

GYRNUHYRBMRRYHUD RG VWDQGDUGQH GYRNUHYHW
OLNLP NUHYHWRP XKing Size Bed

GYRNUHYRBMIHUD RG VWDQGDUGQH MDSR GYD VYl
ble-Double)

NDXp NRML VH PRAH SRGHMLBWL 1D VSDYDQMH
SRYH]D QHCuURE g Rooms)

MHGQD VR E D(/GRNGJIXIrkE)

VREH X EOL]LQL(AIBtEH RGNS WD 3

.DGD MH ULMHp R KRWHOLPD NRML SRVOXMX LVNOMXp|
UD]JGREOMD D UD]JOLpPLWH VX ]D VYDNR UD]J]GREOMH $
PD LOL GRJDYyDMLPD LVWLpH VH SRVHEDQ GRGDWDN ]

8 SHSXEOLFL +tUYDWVNRM PLQLVWDU WXUL]PD MH Q
=DNRQD R ERUDYL&dQRM SULVWRMEL 11 EURM L

MVNLK VNXSEAWLQD GRQLR A1DUHGEX R UD]GREOMLPL
SRVH]RQH L YDQ VH]RQH X WXULVWLpPpNLP PMHVWLPD?3

L

7RP QDUHGERP XWYUVyHQD VX UD]JGREOMD
JODYQH VH]RQH

SUHGVH]RQH

SRVH]RQH L

YDQ VH]RQH

X WXULVWLpNLP PMHVWLPD SR SRMHGLQLP aXSDQLMC



8 FMHQLFLPD MH RVLP YUVWH VPMHaAWDMQH MHGLQLF
GUADM RGQRVQR NDWHJRULMX MHU MH VYDNL RG QC
XWMHFDMD QD FLMHQX VPMHaAWDMQH MHGLQLFH

Z MH OL VRED V SRJOHGRP QD PRUH SDUN MH]HUR
Z LPD OL VRED YLVRNX NDGX LOL WX& QLVNX NDG>

2GUHYLY¥DLOMBOH VREH MH NRPSOHNVDQ IHQRPHQ NRML
UD YDQMVNLP L DXPRWBE VHMMLPHVWL SRG VOMHGHUH V

60OLND Faktori od utjecaja na cijenu sobe

8 KRWHOVNRP FMHQLNX QDYRGH VH L DUDQA&PDQL XV
PRJX ELWL VOMHGHUL

QRUHD MR U X {E&B) Bed and Breakfast ili (EP) European Plan
SROXSDQVLRQ$3 ORGLHAHIULFDQ 30DQ
SXQL SDQVLRAP)American Plan

SUHPD RGUHGEDPD A3RVHEQLK X]DQFL X XJRVWLWH
SDQVLRQRP VH SRGUD]XPLMHYD VPMHaAWDM L WUL RE!
D SRG SROXSDQVLRQRP VPMH&WDM V GRUXpNRP L MH

6 KHH® D Economics of Hotel Management, 1HZ $JH ,QWHUQDWLRQDO /LPLWHG
1HZ "HOKL VWU



&MHQLN VDGUAL MR& L SRVHEQH SRSXVWH ]D GMHFX \
LIQRV ERUDYLaAaQH SULVWRMEH L GU 1LMH XRELpDMHC
GR YHUO MH SUDYLOQR IRUPLUDWL FMHQLN V

minimalnom

VUHGQMRP L

PDNVLPDOQRP FLMHQRP
L WR SRVHEQR ]D LQGLYLGXDOQX SURGDMX D SRVHEC

&LMHW@HD DORWPDQVNX SURGDMX IRUPLUDMX X YDO X\
VNH PRQHWDUQH XQLMH (08 RGQRVQR X YDOXWL RG.,
LI YDQ PRQHWDUQRJD VXVWDYD (XURSVNH XQLMH

$ORWPDQVNH FLMHQH LVWLPpX VH X XJRYRULPD NRMH
WHOD V SXWQLpNLP DIHQFLMDPD 8YLMHN YDOMD QDV
QRM FLMHQL LPDMXuL QD XPX L]JYMH&A&WDM R SURGDM
YDULMDQWH FLMHQH D JRVW XVWUDMH QD QLARM FLN
GDQD YUOR GREUR SRSXQMHQ L GD VX RVWDOH VDPR
OL JRVW VH XSXUXMH RGIJRYRUQRP GMHODWQLNX

7THPHOMQD SUDYLOD X VYH]L V FLMHQDPD NRMD PRJX
QLK RGOXND VX VOMHGHUD

ELMMQUMHEDMX ELWL NRQNXUHQWQH DOL LVWRGRE
NYDWQL SULKRG ]D SODUDQMH ¢(¢NVQLK REYH]D SRV
1H SUHSRUXpD VH XpHVWDOR VPDQMHQMH FLMHQD
6PDQMHQMH FLMHQD ]D SRMHGLQH SRVORYH LPD V
Z VPDQMHQMHP FLMHQH RVLIXUDYD GRGDWQL SRV
Z RVLIJXUDYD SULKRG NRML EL LQDpH LIRVWDR

Z RPpHNMWWHGLFLRQDOQR VODER SRVORYDQMH X R

LOL GDQD X WMHGQX

Z EROMH L SUR,WDELOQLMH SRVORYDQMH QH PRA
Z QRYLP SRVORP VH RVWYDUXMH GRELW

2GYRMR@R/' WDQGDUGQLK FLMHQD KRWHOL QXGH SRSX!
UD]OLpLWLK VHIPHQDWD WXULVWLpPpNH SRWUDAQMH =D
WHO X Suite, Deluxe, Premiere, Studio, Penthouse L GU XYLMHN SRV
MHGQH FLMHQH 3RSLV FLMHQD UD]JOLpLWLK XVOXJD N
JIDMHGQLPNL YLEH KRWHOLMHUD L VO X3EHQHROR/ENIDVY D MIl

2VLP VOX4aEHQH FLMHQH NRMD MH RGUHYHQD ]D VYH
VH RGUHYyXMX L W]Y VSHFLMDOQH FLMHQH D QHNH R
MHGLQLFD X KRWHOX VX

6WDQGIRLMMW®EH Standard Rate; Rack Rate i FLMHQD VDPR
XVOXJX VPMHAWDMD QRUHQMD EH] REURND SRSX

RPHUFL\DMBQDmercial Rate i FLMHQD ]D VYH LQGL
QH JRVWH

.RUSRUDRLIMH@orate Rate i FLMHQD ]D NRUSRUDFLMV
NRMD MH XRELpDMHQRLAD 8B SXQH FLMHQH 7R Mt



GMHODWQLNH YHOLNLK SRVORYQLK NRUSRUDFLMD
RGVMHGDMX X KRWHOX

&LMHRBRVDGX L RVREOMH 1UDN RNSROMD VIHK VWHRPPH O )
RSVHIJX SRVORYD NRMH KRWHO PRaH GRELWL RG ]L

&LMHQODMHEOL MH EHVSODWQD LOL QH]QDWQD NI
NUHYHW V URGLWHOMLPD LOL SUDWLWHOMLPD D V'
NRMD MH REXKYDUHQD RYRP FLMHQRP

&LMHQDNXSLQH BRMYIRAEE XIEXGXUVNXBLQD JRVWLMX

RG RVRED JHQHULUD SRYHUDQL REXMDP SRVORY
WHO ]D VNXSLQH GDMH SRSXVWH &LMHQD ]D VNX!
VNXSLQL L XpHVWDORVWL QMLKRYRJ SRVMHWD =D
QDMPDQMH RVRED SULOLNRP GRODVND ERUDYNI
VOXpDMX XRELPDMHQR MH GD KRWHO RGREUL L M
8NROLNR VH EURM RVRED ]D YULMHPH ERUDYND V
SUHGVWDYQLN VNXSLQH UH XWYUGLWL RSUDYGDQF
KRUH OL KRWHO L GDOMH RGREUDYDWL MHGQR VO
QLK LOL QHRSUDYGDQLK RGOD]DND L] VNXSLQH

SRVHEEFLMIRGREUDYDMX VH QD SULPMHU NDGD SXW
YLUDMX QL] VRED SD NDNR MHGQD VNXSLQD JRVW
QDNRQ pLAUHQMD XOD]L X WH VREH

. Q F H QRLLWHiQéDtive Rate MH SRWLFDMQ®XMLMLHQB DIHQF
L RUJDQL]DWRUH SXWRYDQMD WH SRVORYQH SDUYV
V KRWHORP WH ]D YRGLpH VNXSLQD RUJDQL]DWF
VH FLMHQD QXGL L LQGLYLGXDOQLP JRVWLPD SUL
DVRFLMDFLMD NRULVQLFLPD VSHFLMDOQLK NUHG
hbODQVNLK LVND]QLFD NRML RQGD GRELYDMX RGUHI
MH GD VH RYD YUVWH FLMHQH SULPMHQMXMH L QD
RGUHYHQH ERGRYH NUR] VYRMX SRWUR&QMX QD S
7DGD MH PRJXi SRSXVW L GR RG UHGRYLWH FLN\

&LMHQRBHVSODWQ LCa®plinzivanyNRate NDGD KRWHO QH
SODUXMH VREX JRVWX JUDWLV ERUDYDN +RWHO
YRGLPLPD WXURSHUDWRULPD SXWQLpPNLP DJHQFL
EHVSODWQL ERUDYDN QXGH QD YMHQpPDQMLPD SUL
JRVWLPD NRML LPDMX KRWHOVNH NXSRQH QDJUD
90DGH L VO &aHI UHFHSFLMH PRUD ELWL VLIXUDQ C
YDN VWURJR NRQWUROLUD MHU EL PRJOD XPDQML
FLMH Q XA¥Rige-Daily Rate —ADR) 8 PQRJLP KRWHOLPD EH)
ERUDYDN RGREUDYD GLUHNWRU KRWHOD LOL QHN!
GRODVND JRVWD

&LMHQWNDOQHVIWDWNXY VWDOQRJ JRVWD GRGMHOM
QHNROLNR SXWD GROD]L X LVWL KRWHOVNL REMHN
SROLWLFL NRMX XWYUGL PHQDGAPHQW KRWHOD

&LMHQR®XaL ERUDYDN RGREUDYDQMH SRSXVWD ]D
YLAH GDQD RYLVQR R SROLWLFL SURGDMH X KRWH



2ELWHBPMWH@Dy Rate i ]D URGLWHOMH V GMHFRP. 2YD
MH YUOR SULVWXSDpQD SRIJRWRYR |]D FLMHOX REL
EHVSODWQH pLPH VH VWLPXOLUD GROD]DN RGUDVC

Paket FLM HPERage Rate MH FLMHQD ]D VNXSLQX SURL]YR
NRMD RVLP VPMHAWDMD XNOMXpXMH L GUXJH GRGI
MH RG XNXSQH FLMHQH SURL]YRGD L XVOXJD NDGEL
QR 2YDNYH FLMHQH VX SRVHEQR L]JUDYyHQH ]D RGU
FLMHQD PR&H XNOMXpLYDWL L]QDMPOMLYDQMH VR
SRSXW RUJDQL]JLUDQMD YMHQPDQMD EDQNHWD NF
bLYDWL SURL]YRGH L XVOXJH RG GUXJLK SUXADWH
A4HOMH]QLFD L DYLRQ UD]JOHGDYDQMH LWG 7R Mk
VODELMH SURGDYDQH SURL]YRGH L XVOXJH V RQLP
NDGD VH SURL]YRGL SURGDMX X SDNHWX RSDGD L
XAWHYyHQ QD RJODADYDQMX YUDUD VH WDNR aAWR VF

3 URPRWALMH2QDotional Rate MH FLMHQD NRMD VH XJOD
WLMHNRP UD]J]GREOMD QLVNH SRSXQMHQRVWL KRW
PMHUD WDNYLK SURPRWLYQLK DNFLMD VX AUDQH S
GDQD SODWLWH L VO 2YH FLMHQH WDNRYHU PR
NH ]D SULYODpHQMH JRVWLMX NDR &@&WR MH EHVSO
EXIITHW YHpHUD L GU

&LMHRQDXURSHVHGRGDWQR VQLADYD V REJLURP QC
GRYRGH YL4H VNXSLQD RGMHGQRP 1D SULPMHU W
QX WXUX ]D 2SDWLMVNX ULYLMHUX L VYD
VNXSLQX 7XURSHUDWRU JDUDQWLUD KRWHOX SRS:
WLMHNRP MHGQH JRGLQH =DX]YUDW KRWHO GDMF
GRGMHOMXMH LOL EORNLUD VREH ]D RGUHVHQL SH

&LMHQIDODGLOQH L GowénnwelRdte FHMFAFLMHQD X KRWHOLM
NRMD VH SULPMHQMXMH QD NRULVQLNH XVOXJD i ¢
LQVWLWXFLMD 8RELpDMHQR MH RG VWUDQH GUAD)
QDWMHpPDM QD NRML VH PRJX MDYLWL VYL KRWHO
NRML tH VH SULPMHQMLYDWL ]D VYH SULSDGQLNH
PH QMLKRYD ERUDYND X KRWHOX 2YD YUVWD FLMF
MD SUHKUDQH SLUD L RVWDOH GRSXQVNH XVOXJH

(GXNDFLIALWNWQRSHRVHEQH FLMHQH NRMH VH QXGH VV
IHVRULPD NRML LPDMX OLPLWLUDQ EXGA&HW ]D
LIYRU SRVORYDQMD JERJ pHVWLK L YHOLNLK GRC
SRVORYDQMX KRWHOX

&LMHEQBW Y DUDQMWHKVRHGDIQO RG QDpLQD SUL NRMHP
FLMHQH RG NRQNXUHQFLMH V FLOMHP SUYODpPHQWN

GHIRQWLMHRYLVQR RIOBROGE&E®IMHP GREX GHVWLQ
LPDWL UD]J]GREOMD YLVRNH QLVNH L PHYyXVH]RQVN
FLMH RGPRUL4AQH OMHWQH GHVWLQDFLMH LWG SLU
QRP SHULRGX JRGLQH D RVWDWDN JRGLQH MH UD]
WUDaQMH 5D]GREOMH NDGD MH SURPHW WXULVWLEC
VREDPD X RGUHYHQRP PMHVWX WUKRMNBIBRFRIPDW R N



NDG SRWUD&QMD SDGQH WR MH YULMHPH YDQ VH]F
QH KRWHOL QH QXGH QLNDNYH SRSXVWH UDGLMH
VREH SR]QDWX NDR VH]JRQVND FLMHQD 'D EL SULY
VH]IRQH KRWHOL QXGH SRSXVWH QD FLMHQX SR]QD
+RWEDMLP ORNDFLMDPD LVWLPX QMLKRYH VH]RQVN
QD FMHQLNX

8QDSUEBIMBGHQD IFLDNRIOSRSXODUQD X DYLR LQGXV
SODUHQD FLMHQD MH UHODWLYQR QRYL NRQFHSW
ND VQLAHQMD QD FLMHQH VRED NDGD VH VREH UH
RYLVL R WRPH NR O LWHR] KWQDWJOXMH & \EWURMX VRED |
VORERGQH X WR RGUHYHQR YULMHPH 7DNR UH KRV
VREX NRMD MH UHJHUYLUDQD GYD PMHVHFD XQDSL
NRMD MH UHJHUYLUDQD SHWQDHVW GDQD XQDSULM
RVLIXUDYD RGUHYHQX NROLDPLQXESARLISREGDaXI WRP
QDGAPHQWX X SODQLUDQMX SRVORYQLK SULKRGD

&LMHQDDGQL GD® QHNEXRWHOL V SDAQMRP SURPD
X UDJLQDPD SRSXQMHQRVWL ]D RGUHYHQH GDQH X
KRWHOX PRA&H ELWL YL&H ]D QHNH GDQHBKWWMHIG Q>
SR VWXSQMHYLPD X RGUH§NQRWPDMKXUY RBXX FLMHQ X
YLVRNH SRWUD&QMH L PDQMH FLMHQH ]D YULMHPH
]D RGPDUDQMH FLMHQD YLNHQGRP MH YL&D QHJR
SRWUD&QMD ]D JREDPMHPHEYLNHQGD 2EUQXWR Mt
QLP JUDGVNLP KRWHOLPD

&LMHRHROXGQH Y Q LHEFEDRABNMH FLMHQD NRMD VH !
QMXMH ]D QHNH SRMHGLQFH NRML EL KWMHOL RVYV
2YD FLMHQD VH GDMH SR PLQLPDOQRM FLMHQL GRN
VDPR GQHYQL ERUDYDN 3RQHNDG JRVW &HOL RVW!
SUHNRUDpPLWL ERUDYDN GX4H RG QHNROLNR VDWL
PRUD XKYDWLWL DYLRQ ]D QHNROLNR VDWL &HOL V
ED 8HOL XQDMPLWL VREX ]D SRVORYQL VDVWDQDN
QDSODUXMH FLMHQD ]D SROD GDQD NRMD MH PDOR

$CGKRFLMHEQlc Rate QLMH XRELpDMHQD FLMHQD YHU S
NRMD VH QXGL NDR VSHFLMDOQD FLMHQD VDPR MH
]D SRGX]HUD V NRMLPD VH UDGL SUYL SXW NRMD V

&LMHQDD GQLNH HoksEULeRate MEXOD MHU WX VREX NR
SRVOHQLFL KR WI&Nader oM dufy, ReSidént Manager L VO 7R MH
VRED LOL QHNROLNR VRED NRMH NRULVWL KRWHOL
QDSODiXMX DOL VH YRGH NDR ]JDX]JHWH L QLVX AVR
REUDPpXQD SULKRGD RG VRED

Nulta FLM H@®Rate VH NRULVWL NDR VLPfajgetPMaNL DKW I
nagement System MHU (H ELWL Pu@mpROQM NDRH:]LPpND

V R E DPaymaster Room ANX QL UGrpupMaster®@homs VRED

X NRMLPD VH QDOD]H YRGLPL VNXSLQD 2YR VX FLI
RQH A¢NWLYQH VREH3 NRMH VH X LQIRUPDFLMVNRI
QH VREH QD NRMH VH NQML&H UD]JOLpPLWH YUVWH ¢
MD GHSR]LWL XSODWH LVSODWH SUHNQMLAHQML



'R S X Q VARLIM HQDplementary Rate VH SULPMHQMXMH ]D RVR
LPDMX KRWHOVNH NXSRQH LOL LP VH GRGMHOMXM
GRGLMHOMHQ NDR QDJUDGD

&LMH@D/YDNX GRGDWQ®FRVEEBLWLRQDO 3HUVRQ
MH GRGDWDN QD UHGRYQX FLMHQX VREH ]D NR!
SRPRUQH GMHpMH

=DWYREEMHQH Closed Rates MHGLQVWYHQD MH FLMHQ
AWDMQRJD REMHNWD XQDSULMHG VH REMDYOMXM>
QMD YHOLNLK PDQLIHVWDFLMD NDGD MH SRWUD&QN
RG SRQXGH

IDMQUBN SROREMNRBVW $YDLODEOHMHD WM H Qb 5N R N
MH QDMQLAD FLMHQD VREH QD UDVSRODJDQMX ]D
JRVWX 1DMQLAD UDVSRORALYD FLMHQD PRAH LPDV

Z 'LQDPLQDMQBEWSRORALYD FLMHQD VREH Dynamic B,
]OLpLWH UD]JLQH FLMHQD D VYDND RG QMLK RYL
IDXIJHWRVWL KRWHOVNLK NDSDFLWé/gvlz2 2YX R
Managera REDYOMDMX DXWRPDWVNL QRYL VRIWYHL
SXQMHQRVWL KRWHOVNLK NDSDFLWHWD 3ULPMF
YH FLMHQH SULND]DQ MH X WDEOLFL

7DEOLFRQDPLPpQD QDMQLAD UDVSRORALYD FLMHQD VREH

5D]LQD GLQDPLUpQH % popunjenosti
QDMQLAaH UDV SROQOR aL YshijeBthjMikapedciteta

% $5

% $5

%$5

%$5

%$5

Z Dnevna QDMRQUDHVSRORALYD FLMHQD VREBH S UitlMBE
SUHGH{QLUDQX GQHYQX FLMHQX VREH QHRYLVC
QMD ]DX]JHWRVWL NDSDFLWHWD X KRWHOX 2YD F
QD X YH]L V pLQMHQLFRP NRML MH GDQ X WMHG
KRWHOVNLP VREDPD X GHVWLQDFLML VSHFLMDO
VHIRQH NDR L SUHPD WRPH NDNYD MH SURJQR]L
RG VWRéBEAQUE Managera X KRWHOX 3ULBMHdhaGQHY QR.
YHGHQ MH X WDEOLFL



7DEOLF®MHYQD QDMQLAaD UDVSRORALYD FLMHQD VREH

Datum Dan Cijena (€)
S8WRUDN
6ULMHGD
yHWY UWDI|N

Petak
6XERWD
1HGMHOM|D
BRQHGMHIOMDN
8WRUDN
6ULMHGD

6YUKD QDYHGHQLK YDULMDFLMD FLMHQD L GDYDQMD
SURL]YRGD NRML iiH ELWL QDMEOLAL SRWUHEDPD WXU
EOMH EXGH XSR]JQDWR V L]YMHVQLP UD]JOLNDPD X FLM
X WDNR GH¢QLUDQX FLMHQX XVOXJH D NRMH VH XVO
VH QDpPLQ HOLPLQLUDMX HYHQWXDOQL QHVSRUD]XPL
ADOEH QD FLMHQX VDGU&DM NYDQWLWHWX L NYDOLV

3.7. Informacijski sustav marketinga i prodaje
3RVWXSFL X SURFHVX SURGDMH VPMHAWDMQLK NC
UDapODQLWL QD

SRVWXSDN XJRYDUDQMD SURGDMH L

SRVWXSDN UHJHUYDFLMH VPMH&WDMD

.RG SRVWXSND XJRYDUDQMD SURGDMH PRJXUH MH GH
D SRQXGD XJRYRUD QD SRWSLV L

E SRWSLVXKYRQRWD XJRYRUD R DORWPDQX NRG DO
XJRYRUD VD VNXSLQDPD JRVWLMX NRG SURGDMH ]
YRUD NRG LQGLYLGXDOQH SURGDMH

=DKYDOMXMXuL UD]JYRMX L LPSOHPHQWDFLML LQIRUPI
VORYDQMH IXQNFLMH ]DGDFL L DNWLYQRVWL PDUNH\
JLUDWL MHGQDNR NDR L RVWDOH SRVORYQH IXQNFLM

,QIRUPDFLMVNL VXVWDY AODUNHWLQJ L SURGDMD? SU
WYHUVNLK SURJUDPD NRMLPD VH NRULVWL ]DSRVOHQF
OX PDUNHWLQJD L SURGDMH X KRWHOX

8 RNYLUX RYRJ VXVWDYD PRJXUH MH XQRVLWL FMHQLI
UH ]D VNXSLQH JRVWLMX UH]JHUYDFLMH L SUHJOHGDYI
X] FMHORNXSQX DNWLYQRVW PDUNHWLQJD L SURGDMFE



8OD]QH input SQDYMWGHQRJI LQIRUPDFLMVNRJ VXVWDYI
GDMD® pLQH VOLND

D SODQ SURGDMH VPMHaAWDMQLK NDSDFLWHWD KRW

E XJRYRBML VH SRWSLVDQL V SXWQLpPpNLP DIJHQFLM
SDUWQHULPD D YH]DQL VX X] SURGDMX VPMH&WD

VWDQMH JBosKikbaDVPMHAWDMQLK NDSDFLWHWD
OLVW H (BEORMYLLEEX

KRWHOVNH(XB X JWHLLF H

UHJHUYDFLMH

- I O m

60LND ElementiiQIRUPDFLMVNRJD VXVWDYD AODUNHWLQJ L |

1DYHGHQL SRGDFL WHPHQOMPDMX GREGORIIVKMNWB Y D
D QDM]QDpDMQLMH pLQH SRGDFL R

D L]YUAHQMX SODQD
E ERQLWHWX SRVORYDQMD V SXWQLPNLP DIJHQFLMD
F UDVSRORALYLP L SURGDQLP VPMHAWDMQLP NDSD]|
,]JSRGUXpMD SUX4DQMD XVOXJD VPMHAWDMD PHQDGA&H
MH R VOMHGHULP SRVORYQLP DNWLYQRVWLPD
SODQX ]DX]JHWRVWL NDSDFLWHWD
VWDQMX ]DX]JHWRVWL NDSDFLWHWD
L]YUAHQLP UH]JHUYDFLMDPD
GRODVFLPD JRVWLMX
UDVSRUHGX VPMHAWDMQLK MHGLQLFD
LQIRUPDFLMDPD R JRVWLPD SULJRYRUL &DOEH

*ODYQL NRULVQLFL LQIRUPDFLMD VX UXNRYRGLWHOML
MHQR MH WR &HI UHFHSFLMH ,VWR WDNR L GLUHNWR
R VYLP UHOHYDQWQLP pLQMHQLFDPD YH]DQLP ]D XOD]
LOL SRVUHGVWYRP VYRMLK IXQNFLRQDOQLK UXNRYRG
SRGUXpPMH SRVOXALYDQMD

N NN NN N



BRVORYQD IXQNFLMD PDUNHWLQJD L SURGDMH ]DKWL
PDFLMD NRMH uH ELWL RNUHQXWL ND GRQR&HQMX SR’
FLMH PRUDMX ELWL WDNR REUDYHQL GD SRVSMHAaH F
SURGDMH L GLUHNWRUD KRWHOD NRML UH WLPVNL GF
]QDpDMD ]D UDG FLMHORJ KRWHOD

7H RGOXNH QD ED]L L]JOD]QLK LQIRUPDFLMD L] VXVWD

2GOXRIPDDWYDUDQMX KRWHOD QD ED]L VWDQMD ]D>
RQR X WRM PMHUL SRUHPHUHQR GD EL GDOMQMD
JXELWNH X SRVORYDQMX

8ODIJD®RMMGIDWQLK QDSRUD QD SREROM&ADQMX VWD
QMH QRYLK QDpLQD SULGRELYDQMD JRVWLMX

SRVWDYOYRNYMHRUIJDQL]DFLMH UDGD NRMD UH SRC
VPLVOX UDFLRQDOQRJ |DSR&AOMDYDQMD L UDVSRU

5HGH¢{QLUDSQIMMWDJIJRYyDYDQMH KRWHOVNRJD SURL]
VWUXNWXUL JRVWLMX NRML 0UH GRuL X KRWHO QL

, VSXQMHQMH SRVHEQLK @8HOMD JRVWLMX

1DED]L DQDOL]H RFLMHQLWL ERQLWHW SRMHGLQ
SRWSLVLYDQMD QRYLK XJRYRUD L GDYDQMD HYH!
EURMX JRVWLMX NRMH MH DJHQFLMD VODOD X KI
QRP UD]GREOMX

8QDWRpP UDVWX EURMD UHJHUYDFLMD SXWHP LQWHU
VYDNRGQHYQR SRNX&DYDMX SRYHUDWL EURM UHJHUY
VPDQMLWL WURADN SURYL]JLMH ,DNR VH YHOLNL EUR
DJHQFLMD SURYL]JLMH RG GR LWHNDNR VX GRED
WQLK NDQDOD SURGDMH

'‘DQDa&QML LQIRUPDFLMVNR NRPXQLNDFLMVNL VXVWDY
VPMHAWDMD SXWHP LQWHUQHWD 6UHGLAQML XUHGL ]
VNL VXVWDYL GDQDV VX XVNR SRYH]DQL L NRULVQLFL
PRIXUQRVWL UHJHUYDFLMH XVOXJD VPMH&AWDMD SRY}!
L RVWYDULYDQMD SRVORYQLK SULKRGD RG XVOXJD VF

6UHGLAQML XUHG &H QW HUOY BAVMHYDWLREWBIQERH KR!
PXQLNDFLMVNL VXVWDY NRML VH QD]JLYD L GEUHGLAQM
tral Reservations System —CRS NRML SRYH]XMH KRWHOH XQXWDU
ODQFD WH RGUAaADYD DAXULUDQH LQIRUPDFLMH R FLME
VH L i@ NRPXQLNDFLMVNL VXVWDY V XORJRP VUHGLA&(
GDWDND NRMRP VH NRULVWH VYL KRWHOL XQXWDU Q
SRGX]HUD D NDWNDG L RGVMHN ]D PDUNHWLQJ LOL W

&HQWUDOQL UH]J]HUYDFLMVNL VXVWDYL CRS PRJX VH (
pXQDOQL UHJHUYDFLMVNL VXVWDYL NRML VDGU&H QL]

&R[% .RHO]JHU : Internet marketing za hotele, restorane iGur&énxV. =DJUHE
VWU

99



AH PUHAH daLULK SRGUXpMD YHOLNLK JUDGRYD WH J
SRYH]LYDQMD QD JOREDOQH WHOHNRPXQLNDFLMVNH

9HULQD KRWHOVNLK JUXSDFLMD ODQDFD SULSDGDM X
QLK UHJHUYDFLMVNLK VXVWDYD &HQWUDOQL UH]JHUY
GLaAQML UHJHUYDFLMVNL XUHG NRML VSDMD KRWHOH
SRWHQFLMDOQLP JRVWLPD

7DM VXVWDY SRVUHGXMH X UD]JPMHQL LQIRUPDFLMD K
KRWHOLPD * pODQRYLPD JUXSDFLMH 6UHGLaAQML UH]F
VDWD SXWHP EHVSODWQ L &edHOFERQVNLK EURMHYD

S3RVWRMH GYD WLSD FHQWUDOQLK UHJHUYDFLMVNLK V
SULSDGDIMXOLIDNVRM L IXQNFLRQLUD NDR GLR KRWHC
QHSULSDQGR@ Xl OROCYWRIVQR QHRYLVQL VXVWDY

3ULSDGDMXiUL UH]JHMHDRQIDWMNX NRMHMP WX SRQXGH ODC
YRUQR XYMHWRYDQH RGQRVQR SRYH]DQH 6XVWDY E
RVLJXUDYD LQIRUPDFLMH R UDVSROR&LYRVWL VRED L
WUDOQRP UHJHUYDFLMVNRP VXVWDYX /DQDF KRWHOTL
VH SRMHGQRVWDYLR SURFHV UH]JHUYDFLMH L VPDQML
GDMX({iHJD UHJHUYDFLMVNRJ VXVWDYD VX

Z MDYQL SULVWXS
Z RJODabYDQMH ZHEVLWH DGUHVH LOL NRQWDNW L
Z LQIRUPIRUDQEHYLGXDOQLP VYRMVWYLPD VRED L

ALYRVWL H GLVWULEXFLMVNLP NDQDOLPD L QH:
VXVWDYLPD

Z EU] XpLQNRYLW L SRYROMDQ SULMHQRYV UH]JHUYD

Z RGUADYWDWDHMWMLVWLPNLK SRGDWDND R EURMX NRQ
EURM RVWYDUHQLK FLOMHYD SRVMHWLWHOML
JLP SRGDFLPD

Z NUHLUWXYWHYD SUHSR]QDYDQMD VWDOQLK JRVWL
YMHUQRVW

Z RGUADYDQMH VWDWLVWLPNLK SRGDWDND R SUR¢

IHNSULSDGDMXuUL UHJHUYDFLMVNL VXVWDYL VNODSDM?>
VDPRVWDOQR WH LP WDNR GR]YROMDYDMX SRVORYDC
QRVW X VOXpDMX NDGD VX LVNRUL&A&WHQH VYH UDVSRO!
KRWHOX XQXWDU RGUHYHQRJ ODQFD NRML SRVOXMH X

1THSULSDGDMXUL UH]HH ¥XVMWDWYL SUHWSOIDWH NRML S
SRQXGH +RWHO VH SUHWSODWL QD XVOXJX VXVWDYTL
UDQMD WRpPQLK SRGDWDND NRML VX YH]DNgHioA] VREH

7THVRQH ' 9 Hospitality information systems and E-commerce, -RKQ :LOH\ 6RQ
+RERNHQ 1 - VWU
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SULPMHUD QHSULSDGDMXULK VXVWDYD VX A/HDGLQJ +
+RWHOV3 WH A'LVWLQJXLVKHG +RWHOV?3

2SUHQLWR JRYRUHUL QHSULSDGDMXUL VXVWDYL SUX
SDGDMXuL RVLP 8WR RPRJXUDYDMX L QH]IDYLVQLP KR
EL LQDpH ELOD GRVWXSQD VDPR ODQpDQLP RSHUDW
VXVWDYD GMHOXMH L SURFHVXLUD UHJHUYDFLMH MHG
2YRP PHWRGRP VREH VX NODVL{FLUDQH NDR ARWYR
SUXA&DMX LQIRUPDFLMH R WLSX LOL FLMHQL VREH

&HQWUDOQL UH]JHUYDFLMVNL VXVWDY PRaH GMHORYTLC
SULMHQRVD X VOXpDMX NDGD VH SRGDFL SUHQRVH VL1
PDFLMVNL FHQWDU R GHVWLQDFLML NDGD REMDYOMXN
SRVHEQLK GRJDYyDQMD LOL NDGD VH REMDYOMXMX VH]

5DG FHQWUDOQRJD UHJHUYDFLMVNRJ VXVWDYD RPRJ
XUHG &HQWUDO 5HVHUYDNVRIMRIQXSYBDN GM&E52QIRUPDFLY
PD L UDVSRORALYRVWL LVWLK NRMH VX RG VWUDQH Y
FLMVNLK XUHYDMD L NRMH DXWRPDWVNL XOD]H X ED]X

2GJRYRUQRVW L NRQWUROD LQIRUPDFLMD R VREDPD L
QRVW YODVQLND D XVSMHK FHQWUDOQRJD UH]JHUYDF
L WRpQH SRGDWNH X UHDOQRP YUHPHQX MHU MH WD
FLMHQX L UDVSRORALYRVW VREH X WUHQXWNX UH]HU®

&LOMHYL FHQWUDOQRJD UHJHUYDFLMVNRJ VXVWDYD V
YHUDWL SUR{WDELOQRVW L XpLOQNRYLWRVW D WR QD

Z QXGHiUOL SRYROMQH FLMHQH VRED L SURPRWLYQH
Z WUHQXWQX SRWYUGX UHJHUYDFLMH

Z VXUDYyXMMXHDLNLP DYLRNRPSDQLMDPDre@4dWQLpNL
car DJHQFLMDPD

Z IRUPLUDMXUL RSVHAaQX DUKLYX UH]JHUYDFLMD

S5HIHUYXFUMBIOQRP YUHPHQX Real-timéB@@tic@H UH]JHUYDF
NRMH VX ]JDWUD&HQH L SRWYUYyHQH GRN MH NRULVQL
EXFLMVNLP VXVWDYRP LOL VUHGLAQMLP UH]JHUYDFLM
VH UHJHUYDFLMH ]DWUD&H QD LQWHUQHWX DOL NRU!
HOHNWURQLPNRP SREWRP NRMX PX 4DOMH XJRVWLWH
QLVX UH]JHUYDFLMH X UHDOQRP YUHPHQX

2EUDWQR VUHGLAQML UHJHUYDFLMVNL XUHG ]DUDpPXQ
XVOXJD NRMH PRJX LPDWL REOLN ¢NVQH LOL YDULMD
SRWHQFLMDOQRJ SULKRGD RG SURGDMH VRED VWYDL
EUXWR GRELWL RGRRPDLYRMR@QWDRDY 3UR;W

Op.cit., VWU

,ELGHP VWU

&R[% .RHO]JHU : Internet marketing za hotele, restorane iturzenxV. =DJUHE
Vwu



*OREDOQL GLVWULEXFLMVNL VXVWDVYX \EOVANCDSYihutNiRIdLe
KUDQMXMX UHJHUYDFLMH L UD]JPMHQMXMX LK UD]JQRY
VXEMHNWLPD 2YL VXVWDYL XNOMXpXMX YHUL EURM
NRML VX PHYyXVREQR SRYH]DQL 3URGDMD KRWHOVNL
KRWHOVNLK UHJHUYDFLMVNLK VXVWDYD V JOREDOQLP
VWDMX LVWLQVND VQDJD X SURGDML L VWYDUDQMX KI

*OREDOQL GLVWULEXFLMVNL VXVWDYL RPRJXUXMX VY
SXWQLPpNLP LQIRUPDFLMDPD LJUDYQR SRYH]XMXuL UH
RNRPSD@ntdst€ara L SXWQLpPpNLK DIHQFLMD QD VYMHWYVN
JOHGDMXuL VYDNL *6 MH ELR X YODVQL&AWYX QHNH
DYLRNRPSDQLMD 7LMHNRP JRGLQD *'6 NRPSDQLMH U
PDUNHWLQ&NH DIJHQFLMH V FLOMHP GD SURPRYLUDMX
]JUDpQL SURPHW *'6 RVLIXUDYD GLVWULEXFLMX LQIRL
JHUYDFLMD NDR L DYLRQVNLK NDUDWD QDMPD DXWRP
MHWD QD QDpLQ GD SXWQLpND DIJHQFLMD NUR] VDPR
VYH &WR MH SXWQLNX SRWUHEQR

.UR] UD]OLpLWD VSDMDQMD L NXSQMH QHNROLNR *'6
SXWQLpNH DIJHQFLMH ,DNR YHULQD JOREDOQLK GLVWI
OXJH VYDNL RG QMLK RGUaDYD MHGLQVWYHQ XQXWD'
UDVSRORALYRVW VREH WH SRWYUGX L IDNOMXpHQMH

.OMXp XVSMHAQRJ GLVWU BEXFUWNEY NRD PHYWQVD VN QRS N |
NRML SUHYRGL UHJHUYDFLMVNH WUDQVDNFLMH X NRO
WUHEQR RG VWUDQH UD]JOLPLWLK PUH&QLK PHYXVREQ
WLPH NRULVQLFLPD GD GLMHOH SRGDWNH L] UD]JOLpLV
LK NRPSOLFLUDQLK IRUPDWD GDWRWHND L RSHUDFL
UDVSRODAH VYLP GDWRWHNDPD UH]JHUYDFLMVNRJ VX\
PDWH NRMLPD MH YHRPD MHGQRVWDYQR XSUDYOMDW|

8 IDGQMLK QHNROLNR JRGLQD VYH YL&H KRWHOVNLK
WUDOQH UHJHUYDFLMVNH VXVWDYH V *'6 RP aAWR RPR
PD GD RGPDK SURYMHUH FLMHQX L UDVSRORALYRVW
UH]JHUYDFLMX 7DNYR SRI:OR¥DQMHio® DQHWR GIMLYD LQ
JUDFLMBWYUGD NRMD VWLJQH LJUDYQR L] KRWHOVNF
R HYHQWXDOQRM QHWRpPQRVWL SRGDWDND LOL QHSRX
2YDNDY WLS SRVORYDQMD X NRMHP VYL GLVWULEXFL
SRGDWDND QmklYi@eVidentory LVWL SRSLV

IDMYHUL L QDMSR]QDWLML JOREDOQL GLVWULEXFLMV/
SABRE
Galileo
$PDGHXV L
: RUOG6SDQ
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,(OWHUQHWVYNL GLVWX IUH]HIUWDNFL MUKNW YW XYWDYL RULM
QR SUHPD NUDMQMHP SRWUR&GDPX D SRVWDOL VX QDI
QboL ,QWHUQHWVNL GLVWULEXFLMVNL VXVWDY SUHG
VXVWDYD L SRUWDOD QDPLMHQMHQLK SXWRYDQMLPD
PDUNHWLQJX ]D SXWRYDQMD L SRYH]DQH XVOXJH

8 RGQRVX QD JOREDOQL GLVWULEXFLMVNL VXVWDY W
JX NDNR EL UH]JHUYLUDOL DYLRQ KRWHO DXWR LOL 1
VXVWDYL IXQNFLRQLUDMX NDR QHRYLVQH ZHE VWUDQ
QXGRP KRWHOD QD QDMPDQMH WUL QDpLQD
YH]D V FHQWUDOQLP UHJHUYDFLMVNLP VXVWDYRP
YH]Y FHQWUDOQLP UH]JHUYDFLMYVN L&witsh¥ay WD YR P
NRPSDQLMD

YH]IV FHQWUDOQLP UHJHUYDFLMVNLP VXVWDYRP
GLVWULEXFLMVNRJ VXVWDYD

‘HE SRGUADYD GYD ,'6 RYD PRGHOD SURFHVLUDQMD L
VWUDQLFH L QHSUR]JLUQH VWUDQLFH 2ED PRGHOD G
WUDQVSDUHQWQLK VWUDQLFD LPHQD L ORNDFLMH KR
QRP UDQJX D SUHPD NULWHULMLPD SRWHQFLMDOQR?:
GRN NRG QHSURJLUQLK VWUDQLFD WR QLMH VOXpDM

UHQWQLK VWUDQLFD VX ,QWHUQHW VWUDRYHRB RRAWQ L

,=$=29, 02'(51,+ 95(0(1%$ £ HI-TECH HOTELI

Kako napreduje tehnologije, skupa se s njome mijenjaju i zahtjevi gostiju.

Mnogi su se hoteli diljiem Europe i svijeta tome prilagodili primjerice iPa-

GRP NDR MHGLQVWYHQLP GDOMLQVNLP XSUDYOMDpPHE
*RRJOH QDRpDODPD

+RWHO AODPD 6KHOWHUS3 3DULV

2VLP 4WR VX YUOR RWPMHQH VYDND MH VRED KRWH(
]D ]DEDYX NRML RPRJIJXUXMH JRVWLPD JOHGDQMH WH_¢
]JDKWMHY VOX&DQMH UDGLMD LQWHUQHW WH NRULA\
ML QDpLQ NRLUAWHQMD NODVLpPpQRJ UDpXQDOD NRML
VREX QD Sdl-in@fe S X

Hotel ,Prizeotel”, Hamburg

6YDND VRED X RYRPH KDPE XU &N Ri-th KCFDPISER XPSBRO|
PRiU NRMH JRVWL PRJIX V@KéoWd BXDIEWLSRRIEIRVHO W
LUDWL D XADHAGQRUMIHIQ 79 =D SRVORY QUrk&SUri RVWH R
VWUDQLFD WH GLJLWDOQL NLRVN GQHYQLK QRYLQD
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+RWHO A%ORZ 8S +DOO 8 3R]QDQ

+RWHO X SROMVNRPH JUDGX 3R]QDQX PR&H VH SRQDN\
GLILWDOQH XPMHWQRVWL NRMX JRVWL PRJX YLGMH\
X SR]DGLQL SURMLFLUD VWLOL]JLUDQH VOLNH QDG]RU
WLFH ]D VREX &Ruihe GBERPIONXNRML SRND]XMH SXV
VREH L X] SRPRiU NRMHJD VH RWNOMXpDYDMX YUDWD

+RWHO A<RWHO?® 1HZ <RUN

6DPRSRVOXAQL NLRVN GRpHNDWL iH JRVWH RGPDK Q
YUHPHQX DXWRPDWL]LUDQL URERW NRML VH SULJRG
RGQLMHWL SUWOMDJX GR VREH L SRKUDQLWL YULMHG
OMHQH V AWHFKQR JLGRYLPD? V PRIXUQRA&WKF]D DXGLI
L NOLPD XUHYyDM VH DNWLYLUDMX X] VHQ]RUH SRNUH\

+RWHO A&LWL]HQ 03 $PVWHUGDP

2YDM MH KRWHO SRQXGLR S$iRK-$1XKDRMD XR\ERDPYBOMLD LVUIDRQ
X] SR PRIfiservicea UDpXQDOD 1D UDVSRODJDQMX MH &HV
MLPD QLNDGD QHPD JXaYH D X KRWHOX QDYRGH ND
]DSRaoMDYD VH PDQMH RVRED |D UDG QD UHFHSFLML
RSUHPOMH Q IMowdOH286W L WRMLPD JRVWL SRGHADYDMX V
UDVYMHWX ]DYMHVH L WHOHYL]JLMX SUHPD YODVWLW

Hotel ,Abadia Retuerta Le Domaine", Ribera del Duero

+RWHO XGDOMHQ WLQMDN NLORPHWDUD RG 0ODGUL
VYRMLP JRVWLPD SRQXGLR *RRJOH QDRpDOH 7R MH
YRG QDRpPpDOH EH] OHUD V SUDYRNXWQRP SUL]JPRP Q
PRAaHWH NRULVWLWL LQWHUQHW IRWRJUD/;UDWL L Ul
LOL WDEOHWX QR X] SRPRU WUHSWDMD LOL JODVRYQ

Hotel ,Ecclestone Square Hotel“, London

,DNR JD NUDVL SRYLMHVQL HNVWHULMHU X LOQWHULM
QRORJLML SD VH WDNR RYDM KRWHO PRaH SRKYDOLW
RYH YUVWH 6REH VX RSUHPOMHQH WLSNRYQLFDPD R
NRQWUROLUD JOD]JED L UDVYMHWD iPad X VREL ]DPLAC
VWDNOHQH VWLMHQNH WX&D VH QD SULWLVARNWSLJPH)
screen WHOHYL]J]RULL LQDpH VNULYHQLTwigBmMHOSDRQVNL
zima 2014.)

Pozivni centar (Call Center), RGQRVQR NRPXQLNDFLMVNR pYRULA&V
GMHORWYRUQRP L XpLQNRYLWRP L]YUADYDQMX YHOLN
LOL KRWHOVNRJD SRGX]JHUD V JRVWLPD SXWHP WHOF
SRILYQRJ FHQWUD
3UXabDXWOHXJD JRVWLPD QD WHPHOMX QMLKRYLK XC
2EDYOMDQMH SRVORYQLK WUDQVDNFLMD QD WHP

SULMDRGJRYDUDQMH QD XOD]QH WHOHIRQVNH SR
QMH JRVWLMX L]OD]QL SR]JLYL UDGL QMLKRYD LQ



1DM]DQLPOMLYLMD MH XORJD SR]JLYQRJD FHQWUD RQTIE
PDUNHWLQ&NLP L SURGDMQLP LQVWUXPHQWRP 8VSM
JLYQRJ FHQWUD SRpLYD QD WUDMQRM UDVSRORALYR\
NRQWLQXLUDQRP PMHUHQMX SUDUHQMX L YUHGQRYD
RSUDYGDQRVW SRVWRMDQMD L XVSMHKD FHQWUD QD
L QMLKRYH GLQDPLNH WH QD SULPMHQL QDMVXYUHP
awR VX SULPMHULFH GLJLWDOQD LOWHUQHWVND L F

OR&AH VH IDNOMXpLWL GD MH FLOM NRUL&AWHQMD LQIRU
GDMD RVWYDULYDQMH SUR¢WD D SUDYRYUHPHQH LQ
RVQRYD ]D EXGXiuH XVSMHaAaQLMX SRVORYDQMH KRWHO






5(=(59%$&,-( +27(/6.,+ 86/8*%

=ERJ JOREDOL]DFLMH QDSUHWND X VPLVOX SXWRYDQ
SULKRGD SRVORYQL UD]JOR]L VYH YLAH L YL&H OMXC
ERUDYND 2YR SRYHUDQMH X WXULVWLPpNRP SURPHWX
]D WXULVWLpNLP VPMHAWDMHP X UD]JOLPLWLP GHVWLC
PMHVWR ]D RVWDQDN WLMHNRP QMLKRYRJ SRVMHWD C
UH]J]HUYLUDMX XVOXJH VREH X KRWHOLPD L GUXJLP Y
YDAaQRVWL UHJHUYDFLMD YUVWDPD L QDpLQLPD UH]H
ULMHpPpL X QDVWDYNX WHNVWD

9DAQRVW UH]HUYDFLMD ]D KRWHO L JRVWH

=D KRWHO VX XQDSULMHG QDpLQMHQH UH]JHUYDFLMH
L SRVORYQRP VPLVOX WH JDKWLMHYDMX VXVWDY NRI
VRED SUHWYRUH X S WBIDKRE RIG VREDWHGVWDYOMD SUY?>
NRQWLQXLUDQRJD UDGD SULM D PEFRRIDIRNGWIB QD WW DY O
check-in SRVWXSFLPD GROD]DN JRVWD *#EGRPHBNRAPE DL MDY
X KRWHOX NRUL&G&WHQMH UD]JOLPpLWLKe®RYQBYREK L GR
GXURP L]GDYDQMH L QDSODWD UDpPpXQD LVSUDUDM L

%H]JEURM IDNWRUD XNOMXpXMXuL SULMDaAaQMH RVREQ
VH SXWQLpNH DIJHQFLMH SUHSRUXNH SULMDWHOMD |
UHSXWDFLMD L NYDOLWHWD XVOXJD SURJUDP ]D VWI
POMHQRVW VRED FLMHQH LWG PRIX XWMHFDWL QD
GHVWLQDFLMH L KRWHOD

1DpLQ SULVWXSD H¢NDVQRVW L ]QDQMH RVREOMD ]
YDFLMH WDNRYHU PR&H XWMHFDWL QD RGOXNX JRV
PMHULFH UHIHUHQW ]D UH]JHUYDFLMH VWRJD PRUD E
]JD UHJHUYDFLMH EU]JR L WRpPQR 3UDYLODQ RGQRV G
FLMH SUHPD LQIRUPDFLMDPD R UH]JHUYDFLMDPD WD
FDM QD XVSMHK SRVORYDQMD KRWHOD MHU XUHG ]D
FHV NRPXQLFLUDQMD XVSRVWDYOMD SUYL NRQWDNW
GRODVND X KRWHO

8 YHULQL KRWHOD XQDSULMHG REDYOMHQH UH]JHUYD
UHFHSFLMH SD VH QMLPD EDYH LVWL ]JDSRVOHQLFL N
]JDGDWNH

8 VWYDUQRVWL XUHG ]D UHJHUYDFLMH ]DGX&HQ MH

LQGLYLGXDOQH UHJHUYDFLMH $NR VH UH]JHUYDFLMD F
YDFLMH REOLNXMH HYLGHQFLMX R UHJHUYDFLML OR&
QMD HYLGHQFLMH R UH]H U YArRLNWOLX MIS R pLRQWIXX S RAUESRCX

OHGOLN,QJUDP + Thebusinessofhotels, SULMHYRG *ROGHQ PDUNHWLQJ =]

,VPD$E O )URQW 2I¢(FH 2SHUDWLRQMRB® &VRIXY D HHEPHMW 1HZ <RUN

VWwWu

OHGOLN,QJUDP + Hotelskoposlovane SULMHYRG V HQJOHVNRJ *ROGHQ
VWU



OHYyXWLP EH] VXPQMH MH GD MH QDMYDAQLML UH]XO
FLMD WDM GD VH JRVWX GRGLMHOL VRED NDGD VWL.
QHJR RQD NRMD UH RGJRYDUDWL QMHJRYLP AaHOMDPD
UHJHUYDFLMX =DWR UHIHUHQW ]D UHJHUYDFLMH ]DMEF
UHJHUYDFLMX VYH GR GRODVND JRVWD

8 QDMALUHP VPENOGXUHLHMHPLFLMRP VH SRGUD]IXPLMHY
IJXUDQMH EXGXuUH XSRUDEH QXMAGXIWOKRMHEWRMDB O8U
WRPHQMD SLUD L GUXJLKRERGDWQRR XVGXIJDVNRP UD

8 SURFHVX UHJHUYLUDQMD KRWHOVNLK XVOXJD PRJXCU
VWL RG NRMLK VX QDM]QDpDMQLMH VOMHGHUH

,VSXQMDYDQMH QDORJD ]D UH]JHUYDFLMX REUD]D
2GUHYLYDQMH VREH L FLMHQH

.UHLUDQMH UH]JHUYDFLMH ]D JRVWD

3RWYUGD UH]JHUYDFLMH

2GUADYDQMH UH]JHUYDFLMD

.UHLUDQMH UH]JHUYDFLMVNLK L]YMHAWDMD
,VWUDALYDQMH SODQLUDQMH L QDGJOHGDQMH N

5D]YLWWRPXQDOQH REUDGH SRVORYL UH]JHUYDFLMD >
VH KRWHOVNRM SURGDML 8 YHOLNLP KRWHOLPD JGM
HNLSLUDQ V QHNROLNR UHIHUHQDWD L UD]JOLpPLWLK
XRELpDMHQR MH LPHQRYDWL UXNRY RG&WIHOWED XUHGL
nager 8 PQRJLP VOXpDMHYLPD SUDNVD MH SRND]DOD N
VH ]D YHUL EURM ]DSRVOHQLK X XUHGX ]D UHJHUYDFLI
W]Y ANOL]QLP UDGQLP YUHPHQRP3® GRODVND L RGOD\
RSVHJD L SURL]YRGQRVWL UDGD

6YL KRWHOL SULKYDiUDMX UHJHUYDFLMH QMLKRYLK VR
QRVW L NDNR EL PDNVLPDOL]JLUDOL VYRMH SULKRGH
UHJHUYLUD RpPHNXMH VH GD tH KRWHO SRAWRYDWL
PX SUX&LWL A8HOMHQL VSHFL¢pQL WLS VREH NDGD JF
VWUDQL XJRYRU L]JPHYyX KRWHOD L JRVWD SUHPD NRN
WLS VREH GRN JRVW WUHED VQRVLWL VYH SRWUHEQ
QDU PRUD JRVWD LQIRUPLUDWL R VYLP ELWQLP GHW
JHUYDFLMRP REXKYDUHQH WM R YUVWL L NDWHJRUL
WXDOQLP GRGDWQLP QDNQDGDPD LOL SRSXVWLPD ]
YULMHGQRVW 3'9 L GU

8NROLNR KRWHO LOL JRVW aHOH L]JPLMHQLWL LOL RWN
PHYyXVREQLP GRJRYRURP 8NROLNR JRVW QH REDYLMH
MH KRWHO LPD SUDYR JRVWX QDSODWLWL JERJ L]JJIXEC
PR&H ]DGUADWL SRORJ XNROLNR JD MH JRVW RVWDYLF
UHJHUYDFLMX EH] GD MH SUHWKRGQR REDYLMHVWLR J
WHUQDWLYQL VPMH&EWDM VOLPpQLK VWDQGDUGD X KRW
VREH WH GRGDWQH WUR&GNRYH NRMH JRVW PRAaH VWH



5HIHUYDFLMVNL SURFHV MH RG 4aLYRWQH YDAQRVWL ]I

GDMH SUYL GRMDP JRVWD R KRWHOX

SURGDMH JODYQL SURL]YRG KRWHOD VPMHaWDM
SURL]YRGL NXSFH |]JD RVWDOH RGMHOH
RPRIJXUXMH YDaQH LQIRUPDFLMH ]D GUXJH RGMHC

SRWYUYyHQD UHJHUYDFLMD LPD VOMHGHUH SUHGQRVWIL

2VLIXUDRDMHAWRYW MH VLIXUDQ GD UH GRODVNR
LPDWL RVLIXUDQR PMHVWR ]D VPMH&EWDM

2GDBEAMUSD VPMHRVW WRAH QDSUDYLWL UHJHUYDFLM
D Vrsta i kategorija smjeStajne jedinice.
E 6PMHAWDMQD MHGLQLFD SUHPD PRIJXUQRVWLPL

F Prioriteti kata, pogleda ili osobnog izbora (JRVW PRaH WUDALWL
QD QL&HP LOL YLAHP NDWX VREX V SRJOHGRP
PHQLN SXaADpND QHSXaDpND VRED LWG

BULPD®REWH QD KRWHIONR JRVYWHEXWXMH PRAaH
KRWHOVNX DGUHVX |]D SULPDQMH KLWQH SR&aWH

6 DVSHNWD JRVWD QDMYDAQLMD pLQMHQLFD X SURFF
GRODVND pHND VSUHPQD VRED XUHYHQD pLVWD VLJ
JDR SRpHWL NRULVWLWL

4.2. Statusi i vrste rezervacija

+RWHOL SULKYDUbMX UH]JHUYDFLMH QDNRQ &WR VX S|
VX GRVWXSQRVW VRED SURJQR]X SURGDMH FLMHQH
YDAQRVW |]D KRWHO LWG

5HIHUYDFLMD QDSUDYOMHQD RG VWUDQH JRVWD PRAH
VD VOLND

SULYUHPHQD UHJHUYDFLMD
UHJHUYDFLMD QD pHNDQMX
SRWYUYyHQD UH]JHUYDFLMD



60OLND Vrste statusa rezervacija

SULYUHBHHUYDFLMD Tentative RMeMUNW D UH]JHUYDFLMH
QDSUDYOMHQD RG VWUDQH JRVWD NRML MR& QLMH VL
UHJHUYDFLMH VH VWRUQLUD SRVOLMH i GDQD 6RED
X SLVPHQRM IRUPL SRWYUGL JRVWX UHJHUYDFLMX 7F
PRJXUL JRVW SUDYL QD SULYUHPHQRM ED]L ]D RGUHYI
]D JRVWD GR NUDMQMHJ GDWXPD Cut Off Date GR NRMHJ
UHJHUYDFLMX 1DNRQ SRWYUyYyLYDQMD RG VWUDQH JR
SRWYUYyHQX UHJHUYDFLML LOL X VXSURWQRP RWND]XN
PD WRPH DaXULUD VYRMH HYLGHQFLMH

5H]HUYDFDL MBI NDQMX Waiting RedrbatithtH]HUYDFLMD NRM
VWDW XNDIGPID ] DWUDAHQD NDWHJRULMD VREH QLMH VO
5H]JHUYDFLMD QD pHNDQMX MH SRWYUJyHQD NDGD KRW
]JD VREX LVWH NDWHJRULMH 1D WDM QDpLQ KRWHO R
RVWDQX SUD]JQH X VOXpDMX RWND]JLYDQMD +RWHO Q
JHUYDFLMVNRP pHNDQMX YHi VH SRGUD]XPLMHYD GD |
VDPR X VOXpDMX RWND]JLYDQMD LOL QHSRMDYOMLYDQ

+RWHO LQIRUPLUD JRVWD SRYUHPHQR R QDSUHWNX |
UHJHUYDFLMX JRVWD VWDYOMHQ QD pHNDQMH WH GD
GDWXPD DNR QHND VRED SRVWDQH GRVWXSQD ]JERJ R\
FLMD XJODYQRP MDYOMD WLMHNRP YLVRNH SRSXQMH
YLNHQGL IHVWLYDOL LOL VDMPRYL LOL ]D YULMHPH

'D EL LIEMHJOL SUHEXNLUDQRVW NDGD MH FMHORN X
YyHQL YUHPHQVNL SHULRG L SUHOD]L XNXSQL EURM VF
PQL UH]JHUYDFLMVNL RGMHO UDGL OLVWX ]D pHNDQM
QDVSUDP VWYDUQLK GROD]DND +RWHO EUL&H OLVWH
NDJLYDQMD UH]J]HUYDFLMD L NDNR VH QH EL SUHEXNLU



3RQHNDG NDGD VX VYL VPMHAWDMQL NDSDFLWHWL KRV
MH PRUD RGELWL ]JDKWMHY |D GRGDWQX UHJHUYDFLMX
R GDOMQMHP EXGXiUHP UD]JGREOMX V PRJXULP LIPMHQD
UHIHUHQW ]D UH]JHUYDFLMH RW®&thdSHLH W]Y OLVWX pHN
3UL WRPX VH PRUD SULGU&DYDWL VOMHGHGLK XSXWD

REDYLMHRWWIDNGD WUHQXWDpPQR QHPD VORERGOQI
UD]GREOMH

]JDPROLWL JRVWD |]D LPH SUH]JLPH L WHOHIRQVNL

XYMHBVWD GD tH ELWL REDYLMHAWHQ RGPDK pLP
UHJHUYDFLMX VREH

SROQXBERWAEX GUXJIJR UDJ]GREOMH LOL PX SRPRUL X L
GUXJGMH DNR VH QH SRMDYL PRJXUQRVW ]D VPM

$NR VH SURFHGXUD UDGD V AOLVWRP pHNDQMD?® REDY
EUX SRVORYQX SUDNVX L VWYDUD NRG JRVWD RVMHUGL

SRWYUVYHOBUYDFLMH &RQ¢UPMK BWDMXWD VWRML GD
YHULQD UHJHUYDFLMD NRM D5 NH WYBEIUNDDXV REW HOH. FSIR
NDG MH QD ]DKWMHY JRVWD RGIJRYRUHQR SRWYUGQR
WHOHIRQ e-mail, YDXpHU SXWHP FHQWUDOQRJD UH]JHUY

3LVDQD SRWYUGD SRGUD]XPLMHYD SRWYUGX WUDA&HQ
UHQX FLMHQX -HGQRP NDGD JRVW SRWYUGL ]DKWMH
VREX ]D VSHFL¢{¢pDQ YUHPHQVNL SHULRG L 4aDOMH SL
UHJHUYDFLMH VH aDO Mihaka REVDRE X ADWP Y QAMHGHIUH LQ

LPH JRVWD

GDWXP L YULMHPH GRODVND

WLS VREH

WUDMDQMH RVWDQND

FLMHQD VREH

EURM RVRED

NODVL¢{¢NDFLMX UHJHUYDFLMH ]DMDPpPpHQD LOL QH

EURM SRWYUYyHQH UH]JHUYDFLMH

SRVHERKWMHYH RG VWUDQH JRVWD NDR SULMHYR
VND NROLFD VMHGDOLFX ]D EHEH QHSX&DpPpND VR

3RWYUYyHQD UH]JHUYDFLMD PR&H ELWL X VOLMHGHUD G
]JDMDPPHQD UH]JHUYDFLMD
QH]DMDPPHQD UH]HUYDFLMD



=DMDPpHQH UNX RQHFUMHUYDFLMH NRMLPD KRWHO N\
GD UH pXYDWL VREX GR ]|DNOMXpHQMD SUHWKRGQRJ G
VDWL WHNXUHJ GDQD LOL UDQLK MXWDUQMLK VDWL L
|DMDPpHQD UH]JHUYDFLMD SUHGVWDYOMD XJRYRU L]P
GUabYDQMH KRWHOX PRaH XVOLMHGLWL ]JDNRQVND N
SRVWXSDN 8 WDNR GH¢{QLUDQRP RGQRVX KRWHO PRa
D QHLVNRUL&A&WHQH XVOXJH MHGQLP RG VOMHGHIULK Q!

D 30DiiD QMBS UINDGE XSODWX GRIJRYRUHQRJ L]QRVD
PRUD SULPLWL SULMH GRODVND JRVWD X KRWHO
]JDMDPPpHQH UH]JHUYDFLMH

E UHGLWDRFPNVLKRWHO SULKYDUD ]D ]DMDPpPpHQX UH]H
GD JRVW REDYLMHVWL KRWHO R EURMX VYRMH NUHC
XNROLNR QH RWNDAaH UH]JHUYDFLMX GR GRJRYRUHQF
pHQQX D QHLVNRULAWHQX XVOXJX KRWHO UH WHUHYV

F "HSRILWMR®SUSVYVHGVWDYOMD SODUDQMH VDPR GLMH
ERUDYDN X KRWHOX 8NROLNR JRVW QD YULMHPH QF
]JDGUADYD GHSR]LW 2YR MH QDMpH&UL REOLN NRML
UHJHUYDFLMH X W]Y RGPRUL&EQLP KRWHOLPD

G *DUDQBXWmLpNH [DIFHQHALMD PRAH UHJHUYLUDWL ]D
GR]QDpLWL KRWHOX XNXSDQ L]QRV QDUXpPHQH XVOX.
+RWHOLMHUL L]JEMHJDYDMX RVLJXUDWL SXWQLpPNRN
EH] SUHWKRGQRJ RVLIJXUDQMD SODUDQMD

H 9DXpHURP KRWHO QH SUHGVWDYOMD LQVWUXPHQW S
]JDMDPPHQH UH]JHUYDFLMH RVLP DNR VH SUHWKRGQ
QLPNRP SRVORYDQMX ]D RGUHYyHQR UD]GREOMH 3R
GD SXWQLPND DIJHQFLMD L]JQHQDGD SUHVWDQH V UD
=DWR QHNL KRWHOLMHUL X RYDNYLP VOXpPDMHYLPI
SULVWDQH GDWL RWLVDN VYRMH NUHGLWQH NDUWL
PR&H NRULVWLWL NUHGLWQX NDUWLFX X VOXpDMX C

%DNHB +X\WRQ + %UDGOH\ 3 3ULQFLSOHV RI "“RMBHO )URQ\
&RQWLQLXP /RQGRQ 1HZ <RUN VWU



60LND 9UVWH SRWYUYyHQLK UHJHUYDFLMD

1H]DMDPPHQH UMXHRQHNRIMH UH KRWHOLMMWD GURDW D
UHJHUYDZDMpHEGH MH WRWIR QD GDQ GRODVND $NR JF
X KRWHO KRWHOLMHU QH ]DUDpPpXQDYD JRVWX QLAWD

VREH GDMH QD AVORERGQX SURGDMX?®* SD JRVWX QH
QH GRYH X KRWHO 8 VQKpDMDIPE H QRR WUW|WUYDQR MR
KRWHO QDNRQ VDWL KRWHOLMHU iH JRVWD VPM
QD UDVSRODJDQMX

.DGD JRVW SRWYUGL UHJHUYDFLMX X KRWHOX DOL MF
WUHWLUD NDR QH]DMDPpHQD UHJHUYDFLMD .RG RYH

UD pXYDQMH VREH ]D JRVWD GR RWND]QRJ VDWD RVL
VYRP NDVQLMHP GRODVNX 7R MH GREUR ]D KRWHOVNTF
WRVW KRWHOD GD SULKYDWL ][DMDPpHQH UH]JHUYDFLM
KRWHOVNLK NDSDFLWHWD MH GD SULPL 4aWR YHUuUL EU
RVLIXUDOL SRWSXQX ]DX]JHWRVW KRWHOD VPMH&WDM



2VLP QDYHGHQLK ]DMDPpHQLK L QH]DMDPPHQLK UH]HU
OLWL L SUHPD QHNROLNR GRGDWQLK NULWHULMD
3UHPD SUHGPHWX B@&WVMIRY D QMD
Z UH]JHUYDFLMH XVOXJD VPMHAWDMD
Z UHJHUYDFLMH XVOXJD SUHKUDQH WRpPHQMD SLIiC
Z UHJHUYDFLMH GRSXQVNLK XVOXJD VSRUWD UHN

60OLND Rezervacije prema predmetu poslovanja

SUHPD YUHPHQX ]D NDGD VW @IHNBUYDFLMD YUAaL

Z GXJRURJHJHUYDFLMH UH]JHUYDFLMH NRMH LQGLYL(
MD WUDAL QHNROLNR YHUL EURM PMHVHFL LOL P

Z VUHGQMRBIRWQWDFLMH RGQRVH VH QD YHuUL EUR
PMHVHFL

Z NUDWNRWHRIMHOUK¥ DFLMH NDGD MH ]JDKWMHY ]D UH
VDPR QHNROLNR GDQD SULMH QDVWXSD NRULaWt

60LND Rezervacije prema vremenu



SUHPD EURMX NRUDMOLINDD XVOXJD

Z

LQGLYLGXDOQH UH]JHUYDFLMD XVOXJD NRMH UH

Z VNXSQHW]JHUYDFLMD XVOXJH NRMH UH NRULVWLWI

60LND

QDMPDQMH JRVWLMX

Rezervacije prema broju korisnika usluga

BUHPD NDQDOLPD: UHJHUYLUDQMD

z

z

60LND

LIJUDYWHHUYDFLMH UH]JHUYDFLMH XVOXJD NRM|
LIJUDYQR EH] SRVUHGQLND = VOLND

QHLJUDMMQHUYDFLMH UH]JHUYDFLMH XVOXJD SXW
auUH WXULVWLpPpNH D JHd-HieMM Xt NNOW VLN I HD LIDQ F L M
QH 7RXULVW $JHQF\ = 27% VOLND

Izravne rezervacije

60OLND I1HL]JUDYQH UH]J]HUYDFLMH



3UHPD QDpLOX UHJHIHUYDFLWH VH PRJIJX L]YUELWL VO
8VPHQLP QDpPLQRP
Z RVREQR LOL
Z WHOHIRQRP

3LVDQLP QDpPLQRP

Z SLVPRP

Z WHOHIDNVRP

Z LQWHUQHWRP HOHNWRMpNRP SREAWRP i

.DRL NRG WHOHIRQVNH UHJHUYDFLMH L SUL LJUDYQR
SRIRUQRVW L XOMXGQRVW SUHPD JRVWX 8UHG ]D UF
NRML MR& QLVX ELOL X KRWHOX QXGL QDMEROMH L
ELOL X KRWHOX WUHED SLWDWL MHVX OL ELOL ]DGRY
NDWHJRULMX VREH

60LND 9UVWH UHJHUYDFLMD SUHPD QDpPpLQX UH]JHUYLUDQN



.DR @&WR MH L] SUHWKRGQR QDYHGHQRJ PRA&H VH ]DNO
YDFLMD PRJXUH YU&LWL L LIPMHQH SRGDWDND VWRI
VWRUQLUDQX UHJHUYDFLMX SD VX VIWRYXDMSHNWAD Y
FLMD VOLND

6WDWX\QDpt GD MH UHJHUYDFLMD DNWLYQD DOL QLM
JRVWLMX SR WRM UH]JHUYDFLML

$NR UHJHUYDAULMD X\PB ° RQD MH VWRUQLUDQD L WHK
WRM UH]JHUYDFLML QLMH PRJXiH ]JDSRpHWL 8 VOXpDM
RYD EL VH UHJHUYDFLMD WUHEDOD SRQRYQR DNWLYL!
EL VH JRVWL SR WRM UHJHUYDFLML PRJOL SULMDYLWL

6WDWXVQDUMHYDHOMHL GD MH SULMDYD JRVWLMX ¢
]JDSRPHOD DOL QLVX SULMDYOMHQL VYL JRVWL NRML
SULMDYOMHQ MH VDPR GLR JRVWLMX

60LND ORJXUH VWDWXVQH R]IQDNH UHJHUYDFLMD

.DGD VH SR UHJHUYDFLML X LQIRUPDFLMVNL VXVWDY
UHJHUYDFLML WUHEDOL VWLGLV\RQ\G BV URHPHUNWD KLV
MH VWDWXVQD R]JQDND VLJQDO L QRUQRP UHFHSFLRQ
GQHYQH REUDGH PRUDWL SURYMHULWL LPDMX OL VYH
VWDWXVQX R]JQDNX A ¢ NRMD XSXiXMH QD JDNOMXpDN
YDFLMDPD ]JDLVWD L SULMDYOMHQL X LQIRUPDFLMVNL
iUH MH SULVWXSLWL VYLP DNWLYQRVWLPD YH]DQLP X]
SUHWKRGQRJD GDQD



4.3. Proces rezerviranja usluga u hotelu

.RG SRVWXSND UHJHUYDFLMH KRWHOVNLK XVOXJD P
DNWLYQRVWL VOLND

XSLW ]DKWMHY ]D UHJHUYDFLMX

SRQXGD

RSFLMD

SRWYUGD UH]JHUYDFLMH

GRVWDYD O l(fdomirg ISVIWLMMXRWPDQVNX L VNXSQX S
8SIMH XVPHQL LOL SLVPHQL |[DKWMHY X NRMHP EXGXiil
SRVORYQH REDYLMHVWL R XVOXJDPD WRJ REMHNWD

XSXuXMH SRIQDWRP LOL QHSR]QDWRP KRWHOX ORUD
RPRIXUXMX GDYDQehddNYDOLWHWQH

Na XSD/ UHJHUYDFLMX VPMHAWDMD LOL QHNH GUXJH
SROXCGERN VIDQWMHY |]D U&DOIRHY FUND UHLDUVYBLMH
NR SLVPR PRUD VH RGJRYRULWL X SULPMHUHQRP URN
RGJRYDUD VH SUHFL]JQR GRN VH SUL SLVDQMX SLVPD
KRWHOVNR GRSLVLYDQMH QD VWUDQLP MH]JLFLPD L UN

60OLND Aktivnosti prilikom rezerviranja hotelskih usluga



3 UH P D,Posebnim uzancama u ugostiteljstvu* X]DQFD ]DKWMHY ]D
FLMX VPMHAWDMD LOL SDQVLRQD VDGUAaL VOMHGHUH |

YUVWX XJRVWLWHOMVNH XVOXJH
YULMHPH SRpHWND XVOXJH
YULMHPH WUDMDQMD XVOXJH
DGUHVX JRVWD

SHIHUY VPIMMHAWDMD LOL SDQVLRQD PRA&H VH ]DKWLMH®
MH]JLND D UH]JHUYDFLMD VPMHAWDMD L SR PHYyXQDUR
UXGAEH VRED $NR XJRVWLWHOM SUL UHJHUYDFLML W
XVPHQR LOL WHOHIRQVNL PRUD VH SRWYUGLWL SLVF
VWYRP SULRSUDYDQMIXJBYWRPMWHOXEDMXOMHQ WHN N
SLVPHQX SRWYUGX R UH]JHUYDFLML

IDNRQ @&WR SULPL ]JDKWMHY XSLW KRWHO PRUD SULK
YLK NDSDFLWHWD

8 VOXpDMX GD KRWHO QHPD UDVSRORALYLK NDSDFLW!
VNL XUHG GXa4DQ MH SRWHQFLMDOQRP JRVWX SRQXGL
VREH GDWXPH L LOL FLMHQH $NR PHYXWLP SRWHQ
SUHWKRGQRP ]DKWMHYX XSLWX KRWHO 0H SUHGORA

2YR &4WR MH QDYHGHQR MHGDQ MH RG JODYQLK UD]O
ADYDWL GREUH RGQRVH VD VYLP KRWHOLPD NRML VH
NRQNXUHQWVNRP RNUXAHQMX 8UHG ]D UH]JHUYDFLI
SUHWKRGQD LVNXVWYD GRJDYyDMH YH]DQH X] EURM R
VWL V DNWXDOQLP GRODVFLPD

*ODYQL UD]JORJ MH WDM 8WR WUHED L]JEMHUL SUHEXNL
OMD VLWXDFLMX NDGD MH XNXSDQ EURM UH]JHUYLUDQ
AXMH XNXSDQ EURM VRED UDVSRORALYLK ]D SURGDMX

‘D EL VH SRVORYL UHJHUYDFLMD PRJOL XUHGQR L XVS&
RpHNXMH GD

=QWDVSRUHG SRORA&DM RSUHPOMHQRVW L NDW
2VLP WRJD WUHED SR]QDYDWL VYH YUVWH L FLM
NDR L WHKQLNX NRULAWHQMD L]YMHAWDMD R SUR

,PORUPXODU ]D SRWYUGX SURPMHQX L RWND] UH
GXDOQH JRVWH L VNXSLQH JRVWLMX V PDNVLPDC
FLMHQDPD NRPSOHWDQ SURVSHNWQL L GUXJL P

2VLP XRELpDMHQRJD SURVSHNWD KRWHOD L FMHQLND
VNUELWL L GUXJLP PDWHULMDORP NRML SREOLA&H RSL
aWDM X QMHPX

=DKWMHYL ]D UHIJHUYDFLMH WDNRyHU VH PRJX REDYL
RVREQR LOL WHOHIRQRP 3UHGQRVW XVPHQH NRPXQI
WH PRIJXUQRVW GD VH RGPDK JHQHULUD SRYUDWQD L
VH GRELWL SRWSXQD LQIRUPDFLMD WH UD&apLVWLWL
QHSRVWRMDQMH PRIXUQRVWL WUDMQRJ ]DSLVD



5H]HUYDFLMVNL ]JDKWMHYL JHQHUDOQR QDMYL&H GRO
OHIRQ MH EU] L SULJRGDQ QDpLQ DOL WUSL ]JERJ JOD
UXMH WUDMQL ]DSLV 7R ]QDpL GD JRYRUQLFL V REMH
4WR MH GRJRYRUHQR +RWHOL GDQDV LPDMX YLVRNF
SRJLYH L WL VH SRJLYL NDVQLMH PRJX SUHVOX&aDWL

NRULVWLWL NDR KRWHOVNL ]DSLV LOL ]D VYUKH WUH

0QRJL KRWHOLMHUL XVWURMDYDMX SRVHEQD XYMHA&EL
FLMH L NRULVWH SRVHEQH PHWRGH X L]IQDOD&AHQMX S
QRVWL SRWUHEQH ]D WH VSHFL¢PpQH L YUOR ]QDpDMQ
VYH]L V UH]JHUYDFLMRP RGJRYDUD UHIHUHQW ]D UH]!
UDGQRJ YUHPHQD XUHGD ]D UHJHUYDFLMH 2EYH]DWC
IRUPXODUD ]D WHOHIRQVNX UHJHUYDFLMX 7HOHIRQV!
SD&OMLYR L OMXED]QR NUDM UD]JJRYRUD XYLMHN ]DY
GUADYDWL XSXWD PHQDG&PHQWD X VYH]L V QDpLQRP

8 SRVWXSNX UHJHUYLUDQMD KRWHOVNLK XVOXJD WH
VOMHGHULK VHGDP NRUDND

SRIGUDBBRUWY.QLND RVREX NRMD MH QD]YDOD KRWI
KRWHOD A*DOH3® 2YGMH MH 90DG'R NDNR 9DP PR

L GHQWL yP]QDWL ]DKWMHYH SRWUHEH SRJLYQLN
WXP RGODVND QMHJRYH SUHIHUHQFLMH«

3UHJHQWDGDWRMH NDUDNWHULVWLNH L SRIRGQR
QD ED]HQ weHn¢§gW D U «

SRAXBGWHYHQX YUVWX L NDWHJRULMX VPMHaAWDN
GDMXuUuRP FLMHQRP

SSLWIRWLLY QLND SULKYDUD OL SRQXYHQH XYMHWH
UDP SRQXYHQX VREX ]D 9DV"

,VSXALDWWMHY ]D UHJHUYDFLMX® GR NUDMD SUHF
QRM SURFHGXUL RGQRVQR ]DGDQLP UXEULNDPD

=DKYDB®RUWMLQLNX =DYUaLwWL UD]JJRYRU OMXED]QR
EXGXuL JRVW VWHUL GRMDP GD MH ]D VHEH QDSU

6YDWNR RG KRWHOVNLK GMHODWQLND NRML MH X PR.
GDWL XVOXJX DNR QH QDVWXSL EH] HQWX]LMD]PD SR
VWYRULWL SRILWLYQH GRMPRYH R KRWHOX L YMHURI
GMH GRQLMHW U0H RGOXNX GD uH VH REUDWLWL QHNR

S3UHPD A3RVHEQLP X]DQFDPD X XJRVWLWHOMVWY X3 X]I
]D UHIHUYDFLMX RGJRYRULWL RGPDK D QDMNDVQLMH
PLWND |JDKWMHYD X]LPDMXiUL X REJLU SRpHWDN NRULA&
YDFLMX KRWHO MH GXa4DQ SULKYDWLWL SR UHGX NDR
NDSDFLWHWD $NR JRVW ]DKWLMHYD GD VH SULKYDW L
PRAH QDSODWLWL WUR&GNRYH WH SRWYUGH $NR KRWH
QD IDKWMHY ]D UHJHUYDFLMX JRVW LPD SUDYR QD QD



IDMXpHVWDOLML QDpLQ UHJHUYLUDQMD X QRYLMH Y
PR&H ]DWUD &L We:mtildH S YBIRNIRMXQWHUQHWVNH VWUDQLF
FLMD UD]OLpLWLP UH]JHUYDFLMVNLP VXVWDYLPD D G
DSOLNDFLMH SUHNR NRMLK WDNRYHU PR&H UH]HUYLL

'DQDV MH QHPRJXUH ]DPLVOLWL 8LYRW EH] LOQWHUQHMW
KRWHO |[DKWLMHYD RG VYRMLK GMHODWQLND GD VX

QL NDNR QH EL |IDRVWDMDOL ]D NRQNXUHQFLMRP RG
JOL REDYOMDWL VYRM SRVDR 8 KRWdiidd MBIV WY X Y
ga te online SXWQLpPpNH DIJHQFLMH Online Tourisit/RBDyX- YO LN X
VWRSX UDVWD 'DQDV X VYLMHWX VYDND WUHUOD UH]H
WHP RQOLQH SXWQLpNLK DIJHQFLMD GRN VH ]D VYDNX
NRULVWL LQWHUQHW

1IDMYHGD RQOLQH WXULVWLPpND D JHBKihgt@ QLR MDL M H \
VYDNH JRGLQH XODA&H X QRYH SURL]YRGH LOL XVOXJH
L SRWUHEDPD JRVWLMX WH L GDOMH RVWDOD YRGHUD
LOWHUQHWVNLK WXULVWLPNLK DIJHQFLMD L]QRVL RG
MH KRWHOVNLP REMHNWLPD X LQWHUHVX SURGDWL V"
GRYDQMD DJHQFLMD

8SUDYR MH L] WRJ UD]JORJD YDAaQR SUDWLWL GUXawyY
L SXWHP QMLK NRPXQLFLUDWL V SRWHQFLMDOQLP JR)
VOXAEH ]D NRULVQLNH MDNR MH YDAaQR L GD KRWHO D
NDR RVQRYQL NDQDO SURGDMH GDNOH VWDYOMDWL V
QDMQRYLMH SRQXGH L VOLPQR RGQRVQR WUHEDOD EI
WRpQLMH GD SRVMHWLWHOMLPD VWUDQLFH RGPDK L]L
MH QH PRJX QDiUL &@&4WR EL UH]XOWLUDOR RGXVWDMDQN
VNRJD REMHNWD

6YDNL KRWHO LPD VYRM YODVWLWL VWDQGDUGQL RSF
YDQMH V UHJHUYDFLMVNLP |[DKWMHYRP JRVWD 6WDQ
QD UHIJHUYDFLMVNL ]JDKWMHY JRVWD SUYR MH ]DSULP
XWYUyLYDQMH UDVSRORALYRVWL VREH WH QD NUDM)
FLMVNRJ IDKWMHYD

5HJHUYDFLMVNL RGMHO PR&H RGELWL UH]JHUYDFLMVNL
+RWHO MH X SRWSXQRVWL JDX]HW
7JUDAHQD VRED QLMH VORERGQD X WUDAHQRP UD]!

*RVMH QD FUQRM OLVWL WM KRWHO QH aHOL VP
]JORJD

.RG RGELMDQMD RGUHyHQRJ ]IDKWMHYD RVRED NRMD
WUHED XYLMHN ELWL SULVWRMQD L RG SRPRUL WH W

Z $NRDKWLMHYDQL WLS VREH QLMH UDVSRORALY L\
YR WD VRED QLMH VORERGQD 7UHED SRNX&aDWL ¢
LOL UDJGREOMH X KRWHOX D DNR RYR QLMH SULK
WL VPMHaAWDM X QDMEOLaAHP KRWHOX LOL KRWHO
PRIXUQRVW SRVWRML



Z $NMH KRWHO X SRWSXQRVWL |DX]HW LVSULpDWI
SRWSXQRVWL ]JDX]JHW 3RQXGLWL DOWHUQDWLYQL
GUXJRP VOLPQRP KRWHOX DNR MH SULPMHQMLYR

2SFLMD MH SULMHOD]QL REOLN L]JPHyX SUHOLPLQDUQF
YDFLML L VWYDUQR SRWYUYHQH UH]JHUYDFLMH NRMD
URP QD REYH]H KRWHOD SUHPRD/DRNKW XS L2HSE LWROVHDPDD F
VH PR&H DOL L QH PRUD SUHWYRULWL X SUDYX UH]JHU)
X SUDNVL L YH]DQ MH XYLMHN X] RGUHYHQL GDWXPVN
PRUD SRWYUGLWL KRiUH OL RSFLMD SULMHUL X UHJHUY
YD GRODVND 2SFLMD X RVLIXUDQMX VPMHAWDMD KRW
SXWQLpPpNH DIJHQFLMH LOL LQGLYLGXDDQRKRMN®D/DH K
QD]YDWL JRVWD LOL DJHQFLMX L R E&¥hM H\DVGIDWILHR S |
VH JRVWL LOL DJHQFLMD MDYLWL KRWHOX

3LVDQX UH]BRWUHEQR ]DWUDALWL XYLMHN NDGD MH S
UH]J]HUYDFLMD ]D YLAH RG RVRED
SRVWRWDN J]DX]JHWRVWL KRWHOD YHuUL RG
GROD]DN JRVWLMX X KRWHO SRVOLMH VDWL

JRVW NRMHJ SODUD QHND GUXJD RVRED XGU
RUJDQL]DFLMD

SRRPLQIMHDWSRUHG RGQRVQR SRSLV VRED GRNXPHC(
NRMHJ RQD UD]PMHQMXMH V KRWHORP QDNRQ &WR M
SRSLVRP JRVWLMX +RWHOX OLVWD VOXAaL ]JERJ WRpQL
SLV JRVWLMX UD]YUVWDQLK SUHPD VPMHAWDMQLP MH
WHOX 3XWQLpND DJHQFLMD VDVWDYOMD SRSLV RVRE
VREL D SULOLNRP GRODVND VNXSLQH X KRWHO UHFF
VDPR EURMHYH VRED WH JRVWLPD L]GDMH NOMXpHYH
QDPLQ ]1QDWQR VH XEU]DYD SULMDYD JRVWLMX

1DORJ ]D UHJHUYDFLMX

1IHRYLVQR RG QDpLQD QD NRML MH UH]JHUYDFLMD SUL
2YD |DELOMH&RE WH DRYP UHIHUOWG LIMAXYDULUDWL RG
KRWHOD D VYUKD SRVWRMDQMD WDNYRJ REUDVFD MH

2VWDYOMD WUDMDQ ]DSLV

6DALBRGDWNH X VWDQGDUGQRP IRUPDWX 6YDND
PR4H ]QDWQR YDULUDWL &WR VH WLpH REOLND L
WDND L] RULJLQDOQRJ L]YRUD QD VWDQGDUGL]LU
SURYMHUX

,PIXORJX ASURPSWQRJ3 OLVWdId-38RWE4Q FPLRIXO QL JR

LIRVWDYLWL YDAQLMH LQIRUPDFLMH D PODYyL VOX
SLwWDWL RVLP DNR WR QH WUHED LVSXQLWL X VW



S8SURWRIXuUDYD VD]QDWL WNR MH YRGLR UHJHUYL
GD VH RG RVREOMD wWuUDaL GD SRWSL&H VYDNL R
NRULVQD X VOXpDMHYLPD NDGD GRYH GR QHNLK

2PRIXUDNBQWUROX QDSUHWND 8PMHVWR SRYHI
JRVWRY RULJLQDOQL XSLW RGJRYRU KRWHOD J
SRWYUGX L VYX GDOMQMX NRPXQLNDFLMX PRAH
QL] NXuULFD NDR SULYUHPHQH LOL SRWYUYyHQH

SNOMXIMXMRHPDFLMH R LI]YRULPD UH]JHUYLUDQMD (

QLPND DIJIHQFLMD LWG L NDNR VX QDSUDYOMHQI

WLQ&NH DQDOL]H
-R& XYLMHN SRVWRMH QHVODJDQMD R WRPH ]JDKWLMH
L SRVHEDQ UHJHUYDFLMVNL REUD]DF *RWRYR VYL SU
SULND]XMX REUD]DF QD HNUDQX WH LGHMD R WRPH G
MD SULMH QR 8WR VH SRGDWFL XQHVX X UDpXQDOQL V
QD 6 GUXJH VWUDQH XSLVLYDQMH SRGDWDND SXWHF
RJUDQLpHQMD

2ELp®R VSRULMH QHJR RORYND REJLURP GD VH S

WL 3UHNR QMLK VH SUHOD]L SR UHGX VWLVNDM X

VOMHGHUH SROMH DNR aHOLWH RVWDYLWL WUHQ

2EMHXNH EL WUHEDOH ELWL VORERGQH &WR ]QDCF
WUHEDMX VOXabOLFH L PLNURIRQ

1DGDOMH YHOLNL GLR RVREOMD ]D UHJHUYDFLMH VP
QD UXNRYDQMH UDpXQDORP &WR LP RWHADYD GD VH .

6WRJD PQRJL UDpXQDOQL VXVWDYL NRULVWH AGYRID]
JHUYDFLMH NRULVWL REUD]DF WLMHNRP X]LPDQMD UH
X UDpXQDOR WLMHNRP NDVQLMHJ WLKRJ UDJ]GREOMD

MDPD QLVX GR NUDMD DaXULUDQH DOL SRaAWR UH]JHUY
SXQH |]DRVWDWDN RG SROD VDWD QLMH WROLNR R]JEL

, JPMHQD L RWND] UHJHUYDFLMH

.DGD JRVW VD SRWYUyHQRP UHJHUYDFLMRP SURPMHQL
itL KRWHOX 2YR PLMHQMDQMH WLSD UH]JHUYDFLMH ]DN
GRODVND SHULRG RVWDQND WLS VREH LWG =+ QD]LY
KRWHO PRUD SURYMHULWL UDVSRORALYRVW VRED SRQ
JRVW +RWHO PRaH QDSODWLWL SULVWRMEX ]D SURPM

5HIHUHQW ]D UHJHUYDFLMH EL WUHEDR GR]QDWL MH O
RQD NRMD MH QDSUDYLOD RULJLQDOQX UHJHUYDFLMX
VH LIEMHJOL ELOR NDNYL SUREOHPL LOL ]JDEXQH NRM
JRVWRYD GRODVND 3URPMHQH VX |DELOMHAHQH X VSi
NDR RWND]JLYDQL LJIPLMHQMHQL IRUPXODU



9UOR pHVWR IRUPXODU ]D UHJHUYDFLM X \PD/GIURAL UHSU!
JHUYDAMDIMOMHGHULP SRGDFLPD

GDWXP GRODVND SUHWKRGQH UH]JHUYDFLMH
YULMHPH GRODVND SUHWKRGQH UH]JHUYDFLMH
GDWXP RGODVND SUHWKRGQH UH]JHUYDFLMH
YUVWD L EURM VRED

FLMHQD

RVREH ]D NRQWDNW

BURFRWND]D UHJHUYDFLMH GRSX&8WD PRJIJXUQRVW RG]
XVOXJD L KRWHOX L JRVWX D |DKWMHYD YUOR AHNVLE
KRWHOD L2WRNMDYDQMH UHJHUYDFLMH MDYOMD VH ND
JHUYDFLMRP LQIRUPLUD KRWHO R VYRMRM a8HOML ]D R
NDJLYDQMH PR&H GRYHVWL GR JXELWND SULKRGD RG
RGJRYDUD QDRHWDQ@MHRD O8) VIOXhEPMXWIIHDUDQWLUDQH |
DNR QLMH RWND]DQD SULMH SURSLVDQRJ YUHPHQD L
UHWHQFLMDOQX QDSODWX NRMD PR&H ELWL MHGQDN

2WND] UHJHUYDFLMH PRaH ELWL NDNR RG VWUDQH JF
NXiH 1DMpH&uUL UD]JOR]JL RWND]JLYDQMD UH]J]HUYDFLMH
GRJDYyDML NDR @8WR VX YUHPHQVNH QHSULOLNH VPU
SUREOHPL QD SRVOX LOL SDN SURQDOD]DN SRYROMQL

+RWHOVNL REMHNW UH]J]HUYDFLMX PRaH L]PLMHQLWL 1
QRVWL NRMH VH QH PRJX SUHGYLGMHWL L]JEMHUL LOL
QD MHGLQLFD PR&H ]DPLMHQLWL LVWRP LOL YLARP NI
RVWDMH LVWD RQD NRMH MH ELOD SUL SRWYUyLYDOQN
PR&H QDiUL ]DPMHQVNL VPMHaAWDM D UH]JHUYDFLMD MI
XSODUHQL LJQRV VH YUDUD JRVWX

SUHPD RGUHGEDPD A3RVHEQLK X]DQFL X XJRVWLWHON
SUHGYLYHQL VX XYMHWL RWND]LYDQMD XVOXJD VPMH:
RGUHYHQR URNRYL RWND]D VPMHAWDMD L SDQVLRQD

]D RWND] FLMHOH VNXSLQH i GDQD SULMH GROL
]D RWND] GR SRVWR XJRYRUHQH VNXSLQH i G
]D RWND] GR SRVWR XJRYRUHQH VNXSLQH i G

$NRMH XJRYRUHQD VNXSLQD JRVWLMX NRMD EL LPDOD
SQRJ NDSDFLWHWD REMHNWD KRWHO PRaH SLVPHQR
GREOMX RG GR GDQD SULMH GRODVND VNXSLQH C
EDPD ]JD NRMH PX QDUXpLWHOM QLMH MDPpPLR SODuUDQ

$NR PX QDUXpLWHOM MDPpL SODUDQMH XJRYRUHQLK
$NR QDUXpLWHOM RWND&H XJRYRU UH]JHUYDFLMX QD!
LPD SUDYR QD XJRYRUHQX RG&AWHWX

%DUG\ $ +RWHO JURQW 2I1¢FIHOGDQRBRKHP H@M\ 6RQV ,QF 1HZ -
VWU



$NR WDNR XJRYRUHQRJ XWDQDpHQMD QHPD KRWHO L
RG FLMHQH XJRYRUHQLK XVOXJD ]D MHGQX QRU SR
KRWHO REDYLMHVW R RWND]X SULPLR WUL GDQD V
GRODVND VNXSLQH * X LIQRVX FLMHQH XJRYRUHQL

2YDNYD UH VH VLWXDFLMD SULPLMHQLWL L X VOXpDMX
JRVWLMX No-Show $NR QLMH GUXNpLMH XJRYRUHQR R
QMHORJ RWND]D XJRY RtShow HRIBEAWHRLM @ HLPRAH ELWL
XJRYRUHQH FLMHQH ERUDYND ]D WUL QRUL SR RWND]EL

'DGH OL KRWHO UH]JHUYLUDQH NDSDFLWHWH QD XSRULI
QD RGAWHWX RG QDUXpLWHOMD $NR JRVW QHRSUDY
QDSODUXMH RG QDUXpLWHOMD RGAWHWX X YLVLQL WL
ULAWHQH XVOXJH

IHSUDYRGRENMRBRWNDDINRML MH JRVW SULRSULR XJRV\
SURSLVDQLK XJRYRUHQLK LOL SRVORYQLP RELpDMLP
GREQL RWND] 8JRYRU VH JDVL D JRVW SRVWDMH XJR
DOL VDPR DNR KRWHO &WHWX ]DLVWD L SUHWUSL

$NR KRWHO UHJHUYLUDQH XVOXJH SUXAL GUXJRP JRV\
QHPD 4WHWH 8 VXSURWQRP &WHWH LPD DNR X] VYH
XVOXJH LOL XVSLMH VDPR GMHORPLpQR 1DNQDGD &W|
XJRYRURP X SDX3aDOQRP L]JQRVX D DNR &WHWD QLMF
SRVORYQL RELpDM 7R ]QDpL DNR MH XJRYRUHQ ERU
ERUDYDN L]YDQ VHJRQH YLVLQD &WHWH L]QRVL FLMHC
QHYQL ERUDYDN JRVWD D X VOXpDMX XJRYRUHQRJ ER
X JODYQRM VH]JRQL QDNQDGD &WHWH L]QRVL FLMHQX
ERUDYDN JRVWD

8 LVWLP VYRWDPD L SRG LVWLP SUHWSRVWDYNDPD JF
NDG XRSiUH QH GRYH X KRWHO UD.G/IS X @ MDHERWHQIDD) X ¥ O
UH]JHUYDFLMH No-siMd WIDBYD YUVWD UHJHUYDFLMH NRI
JRVW QH SRMDYL X KRWHOX RGQRVQR NDGD L]JRVWDQ
QMHJRYD GRODVND

ODXpHUL SXWQLpPpNLK DIJHQFLMD

5LMHp YDXpHU GROD]L 8 GuehQ JIOMR/ NEDBLMMDPEpLWL V)
SNUDWBRpHU SUHGVWDYOMD VUHGVWYR SODiUDQMD 7
ELYD X SXWQLpNRM DJHQFLML SULMH RGODVND QD SX
VYH XVOXJH NRMH WXULVW SODD

9DXpHU MH X QD&HP ]DNRQRGDYVWYX SR]QDW NDR A.
NRMRP VH SODUDMX QHNH XJRVWLWHOMVNH LOL SUR
YyXQDURGQRP WUAaALaAWX SR]QD\ExcBRge 0MéQ (eRgl),PHQLPD
Bon d'échange (franc.), Gutschein (njem.), Buono d'agenzia (tal.). 9DXpHU MH

.DVDYDIRQRD L %URRNV 50 0DQDJLQJ )URSPWM 2LEPK 2RHUHDAV L RO/ L
(GXFDWLRQDO ,QVWLWXWH /DQVLQJ VWU



KRWHOVND XSXWQLFD NRMRP SXWQLPpND DIJHQFLMD UF
VHEQRP XJRYRUX L]PHYyX DIJHQFLMH L KRWHOD ]D RGU
,PD GYD VSHFL¢,{pQD REOLND

RELpDMXPIHNDG VX XVOXJH NODVLpQRJ KRWHOVN
SUHKUDQD L WUHED LK GHWDOMQR RSLVDWL L V¢
QD NRML XVOXJD LOL XVOXJH SRpLQMX L GDWXPD

Full Credit YD XpiIHURML VH LIGDMH WHN DNR R WRPH SR
YRU L]JPHYyX KRWHOD L SXWQLpNH DJHQFLMH 2Q |
VDGUAL SURALUHQH XVOXJH RVLP RQLK XRELpDNMW

8VOXJH QDYHGHQH QD YDXpHUX SODuUD SXWQLN DJHQF
QDYD L]YUAHQH XVOXJH V LIGDWQLNRP XSXWQLFH LOL
LIPHYyX VWUDQH DIJHQFLMH L KRWHOD

9DXpHU PRUD VDGUADYDWL QDMPDQMH

EURM GDWXP L PMHVWR L]GDYDQMD
QD]JLY QDUXpPLWHOMD

QDJLY XJRVWLWHOMD

QD]QDNX JRVWD

YUVWX RSVHJ L YULMHPH XVOXJH
SRWSLV QDUXpLWHOMD

2VLP WRJD PR&H VDGUAaDYDWL L SRGDWNH R

Z SULPOMHQRP LIQRVX SUHGXMPD QD LPH XVOXJD N
Z QDSODUHI@RR/X XQXWDU NRMHJD WUHED ELWL YUL

I1HNH SXWQLpNH DIJHQFLMH XSRWUHEOMDYDMX YDXpF
RQGD MH NODX]XOD R WRPH YLGOMLYR LVSLVDQD QD

.DGD JRVW SULMHYUHPHQR QDSXd4WD KRWHO R WRP}
L]JIGDWL SRWYUGD =D QHLVNRULAWHQH XVOXJH GDQH
YUDWLWL VDPR X] SUHGRpHQMH SRWYUGH KRWHOD S
VH XJRYRUQH NODX]XOH R WRPH +RWHO QLNDGD L]U
QHLVNRULAWHQRJ DUDQ&PDQD D QRYDF VH PR&H YUL
AWDQVNRP GR]QDNRP

$NR MH ULMHp R XVOXJDPD NRMH VH QH XEUDMDMX X |
ED YDXpHUD NDR UHJHUYDFLMVNRJ GRNXPHQWD XYMH
XJRYRURP LJPHYyX XJRVWLWHOMD L QDUXpLWHOMD R >
QDMYLAHP LIQRVX FLMHQH XVOXJD NRMH UH QDUXpLW

1LMH OL X UHJHUYDFLMVNRM LVSUDYL L]JULPLWR GUXN
VNRP LVSUDYRP MDPpL KRWHOX SODUDQMH XVOXJD QI



8 XJRVWLWHOMVNRP WXULVWLPpNRP L KRWHOLMHUVN|
SRMDYLWL MR& QHNH YUVWH YDXpHUD NDR QD SULPM

Z &UHE@DWpPpNRML SUHGVWDYOMD SRWYUGX R SULPLV
KRWHOVNX XVOXJX ,]GDYDp MH SXWQLpPpND DJIJHQF
RG QMHJD SULPL SRORJ LOL DNRQWDFLMX

Z 2 YDX[Exchange Order), &WR SUHGV W D yYBD M D XRHID MR
MLP VH QDUXpXMH RGUHYyHQD JHPDOMVND XVOXJC
JUDNRSORYQH NRPSDQLMH QDUXpXMX RGUHYHQH
JUDPQLP OXNDPD

9DXpHU PRAaH L]GDYDWL SXWQLPND DIJHQFLMD RGMHC
JD NDR @4WR VX GRpHN LOL LVSUDUDM WUDQVIHU UL
NDUWD L VO

8SXWQLFH YDXpHUH VWDYLR MH J SUYL SXW X S
+ 2Q MH RVQLYDp SUYH SXWQLpPpNH DIHQFLMH A
VPLVOX VPDWUD L RVQLYDpHP RUJDQLJLUDQRJ WXUL]JI
VNRJ GUXAWYD X /HLFHVWHUX WUHEDR MH RUJDQL]L!
%LR MH SRGX]JHWDQ pRYMHN SD MH GR&DR QD LGHM)
L]JLUD X VXVMHGQRP JUDGX /RXJKERURXJKX NP XG
2YD GYD JUDGLUD XSUDYR VX ELOD SRYH]DQD 48HOMH]
YHOLNRP DWUDNFLMRP &RRN MH L]JQDMPLR FMHORN
VYHpDQL pDM ]D X]YDQLNH WH SRSUDWQX JOD]JEX &L\
ELOD MH VYHJD MHGDQ 4LOLQJ 3RWKYDW MH XVSLR X
QRP SXWRYDQMX RGQRVQR VNXSAWLQL RGUADQRM

OMXGL 1DNRQ WRJD RUJDQL]JLUDR MH SRVMHW VYN
SXW RUJDQLJLUDR SXWRYDQMH L] (QJOHVNH X aYLFD!
]D QRUHQMH X KRWHOX SUHWHpPX YDXpHUD SUYL SX\
(XURSH X (JLSDW L SUYL SXW MH RUJDQL]JLUDR SXWR

9DXpHU MH ]D UHFHSFLMX YDADQ NDR L JRWRY QRYDF
QRYFHP 9DXpHU VH SL&H X RULJLQDOX L YL4H NRSLMI
SUHGVWDYQLN VNXSLQH SUL GRODVNX X KRWHOX

$YLVR YMHOPNRSLMD NRMX DIJHQFLMD XSXUXMH KRWHO?
8 VOXpDMX UD]JOLNH L]JPHYyX RULJLQDOD L DYLVR YDXpt
YDXpHU L] UD]JORJD @&WR JD MH LJUDYQR XSXWLOD DJH
pLOQLWL SUHSUDYNH .RG QHVODJDQMD RULJLQDOD L C
yXMH QHVSRUD]XPH L]IPHYyX KRWHOD L DIJHQFLMH

*RVW SODuUD XVOXJH SXWQLpPpNRM DIJHQFLML $JHQFLM
'YLMH NRSLMH YDXpHUD DJHQFLMD 4@4DOMH KRWHOLMH!
MHGQX SRWYUYyHQX NRSLMX D VHEL |[DGUADYD GUXJX
SUHGDMH RULJLQDOQL YDXpHU UHFHSFLRQDUX VOLNI



60LND BURPHW YDXpHUD X RGQRVX DIJHQFLMD = gost + hotel

1D GDQ GRODVND JRVWD X KRn#tQMar@ager WhotelH SFLMH

PD JGMH WR UDGQR PMHVWR SRVWRML L]JGDMH QDO
YRUHQLP XYMHWLPD 9DXpHU VH RGOD&H X NDUWRWE
JRVWD L] KRWHOD

9UOR pHVWR YDXpHU QH SUHGVWDYOMD KRWHOLMH
SD VH KRWHOVND SURGDMD ]DGX&XMH VWDOQR SURY
JXUDYDWL DOWHUQDWLYQH LQVWUXPHQWH SODiUDQM
SXWQLpNH DIHQFLMH

4.5. Povijesne kartice o rezervacijama i gostima

SBRYLMHVW NUHWDQMD JRVWD L NRUL&AWHQMH UD]OLpPpL
L SRKYDOH GuestHistory KRWHOLMHU MH GXabDQ ]DSLVLY
ubwL SULMH VYDNRJ QMHJRYRJ QDUHGQRJ GRODVND
NRMH KRWHOLMHUL NRULVWH ]D NUHLUDQMH SRYLMH\
PRJX ELWL

UH]HU Y D F L MRé$etvaqob BoR
UHJLVWU D F L RRagNtEatidhIForiv L F D
UDpXQ JRV W ITheSkou@ L NR P

IDYHGHQ@RUL SRGDWDND VOLND NRULVWH VH ]D
FD R UHJHUYDFLMDPD Reservation History Cards L SRYLMHVQL¥
Guest History Cards



8UHG |]D UH]HUYDFLMH YRGL VYDNRGQHYQH VWDWLVW|
VWL |]D GRQR&A&HQMH SRVORYQLK RGOXND NDGD MH KR\
NDUWLFH R UHJHUYDFLMDPD ELOMHAL VH

EURM JRVWLMX
EURM ]DX]HWLK VRED

L]YRUL UHJHUYDFLMD

EURM QHG®ROShpmN D

GRODVFL EH] Wik YDFLMH

SURGX&HFL ERUDYND

UDQLML RGODVFL

UD]JOLND EURMD AEORNLUDQLK:® L NRULAWHQLK VR

N N NNNNNN

60LND Proces kreiranja povijesnih kartica

*RWRYR VYDNL VXYUHPHQL KRWHO LPD XVWURMHQ VX
JRVWLPD 3URFHGXUD ]JDSRpLQMH QD SXOWX UHFHSFLI
VH X XUHGX ]D UHJHUYDFLMH QDNRQ RGODVND JRVWD

6YDNRP JRVWX NRML GRYyH QD UHFHSFLMX UHFHSFLRC
JRVW QD SUHGQMRM VWUDQL NDUWLFH NDUWRQVNH
Z LPH L SUH]JLPH
Z VYRMX DGUHVX
Z SRWSLV
Z EURM WHOHIRQD LOL PRELWHOD



1D SROHYyLQL NDUWLFH RVWDOH RVREQH SRGDWNH NI

ZYULMHPH ERUDYND
Z EURM VREH

Z YUVWX DUDQAaPDQD L
Z FLMHQX

SRSXQMBEB¥BSFLRQDU QDNRQ 8WR VH JRVW VPMHVWL X
NDUWRWHFL VREQLK UDpXQD GR RGODVND JRVWD GR-¢
R WLSLpQLP AaHOMDPD LGR SIUMMANXGE DNDDU WRVFW DR JRVW
VOMHGHUH VYUKH

Z SUXaDMX WUHQXWQH PDUNHWLQ&aNH SRGDWNH

Z GHPRJUBRMGIRDFL JRVWD GRE VSRO GRKRGDN ]DC
WXV LWG &dWR SRPDAaH X UD]JYLMDQMX QRYLK PDL

Z LQIRUPPAURIPIH &4WR JRVW YROL D @&WR QH YROL N
XVOXaLwL

Z LQIRUPRFXpMHVWDORVWL SRVMHULYDQMD DNR MH
QMHJRYR LOL QMH]LQR LPH PR&H VH XYUVWLWL QI
VH SRQXGLWL SURPRWLYQH SRQXGH LOL SRVHEQH

IDNRQ RGODVND JRVWD IRUPXODU VH GRVWDYOMD XL
ODAH SR DEHFHGQRP UHGX ,DNR VH RYD SURFHGXUD
KRWHOLMHUL JERJ HENDVQRVWL UDGD ]DGUADYDMX NO
6YDNL SRQRYQL GROD]DN JRVWD X KRWHO HYLGHQWLU
8UHG ]D UHJHUYDFLMH SURQDOD]L SRYLMHVQX NDUWL|
SRQRYQRJ GRODVND JRVWD ,DNR VH RYD SURFHGXUD
XRELPpDMHQR MH NDUWRWHNX NRQWUROLUDWL VYDNLK
WLYQH NDUWLFH LVNOMXpXMX L SRQLAWDYDMX 2VREO
NDUWLFH VOXa&H ]D ASUHSR]QDYDQMH3 VWDOQLK JRVW
MDYOMDQMD KRWHOX WH ]D XGRYROMHQMH QMLKRYLK

+RWHOVNRM SURGDML SRYLMHVQH NDUWLFH VOXaH ]D
UbQMX NDPSDQMH SURGDMH 3ULJRGQRP SUHSLVNRP
KRWHOVND SURGDMD RGUADYD YH]X V JRVWLPD L]JYM
KRWHOD L XVOXJDPD WH GUXJLP |IDQLPOMLYRVWLPD
QD WDM QDpLQ SULNXSOMHQL SRGDFL SUXADMX PRJX
LQGLYLGXDOQLP JRVWLPD SUHPD NRMLPD KRWHO Q
aQMX 6WDOQL JRVWL VX JRVWL NRML VH YUDUDMX D
pDMHQL SRSXVWL QSU ]D GROD]DN RG GR JRGLQD

JRGLQD SRSXVWD 3RVHEQL SRNORQL WDNYLP J
XSXWDPD GLUHNWRUD KRWHOD LOL &HID UHFHSFLMH
SURGDMH WDNYLP JRVWLPD pHVWLWD URYVHQGDQ EOD



4.6. lzvjeStaji i statistika

2UJDQL]DFLMVNL GLR KRWHOD ]DGX&HQ ]D SRVORYF
WRU RGMHO UHIHUDGD L GU SULNXSOMD YHOLNL
REUDGH VDVWDYOMD RGUHYHQH L]YMH&AWDMH ]QDpDN
OLQL L VYLK QMHJIRYLK RUJDQL]DFLMVNLK GLMHOR®
UHJHUYDFLMVNRJ RGMHOD VX

5HIHUY D MWOMVMMNDNFLMNRM LL IS'OWHGYWDIY OMD JEURM V)
WLYQRVWL RGMHOD ]D UHJHUYDFLMH X RGQRVX QD
Z VWYDUDQMH UHJHUYDFLMVNLK L]JYMHA&UD

Z IDKWMHYH ]D UHJHUYDFLMX

Z IDKWMHYH ]D RWND]JLYDQMHP UHJHUYDFLMH

JYMHBRBWIDURYL]ILMDPD SRRMHGYDGUEBD LIQRVH REUDD
YLILMH NRMX KRWHO RGREUDYD UD]OLpLWLP SRVUH
WXURSHUDWRULPD LWG NRML V KRWHORP LPDMX X

JYMHBEWEGMELMHQLP UH3RQHUNPIGVKRWHOL PRUDMX RG
JERJ QHUDVSRORALYRVWL VRED 5H]JHUYDFLMVNL RG
OMD WDNDY L]YMHAWDM ]D RGUHYyHQL SHULRG

JYMHEWRDIM) RIH SNRMR GIU HSSUWRWEHNCFMMM X RSVHJID SRV
UH KRWHO REDYLWL X RGUHYHQRP UD]J]GREOMX

2VLP QDYHGHQLK L]YMHAWDMD UH]JHUYDFLMVNL RGM}
QHNROLNR L]YMHAWDMD NRML XSRWSXQMXMX QMHIR
XVSMHaQLMHP SRVORYDQMX KRWHOD 7R VX VOMHGHI
/LVWD RPHNLYDQLK GROD]DND
/LVWD RPHNLYDQLK RGOD]DND
3UHGYLYHQR VWDQMH ]JDX]HWRVWL NDSDFLWHWD
2WND]DQH UHJHUYDFLMH
IHRVWYDUHQH UHJHUYDFLMH
3RVHEQL ]JDKWMHYL JRVWLMX X GRODVNX
9,3RVREH
&UQD OLVWD JRVWLMX
QUVWH JRVWLMX SUHPD WU&LAQLP VHIPHQWLPD
3RYLMNDQWLFH R UHJHUYDFLMDPD Reservation History Ca
3RYLMHVQH N D UWGuEstHRtodyROdNS-FGRC

IDNRQ GH¢{¢QLUDQLK XYMHWD X QDORJX ]D UH]JHUYDFLN
utH SRWUHED GD UHJHUYDFLMVNL RGMHO XQDSULMHG
RGUHYyHQH XVOXJH 5DGL WRJD SRWUHEQR MH VDVWD
YH UD]OLpLWLP RGMHOLPD NDR QSU

+RWHOSRRPBPULOWRYXVHOMLQD UXpQLFL YD]H FYI
UDQL LOL NDVQL GROD]DN JRVWD X VREX L GU

5RRP VHUYAPPRSDQMDF NRADULFD YRUD FYLMHUH



SRUWIMOMNEED ConciergpH]HUYDFLMD ND]DOLAQLK ND
FLMD PMHVWD X UHVWRUDQLPD UDQL GROD]DN I
OMDJRP FUYHQL WHSLK L GU

2GMEHWLODQH £+ GLMBIWQD SUHKUDQD VNXSQL REURFI
WXUROR&GNL IDKWMHYL SRVHEQLK VHIPHQDWD JRV
FL VNXSLQD JRVWLMX L GU

2GMHO RGUY 3ADXY®IRVDL]XDOQD RSUHPD SRVORYQH
,JYMHAWDM R RPHNLYDQRM JDX]HWRVWL

8UHG |]D UHJHUYDFLMH D VY DINSHEHNDCXMD L]YMHaGWDI
QRM ]DX]JHWRVWL KRWHOD 7DM L]YMHAWDM VDGUAL VI

Z GDWXP ]D NRML VH NUHLUD L]YMH&AWDM
Z SRVWRWDN RpHNLYDQH |DX]JHWRVWL
Z EURM ]DX]HWLK VRED
Z EURM JRVWLMX
JJYMHEWINRVWDYOMD VYLP RGMHOLPD X KRWHOX RGN

PDULQVWYR UHFHSFLMD VOXAED RGU&ADYDQMD L GU
SUHGYLYHQH VNXSLQH EURM VRED EURM JRVWLMX G

, JYMH&AWDYDQMH R VWDQMX UH]JHUYLUDQLK NDSDF
RGMHOLPD X KRWHOX

Z ]|DUDVSRUHG GMHODWQLND SODQLUDQMH UDGD L
EXGXUQRVWL

Z EXGAHWLUDQMH RGMHOD ¢QDQFLMVNR SODQLUDC
Z SODQLUDQMH QDUXpPLYDQMH L QDEDYD SRWUHEQ

9UOR Y D aQ VIR nportant Person

OHQDGaPHQW KRWHOD SUHPD QHNLP VYRMLP JRVWLP|
LP RVLIXUDWL SRVHEDQ WUHWPDQ 9,3 WUHWPDQ 1C
SRIJLFLMDPD X GUXaWYHQRP SROLWLPpNRP VSRUWVNR
NXOWXUQRP AaLYRWX

8 VOXpDMX IDKWMHYD |]D UHIJHUYDFLMX RVREOMH X X
VHEDQ IRUPXODU ]D UH]J]HUYDFLMX 9,3 RVREH .RSLMX
KRWHOD L @4HIX UHFHSFLMH

2EDYLMHVW R GRODVNX 9,3 RVREH UHIHUHQW ]D UH
GDQ GRODVND

D GLUHNWRUX KRWHOD

E 4HIX UHFHSFLMH L

F VYLP UXNRYRGLWHOMLPD RVWDOLK KRWHOVNLK R



6YDNL UXNRYRGLWHOM RGMHOD VOLMHGL XSXWH R SU
X KRWHO 7DNR VH QSU X VREL SRVWDYOMD VWRO LC
FRP YRUD FYMHWQLP DUDQAPDQRP L]JERURP ELUDQLY
QRP SRVMHWQLFRP GLUHNWRUD KRWHOD ‘HOFRPH &D
]DMHGQR V GRPDULFRP KRWHOD L UXNRYRGLWHOMHP
WHKQLpNH VOX4aEH SUHJOHGDYDMX VREX 3RQHNDG 1
KRWHOD RVREQR 2EDYLMHVW R GRODVNX 9,3 RVREH
VYRMRM SURFMHQL GRVWDYLWL L QDGOHAQLP LQVWLYV

=D RVLIXUDYDQMH SUDYLOQRJ SRVWXSDQMD VD 9,3 JF
FLMH D VDVWRML VH RG RGUHYLYDQMD 9,3 JRVWLMX ¢
QD GDQ GRODVND WH WLMHNRP ERUDYND X KRWHOX
GRODVND &4DOMH VH SUHPD QDMDYDPD UH]J]HUYDFLMD
SRSLV MH YDaQR SURVOLMHGLWL VYLP YRGLWHOMLPD
SRWUHEQR MH QDJODVLWL GD VH UDGL R 9,3 JRVWX N
+ WUHWLUDQMH 9,3 JRVWD QD GDQ GRODVND L WLMHN
VPMHQD SULSUHPD SRSLV 9,3 JRVWLMX QD GDQ GROD
KRWHOX 7DM REUD]DF SRQRYQR VH 4DOMH YRGLWHON

-R3 MH MHGDQ ]DGDWDBMN ,GRIRQHVUPMHERGLMHOLWL QDI
4LYH VREH RGQRVQR XNROLNR VX X UHJHUYDFLML YL
SRWUHEQR MH LVSXQLWL LP LVWH L GRGLMHOLWL VRE
QD GDQ GRODVND SURYMHUDYD YRGLWHOM UHFHSFLM
]JDF NRML VH SRKUDQMXMH X UHJLVWUDWRU QD UHFHS

9,3 JRVWD GRpPpHNXMX SUHPD YDAQRVWL RVREH L] PHQ
VX WR VX YRGLWHOM UHFHSFLMH L GLUHNWRU KRWH(
VDPRP XOD]X X KRWHO SRAaHOL GREURGRA&AOLFD WH LK
GREURGRAOLFH LQIRUPLUD LK VH R VDGU&ADMLPD KRW
ERUDYLR X KRWHOX GDMX PX VH VDPR LQIRUPDFLMH

6DPLP WLPH GDMH LP VH GR ]QDQMD NROLNR VH FLMF
RWSUDWL VH GR VREH WH LP VH RUJDQL]LUD GRSUH
YR]QRJ VUHGVWYD XNROLNR LP MH WR SRWUHEQR =
KRWHOX YD&QR MH SRVYHWLWL LP YHOLNX DOL QHQD
XJRGQR OHQDGAPHQW KRWHOD X SRYUHPHQLP NRQW!|
YMHULWL MH OL VYH X UHGX V WUHWPDQRP WH MHVX

3ULOLNRP RGODVND JRVWLMX SRWUHEQR LP MH RUJD
GR SULMHYR]JQRJ VUHGVWYD 2GMDYX L LVSUDUDM cf
4HI UHFHSFLMH RVREQR WH LP VH X LPH KRWHOD ]DK
SUHSRUXpD SRQRYQL GROD]DN

6XNODGQR SURSLVDQLP VWDQGDUGQLP SUDYLOLPD L
PRIJX ELWL SRGLMHOMHQL X UD]J]OLpLWH NDWHJRULMH
QMDYD REUD]DF ]D QDMDYH



7TDEOLFDWHJRULMH 9,3 RVRED X KRWHOX

Kategorija
VIP gosta

Kategorije gostiju

6DGUADM

4
Z
Z

WXURSHUDWRUL

SXWQLPpNL DIHQWL

LQGLYLBEKDWIOQLWN Y
GRODVND

online J R VBA&dking.com
9HQHUH +56 L YOI

| ZH H¢/PR GREUR
Z VYMH&H YRiH

DVWLWL web

GRAOLF|

LOQVSHNWRUL

LOGLYLERDWIQL Y
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| ZH KO PR GREUR
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BUHPGD VH X VOXpDMX SUHEXNLUDQMD SRVWLAH VLJ
VPMHAWDMQLK NDSDFLWHWD RQR UH LVWRYUHPHQR 1
QRWDFLIMIDNWHULVWLND KRWHOVNRJD SRVORYDQMD
GLQDPLND SURPMHQD NRMH MH WHANR DaXUQR SUDW
UHJHUYLUDMX LVWL NDSDFLWHWL WM GROD]L GR W]

%DUG\ $

vVwu

+RWHO JURQW 21¢FH®DQRK B P:HQW\

6RQV

QF 1HZ -



SUHEXNLUDaRIMA S RMWHYUYyLYDQMH YL&H UH]JHUYDFLMD R
ALYRJD NDSDFLWHQDV WHNHINDR L X PQRJIJLP HXURSVNI
SUHEXNLUDQMH VPDWUD SRVORYQLP SURPD&DMHP
PD SRVHELFH X 6MHGLQMHQLP $PHULpPNLP 'UADYDPD
SRVORYQLP SURPDADMHP

8 VOXpDMHYLPD NDGD VH SUHEXNLUDQMH GRJRGL KR\
VREH X GUXJRP KRWHOX LVWH LOL VOLpQH NDWHJRUL
KRYD GRODVND +RWHOL YL&H NDWHJRULMH VQRVH W
]D NRMH VX VH VREH UH]JHUYLUDOH X GUXJRP KRWHOX

8 VOXpDMX SUHEXNLUDQMD JRVW LPD SUDYR SRNUH
KRWHOLMHU MH SRQHNDG GXaDQ LVSODWLWL YUOR Y
SULKYDWLWL SRWYUYyHQH UHJHUYDFLMH $NR MH SUHE
GDQR LPDWL aWHWX X SRVORYDQMX

I1DMpHauL VX X]JURFL SUHEXNLUDQMD X KRWHOLPD VD
UL R DORWPDQVNRP JDNXSX 1DLPH XJRYRU R DORWRPI
VYRM NODVLpQL VPLVDR SD SXWQLPpNH DIJHQFLMH X

X PDORP SRVWRWNX 3URGDMQD VOXAED KRWHOD WR
JDNXS L W]Y VORERGQX SURGDMX VRED $ RQGD VH |
FLMHOL DORWPDQ GD VH RVWYDUH L SUHGYLYHQL VN
VORERGQH SURGDMH 3UHEXNLUDQMH MH WDGD QHL]E

3XWQLpNH DIJHQFLMH ]DKWLMHYDMX D KRWHOLMHUL
WPDQX PRJX SRWYUYyLYDWL L GR VHGDP GDQD SULM
SRQXGL RG SRWUDaQMH KRWHOLMHU QHPD GUXJRJ |
DIJHQFLMD VYMHVQR RpHNXMXuL PRJIJXUH SUHEXNLUDC
SROXSUD]QRJD KRWHOD

yHVWR MH XJURN SUHEXNLUDQMD L XJRYDUDQMH DUD
VHELFH ]|D EODJGDQH =ERJ VWDQMD QD wuUaLawx SuU
YDFLMH VRED YHUHP EURMX RUJDQL]DWRUD VNXSQLK
MHQL SRVWRWDN RWND]D 'RJDYyD VH PHYXWLP GD S
RG RpHNLYDQRJD SD MH SUHEXNLUDQMH QHL]JEMHAaQR
SRWYUYyLYDQMX VNXSQLK DUDQAaPDQD QH XJRYDUDMX
UHJHUYDFLMH MHU VH VPDWUD GD VX SR]QDWL NDR (

D QH XWYUyXMH VH URN GRV\RDofmingAists) V SRUHGD VR
E QH ]DKWLMHYD VH DNRQWDFLMD
F QH XWYUJyXMH VH URN ]D SURGDMX AQD XSLW?

1IHGRUHpH @POMNDYRVW UH]JHUYDFLMH RGJRYDUD L R
WRYDQMD 2Q VH SULWRP SRQD&aD QHREDYH]QR PLVO
VYH X UHGX 3UHEXNLUDQMH VH GRJDYyD L X VOXpDMH
LOL KRWHOVND SURGDMD QH YRGL SURFHGXUX ]D SU
APDQD Follow B3YHEXNLUDQMH PR&H QDVWDWL JERJ QHPEL
DAXUQD HYLGHQWLUDQMD UHJHUYDFLMD X UDpXQDOX



WHUPLQD® QD LQWHUQHWX 8]JURN SUHEXNLUDQMD PR
KRWHOVND SURGDMD $NR VH SUHEXNLUDQMH LSDN Gi

1D YULMHPH UH]JHUYLUDWL (BoREBHOX)GUXJIRP KRWHC
2EDYLMHVWLWL R WRPH JRVWH SULMH QMLKRYD C
2pHNLYDWL VXGVNL VSRU L ELWL VSUHPDQ LVSOD

=Qba L MH WR MHGDQ RG UD]JORJD JERJ NRMLK JR\
YLUDWL VREH X WRP KRWHOX

8 WUHQXWNX NDGD MH KRWHO EOL]X SRSXQMHQRVWL
RVRED SLVPHQR SURJODADYD ]DEUDQWRSEDRWGYDLNPHN Btop
QDOLPD QD WDM GDQ NDNR EL VH VSULMHDPLR RYHUL
VX RVWDOH QHSURGDQH VPLMX VH SURGDYDWL VDPI
RGREUHQMH XJODYQRP &HID UHFHSFLMH $aXUQH SL
WUHQXWNX UDVSRORALYH LQIRUPDFLMH GRVWXSQH
VX VLWXDFLML RG ELWQH YDaQRVWL

&UQD OLVWD

&UQD OLVWD MH MHGQRVWDYQR ]JDSLVQLN R OMXGLPL
VWHORAH VH GUADWL X REOLNX NQMLJH LOL NDR VNXS
PD 3RVWRMH VDPR GYD QHRSKRGQD |][DKWMHYD

WUHEDOD EL ELWL MHGQRVWDYQD ]D NRQ]JXOWLUI
QH VPEIWHL GRVWXSQD JRVWLPD

9L4H MH QDPLQD QD NRMH VH JRVWL PRJX QDiUL QD FU

ORAGDX SULMH RGVMHOL X KRWHOX L LIEMHJOL S«
EMHJOL VX EH] GD VX SODWLOL UDpXQ 3RVWRML
QHUH YUDWLWL LOL GD QHUH NRULVWLWL LVWR
GRJRGLWL RVRELWR DNR PLVOH GD MH KRWHOVN
GD JD VH GUXJL SXW QHUH SULPLMHWLWL ,0OL VH
VOXALWL X QHNRP GUXJRP KRWHOX +RWHOL QDM
R VXPQMLYLP RVREDPD WH VX PQRJH FUQH OLV
GUXJLP XVWDQRYDPD

ORAGWX VH JRVWL SRND]DOL QHSRGQR&AOMLYLPD Q
ELOL MDNR SLMDQL QDVLOQL LOL VYDGOMLYL WEF
XQLAWDYDOL LQYHQWDU L SULERU

ORAGKDRWHOLMHU VXPQMD GD VX WL JRVWL QHaWR
JLK JRVWLMX /RSRYL SURQDOD]H VNXSH KRWHOH
GRND]DWL NUDyX DOL LPDMX REYH]X ]D&A&WLWLWL

.RQDp@BSRAHOMQL JRVWL PRJX ELWL |[DSRVOHQL
OYHQWQRVW XSLWQD 1HND SRGX]HUD LOL RUJDC
SODUDQMX VYRMLK UDpXQD D KRWHO PR&H RGOX
L &LYFLUDQMD SRNX4DYDMXiUL QDSODWLWL UDpXC
GLQFX DOL WR MH MHGDQ RG pH&ULK UD]JORJD ]D

$EERWWHZU\ 6 )J)URQW 2I,FH + BURFHGXUHV VRFLD®GENLOOV \
WXWWHUZRUWK +HLQHPDQQ 2[IRUG VWU



AWR XpLQLWL NDGD KRWHO SUHSR]QD MH OL SRWHQFL
RG RVREOMDARGRRYRBLMH SXQL VPR3 60XpDMQR MH
QRUL VOMHGHIULK WMHGDQD L pDN L VOMHGHUX JRGLC
WH SRUXNX 7UHED SULSHOILWIDGHMNHKALRRAHERJ KR
GXaQRVWL GD SULKYPRQDVY®GM RY CREWRM YMHUL L W
RSUH]DQ X GDYDQMX VYRMLK UD]JORJD LSDN VXPQMD

8 SUDNVL FUQD OLVWD MH SRVOMHGQMLK JRGLQD Yl
PQRJH VX UHJHUYDFLMH VWL]DOH X REOLNX SLVDPD |
SRIJIOHGDWL OLVWX SULMH QR 8WR EL RGJRYRULR 'DQ
OHIRQVNL D YHOLNL GLR MH X LPH WUHUH RVREH NRI
VDPRJ GRODVND VOXpDM VD VNXSQLP WXUDPD L SUH
UH]XOWDW PQRJH UH]JHUYDFLMH VH X]JLPDMX EH] NRQ
VPLVOD SLWDWL VH AAaHOLPR OL RYRJ JRVWD"3 SULMF
QDSUHGDN X UDpXQDOQRM WHKQRORJLML UH PRAGD L

3UHJOHG VWDWLVWLNH SURGDMH
S8RELpDMHQR MH GD VH SUHJOHG VWDWLVWLNH SURGD

Z XNXSBWRM VPMHAWDMQLK MHGLQLFD VRED L KRW

Z EURM XJRYRUHQLK VPMHAWDMQLK MHGLQLFD

Z EURM SRWYUVHQLK VPMHAWDMQLK MHGLQLFD

Z EURM UHDOL]JLUDQLK VPMHAWDMQLK MHGLQLFD

Z VWDQMH SR XJRYRULPD

Z VWDQMH SR UH]JHUYDELMDPD

Z LQGHMNVLVNRULAWHQRVW VPMHiWDMQRJD NDSDFI
WYDUHQLK QRUHQMD EURM PRJXULK QRUHQMD |

Z LQGHNV + UHJHUYLUDQR XJRYRUHQR

Z LQGHNV * UHDOL]JLUDQR XJRYRUHQR

BUHJOHG VORERGQLK NDSDFLWHWD
BUHJOHG VORERGQLK NDSDFLWHWD X KRWHOX PR&H V

S8NXSQR VWDQMH ]DX]JHWRVWL VPMH&GWDMQLK NDSD

3UHJOXMNGESQRJ VWDQMD ]JDX]HWRVWL RELPQR VH NRUL)
YUHPHQVNL LQWHUYDO ARG + GR® L RQ WUHED VDGU&
QLK MHGLQLFD ]D WUD&HQH GDQH SR NDWHJRULMDPD
KRWHO 60RERGQH VPMHAWDMQH MHGLQLFH GRELMX
QLK MHGLQLFD X KRWHOX XPDQML ]D EURM JDX]JHWLK L
7R VH PR&H SULND]DWL SRPRiX L]JUD]D

Slobodne sobe =
XNXSDQ EURM VRED X KRWHOX = ]DX]HWH UH]H!



SULWRP WUHED SUHGYLGMHWL SULND] VORERGQLK
GDQX X PMHVHFX ]ERJ GDOMQMLK DNWLYQRVWL RVRE
VOXpDMX GD LPD VORERGQLK NDSDFLWHWD

6WDQMH HWRVWL NDSDFLWHWD SR NDWHJRULML VF
KRWHOVNLK DSDUWPDQD

7TDNRYyHU uH ELWL SRWUHEQR GH¢{;QLUDWL YUHPHQVNL
SUHJOHG D QDNRQ WRJD NDWHJRULMX VPMHaAWDMQH
QLK VPMHAWDMQLK MHGLQLFD ]D WUDaHQH GDQH SR
GRWLpQH NDWHJRULMH 6ORERGQH VPMHAWDMQH MH(
EURMD VPMHaAWDMQLK MHGLQLFD RGX]PX VPMH&AWDMQ
NRMH VX UHJHUYLUDQH 7UHED SUHGYLGMHWL SULND]
VYDNRP GDQX X PMHVHFX ]D VYDNX RGUHVYJHQX NDWH
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3UYR PMHVWR V NRMLP VH JRVW VXVUHiH SUL XODV]I
KRWHOVNH UHFHSFLMH XYHOLNH RYLVL R YUVWL L N
WHKQRORJLMD X] 4DUP |DSRVOHQRJ RVREOMD MHGQI
SRVORYDQMD 3ULOLNRP GRODYV NfBceltR fatk L MX PH K RW H (
OLFH LQWHUDNFLMX V GMHODWQLFLPD UHFHSFLMH F
WRUL JRVWD X KRWHOX GD JD XSR]QDMX YD MM LD ND G
YUOR NULWLpQD MHU JRVWL RGPDK VWYDUDMX RGUH
VWDY R XVOXJDPD L VWDQGDUGLPD NRMH UH LP KRW!
WUHED GRPHNDWL V XJRGQLP SR]GUDYRP L VPLMHA&N
]JDSRVOHQLND V JRVWRP RVWDYOMD SR]LW8SDRYROL Q
iH RYL SRVORYL NRML VX YH]DQL X] ¢]JLPNL GRpHN ¢
PDFLMVNL VXVWDY KRWHOD ELWL SUHGPHW LVWUDA&LY

&LNOXV JRVWD

SBULMDPQLWIRREMHQI¢FH MH PMHVWR JGMH VH RVWYDU
KRWHORP NDGD VWLJQH X KRWHO WR MH LQIRUPDWLY
X KRWHOX L WR MH PMHVWR ]DGQMHJ NRQWDNWD NDG

URPDWUDMXuL RGQRVY SULMDPQRJ RGMHOD L RVWD(
XVWYuGLWL GD MH SULMDPQL RGMHO X FHQWUX VYLK
QDOD]H RVWDOH VOXAEH LOL RGMHOL X KRWHOX pLML
KRWHOVNRJD REMHNWD

3ULMDPQR SUIQGPRIWBHYY ODY QL XOD]QHalK® koteltd QJ O
R]QDpDYD VUHGLAQML SURVWRU L] NRMHJD VH XOD]
DSHULWLY EDU UHVWRUDQ VDQLWDUQH ShaRVWRUL M
MH DQJOLFL]DP UD&ZLUHQ SR FLMHORP VYLMHWX PHY
VNRM WHUPLQIBOYR JEWMY.RM@IFO ]QDpHQMH WRJI SRMPD
VMHYHUQRM (XURSL RSLVLYDR MH JODYQX SURVWRU
L FLMHOX ]JJUDGX NRMD VH GR VWROMHGD UHGRY
VREH 8 NUDO®MHRENREPR VH QDOD]LR L]GLIJQXW SURV
YODGDUD L pODQRYH QMHJRYH SRURGLFH 2G VWR
QD ]JUDGD SRPLQMH VDVWRMNIDWILQR G XL K SHIFOWQAKR V|
]JD SULPDQMH UXpNRa¥HR1QDPDYIDORELPQR ALUL KRGQL
VUHGLAQMX SURVWRULMX VWDQD L] NRMH VH XOD]L :
GRQHNOH VH RpXYBIOR XS OWGYRUMD MDYQLK ]JJUDGD
fooor  NDR QSU VYHXpLOLAWD EDQDND L GU

: RRG 5R\ & Working in hotels and cat&efRKWOHGJH /RQGRQ VWU
+D\HV . 1LQHPHLHU - ' Upravljanje hotelskim poslovanjem, 0 30XV =DJUHE
Vwu

/DWW L:Q Modern Hotel and Motel Management, : + )J)UHHPDQ DQG &RPSDQ\ 6D
JUDQFLVFR vVwu



2EOLN RUJDQL]DFLMH SULMDPQRJ RGMHOD UD]OLpLW
KRWHOLPD SULMDPQL RGMHO SRLVWRYMHUXMH VH V U
L KRWHOVNR GRPDULQVWYR 8 QHNLP MH SDN KRWHO
NRML VH VDVWRML RG RGMHOD SURGDMH UHFHSFLMH
]DNOMXpLWL GD MH DXWRQRPQR SUDYR KRWHOVNRJD
]JDFLMX KRWHOD L SROR&4DM SULMDPQRJ RGMHOD X RU

2UJDQL]DFLMVND VKHPD SULMDPQRJ RGMHOD RYLVL R
R NDUDNWHUX SRVORYDQMD WM MH OL ULMHp R KRV
LOL FMHORJRGLaAQMH

60LND Prijamni odjel i odnos s ostalim dijelovima hotela

6YDNL KRWHO UuH ]D VHEH RGUHGLWL RSWLPDOQX RUJ
QLP EURMHP L]YUALWHOMD SRVORYD B8RELPDMHQR MF
RQDOQH FMHOLQH LOL QMHJRYH GLMHORYH SULND]DC(
GDQDV XRELpDMHQR GD VH VYL RYL SRVORYL REDYOM
NRML VH QD]JLYD UHFHSFLMD

%XGXuL GD QH SRVWRMH GYD SRWSXQR LVWD KRWHO]
VH SULODJRGLWL SRWUHEDPD VYDNRJ REMHNWD SRM



OLMHUVWYX RUJDQL]DFLMVNX VKHPX RGMHOD UHGRY
Handbook ili Employee Manual 8] NRGHNV SRQDaADQMD X SULU:
vVDQD GHWDOMQD SURFHGXUD UDGD ]D VYDNL SRVDR
Break-Down 6YDNL GMHODWQLN X KRWHOX SULJRGRP XSF
V RYLP SULUXpQLNRP L WUHED VSULMHpPpLWL YDQMVN
KRWHOD 8 VOXpDMX NDGD GMHODWQLNX SUHVWDQH
UXpQLN WUHEDR YUDWLWL PHQDGaHUX SULMDPQRJ RG

OMHVWR L SRORADM SULMDPQRJ RGMHOD X KRWHOX
SURMHNWQLP ]DGDWNRP D XRELPpDMHQR MH GD VH X \
RGMHO VPMHVWL WDNR GD MH MHGQ[PDGIOMHOR® VS R Y+
ce), D GUXJLP (GLIVHNORR FH) X] W]Y QHSURL]YRGQH GLMH
KRWHOVNH DGPLQLVWUDFLMH JDUGHUREH ]D RVREON
JODYQX NXKLQMX XOD] ]b RVREOMH L GU

60LND Funkcionalni dijelovi prijamnoga odjela hotela

9HOLPLQD L NDWHJRULMD KRWHOD XYMHWXMX RUJDQI
EDQ EURM GMHODWQLND 8 YHOLNLP KRWHOLPD QSU

VWD ]D UHFHSFLRQDUH EODJDMQLNH ]DVHEQD UHFHS
LOL VXGLRQLND SRVORYQLK VNXSRYD QSU NRQJUHVI
(4XLFN &KHFN LQ) LOL EODJDM®XFND &KKIEDIQR R @&/)) D5 R W+
JDUGHURED ]D pXYDQMH SUWOMDJH LOL RGMHiH LWG



6YDND VOXAED X SULMDPQRP RGMHOX PRUD ELWL RUJ
D SURMHNWQD UMHAHQMD PRUDMX RVLJIJXUDYDWL VNC
YHOLNLP VH KRWHOLPD SURVWRUL ]D VOXAaEH SURMHI
OLQH LOL VH EDUHP L]JPHYX QMLK XJUDYyXMX IXQNFLRC
RVREOMH QH EL PHYyXVREQR PLMHADOR

+RWHOLMHUVWYR MH GMHODWQRVW NRMD SUXA&D XVOX
JRVWLPD NRML QDMpH&aUH SXWXMX X PMHVWD NRMD VX

6WRJD MH L RGJRYRUQRVW KRWHOLMHUD YHOLND L G
VXRpH V ELOR NDNYLP SUREOHPLPD ]D YULMHPH QMLK

60LND 3RORaDM UHFHSFLMHotlaSULMDPQRP RGMHOX

8 RGQRVX V JRVWLPD KRWHO VH VXRpDYD VD QHNROL
VOLND NRMH VH QD]EX¥8 MXleFLNOXV JRVWD

D SULMH GRODVND X KRWHO

E dolazak u hotel

F ERUDYDN X KRWHOX

G RGOD]DN L] KRWHOD

6YIRVWL SUROD]H NUR] LVWL SRVWXSDN RG UH]JHUYL
KRWHO L GRGMHOH VREH ERUDYND X KRWHOX L NRUL
QD L RGODVND L] KRWHOD



IDYHGHQRP FLNOXVX JRVWD PRJXUH MH GRGDWL L DN
4WR NRG KRWHOLMHUD VWYDUD SUHWSRVWDYNH GD V
¢JLPNL QDSXVWLOL KRWHO 1D WDM QDpLQ RGQRV V
NRQWLQXLUDQR REDYMHAWDYD R GRIJDYDQMLPD L DNF

1D WDM QDpLQ PRJIXUH MH VWYRULWL SUHWSRVWDY|
XSUDYOMDQMD RGQRVLPD V JRVWLPD Guest 8&ationship N
VSMHAL SURGDMD XVOXJD RQLP JRVWLPD NRML YHI
LVNXVWYD V KRWHORP

60LND &LNOXV KRWHOVNRJD JRVWD

5.2. Pred registracijske aktivnosti

8 FLNOXVX JRVWLMX LQWHUDNFLMD L]JPHYX JRVWD L
VND3 RGQRVQR UD]J]GREOMH NRMH RELOMHADYD YULMI
I1DMYDaQLMD DNWLYQRVW SULMH GRODVND JRVWD X
VPMHAWDRWWDOLK XVOXJD NRMH GtH JRVW NRULVWLW|
DNWLYQRVW MH RGDELU KRWHOD X NRMHP UH JRVW E|
GLR X JRVWRYRP LVNXVWYX MHU PX WUHED GDWL XY
WUDAHQL GDWXP ELWL GRVWXSQD L RVLIXUDWL PX X
]JDGXaHQR ]D UHJHUYDFLMH WUHED FLMHOR YULMHPH |

-DWDVKDRNPRWHO JURQW 21¢FH 2SHUDWLRQVYBQE LOD\QDUIKPW QAYI R
VWU



RGUHYHQL GDQ NDR a@&4WR MH NROLNR JRVWLQMVNLK C
RPpHNLYDQR WDM GDQ L NROLNR VRED MH GRVWXSQR
aWR VREH JHQHULUDMX ]1QDWDQ SULKRG ]D KRWHO U>
YHOLNX SDaQMX L RGJRYRUQRVW

'D EL SUXALOL @&WR NYDOLWHWQLMX XVOXJX RVREOM
AHOMH L SRWUHEH JRVWLMX -HGDQ RG QDpLQD MH ¢
RGDELUH KRWHO 2SUHQLWR MH SR]QDWR GD DNR MH
JUDGX SRVWRML YHOLND PRIJXUQRVW GD UH RGDEUDW
DNR MH ELR |IDGRYROMDQ SUXAHQLP XVOXJDPD

$NR JRVW QLNDGD SULMH QLMH ELR X JUDGX YHUD Mt
SR]IQDWL KRWHO LOL KRWHO NRMHJ MH ODNR QDuUL =E
WHOVNL ODQFL YUOR pHVWR SULYODpH JRVWH 2VWD (
KRWHOD XNOMXpXMX

RVREQH SUHSRUXNH RELWHOM SULMDWHOML

SUHWKRGQR LVNXVWYR V KRWHORP

UHSXWDFLMD KRWHOD

RJOD&DYDQMH

ORNDFLMX KRWHOD

FLMHQX L

SUHGUDVXGH WHPHOMHQH QD LPHQX KRWHOD
8 QHNLP VOXpDMHYLPD JRVW VH PRAH NRULVWLWL L
SXEOLNDFLMDPD SLVDQLP RG VWUDQH QH]DYLVQH RU:

WHOH SUHPD VYRMLP NULWHULMLPD pLVWRUD XGREC
VSRUWVNL VDGUADML L VO

-HGQRP NDG MH KRWHO RGDEUDQ JRVW LOL SRVUHG/
UHJHUYLUDQMH VREH ]D RGUHJHQL SHULRG %U]JLQD ]C
UHJHUYDFLMX RG ELOR NRMH RVREH X KRWHOX VWYDU
MH SRWYUYJLYDQMD UHJHUYDFLMH KRWHO PRA&H WUDA
GLWQD NDUWLFD LOL QRYpDQL SRORJ 2YDM SRVORY
KRWHOD GD (iH X VOXpDMX QHGRODVND JRVWD X YULN
KRWHOVNLK VPMHAWDMQLK NDSDFLWHWD ]DGU&DWL
IXQNFLMH UHF B SEVMMHGR ODXNOM X X M X

REUDGX |IDKWMHYD ]D UHJHUYDFLMX

NUHLUD.GYMH V SRGDFLPD R JRVWX X VOXpDMX G|
XQDSULMHG

EORNLUDQMH VREH ]D JRVWD
LIUDGX SRVHEQRJ DUDQAPDQD ]D JRVWD DNR MH

SRGDFULNXSOMHQL WLMHNRP QDYHGHQRJ SURFHVD |
PRJX ELWL XSRWULMHEOMHQL X SULMDPQRP RGMHOX

3UHG UHJLVWUDFLMD MH DNWLYQRVW UHJLVWULUDOQN
PR&H ELWL MHGDQ GDQ SULMH QMHJRYD GRODVND LO



VND DOL X VYDNRP VOXpDMX SULMH QMHJR¥DHGLPND
UHJLVWNOMXpPXMX VOMHGHUH DNWLYQRVWL

D 'RGMWBE+H JRVWX VH PRAH GRGLMHOLWL VRED YH
QMHJRYD |DKWMHYD ]D UHJHUYDFLMRP 1DNRQ GI
VH VRED WUHED AEORNLUDWL3® VYH GR WUHQXWNTE
L QMHIJRYH SULMDYH X LQIRUPDFLMVNL VXVWDY
UHJLVWULUDQMD QHUH GXJR pHNDWL QD UHJLVW
SUHWKRGQRP GRGMHORP VREH 1DUDYQR GD RYD
ERRNLQJD QD GDQ GRODVND JRVWD MHU MH PRJX
MHOMHQD JRVWX ELWL [DX]JHWD GR SUHGYLYHQR
RG VWUDQH SUHWKRGQLK JRVWLMX

E UHLUDOMWLFHE NDWWLFD JRVWD NUHLUD VH NDR
DXWRPDWVNLP QDpLQRP X XYMHWLPD UH]JHUYLUD
VWD GH¢{;QLUD VH L QDpLQ SODUDQMD VD VYLP XY

F H,QLUBPOWHEXRWHO PRAH SRQXGLWL UD]JOLPpLWH F
WLSD &LMHQH VRED PRJX YDULUDWL X RYLVQRV\
QDPMHAWDMD ORNDFLMH SRJRGQRVWL X VREL L
XWMHFDWL QD FLMHQX

G MHORPLYRQMDYDQMH UHJLVW (CDést Reyistree NDUW L |
tion Card - GRC) + LQIRUPDFLMH NRMH VH SULNXSH X
]DKWMHYD ]D U Redavwdtior E&vbi PPRIJX VH NRULVWLWL
SXQMDYDQMH UHJLVWUDFLMVNH NDUWLFH JRVWD
PH UHJLVWUDFLMH &WR UOH JRVW SR]GUDYLWL MI
SRGDWDND XEU]DQ MH SRVWXSDN SUHX]LPDQMHI
UHJHUYDFLMRP

B3UHG UHJLVWUDFLMVNH DNWLYQRVWL ]D JRVWH L] VN

2UJDQL]DFLMVNL MH UDFLRQDOQR SRNX&DWL L]YU&LW
SDND SULMDYH XQDSULMHG &WR iUH ]D SRVOMHGLFX
UHFHSFLML 2YD MH SRMDYD QDURPLWR L]JUD&HQD NI
VWL X VNXSLQL GROD]H ]DMHGQR &WR PR&H VWYRUL
PHNDQMD QD UHFHSFLML

SRELPpDMHQD MH SURFHGXUD NRG VNXSQLK GROD]DND
YDFLMD SULPL SRSLVY LPHQD JRVWLMX X VNXSLQL WH
WRUD QHNROLNR GDQD XQDSULMHG 2VREOMH UHFHS
NDUWLFH ]D SULMDYX D QD GDQ GRODVND GRGLMHOM
POMHQLP NDUWLFDPD L SULORAHQLP VREQLP NOMXpH
X ]DVHEQX RPRWQLFX ]DMHGQR VD VNXSQLP SURJUDP
PDWHULMDORP .DGD pODQRYL VNXSLQH GRyX WUHEI
SULSUHPOMHQRP ]DVHEQRP VWROX SXOWX NRML VH
VWRULMX 'DMH LP VH RPRWQLFD X] I DPROEX GD SRW:¢
]D SULMDY X



BULMDYX XQDSULMHG PRJXUH MH RUJDQL]JLUDWL L QD

D

5HFHSPRWD Léoglistu NRMX MH SULEDYLOD L] XUH
Y D F Rbbhhing lista MH OLVWD VD LPHQLPD L GRGLMHOM
L VYLP RVWDOLP GHWDOMLPD R VNXSQRM UH]JHUY
UDWRU LOL SXWQLpND DIJHQFLMD X KRWHOX SULI

'He QLYDDWMHPH GRODVND X KRWHO L RGODVND V
LQIRUPDFLMDPD V UHFHSFLMH L RVLJXUDWL VYH
VWLPD L] VNXSLQH L DQJDALUDWL RVREOMH GME
Uniformed Staff

6D]QLWH YRGLWHOMD VNXSLQH L IDKWLMHYDWL R
QRVWL LIPHYyX KRWHOD L SULSDGQLND pODQRYD \

'"MHORPLWQRQLWL UHJLVWUDFLMVNH NDUWLFH JR
&DUG i *5& =D VNXSLQX WUHED LVSXQLWL MHGC
SRWSLVDQX RG YRGLWHOMD V oitingQista SWULBENR P
ELWL SULORAHQD X] UHJLVWUDFLMVNH NDUWLFH .

'RGMNB®ED XNOMXpXMH GRGMHOX VRED VNXSLQL
]DXIJHWRVWL NDSDFLWHWD X KRWHOX 5DGL ODNAal
VNXSLQD VPMH&WD VH QD LVWL NDW X KRWHOX

SURYWHUIDQMD VRED L RSUHPH X VREDPD * QDNF
RPpHNLYDQL GROD]DN JRVWLMX VNXSLQH UHFHSF
PRUDMX SUHNRQWUROLUDWL MHVX OL VYH VREH '
SUHPOMHQH ]D L]IGDYDQMH JRVWLPD

3UHG UHJLVWUDFLMVNH DNWLYQRVWL ]D YUOR YDaQH
Very Important Persons - VIP

.DGD MH X SLWDQMX GROD]DN YUOR YDaQH RVREH 9,
JLVWUDFLMH MH VOMHGHUUD

D

S5HFHSFLRRWDL SULNXSLWL RpHNLYDQH GRODVNH
GRUL LGXUHJ GDQD R]QDpDYDMXUL GROD]DN 9,3
99,3 Very Very Important Person JRVWLMX X UHJHUYDFLMV N

2VREOMAHSFLMH )URQW 21¢FH 6WDIlI UH EORNLU|
JRVWD SUHPD YUVWL VREH L VSHFLMDOQLP ]DKW
]D UHJHUYDFLMH

2VREOUMHAHSFLMH NRPXQLFLUD V KRWHOVNLP GR
Room Servicea GD EL GRPDULQVWYR PRJOR SUXAaLWL
GRWMHULYDQMH VREH 1D 9,3 JRVWD

2VREOMHHSFLMH GDMH QDORJ KR&mGS&WNRP GRPDI
GD X VREX SULSUHPH YRUH NR&ADULFX V NRODDpL
JRVWD X KRWHO

SURYMHULWL VREX L RSUHPX IXQNFLRQLUDQMH



5.3. Prijava gosta

8 KRWHOLMHUVWYX MH XRELpDMHQL QD]LY ]D GROD]D
UHFHSFLML YH]DQH X] QMHJRYCIGRPHMN KRWMOR R [RUDLPN
YD YULMHPH X NRMH tH JRVW XuL X VREX X KRWHOX D
DOL X SUDYLOX MH WR L]PHVyX L VDWL D SUH
X]DQFL X XJRVWDWHOMYWYX3GR VDWIGR IND®D) G
KRWHOLMHU PRUD JRVWX RVLIXUDWL SRpHWDN NRULA

Check-in SURFHSYHGVWDYOMD IRUPDOQRVWL NRMH VH R
YH L UHJLVWUDFLMH JRVWD QD UHFHSFLML GRGMHOD
PDQMH GRNXPHQDWD RG JRVWD UHJLVWUDFLMD JRVW

Check-intime MMULMHPH GR NRMHJ VH JRVWX pXYD UHJHUYL
VDWL QD GDQ GRODVND 8 VOXpDMX QHGRODVND
QMD XJRVWLWHOM WX VREX PRA&H VWDYLWL X GDOMQ

4XLEFN FKIMHNEUQL SULMDP L SULMDYD JRVWLMX NRML

Priority check-in M BURFHY SULMDYOMLYDQMD JRVWD NRML
QLP RGVWXSDQMLPD RG XRELpDMHQLK SUDYLOD SUL
SRVHEQH YDAQRVWL

1D WHPHOMX LVNUHQH GREURGRAOLFH JRVWX L VWYD
MH NXUH DNWhedk@RVWLSFRDLQMH S UR PHRW DODYRHQMD J R
3ULOLNRP SUYRJ NRQWDNWD VD RVREDPD NRMH VX ]D
DNWLYQRVWL L SRVWXSDND GRSULQHVX dWR XJRGQL
SUYX SRILWLYQX LPSUHVLMX GD MH GRADR X VYRM AG

=D YULMHPH VYDNRJ FKHFN LQD SRWUHEQR MH XpL
VOLND

60OLND Sedam koraka za uspjeSnu prijavu gosta



3R]GUDY L VGieel R& W D

S5HFHSFLRQDU XYLMHN PRUD ELWL VLIXUDQ L XYMHUH
SRVMHWLWHOMD NRML MH Xa4DR X SULMDPQL RGMHO
SULNODGDQ (DREEOjuBD @abar dan“ili A'REUD YHpHU3 8YLMHN
SLWDWL JRVWD A.DNR 9DP PRJX SRPRuUL"3

3RAHOMHWL JRVWWelGoREM&KR GRAOLFX

=D JRVWH NRML X KRWHO GROD]H VD XQDSULMHG SR
WUHED SURYMHULWL VYDNX VWDYNX X UHJHUYDFLML
JRVW YHU SULMH ERUDYLR X KRWHOX $NR MH JRVW Y
SR]J]GUDYLWL V ,Dobro dosli natrag u Vasansku“

$NR UHFHSFLRQDU QLMH VLIXUDQ X pLQMHQLFX GD Mk
JD SRIGUBYRBWR®R&EOL X 9DVDQVNX -HVWH OL YHU EL!

1 DJUD G L WRewhRI\WY D

=DKRWHOVNH JRVWH pODQRYH Aloyalty SURJUDPD KRWH(
UHFHSFLRQDU JRVWX WUHED GDWL GR ]QDQMD GD ]QD
loyalty SURJUDPD X GDWRWHFL V SRGDFLPD ORMDOQLK J
UDQ NDR NRULVQLN WRJD SURJUDPD &4WR UH ]D SRVO!
]JD VYDNX NRULAWHQX XVOXJX VD RGUHYHQLP ERGRYL
ERUDYND X KRWHOX =D RQH JRVWH NRML QLVX pOD
9DVDQVND?® WUHED LP SRQXGLWL WX PRJIJXUQRVW ]D >
X] REMDaAaQMHQMH EHQH¢(FLMD RG pODQVWYD X WRP ¢
JRVWD a48HOL OL SRWSLVDWL SULVWXSQLFX L QD WDM
KRWHOD 9DVDQVND?3

,QIRUP LU D Wfarnd Re/ W D

yDN L X VOXpDMHYLPD NDGD MH JRVW YHi# ELR X KR\
EDUHP WUL SRIJRGQRVWL NRMH KRWHO SUX&D 7UHED
JRGQRVWL YH]DQH X] SUX&DQMH GRGDWQLK XVOXJD :

Z SRIJRGQRVWL X SRVORYQRP NRQJUHVQRP FHQWL
Z ¢WQHWWWDU

Z wellness FHQWDU

Z ED]HQ

Z XVOXJH UHVWRUDQD j OD FDUWH LOL EDUD

Z EHVSODWDQ REURN ]D GMHFX

z

SRQXGSHFLMDOL]LUDQH JDVWURQRPVNH SRQXGH
RGUaADYD RYLK GDQD
EHVSODWDQ EU]JL LQWHUQHW SULVWXS

Z EHVSODWDQ SULMHYR] KRWHOVNLP DXWRPRELORI

8YLMHN WUHED ELWL VSUHPDQ L VSRVREDQ JRVWX R
QMHJIJRYRJD LQWHUHVD ]D VYH KRWHOVNH VDGUAaDMH
PD NRMH JRVW WUDAaAL R RNUXaAaHQMX X NRMHP VH KRW
FLMH R VDGUaADMLPD X GHVWLQDFLML ORNDOQRP L |

N



8 SXWLW Dirég® M&V D

5HFHSFLRQDU XYLMHN PRUD ELWL VSUHPDQ JRVWX StF
QRJD PMHVWD DNR MH RQ WR XSLWDR 7UHED PX SRN|
MH PRJXUH RGQRVQR DNR MH UHFHSFLRQDU X SULOL
RVREQR RGYHVWL GR OLIWD XPMHVWR GD PX VH SRN
WXPDpL NDNR UH GR OLIWD GRUOL ,VWR YULMHGL L G
NDNR UH JRVW GRUL GR VYRMH VREH QDURpPLWR DNR |
VDGD QLMH X SULOLFL RWSUDWLWL JRVWD GR QMHJR)

*RVWD XYLMHN WUHED XSLWDWL MH OL PX SRWUHEQD
DNR QHPD UDVSRORALYRJD EDJDALVWH 7DNRYHU JD
VREH L QDpLQH UXNRYDQMD RGUHYHQLP XUHYDMLPD X
uUH JRVW NRULVWLWL QLNDGD VH QH L]JJRYDUD QD JOI
QD NRMHP MH VRED NDWX 2VLP @&WR VH ND&H QD NRM|
GRGLMHOMHQD QMH]LQ VH EURM GLVNUHWQR SRNDA&H
VH JRVWX XUXpXMH L X NRMRM VH QDOD]L NOMXp NDU

=DKY D O L Whank®g W X

*RVWX VH ShetkalaN\RBHED ]DKYDOLWL &WR MH RGDEUDR |
VWLJIJDR 7R MH QD M E RaviaftXsid apabvellL Vasandkd HiL, Avala

]D 9D4 RGDELU 9DVDQVNH L YMHUXMHP GD GHWH X&LYD
uhotel* 5HFHSFLRQDU XYLMHN WUHED ELWL VLIJXUDQ GI
JRVWD MHU iH VH JRVW XYULMHGLWL XNROLNR QMHJR
QDpPLQ 'LR JRVWLMX MH QD WX pLQMHQLEX L]X]JHWQR R

3R]RYLWHCAaRMeW D

5HFHSFLRQDU VH PRUD SRW Uch&k-Wal V\GADY RRALW R LSAN. D LN
QX GREURGRAOLFX 7UHED PX VH SRQXGLWL ]D VYDN
HYHQWXDOQR ]JDWUHEDWL ]D YULMHPH VYRMHJ ERUDY

7TUHED ELWL VLIXUDQ GD VH JRVWX UHNOR VYRMH LPF
UHUL VYRMH LPH D JRVWRYR SUH]JLPH L QDpLQ NDNR
MX PRaAH SURQDUL L NRQWDNWLUDWL X VOXpDMX GD F
IDNRQ RGUHYHQRJ YU HleekgrD |D\\DUGDRMHINDGD MH UHFH
REDYLR VYH SRWUHEQH Dchidkiiny QRWWD WHYBIED $SXVWLW
yH RGUHYHQR YULMHPH GD VH JRVW VPMHVWL L UDVN
RGUHYHQRJ YUHPHQD QD]YDWL X VREX WR QH WUHED
NDNR VH RVMHUD MH OL VH VQD&DR MH OL VH UDVNRI
LOL ELOR NRMD GUXJD YUVWD SRPRUL

*RVWH WUHED RVORYOMDYDWL SUH]JLPHQRP B8NROLNR
YLWL JRYRUQX SRUXNX NRMX 0iH JRVW SUHVOXaDWL L
R QMHPX 7D SRUXND PR&aH JOOREWU BRWQUUIRVER RLYDHN
moje ime je Vlado i zovem s recepcije i provjeravam da vidim je li sve u redu

u VaSoj sobi. Ako bilo Sto zatrebate za vrijeme VaSeg boravka ili imate bilo

kakvo pitanje, molim da birate na telefonskom aparatu br. 5 kako biste dobili

QDaHJD KRWHOVNRJ WHOHIRQVNRJ RSHUDWHUD D PL
PR SRPRUL +YDOD 9DP 3



2G RYLK QDYHGHQhéckhnRURRDDFULRG i GRJDYyDMX Vi
MHPH ¢JLpNH SULVXWQRVWL JRVWD ]D UHFHSFLMVNLP

2WYDUDQMH KRWHOVNRJD UDpXQD

9D4QD IXQNFLMD ]JDSRVOHQRJ RVREOMD X SULMDPQR
YDQMX SUHFL]QLK L WRpPQLK ]DSLVD VYLK ¢QDQFLM\
VYDNRJD JRVWD &LOM WDNYRJD D&XUQRJ YRYHQMD ¢
NUX4QRJD UDpXQRYRGVWYHQRJ WRND L ]DWYDUDQMD
JRVWD 8 NUX&QRP UDPpXQRYRGVWYHQRP WRNX PRJIX{
ID]JH VOLND

RWYDUDQMH UDpXQD
RGUADYDQMH UDpXQD
]JDWYDUDQMH UDpXQD

2ZWYDUDQMH UDpPpXQD

5DpX]® JRVWD RWYDUD VH NRG SUYH (¢QDQFLMVNH W
JRVWD OR&H VH GRJRGLWL X MHGQRM RG VOMHGHULK

D 8 WUHQXWNX UPNRJYRVUWVILIYUAL DYDQVQX XSODW
SQL LJQRV LOL GMHORPLPDQ GLR UDpPXQD 1D Sl
UH]J]HUYLUDR VREX X KRWHOX OLVWRSDGD
i UDGL QRYRJRGLAQMLK SUD]QLND RYDM
WHUPLQLPD NDGD VH UH]J]HUYDFLMH JDUDQWLUL
VOQRP XSODWRP 3URIHVRU MH XSODWLR N>
XQLMHWR NDR SUYD WUDQVDNFLMD QD QMHJRYRPF

E 8 WUHQXWNX NDGD KRWHO ]D Shotkig CDYDLQ @O X R (
L]lYUAHQH UH]JHUYDFLMH D SULMH GRODVND JRVW
VUSQMD UH]JHUYLUDR WHUPLQ RG + L
XSODWX X L]JQRVX RG NXQD L]YUALR MH N
IRUPLUDQ QMHJRY UDpXQ X] LVWRYUHPHQX SURY
WUDQVDNFLMH

F 8 WUHQXWNX WRNVUOW MDEIMAX MH VRBDSERBMKMH O

SURI *DOLpLUG MH L]YUALR UH]JHUYDFLMX VPMH&W

+ NRORYR]D 5DpXQ uH ELWL SRVODQ QD

QDGAPHQW X WXUL]JPX L XJRVWLWHOMVWYX 2SDW

NRORYR]D 1MHJRY UDpXQ NDR JRVWD WLPH MH
VREH SURNQMLAHQ

$4aXULUDQMH UDpXQD

=D YULMHPH ERUDYND JRVWD X KRWHOX RVLP RVQRY
GRGDWQLK DNFHVRUQLK XVOXJD 6YH YUVWH WDNYL
GHQWLUDMX MHU LK JRVW PRUD SODWLWL UHJLVWUL
MHGRP NDNR QDVWDMX



60LND .UX&QL UDPXQRYRGVWYHQL WRN KRWHOVNRJD UDp

=DWYDUDQMH UDpXQD

7R MH ]DYU&QD L NRQDpPQD ID]D UDPpXQRYRGVWYHQRJD
5WDMD 8 YULMHPH RGODVND NRQDpPDQ UDpXQ JRVWD
GD VH SUHRVWDOL GXJ VYRGL QD QXOX

$NR MH SUHWKRGQD XSODWD RG VWUDQH JRVWD PDC
UDQMH JRVW SOD{D UD]JOLNX ,] SUHWKRGQRJ SULPM!
SUHWKRGQX XSODWX RG NXQD X WUHQXWNX U
UDPpXQ X WUHQXWNX RGODVND L] KRWHOD L]JQRVLR Mt
UD]JOLNX RG NXQD QD EODJDMQL

8 VOXpDMX GD SODUHQL L]JQRV QDGLOD]L L]JQRV QD U

YUDUD JRVWX NDNR EL VH ][DWYRULR QMHJIRY UDpX

SODWLR NXQD ]D VYRM ERUDYDN DOL MH ]JERJ

QLMH WDNR GD MH QMHJRY UDpXQ RVWDR QD N
NXQD YUDUHQ MH SURI *DOLpLUX

OR&H VH ]DNOMXpLWL GD MH SUDYRYUHPHQR L WRpQR
YRYHQMH ¢QDQFLMVNLK WUDQVDNFLMD YHRPD YDAQR ]
SRVORYDQMD 7R SRGUD]XPLMHYD GD iH KRWHOX VSU
XpLQLWL YHiUH ]DGRYROMVWYR .DNR EL VH EH] SURSX\
EODJDMQLN QD UHFHSFLML WUHEDR EL LVSUDYQR SUTC
UD]JOLPLWLP UDpXQLPD YDXpHULPD QDORJLPD L SRPR



5.5. Upute za dobrodoslicu

'REURGRAOLFD RGQRVQR OMXED]QRVW L EU]LQD RG L
JRVWD X KRWHO 3UYL XWLVDN NRMHJ WUHED RVWDYL
AaWR SRGUD]XPLMHYD GD VYDNRP JRVWX WUHED X] WR
GREURGR&OLFX 6PLMH&DN MH X VYLP RNROQRVWLPD
GDWL GR ]QDQMD GD MH EDa&d RQ QD SUYRP PMHVWX p
WXDFLMD JRVWLMX WLMHNRP GDQD

8NROLNR VX UHFHSFLRQDUL [DX]HWL LOL VX X WLMHN
NRP L ODJDQLP NOLPDQMHP JODYH JRVWX UuH GDWL G
GD UH PX XEU]JR SRVYHWLWL SDaQMX 5D]JJRYRU L]PHY
pLP JRVW VWLJQH

8 KRWHOLPD QD UHFHSFLML PRUDMX VWDMDWL NROLF
ODJDQMX JRVWX $NR QRVDp SUWOMDJIH EDJDALVW S
MHU UH VH QRVDp SREULQXWL ]D QMLKRYX SUWOMDJX
GRN JRVW QH REDYL IRUPDOQRVWL RNR SULMDYH

8 KRWHOX VH RGYLMD SRVORYDQMH NRMH NDUDNWHUI
PMHQMLYLK GRJDYyDMD 1DLPH VYDND MH XJRYRUHQD
JRVWD D UD]OLpLWL JRVWL LPDMX L UD]JOLpPLWH VNO
KRWHOVNLK XVOXJD &4WR YL&H LQIRUPDFLMD KRWHO |
EROMH XQDSULMHG SULSUHPLWL L WDNR SUXAaLWL NYI

3UYR PMHVWR V NRMLP VH JRVW VXVUHUH SUL XODVN
NRUQR XUHYyHQR PMHVWR L]D NRMHJ EL WUHEDR VWD
WDQ UHFHSFLRQDU aWR UH VYDNRP JRVWX ]DAHOMHW

3UDYLOQLN R NDWHJRUL]JDFLML KRWHOD RGUHyXMH &
UHFHSFLMD DOL X QMHPX VX SURSLVDQL VDPR PLQLF
OMDYDWL RGUHYHQD NDWHJRULMD KRWHOD , GRN VX
JRGLQD XJODYQRP ]JDGRYROMDYDOL SRWUHEQLP PLQL
SULGRELYDQMH JRVWLMX GRYHOD MH GR WRJD GD GI
]JYMH]GLFH XRpDYDPR HOHPHQWH PQRJR YLAHJ VWDQ
NRQNXUHQFLMD SRWDNQXOD VWDOQR SREROM&DQMH
VH JRVW NRML ERUDYL X KRWHOX V WUL JYMH]GLFH XJ
VWDQGDUG YHiuH NDWHJRULMH NRML QLMH RpHNLYDR

6XYUHPHQD MH WHKQRORJLMD SRVOMHGQMLK JRGLQD
FLMVNRJ SRVORYDQMD LDNR MH RQR X VXaWLQL RVW
FL LQIRUPDFLMVNR NRPXQLNDFLMVNH WHKQRORJLMH
D SRVHEQR LQWHUQD NRPXQLNDFLMVND YH]D NRMD
WDNR GD VX QD MHGQRP PMHVWX SULNXSOMHQL VYL
JDMQL VORERGQLP VREDPD L GU 7R MH SULGRQLMI
DOL L WRPH GD VYDNL UHFHSFLRQDU EH] RE]JLUD MH
UHJLVWUDFLMD JRVWD VDGD PRaH UDGLWL VYH L WL

ULOLNRP SULMDYH JRVWD X UHFHSFLML UHFHSFLR(¢
NRQWDNW NRML VH PRaAH RNDUDNWHUL]JLUDWL NDR Ql



SRGX]LPD RGUHYHQH UDGQMH L SRVWXSNH 3UHPD V
X] UHFHSFLMX PRUD ELWL L RGJRYDUDMXuUD WHOHIRC
]D SULYUHPHQR RGODJDQMH SUWOMDJH L GL]DOR VF
YLGOMLYRP PMHVWX

1R WR VX VDPR RVQRYQL NULWHULML D L]JOHG UHF
KRWHOD RYLVQR R QMHJRYRM NDWHJRULML QDPMHQ
GDWL UHFHSFLMD X SULPRUVNRP KRWHOX JGMH WLM}I
QD RGPRUX L UHFHSFLMD X NRQWLQHQWDOQRP KRWH
NOLMHQWHOD 5D]J]OLNXMX VH L PDOL RELWHOMVNL WH
PQRJR YLAL VWDQGDUG XVOXJH

,DNR YUOR UD]OLpLWH UHFHSFLMH XYLMHN PRUDMX E
VLIXUQR L GREURGR&@DR D NROLNR UH WDNDY GRMDP
EDJ]QRVWL UHFHSFLRQDUD .RPIRU RYLVL L R FMHORN?
QLMH VDPR SXOW X] QMHJD PRUD ELWL L DGHNYDWD
RGPRULWL L SRSLWL QHNR SLUH GRN pHND GD VH SU
VPMHaAWHQ X EOL]LQL UHFHSFLMH QHJR FMHORNXSQR
EURM XJRGQLK IRWHOMD ]D VMHGHQMH V PRJIJXUQRA&UX
EH] REDYH]H GRELMH a8HOMHQR SLUH

$NR MH ULMHp R SRVORYQLP KRWHOLPD X EOL]JLQL UF
F H Q {Bisldess Center)y, SRVHEQR DNR VREH QHPDMX ]DVHEQ
LQWHUQHW &WR MH SRVORYQLP OMXGLPD RG YHOLN
LPDWL VYX UDpXQDOQX WHKQLNX NRMD UH JRVWLPD
REDYOMDQMH SRVORYD V WLPH GD SURVWRU QH VPL
UDGLWL X PLUX

6XSURWQR SRVORYQLP L NRQJUHVQLP KRWHOLPD plLI
RSUHPOMHQD X VNODGX V YLALP VWDQGDUGRP L RS
JLMRP PDOL RELWHOMVNL KRWHOL PRUDMX SUXaLWL
ELWL XJRGQR VYLP JRVWLPD D SRAHOMQR MH XUHGL\
utH VH |DEDYOMDWL GRN VH URGLWHOML SULMDYOMXN
REJLURP QD YUVWX KRWHOD SD uH X PDOLP RELWHOL
RVHEXMQLK GHWDOMD VOLNH FYLMHUOH L UD]JQL VXYH

1R RSUL MH WUHQG NRG RSUHPDQMD VXYUHPHQLK U
XNORSL X FMHORYLWX VOLNX L LPLG& KRWHOD *GMH
VNLP NDUDNWHULVWLNDPD KRWHOD NDR L RL]JYRUX V
L QHRVYLMHWOMHQD 'DQDV VH FLMHQH KRWHOL pLMD
YHOLNLP EURMHP XJRGQLK IRWHOMD L VWRORYD D Sk
VH SUHGYRUMH KRWHOD VYH pHaUH RSUHPD NRPELQLL
PHQ LOL PUDPRU pLMX KODGQRUX JULMH YHOLNL WRS
PR&H ELWL REOR&AHQ L UHFHSFLMVNL SXOW

.YDOLWHWD PRUD ELWL QHXSLWQD NDNR EL VH VYDN
PHQDWD PRJDR VYDNRGQHYQR pLVWLWL EH] ERMD]Q
VWRUD MH L]X]JHWQR YDaQD MHU MH UHFHSFLMD SUYF
X KRWHOVNRM NXuL 3UL WRPH SUYD LPSUHVLMD NRN
]JDVLIXUQR MH L]JJOHG RVREOMD NRMH GRpHNXMH L XV



5.6. Procedure prijama gostiju

1D RVQRYX SULVSMHOLK Srbofng (stak L UW HOUM B BIVNND. K U |
YDFLMD VREX ]D EXGXuHJ JRVWD SULMH QMHJRYD C
UHFHSFLMH +RWHOLMHUVNR MH SUDYLOR GD JRVW X
VRED PRUD X SRWSXQRVWL RGJRYDUDWL XYMHWLPD L
2VLP RGUHYLYDQMD VREH GXAQRVW &HID UHFHSFLMH
ND ]JD RGUHYyHQL GDQ QD WHPHOMX NRMH UH UHFHSF
LK X VREH

&MHORNXSQL RGJRYRUQL SRVWXSDN NRMHJID REDYO
LQD D VDVWRML VH X SULMDYL UHJLVWUDFLML JRV\
YD Yodming guest 8] NOMXp VREH HOHNWURQLpPND NDUW
UHFHSFLRQDU MH JR¥WWX HIXADQ [CHNPIMRMXVX QD]QDp
VOMHGHUL SRGDFL

EURM VREH
EURM RVRED

SUH]JLPH JRVWD

UDJGREOMH ERUDYND RG * GR
SRPHWQD XVOXJD

]JDYUAQD XVOXJD

*RVWH KRWHOVNX LVND]QLFX SUHGRpLWL aHIX UHVWRL

ULOLNRP SULMDPD JRVWD QMHJIX WUHED GDWL RVQF
YLP VDGUADMLPD JGMH VH QDOD]H GUX&AWYHQH SURV
]JDEDYD L VO 3ULMH SUHGDMH NOMXpD SRWUHEQR MH
POMHQD ]D JRVWD 1DNRQ WRJD JRVWX WUHED GDWL
VNRJ DSDUDWD 8NUDWNR PR&H VH [DNOMXpLWL GD J
VYDNX GDOMQMX LQIRUPDFLMX PRAH REUDWLWL UHFH
XYLMHN QD UDVSRODJDQMX 'DWL SRJUHAQX REDYLMH
SRUXNX QD YULMHPH L LVSUDYQR PRaH SURX]JURpPLW
SRVORYQL JXELWDN SD L |IDKWMHY ]D QDNQDGX JERJ Q

$NR YULMHPH L GUXJH RNROQRVWL WR GR]YROMDYDM
SUD]QRP JRVWD WUHED RWSUDWLWL GR OLIWD L GR
SREULQXW UH VH ]D QMHJRYX SUWOMDJX *RVW SUYL
WUHED SRSULpDWL R YUHPHQX SXWRYDQMX L JHPOML
]1D QMHJD *RVW WUHED SUYL XiL X VREX D DNR MH
SUWOMDJH L SDOL VYMHWOR 3UWOMDJX SDAaOMLYR V!
]D RWYDUDQMHP SUHPD JRUH *RVWX VH PRAH RWYRUL
VNLK SULOLND 8] OMXED]DQ SR]GUDY JRVWX VH GDM|
XJRGQLML ERUDYDN X QD&@HP KRWHOX 8NROLNR VH JR
]DAHOMHWL XJRGDQ ERUDYDN

JRVWHU 7KH %XVLQHVV RI +RVSLWDOLW\ %DFN 2I¢FH 2SHUD
OF*UDZ +LOO ,QWHUQDWLRQDO (GLWLRQV ,00LQRLYV vVwu



6DPD SURFHGXUD SULMDPD JRVWD ]DYLVL R WRPH MH
LQGLYLGXDOQRJ LOL JRVWD X VNXSLQL OHYyXWLP X S
MH SULPLWL X KRWHO EH] RVREQRJ GRNXPHQWD SXW
OLVWH GROD]DND YLGOMLY MH VWDWXV JRVWD = MH (
GROD]L VD VNXSLQRP 3RVHEQX SDaQMX WUHED REUD
Important Person—-VIP NDR JRVWH KRWHOD

SBURFHGXUD SULMDPD LQGLYLGXDOQRJ JRVWD

ORAHPDWL UHJHUYDFLMX DOL PR&H GRUL L NDR LQ
in WUDaHuL VPMHAWDM X KRWHOX

S5H]HUY PRAMWDELWL SLVPHQD WM SRWYUYHQD QDM
SURGDMH D GRJDYD VH GD JRVW UH]JHUYLUD VYRM
LJUDYQR KRWHOX ,VNXVWYR MH SRND]DOR GD DN
UHJHUYDFLMX X SUDYLOX MH LPD 6WRJD JRVW QH
QDU QLAWD QH ]QD R UH]JHUYDFLML

1LNMOH GUXJDPLMH XWYUYHQR ]JDKWMHYRP ]D UHJHUY
FDPD GX&4DQ JRVWX NRML LPD SRWYUYHQX UHJHUYEC
VDWL 1DNRQ WRJD DNR QHPD SRVHEQLK REDYLMH
QHUH NRULVWLWL SD KRWHO PRAH QMRPH UDVSRO
RYH SURFHGXUH RGREUDYD &HI UHFHSFLMH 'DGH
KRWHO MH GX4DQ GUADWL VREX QD UDVSRODJDQM}

*RVWKIDMXGQR WUHED XSLWDWL LPD OL UH]JHUYDFL
UHJHUYDFLMH DNR SRVWRML

8 SRWYUGL UHIJHUYDFLMH PRUDMX ELWL QD]QDpHQL
JLPH EURM RVRED WHUPLQ ERUDYND WLS VPMH.
HYHQWXDOQL SRSXVWL VSHFLMDOQH AHOMH JRVW
swyueshvwilL. VRED NRMD MH QDPLMHQMHQD JRVWX
XYMHWLPD L] UHJHUYDFLMH

8 VOXpDMX GD QH X GRJRYRUX VD aHIRP UHFHSFLI

$NRRVW QHPD UH]JHUYDFLMX QDNRQ &WR VH VD]QE
QMHJRYH SRWUHEH WUHED PX SUHGORALWL WLS V

'DWIRVWX VYH LQIRUPDFLMH R FLMHQDPD L XVOXJDP
8WYUGLWL WHUPLQ ERUDYND WH GRJRYRULWL QDD

$NRD UDVSDODJDQMX QHPD RQR WR JRVW WUDAL
X GUXJRP KRWHOX ]DYLVQR R QMHJRYLP A8HOMDPD

8SR]QDWL JRVWD V SUDYLOLPD QDpLQD SODuUDQMD

D 5DpX® QRUHDSWODUIXMH VH XQDSULMHG RVRELYV
SUWOMDJH LOL LPD VDPR UXpQX SUWOMDJX 6!
SRWSXQRP L XUHGQRP UHJHUYDFLMRP PRJX ELW
SODUDQMD XQDSULMHG DNR GRyX EH] SUWOMD.

E 5DpX® XVOXJH SDQVLRQD QDSODIXMHULRE QDNR
YUZHWND ERUDYND JRVWD RGQRVQR LVWHNRP
PD NRML X KRWHOX ERUDYH GX&H RG VHGDP GD



URFHGXUD SULMDPD DIJHQFLMVNRJD JRVWD

$IHQFLMRWNL MH VYDNL RQDM JRVW NRML MH VYF
QHNRM SXWQLpNRJ DIJIHQFLML

SRWYWEBDXSODWH MH YDXpHU NRMHJD JRVW SUL (
SUHGDWL

*RVXWSUDYLOX SUHGDMH RULJLQDO YDXpHUD QD R
FLML IDNWXULUDWL XJRYRUHQH L SUXaHQH XVOX.

SHFHSFLWRK BXabDQ SUHNRQWUROLUDWL XYMHWH N
uxX LPH DJHQFLMH LPH L SUH]JLPH JRVWD EURM
VPMHAWDMD YUVWD XVOXJH HYHQWXDOQH QDGR
QD UHFHSFLML + GMHpML NUHYHWLUO ERUDYLAQD

S8NROLRNMRW WUDAL EROMX VREX QHJR aWR MH QD]
FHSFLRQDU MH GXaDQ UD]J]OLNX RGPDK QDSODWL\
,VWR YULMHGL L ]D SULMHOD] V SROXSDQVLRQD Q
PRUH SDUN GRPDUH ALYRWLQMH L GU

BURFHGXUD SULMDPD JRVWLMX X VNXSLQL

6 GUXJH VUWDOQMINXSQLK VRWDJ@KNXMH X SRMHGLQLP
ILVWD VNXSQLK JRVWLMX VH GRELYD L] XUHGD ]D UH]I
SULMH GRODVND VNXSLQH NDNR EL VH OLVWD JRVWL
JRVWLMX 'HWDOML YH]DQL ]D SODUDQMH WDNRYHU VF
MH GRN MH SRVHEQX SR]JRUQRVW SRWUHEQR SRVYHW!
YD NRML PRIJX QDVWDWL WLMHNRP ERUDYND X KRWHO

5DVSRUHG VRED WM VPMH&WDM ]D JRVWH VNXSLQH \
SULMH GRODVND JRVWLMX =DKYDOMXMXuL WRPH VYL
NDWX aWR X NRQDpPQLFL RODNADYD RGQRAHQMH SUW
H¢NDVQLMH I DGRYROMDYDQMH RVWDOLK ][DKWMHYD JI

6YH VREH GRGLMHOMHQH VNXSQLP JRVWLPD PRUDMX
VND VNXSLQH D PLQLPDOQR VDW SULMH GRODVND V

(OHNWURQLpNH NDUWLFH V RGJRYDUDMXULP EURMHYL
QD QD GDQ GRODVND .DUWLFH PRUDMX ELWL VSUHPQ
RYDNYRM SULSUHPL MHVW pLQMHQLFD GD MH PRJXuUD
JRVWLMX X UDJGREOMLPD YLVRNH ]JDXJ]HWRVWL KRWH
VNXSQLK JRVWLMX WUHED ELWL VSUHPQR SLUH GREU]I
VOHQLFL RGMHOD KUDQ odmiggliste WVBWHED M RCEMMQHG RV W
EDJDALVWH VDW SULMH GRODVND VNXSLQH NDR L ]D
QXaQR MH RVLIJXUDWL L SDUNLUQR PMHVWR ]D DXWRE

6DPLP GRODVNRP VNXSQLK JRVWLMX SRWUHEQR MH RV
JRVWLMX X SUHGYRUMX KRWHOD 2YLVQR R YHOLpLQL
PRUQL UHFHSFLM YV NdheSdO RGN N® EIEVBH L EH] [DVWRMD
MDPD JRVWLMX SRWUHEQR MH SULNXSLWL SXWRYQLFH
SRSLV SXWRYQLFD QLMH QDSUD Y Ghetkgn X DDIALWIMA (R
LVNUFDWL L UDVSRUHGLWL SUWOMDJX WH MX SRWRP F



PRP NUDMX SULMDPD VNXSQLK JRVWLMX QXaQR MH XS
RGODVND DOL L RUJDQL]JLUDQMX EXYyHQMD JRVWLMX X1

ORAH VH |IDNOMXpLWL GD VH DNWLYQRVWL YH]DQH X]
QD VOMHGHUH DNWLYQRVWL

BRVHEQDAaQRVW LPDMX LQIRUPDFLMH SULNXSC
GRODVND VNXSLQH

BULNXISOBDHGVWDYQLN VOXAaEH SURGDMH SD MH
RGMHORP SURGDMH

3ULBRIODVND VNXSLQH UHFHSFLMVNR RVREOMH N
yHQD VRED LPD NOMXp QD UHFHSFLML

IRGLWHOM VNXSLQH ]D VYRMH JRVWH GRJRYD
QD UHFHSFLML

SUHGVWHSPYRENMH EDU MHGQRP SRVMHUXMH YRGL
ERUDYND L V QMLP GRJRYDUD GDOMQMX RUJDQL]I

IRVBBWWWOMDJIH DNR SRVWRML SUHQRVL SUWOMD
6YDNDNR WUHED RVLIJXUDWL SULMHQRY SUWOMD]J

.DGDvVX JRVWL VPMHAWHQL &HI UHFHSFLMH GR
SRWUHEQH GHWDOMH

6NXSLQX SR GUDYOMD GLUHNWRU KRWHOD LOL &atF

AHUHFHSFLMH PRUD YRGLWL UDpXQD GD EXGH LQI
WDFLMH ]D SRMHGLQX VNXSLQX

2EUDPpYXYDNH GRPDUH LOL VWUDQH VNXSLQH WUH
GRODVNX X KRWHO RGQRVQR GUXJL GDQ NDGD
QDSODWX UDpXQD VNXSLQH

SURFHGXUD SULMDPD Y\ Rnpobaat@ersor]-RWRV L M X

OHQDGAaPHQW KRWHOD SUHPD QHNLP VYRMLP JRVWLPL
LP RVLIXUDWL SRVHEDQ WUHWPDQ 9,39WUHRWPDLQM X 8
SURFHGXUD X KRWHOX MH VOMHGHUD 3ULMH VYHJD E
XOD]D X KRWHO 1DNRQ 4&WR PHQDGA&HU SULMDPQRJ R
ODVND 9,3 RVREH R WRPH UH REDYLMHVWLWL GLUHN!
QDGAHUH 1DNRQ WRJD PHQDGA&HU SULMDPQRJ RGMH
SUHGYRUMD L KRWHOVNRJD XOD]D WH SUdh&KINQMHJRY
9,3 JRVWD X LQIRUPDFLMVNRP VXVWDYX

=D WR YULMHPH UHFHSFLRQDUL UH SULSUHPLWL UHJ
NDUWLFX VREH =DWLP QHNROLNR PLQXWD SULMH GR
PQRJ RGMHOD REDYMH&WDYD GLUHNWRUD KRWHOH L F
X SUHGYRUMH KRWHOD NDNR EL QD]RpLOL GRODVNX 9
SRpDVQL VWUDabuU RWYDUD YUDWD DXWRPRELOD L VU
SRND]XMH SXW GR SUHGYRUMD KRWHOD 8] WR SRpD\
JDALVWH ]D RGQR&HQMH SUWOMDJH X RGJRYDUDMXUUX



BULMH RGODVND X VREX 9,3 JRVW XSR]QDMH GLUHNW
KRWHOD 3RVOLMH XSR]QDYDQMD PHQDGAHU SULMDP
GR VREH WH UH WDGD SURYMHULWL VYH SRGDWNH L]
VDPRP NUDMX PHQDGA&HU SULMDPQRJ RGMHOD UH SU
PMHVWX NDR L XVOXJH NRMH MH 9,3 JRVW QDUXpPLR Qt
3RWRP UH OMXED]QR SR]JGUDYLWL JRVWD L ]DAHOMHW

5DQLML GRODVFL UD]JOLND X GDWXPX

8 VOXpDMX NDGD JRVW GRyH UDQLMH UD]OLND X GDW
UH]J]HUYDFLMX X UDpXQDOX 1DNRQ WRJD WUHED SUR®
QLP WLSRP VPMHaAWDMD L XSLWDWL JRVWD SULKYDUUD
GR GDWXPD UHJHUYDFLMH 8NROLNR VH JRVW VODaH
X UDpXQDOX L SULPLWL JRVWD $NR MH ULMHp R DJIHQ
GD VH GR UHJHUYLUDQRJ GDWXPD WUHWLUD NDR LQC
KRWHO QH UDVSRODaH VORERGQRP VRERP GR UH]HU®
SRNX&DWL VPMHVWLWL X GUXJL KRWHO

8 VOXpDMX NDGD JRVW GRYH UDQLMH UD]JOLND X VD!
VORERGQD L VSUHPQD VOLMHGL QRUPDODQ SRVWXSI
WUHED NRQWDNWLUDWL RGMHO GRPDULQVWYD NDNR

'RODVFL JRVWLMX V LQYDOLGLWHWRP

SULOLNRP GRODVND JRVWLMX V LQYDOLGLWHWRP ON
MDPQRJ RGMHOD RG L]QLPQH VX YDAQRVWL =DSRVOFt
ELWL XVOXaQL DOL QH QDPHWOMLYL 8SLWDWL UH J
SURL]JYROMQR L]YRGLWL ]DNOMXpNH 2G L]QLPQH MH Y
DQH QMHJRYRM SUDWQML 2VREOMH PRUD GREUR SR]
V LQYDOLGLWHWRP MHU UH QMLKRYR SR]QDYDQMH SK
GR4OLFH L JRVWRSULPVWYD 7UHED ELWL SULODJRGO
UDGRP SULGRQLMHWL VDYODGDYDQMX EDULMHUD L R(

D *RVWLSRWHaNRUDPD "MHODWQUOFMXVH WUHEDMX S
VWX QD QDpLQ GD EXGX ARpL X RpL3 NDG JRG M
JRVW RVMHUDR XJRGQLMH 1LMH SRA4HOMQR GRG]
YDOLGVND NROLFD =DSRVOHQLFL WUHEDMX SRJ.
JRVW ]DPROL QRUPDOQLP WHPSRP L V SRVHEQRF
]JDSRVOHQLND VH |DKWLMHYD ]DGUADYDQMH GL]D
LQYDOLGVNLP NROLFLPD

E *RVWL V SRWHKHaANRULXAQD MH VWUSOMLYRVW L SI
JRVWD V SRWHAaANRUDPD X JRYRUX $NR ]DSRVOHC(
JRVWD UH ]DPROLWL GD SRQRYL L]JJRYRUHQR 1HP
MH UD]XPLR JRVWD XNROLNR QLMH *RVWX VH REU
V RpLPD =DSRVOHQLN WUHED JRYRULWL MDVQR L

F 60LMRSWL L JRVWL V REFRVIWXOLIF? GDMXPFLOMDOQD
REMDaAaQMHQMD SRQXGL PX VH SRPRU L XNROLNR
QXGL JRVWX GD JD X]PH SRG OLMHYX UXNX L GD
RELOMHAMD KRWHOD L VYH @8WR EL PRJOR SUHG\



QSU VWHSHQLFH YUDWD LOL XNUDVQR ELOMH .I
SRWUHEQR MH RGYRMLWL QRYpPDQLFH RG NRYDQI
SURpPLWDWL QDJODV

G *OXBERVWL L JRVWL V Ra2GUHYHQLR WVLIRPORP VH ¢
SRIRUQRVW JRVWD 7UHED PX GRSXVWLWL L]JERU
RVRED LPD SUHYRGLWHOMD WUHED VH REUDWLWI
2VREL NRMD pLWD V XVDQD JRYRUL VH SRODNR L
QMD LOL YLNDQMD 3REULQXWL VH GD EXGH GRE
JRVW PRAH GREUR YLGMHWL OLFH L XVQH JDSRVC
X NRMHP VOXpDMX QH SRaXULYDWL X UD]JJRYRUX
LQIRUPDFLMH

H *RVWIPHQWDOQLP SFEDSBRVOHQLFL VH RYLP JRVWLI
REUDUDWL QD UDYQRSUDYQRM UD]JLQL i V RGUD)
GMHFRP NDR V GMHFRP 6 QMLPD VH UD]JJRYDUD M
UHPpHQLFDPD *RVWX MH QXa4QR SRND]DWL aWR WU
SRQRYL RQR 8WR MH ]JDSRVOHQLN XpLQLR =DKWL
QMX V JRVWRP NDR L SUXaDQMH RKUDEUHQMD L S

6YL JRVWL V SRWHANRUDPD PRUDMX ELWL XSLVDQL X
YDFLMH X VOXpDMX QHNH KLWQH VLWXDFLMH

5.7. Prijava gostiju
3uLMDYD JRVWLMX EH] UHJHUYDFLMH

SULOLNRP SULMDYH VYDNRJD JRVWD X KRWHOX JRVW
aAaWR MH L SURSLVDQR ]DNRQVNLP SURSLVLPD D VYL
]QL A&WLWL QMLKRYX SULYDWQRVW WM ]JDAaWLWL DQRC
LPDMX VOMHGHUH REYH]H

D 1LNDGB VPLMX SRWYUGLWL QLWL ]JDQLMHNDWL G
KRWHOX EH] MDYQRJ RGREUHQMD VDPRJD JRVWD

E 1LNDG® VPLMX GDYDWL LQIRUPDFLMH YH]DQH X] E
RGOD]DN FLMHQX VREH LWG WUHURM RVREL EH

F 2EDYHMIRJIJRVWD PRUD LQIRUPLUDWL R QHRELPQLF
X YH]IL V QMHJRYLP ERUDYNRP

=DAWLWRP SULYDWQRVWL JRVWD SRND]XMH VH SURIFE
RpHNXMH GD VH ]IDAWLWL L QMHJRYD SULYDWQRVW VR
GDWL EURM VREH WUHURM RVREL EH] RGREUHQMD JR\
NRMD QLMH SULMDYOMHQD X WRM VREL LOL XRSUH QH

2GMHO UHFHSFLMH VQRVL YHOLNX RGJRYRUQRVW RVL
SULOLNRP UHJHUYLUDQMD VRED WUHED SD]JLWL QD Sl

.ODVLpQD QRUQD PRUD VYDNRJD JRVWD EH] UH]JHUYD
MH NLORPHWUH L NLORPHWUH MH NDGD GRYyH X KRW|
QLMH GXabQ WDNYRP JRVWX GDWL VPMHaAWDM DNR

+D\HV . 1LQHPHLHU - ' Upravljanje hotelskim poslovanjem, 0 30XV =DJUHE
VWU



VYRMLP SURIHVLRQDOQLP SULVWXSRP PR&H SRPRUL i
GUXJRP KRWHOX

9DAQR MH JIQPWHOGMHU V JRVWRP EH] UHJHUYDFLMH ]
QXWNX SRWSLVLYDQMD SULMDYQLFH RG VWUDQH JRV\
NDUWLFH VREH

3RVHEQD EULJD L SULSRPRUO X L]IQDODAaHQMX VPMHAaWL
VPMHVWLWL SURPRYLUD KRWHOLMHUVWYR NDR FLMHC
DOWHUQDWLYH RQGD UH &@&HI UHFHSFLMH REDYLWL UD
VWRULML NDNR EL VH LIEMHJOD QHXJRGQRVW -HU SUL
GUXJRJD NRML QH PRaH ELWL VPMHAWHQ PRA&H GMHOR

$NR VORERGQLK VRED LPD UHFHSFLRQDU MH GX&DQ S
QDpLQ SODIUDQMD ,QVWUXPHQWL SODiUDQMD VX RELpQF
FH QDOR]JL ]D IDNWXULUDQMH L GUXJL S5HFHSFLRQDU
XQDSULMHG LOL JD ]JDPROLWL GD VH QMHJRYD NUHGLW:

2YX SURFHGXUX UDGD XSUDYD KRWHOD uH SRWDQNR R
EDPD A=DNRQD R XJRVWLWHOMVNRM GMHODWQRVWL?3 L

.DG JRVW VREQL UDpXQ SODWL XQDSULMHG GMHODMW
REDYLMHVWLWL VYD SURGDMQD PMHVWD X KRWHOX
GDWQH HNVWUD XVOXJH QD UDpXQ VREH GMHODWQI
V JRVWRP QDpPLQ SODUDQMD WLK XVOXJD

.DNR VH UDGL R YUOR RVMHWOMLYRM SURFHGXUL YD
XVWURMLWL VWDOQR XYMHAEDYDQMH 8 VOXpDMX SRV
V QDGUHYHQLP GMHODWQLNRP LOL UH JRVWD XSXWLW

-HGDQ RG QDM]QDpDMQLMLK SRGDWDND SULOLNRP ¢
DUDQAaPDQD NRMX UH JRVW NRULVWLWL ]D YULMHPH
VOMHGHUH XVOXJH

D QRUHQMH V GRUXpNRP
E SROXSDQVLRQ QRUHQMH GRUXPDN L MHGDQ RG .
F SXQL SDQVLRQ QRUHQMH GRUXpPDN UXpDN L YHp

9UOR MH YDA&QR GH,;QLUDWL SRPHWQX XVOXJIJX RGQRV
QMH VYRM ERUDYDN X KRWHOX 8 KRWHOLMHUVWYX M
ERUDYDN V XVOXJRP GRUXpPND WR VX ULMHWNL SULP
GROD]H X KRWHO 8RELPDMHQR MH GD JRVW VYRM ERI
YHpHUH LOL QRUHQMD

.DR 4WR MH YDAQR J]QDWL SRPpHWQX XVOXJX YD&QR M|
JRVWD X KRWHOX 7DM ]QDpDM SURL]JOD]L L] pLQMHQLF
YULMHGQRVW XNXSQH YULMHGQRVWL QMHJRYLK XVO X
JH VX XVOXJH RVQRYQLK XVOXJD 8NROLNR JRVW NRU
SDQVLRQ 3 D SRpLQMH V QRUHQMHP SUYL GDQ ERUI
VH XVOXJD QRUHQMD V GRUXpNRP 1' D RVWDOH GDQI
NRMX NRULVWL $NR JRVW NRULVWL XVOXJX QRUHQME
VH XSLVXMH SRpHWQD L ]DYU&QD XVOXJD



S8NROLNR NRULVWL XVOXJX SROXSDQVLRQD V JODYQLP |
PX MH XVOXJD UXpDN LOL NRULVWL XVOXJX SROXSDQVI
339 L SRpHWQD PX MH XVOXJD YHpHUD DXWRPDWVNI
XVOXJIJD GRUXpDN 6YH RVWDOH PRJIJXUQRVWL VX RWYR
7LPH EL SULMDYD ELOD ]DYU&@HQD X] REYH]X GD VH WL
]IDNOMXpHQMD GQHYQH REUDGH DAaxXULUDMX QDGRSXQ

.RG XQRVD SRGDWDND R JRVWX YUOR MH ELWQR WR
NRMD VH SULMDYOMXMH MHU WD R]JQDND LPD XWMH
PRJX ELWL
D RGUDVOD RVRED JRVW NRMD SODuUD SXQX FLMHC
E GLMHWH NRMH NRULVWL SRPRUQX SRVWHOMX X V|
F GLMHWH X NUHYHWX V URGLWHOMLPD LOL SUDWL!

3UHPD A3BRVHEQLP X]DQFDPD X XJRVWLWHOMVWYX3 )
EUDYD SRSXVWH
]DGMHEX GR JRGLQH DNR GLMHOH NUHYHW V U]
QDSODUXMH VPMHaAWDM D KUDQX QDSODuUXMH SU
REMHNWD alacarte
]DGMHFX RG GR JRGLQD DNR GLMHOH NUHYHV
MHP QDSODUXMH FLMHQX VPMHaAWDMD XPDQMHQ
FMHQLNX XJRVWLW&@M¥*NRJID REMHNWD

]JIDGMHEX GR JRGLQD NRMD VH NRULVWH SRVH
URGLWHOMD SUDWLWHOMD QDSODuUXMH FLMHQX
8 GYRMEL URGLWHOM RGQRVQR SUDWLWHOM GXabQ
]DWL GRE GMHWHWD LQDpH VH L ]D GLMHWH QDSODU:

=D SRMHGLQH NDWHJRULMH JRVWLMX XJRVWLWHOM
QLAX FLMHQX RG REMDYOMHQH

BRGDWDN NRMRM NDWHJRULML JRVW SULSDGD ]QDpD|
SULVWRMEH MHU ERUDYLAQX SULVWRMEX QH SODuUDM
OLNRP SULMDYH R]JQDND ]D SODUDQMH ERUDYLAQH S
VOMHGHUH NDWHJRULMH RVRED

D RVRED SXMUDLER®DYLAQH SULVWRMEH

E RVRED SSODDUIDK]GRVD ERUDYLAQH SULVWRMEH

F RVRERWHRERSFODWDQMD ERUDYLAQH SULVWRMEH



BUHPD RGUHGEDPD pO A=DNRQD R ERUDYL&EAQRM
ERUDYLAQX SULVWRMEX QH SODuDMX

GMHFD GR JRGLQD VWDURVWL

VOLMHSH L JOXKH RVREH V WMHOHVQLP LQYDOLC
VXGLRQLFL @&NROVNLK L]JOHWD RUJDQL]JLUDQLK R
RVRESXUHQH QD OLMHpHQMH X OMHpPLOLaA&WH RG V\V

GXJRIJRGAMVEDOIQL JRVWL X WXULVWLPpNRP PMHVWX
MH WXUL]PD QD SULMHGORJ PMHVQRJ RGERUD I
WLPpNRJID YLMHUD WXULVWLPpNH ]IDMHGQLFH

SULSDGQQREVWDUVWYD XQXWDUQMLK SRVORYD L
NDGD QRUH X VPMHAWDMQRP REMHNWX D QDOD]Ft
QLK ]DGDuD

VHIRQVNL UDGQLFL V SULMDYOMHQLP ERUDYNRP

SXWQDFSXWQLpPNRP EURGX X PHYyXQDURGQRP SR
NDGD VH EURG QDOD]JL X VLGULAWX LOL YH]X X O

YODVRIWYRUQH VWDUH RELWHOMVNH NXUH VWHp
RVWDYLWHOMD NRML MH LPDR SUHELYDOL&WH >
QMHJRYH XaH RELWHOML NDGD ERUDYH X WRM N>

BUHPD LVWRP =DNRQX pO RVREH RG GR QDYUA
SODuUDMX ERUDYLaAQX SULVWRMEX XPDQMHQX ]D

3UuLMDYD JRVWD V UHJHUYDFLMRP

8 KRWHOVNRP SRVORYDQMX QD UHFHSFLML MH pHVW
UHJHUYDFLMRP D UHFHSFLRQDU QHPD QLNDNYLK SRGI
MH SURFHGXUD VOMHGHUD

=DMHBQR/OX4&ERP SURGDMH UHFHSFLRQDU iH SUF
VD VOLPQLP SUH]JLPHQRP LOL LPHQRP RGQRVQR
GDQ SULMH L GDQ SRVOLMH UDGL SRWHQFLMDOQ

8 VOXpDMX NDGD X KRWHOX SRVWRMH VORERGQ
FHSFLRQDU UH JRVWD SULPLWL X KRWHO SR XYM
LOL YDXpHUD

8VOXpDMX NDGD X KRWHOX QHPD GRYROMQR UDV
SDFLWHWD UHFHSFLRQDU UH SULPLMHQLWL SRV\
GUXJL KRWHO SR PRIJXUQRVWL LVWH LOL EROMH
ERP SURGDMH

8 KRWHOLPD YL&H NDWHJRULMH QD JODYQRP XOD]X )
Bell Captain LOL SRpDVQL VWUDADU NRML SRPDAH JRVW X
YD QRVDpD SUWOMDJH 1RVDp SUWOMDJIH YDGL SUWO
]JD SUWOMDJX WH SUDWL JRVWD GR UHFHSFLMH B5HFI
SR]GUDYOMD JRVWD *RVW XUXpXMH UHFHSFLRQDUX ¥
PHQW R SRWYUYyHQRM UHJHUYDFLML



,VNXVWYR MH SRND]DOR DNR JRVW WYUGL GD LPD SF
ERP QHPD GRND] X SUDYLOX MHVW UH]HUYLUDR =ER
GD UHFHSFLRQDU QLAWD QH ]QD R UHJHUYDFLML 5HF
SRMHGLQRVWL R UHJHUYDFLML VREX iH PX L]GDWL R
NXPHQWDFLMX $NR LSDN UH]JHUYDFLMX QH SURQDYVH
JRVWigory Card) WH QD UHFHSFL M \Q\NPND SGIRBUYDFLMH L |
LIYLMHVWLWL &HID UHFHSFLMH

5HFHSFLRQDU NRML SDPWL OLNRYH L LPHQD RVRED LF
VYRMLK GXaQRVWL L SRPDaAH XVSMHaAQLMHP SRVORYDQ
KRWHO QDMYLa4H PRaH REUDGRYDWL RVPLMHK L RVORY

5HFHSFLRQDU PRUD XYLMHN ELWL VSUHPDQ UDGR GRpD
EOLADYD UHFHSFLMVNRP SXOWX 'RN UD]JJRYDUD V JR\
QMHPX 1D WHOHIRQVNL VH SR]JLY MDYOMD RGPDK 8] I
Uub UHFHSFLRQDU GDMH SUHGQRVW WHOHIRQVNRP SR

5HFHSFLRQDU UH JRVWX XUXpLWL IRUPXODU ]D SULMI
stratonCard L RORYNX V PROERP GD IRUPXODU SRSXQL pl
8 VXYUHPHQRP KRWHOLMHUVWYX QLMH XRELpDMHQR ¢
NXPHQW LVND]JQLFX LOL SXWRYQLFX ]D RVREH NRMH
5HIJLVWUDFLMD SULMDYD JRVWD MH ]JDNRQVND REYH
VH EDYH SUXaDQMHP XVOXJD VPMH&AWDMD

7R SRGUD]XPLMHYD GD VH VYL JRVWL NRML NRULVWH
UbMX SULMDYLWL UHJLVWULUDWL X LQIRUPDFLMVNF
GRPDUL LOL VWUDQL JRVWL

3ULMDYQL OLVW LOL SULMDYQD NDUWLFD JRVWD Guest
]OD MH ]D VYH JRVWH NRML VH SULMDYOMXMX X KRW
LPH L QDFLRQDOQRVW

3ULMDY Q DRé&yBttatgh Rdaord

3ULMDYQD NDUWLFD REUD]DF ]D SULMDYX JRVWD MF
VNLK LQIRUPDFLMD R JRVWX 7LSLpQD NDUWLFD VDGU

LPH L SUH]JLPH JRVWD

DGUHVD VWDQRYDQMD L EURM WHOHIRQD JRVWD
SRGX]HiH ]JDSRVOHQRVWL

GDWXP GRODVND

SODQLUDQL GDWXP RGODVND LOL GXA4LQD ERUDY
FLMHQD VREH

YUVWD L WLS VREH

EURM VREH

QDpLQ SODUDQMD

SRVHEQL ]JDKWMHYL JRVWD

SRWSLV JRVWD

Z2Ir X~ - IO T MmO



3ULMDYD VOXAL UDGL WUL JODYQH IXQNFLMH
=DGRYROMDYD ]DNRQVNH XYMHWH

BUXADLGHQFLMX VWYDUQLK GROD]DND ]D UD]OLI
RQDOQR RSUDYGDQMH ]D SULMDYX MH GD MH SUH
VOXpDMX SRADUD LOL GUXJH QHSRJRGH %XGXUL ¢
MH GRODVNH QLNDGD QLMH X FLMHORVWL XYMHL
FLMVNLK HYLGHQFLMD PRaH SUXaLWL NRULVQH D¢

3RPD&GD VH SRWYUGL JRVWRYR SULKYDUDQMH XY
NRULVQR DNR VH SRNUHQH VXGVNL SRVWXSDN

3RGDFL ]D VNXSLQH L 9,3 JRVWH QDMpH&UH VH LVSXQ
VNH DNWLYQRVWL UHFHSFLMH OQRJL sWiXcYidedHIRPHQL KR
NLRVVDHSULMDYX 3ULMDYD JRVWD RGQRVQR LVSXQML
VNRJ OLVWD REDYH]D MH UHFHSFLRQDUD D RVLP WRJ
GHWDOMD YH]DQLK X] SULMDYX JRVWLMX NDNR EL WI
*RVW PRUD GMHORPLPQR LVSXQLWL UHJLVWUDFLMVN X
YUVQL XJRYRU L]JPHYyX KRWHOD L JRVWD

2GUHGEDPD pODQDN A3UDYLOQLND R REOLNX VD
MLJH JRVWLMX L SRSLVD JRVWLMX?* 1DURGQH QRYLQ
VDGUADM L QDpLQ YRYHQMD NQMLJIJH JRVWLMX NRM>
SUXADMX XVOXJX VPMHAWDMD X XJRVWLWHOMVNRP R

.QMLI®BVWLMX YRGL VH NDR ][DVHEQD NQMLJD GR
VWUDQLK JRVWLMX

.QMLGRPDULK JRVWLMX L NQMLJD VWUDQLK JRVW
XNRULPpHQLK NQMLJD pLMH VX VWUDQLFH QXPHUL

'RPDWIRVWL XSLVXMX VH X NQMLJX GRPDULK JRV)
LVXMX VH X NQMLJX VWUDQLK JRVWLMX

.QMLGRPDULK JRVWLMX L NQMLJD VWUDQLK JRVW
WDUQMRM QDVORYQRM VWUDQLFL SHpDWRP L SR
SDQLMVNRJ XUHGD QDGOHAQRJ ]D SRVORYH WXUI
WD XJRVWLWHOMVNRJD REMHNWD

6WUDROMLIH GRPDiILK JRVWLMX WUHED VDGUAD\
JRVWX

UHGQL EURM SULMDYH
SUH]JLPH L LPH

VSRO

GDWXP L PMHVWR URJHQMD
EURM RVREQH LVND]QLFH
DGUHVD

GDWXP L YULMHPH GRODVND
GDWXP L YULMHPH RGODVND L
SULPMHGED

N

N NNNNNNN



6WUDQNRMLIJH VWUDQLK JRVWLMX WUHED VI
SRGDWNH R JRVWX

Z UHGQL EURM SULMDYH

Z SUH]LPH L LPH

Z VSRO

Z GUADYOMDQVWYR

Z GDWXP L PMHVWR URYyHQMD

Z DGUHVD

Z YUVWD L EURM SXWQH LVSUDYH
Z YUVWD L EURM YLI]H

Z GDWXP GR]YROH ERUDYND

Z GDWXP L PMHVWR XODVND X +UYDWVNX
Z GDWXP L YULMHPH GRODVND

Z GDWXP L YULMHPH RGODVND L
Z SULPMHGED

.QMLGRPDiIULK JRVWLMX L NQMLJD VWUDQLK JRVWLM X
GYLMH JRGLQH QDNRQ &WR VX SRSXQMHQH

.QML@BPDULK JRVWLMX L NQMLJD VWUDQLK JRVYV
RVREQRP UDpXQDOX

.DGDUH NQMLJD GRPDULK JRVWLMX L NQMLJD VWU
QRP UDpXQDOX QLMH SRWUHEQD RYMHUD D VYL
GQHYQR OLVWDWL

SRGDHALNQMLJIJH GRPDULK JRVWLMX L NQMLJH VWU
QD RVREQRP UDPpXQDOX WUHEDMX ELWL SRKUD
PHGLMX QDMPDQMH GYLMH JRGLQH

=DYU&GHWNRP SULMDYH UDPpXQDOR DXWRPDWVNL RW)
]JDYUAHQRJ SULMDYOMLYDQMD UHFHSFLRQDU UH HYF
RVREQX LVND]QLFX RVWDYLWL X SUHWLQFX NOMXpD V
YUDWLWL LK JRVWX

5HFHSFLMD SRUWLUQLFD L WHOHIRQVND FHQWUDOD
PRUDMX ]QDWL NRML MH JRVW VWLJDR X KRWHO L X NF
MR& QLMH ]DYU&HQD

8 VXYUHPHQLP KRWHOLPD PRJXUH MH QDLUL QD SRV
SULMDYX Self ChebkbnlGD JRVW REDYL VYRMX SULMDYX V
QDOR DXWRPDWVNL L]GD HOHNWURQLPpNX NDUWLFX EI
MH PRJXUuD WHN QDNRQ &@&WR VXVWDY RpLWD NUHGLW
LVSLVXMX UHJLVWDUVNX NDUWLFX NRMX JRVW SRWSL
'DNOH X VXYUHPHQRP KRWHOLMHUVWYX YHOLNL VH ]
VPMHAWDMX L SULMDYL JRVWLMX 1D WDM QDpLQ VH V
GMHODWQLND X UHFHSFLML



%H] REJLUD QD SURFHGXUX KRWHOLMHU EL WUHEDR
GD JRVW QD GRODVNX X KRWHO RVREQR SRSXQL SRY
SUH]LPH DGUHVX EURM WHOHIRQD LOL PRELWHOD W
WR L]X]HWQR YD&QL SRGDFL R JRVWX D QDURPLWR M
WR L] YLAH UD]JORJD

XV W U RigiingVist®
SRYUDWD ]JDERUDYOMHQLK VWYDUL

]JDERUDYG@BQBQMD UDpXQD QSU UDPpXQD ]D QDN
JH LWG

=D YULMHPH GRN JRVW SRSXQMDYD IRUPXODU ]D UHJ
NUHWQR XVSRUHGLWL RULJLQDO YDXpHUD V NRSLMRP
9DXpHU QH VPLMH ELWL LVSUDYOMDQ D XNROLNR MH
XpHU GRVWDYLWL @8HIX UHFHSFLMH NRMé-niaforX SLVDQF
VYH XWYUGLWL V DJHQFLMRP NRMD MH YDXpHU L]GDO

IDNRQ XSLVD SRGDWDND QD IRUPXODUX ]D UHJLVWUD
VDpX SUWROWHBDAOKMNX LVND]QLEFEX QD NRMRM MH LVSLVDI
VWX GRJRYRUHQH XVOXJH L GDWXP RGODVND 1D LVN
KRWHOVNLK VDGUADMD X] QHNH YDaQH QDSRPHQH 8
HOHNWURQLPpND NDUWLFD ]D RWYDUDQMH YUDWD VRE
AHQMH XVOXJD X WRP KRWHOX QD VREQL UDpXQ 7UH
VLIXUQRVQLK UD]JORJD VYH YL&H XYRGH L GRGDWQL V
VNLK VRED WDNR GD VH GDQDV YUDWD PRJX RWYRUL)

D NODVLpPpQL NOMXp
E HOHNWURQLpPND NDUWLFD NRQWDNWQL L EH] NRC

F UD]OEpRWHEWRHEORMIYDUDQMD YUDWD RWLVDN SU\
IMHQLFD RND OMXGVNL JODV

8 VOXpDMX HOHNWURQLpPNLK L PDIJQHWVNLK NDUWLFD
XWRU |]D XPHWDQMH HOHNWURQLPpNH NDUWLFH 1D H(
LVvSLVDQ EURM VREH 8 VXYUHPHQLP KRWHOLPD HOH
UDpXQDORP NRMH PREHDNVWSHL VDWADWYHH X VREX WLMHN

8 XYMHWLPD LQIRUPDWL]LUDQRJ SRVORYDQMD QD UH
FLMRP PRA&H VH L]YUALWL X] RVQRYQL SUHGXYMHW GD
GD MH UHJHUYDFLMD XQLMHWD DOL QLMH ]J]DSRpHWD
5HIHUYDFLMD GRODVND JRVWD MH SUHNR IXQNFLMH ¢
LIGDYDQMH UDpXQD

.RG SULMDYH JRVWLMX V UHIHUYDFUMR/K (SIRWDHMIQ R
YH]DQD ]D MHGQX RG YUVWD SURGDMH NRMD MH GH¢Q
UHJHUYDFLMH 9UVWH UDpXQD NRMH VH YH&X X] YUVW
WD GDNOH PRJX ELWL

D LQGLYLGXDOQL UDpXQ ]D LQGLYLGXDOQH JRVWH
E VNXSQL UDpXQ ]D JRVWH VNXSLQH

F IDNWXDHRVWH NRML VX X KRWHO VWLJOL SRVUHG
NRMRP KRWHO LPD SRWSLVDQ XJRYRU R DORWPD (



1IDNRQ RGUHYLYDQMD YUVWH UDpPpXQD GREUR DSOLNEL
FHSFLRQDUX VYH XYMHWH L] UHJHUYDFLMH NRML VX X
VD UHJHUYDFLMH 2YGMH GROD]L GR LJUD&DMD SUDYL
X UHJHUYDFLML NRML RQGD RODN&DYDMX UDG UHFHS
DOQWLFLSDWLYQD NRQWUROD

8QRV SR UHJHUYDFLML PRJXUH MH SUHNLQXWL X VYDN
YLWL NDGD MH WR SRWUHEQR SR LVWRP EURMX UH]HU
YU&L SULMDYX JRVWLMX SR UHJHUYDFLML ELWL XSR]!
YHO RWYRUHQ

ULMDYD VNXSLQH JRVWLMX

BURFHV SULMDYH VNXSLQH JRVWLMX YUOR MH YDabQ
XQDSULMHG QH XWMHpH QD PRIJXUQRVW LJUDGH QRYLK
JRVWLMX EXGXuL GD VNXSLQH NRULVWH VSHFLMDOQL
QH JRVWLPD VNXSLQH EH] SULMDYH IXQNFLMD VH PR
WHANRUH SUL EXGXUHP LIGDYDQMX NDUWLFD

$NR VH XVWDQRYL GD SRVWRMH NDUWLFH NRMH QH U
GD UHFHSFLRQDUL QLVX L]YHOL RSHUDFLMX SULMDYFH
MDYLWL VNXSLQX L QDVWDYLWL NRGLUDWL QRYH NDL
EOHPD V NDUWLFRP =D SULMDYX VNXSLQH WUHED RC
Q D S U éh¥dkil L

5XNRYDQMH HOHNWURQVNLP NOMXp NDUWLFD

8 GbQbaQMH YULMHPH HOHNWURQLpPpNH NDUWLFH VYH
QDPpLQ RWYDUDQMD KRWHOVNLK VRED (OHNWURQLpPpNE
NRQ SULMDPD L YHUL,FLUDQMD SRGDWDND L] UHJLVW
MH QD IXWUROL HOHNWURQLpNH NDUWLFH WH UH UHFF
GLVNUHWQR XND]DWL QD EURM VREH

7LMHNRP VYRJD ERUDYND X KRWHOX JRVW PRAaH L]J>
JRVW PRUD SULORALWL RVREQL GRNXPHQW V IRWRJU
WL QRYD NDUWLFD ,VWD SURFHGXUD YULMHGL DNR J
VREX .DUWLFD PR&H SRVOXALWL JRVWLPD L ]D RVREC
VH NRULVWH XVOXJDPD QD WHUHW UDpXQD VYRMH VR

BULOLNRP SUYH XSRWUHEH QRYH NDUWLFH QD EUDYL
PDWL]PRP SRQLAWDYD RGQRVQR RG WRJD WUHQXWNL
IXQNFLMD RPRJXuDYD NUHLUDQMH NDUWLFH NRMD VH
pLWD YUDWD RYLVQR R WLSX NRGHUD NRML VH XSRW
.DR SULPMHU DNR VH X KRWHO SULMDYOMXMH RELWH
YODVWLWX VREX DOL L NDUWLFX ]D QMLKRYX GMHFX
PRIJXUH NUHLUDWL WDNYX NDUWLFX NRMD UH RWYDUD

3RVWXSDN NRGLUDQMD NDUWLFH SULOLNRP SULMDY
VOMHGHULK DNWLYQRVWL

8QRFURMD VREH SULOLNRP MHGQRJ NRGLUDQMD
GRGLMHOLWL YL&H VRED



'RGDWEHPOWRUL]DFLMD ]D RGUHYHQH GRGDWQH XV
NDGD KRWHO XSRWUHEOMDYD DXWRUL]DFLMX ]D
NDR QD SULPMHU XSRWUHEX VREQRJ VHID SULVW
WUX NRUL&EWHQMH SDUNLUDOL&WD L GU 8 RYDN
NDUWLFH PRUDMX ELWL VWYRUHQH RGUHyYHQH SU
MH LQVWDOLUDWL EUDYH ]D RpLWDYDQMH NDUWL

8QLMHWL GDWXP RGODVND L] KRWHOD GXaLQD R
'"H¢e QLUDWL EURM QRUHQMD NRMH UH JRVW SURYH

2EQRWIRPHWQL GDWXP GDWXP GRODVND X VOXpl
EOMDYD SRpHWQL GDWXP QD NDUWLFDPD JRVWD

8QLMHWL YULMHPH L GDWXP LVWHND NDUWLFH
2GUHGLWL GDWXP RGMDYH VDW GDQ PMHVHF J
'H¢e QLUDWL EURM SRWUHEQLK NDUWLFD 1D JRVWD

IDNRA®@RVD QDYHGHQLK SRGDWDND L SRUXNH ]D SRWL
FH QDVWDYOMD VH SURFHV QMH]LQD NRGL¢{FLUDQMD
EURM NDUWLFD SRUXND UH UHFHSFLRQDUD QD WR QD
SQRJ SURFHVD L RGMDYH L] VXVWDYD

.RSLUDQMH NDUWLFD JRVWD

2YD IXQNFLMD VH XSRWUHEOMDYD ]D NRGLUDQMH GRG
QD VDPRP SRpHWNX SRVWXSND NRMHJD REDYOMD UHF
YRJD JRVWD 3RVWXSFL NRMH UHFHSFLRQDU REDYOM
VWD LGHQWLPQL VX SRVWXSX LIGDYDQMD NDUWLFH S
d4WR VH PRUD L]DEUDWL RSFLMD ]D NRSLUDQMH NDUW|

7TUHED XQLMHWL EURM VREH RGQRVQR VYH VREH DNR
RYRP PMHVWX SRWUHEQR MH QDSRPHQXWL GD UHFHSF
yLYDWL NRSLMH NDUWLFD X VOXpDMX NDGD JRVW L]JIX
QRYX NDUWLFX MHU VH QD WDM QDpLQ LIEMHJIJDYDMX S

.DUWLFD |D MHGQRNUDWQR RWYDUDQMH

JXQNFLMD VH XSRWUHEOMDYD ]D LJUDGX NDUWLFH N
VREQX EUDYX .DUWLFD ]D MHGQRNUDWQR RWYDUDQN
KRWHOLMHU JRVWX GR]JYROL GD UD]JJOHGD VREX LOL C
SDNHWD LOL X GUXJLP VOLpQLP VOXpDMHYLPD .DGD N
QLMH PRJIJXUuH SRQRYR MH XSRWULMHELWL

ORJXUH MH NRGLUDWL PDNVLPDOQR pHWLUL NDUWLFH
QRYRJ JRVWD =D L]JUDGX NDUWLFH ]JD MHGQRNUDWQR
SRWUHEQX RSFLMX L XQLMHWL EURM VREH 2VWDOL N
LOL NRSLMH NDUWLFH =D UD]JOLNX RG RVWDOLK NDUW
QR RWYDUDQMH NRGLUD VH VDPR |]D MHGQX VREX QH

yLWDQMH NDUWLFH

JXQNFLMD pLWDQMD NDUWLFH XSRWUHEOMDYD VH ]D ¢
LGHQWL¢{NDFLMX NRGLUDQRJ VDGUADMD DXWRUL]DFL



VHI ED]JHQ L GU =D RYX RSHUDFLMX WUHED RGDEULIL
LIYDGLWL NDUWLFX L] NRGHUD 1DNRQ @&4WR MH NDUWL
NRGLUDQH LQIRUPDFLMH R JRVWX NRMH VX XpLWDQH >
LVWHND NDUWLFH

%QULVDQMH NDUWLFH

YXQNFLMD AEULVDQMH NDUWLFH?® pLWD NDUWLFX EUL
2YD VH IXQNFLMD XSRWUHEOMDYD X VOXpDMHYLPD NI
GUXJD RGIJRYRUQD RVRED L] KRWHOVNRJD GRPDULQVW]
FLMVNRP SXOWX ]D RGMDYX 2YDM SRVWXSDN PRA&H S
QRVW SULOLNRP RGMDYH JRVWD

=D RYX IXQNFLMX WUHED RGDEUDWL SRWUHEQX RSFL
iH VH SULND]DWL LQIRUPDFLMH R JRVWX NRMH VX NF
VDW L GDWXP LVWHND =D SRWYUGX EULVDQMD VDGU
SUHGYLYHQX RSFLMX EULVDQMD QDNRQ pHJD iH VH
XPHWQH L L]YXpH L] NRGHUD

1DNRQ WRJD VDGUADM NDUWLFH MH L]JEULVDQ D NDU
XSRWUHEX X VXVWDYX .DR VYRMHYUVQD SURYMHUD
JOHGD VRED NRMD PRUD ELWL SULND]DQD NDR SUD](
XSRWUHEX SURGDMX

.H\ FDABOMXp NDOHMWFODRQVNL NOMXp HOHNWURQVND
OMD VXYUHPHQL LGHQWL¢{NDFLMVNL GRNXPHQW ]D JR
VNRP NRPXQLFLUDQMX 8 YHULQL KRWHOD X IXQNFLN
VREQL NOMXp .DUWLFD VOXAL L NDR LGHQWL¢{NDFLNM
UD]J]OLPpLWLK XVOXJD X KRWHOX D SODuD LK SRPRUUX
FMHORYLWLP LQIRUPDFLMVNLP VXVWDYRP X KRWHOX

ODVWHU FDUG ODVWHNUOIN/IBK\DDAN‘RMXAW)GHXVWDYX NRUL
LQWHOLJHQWQH HOHNWURQLp N @ UDH U] DXOKQRVWNHDMNKX [R
vara vrata svih soba u hotelu* 3RVWRML YLAH YUVWD JHQHUDOQL
pLMH NRULAWHQMH VH RGREUDYD |[DSRVOHQLFLPD SU
XODVND X SRMHGLQH KRWHOVNH SURVWRULMH

Passe-partout (franc.) A VSHFLMDOQL NOMXp NRsMalvPat¥Y H PR J X
VRED X KRWHOX ORJX JD LPDWL GLUHNWRU KRWHOD
VRED L VREDULFD GHaxuQbD

Termination card A YUVWD N RNGLMOEIR INRUMDLYH NRULVWL X V
LQWHOLJHQWQH HOHNWURQLpPNH EUDYH X KRWHOX D
M H G Q R Mbtk&\MjeG@R gost-kartice’, NRMH YL&H QHPDMX YUHPHQV
QRVW SUHVWDMX YULMHGLWL X RGUHYHQRP YUHPHQ

%XLOGLQJ FDMG® MXYDVNDUWLFH NRMD SRPRUX LQWHC
EUDY H ,otvara sve sobe u istoj zgradi*.



&ORFN FDUGNA MXINWENRUMLEH/ XVWDYX NRULAWHQMD L
NWURQLpNH EUDYH LPD XORJX YUHPHQVNH VLQNURQL
JUDPLUDQD YDOLGQRVW RGUHYHQD YUHPHQVNLP LQW

(PHUJHQF\ FDUGI_\_IfOIWXJb/WVM[RLMVDLRHVXVWDYX NRUL&WH
JHQWQH HOHNWUVRMNWYNUBDEVDN HWREH X VOXpDMX QXa
~grandmaster card“

Floorcard A YUNWBM XpD NDUWLFH NRMD X VXVWDYX NRUL
WURQLpPNH EUDYH R]QDpD Y Bve\sbhé Waliftoin kMRMD RWYDUD

Smart card Apametna kartica PDOL HOHNWURQLPNL XUHYyDM Y
NDUWLFH NRML VDGUAL HOHNWURQLpNX PHPRULMX L
QR pLS 3DPHWQH VH NDUWLFH NRULVWH ]D YUOR UD]
GDWDND R SXWQLNX JRVWX SRKUDQH HOHNWURQLDp!
VWYDUDQMH PUHAQLK LGHQWL¢{NDFLMD LOL YLUWXDO
NDUWLFH ELOR ]D pLWDQMH SRVWRMHULK LOL XSLVL
LPDWL SRVHEDQ pLWD p(sia@tReeriVieedér NRGWRNVNDQR PDOL
SHULIHUQL XUHYDM X NRML VH NDUWLFD PRA&H XPHWC(
NRMH VDGUAL (YLGHQWQR MH GD UH GDOMQML UD]JYH
ULAWHQMH smart kartice NDR NUHGLWQH NDUWLFH SD pDN

.DUWLFH ]D VNXSLQH JRVWLMX

2YD VH IXQNFLMD X VXVWDYX XSRWUHEOMDYD SULOLN
SLQH JRVWLMX SULMH QMLKRYD GRODVND X KRWHO
JXaYH L QHSRWUHEQH QHXJRGQRVWL SULOLNRP SULM
NRGLUDMX VH SRVHEQLP NRGRP WDNR GD NDUWLFD V
QH NDUWLFH .DUWLFD VNXSLQH QHUH XWMHFDWL QD
NDUWLFH WUHQXWQRJ JRVWD

=D XSUDYOMDQMH VNXSLQDPD JRVWLMX SRWUHEQR N
QDPD WH L]YUALWL QHNROLNR SRWUHEQLK NRUDND ]I
ND 3RWUHEQR MH GH¢{QLUDWL LPH VNXSLQH GRGLMH!
QD WDM QDPLQ SULOLNRP ¢]JLPNRJIJD GRODVND SULSDCG
VX JRWRYH L VWYRUHQH SUHWSRVWDYNH ]D EU]L SULI

.UHLUDQMH QRYH VNXSLQH

2YRP RSFLMRP SRKUDQMXMX VH VYH LQIRUPDFLMH R
WRUL]DFLMH GRGDWQH SRJRGQRVWL ]D JRVWH pODQ
QRJ GDWXPD GRODVND VNXSLQH XQLMHWL EURM QR
KRWHOX XQLMHWL SRpHWQL GDWXP GDWXP LVWHND
XQHVHQRJD EURMD QRUHQMD

IDNRQ WRJD WUHED RGDEUDWL VREH NRMH UH VNXSL
NRMLK VH WUHED SULGUaADYDWL NDGD VH RGDELUX VR

D $NWRED QLMH QD UDVSRODJDQMX R pHPX UHFHS|
aWHQ PRJXUH MH QDVWDYLWL GDOMQML SRVWXS|

E $NRMH VRED GRGLMHOMHQH GUXJRM VNXSLQL NR
QHUH ELWL GR]YROMHQR RGDEUDWL WX VREX ]D C



F $NRIH X VREL WUHQXWQR SULMDYOMHQ UHGRYDQ
]JD VNXSLQX D NDGD VNXSLQD VWLJQH L SULMDY
ELWL SRQLAWHQH

SURPMHQD VNXSLQH

=D SURPMHQX SRVWRMHiUH VNXSLQH WUHED L]DEUDWL
SURPMHQX VNXSLQH LGHQWLpPpQL VX NDR L NRG NUHLU
QRVW VH PRAH SURPLMHQLWL VYH GRN VH QH SURPLMF
SUHJOHG J]QDpDMNL VNXSLQH WUHED SRQRYLWL NRUDN

.RGLUDQMH NDUWLFD VNXSLQH

.DUWLFH VH PRJX NRGLUDWL XQDSULMHG WDNR GD N
QH PRUDMX pHNDWL QD NDUWLFH %XGXiL GD VH NDL
GRGLMHOLWL JRVWLPD MR& QLVX ¢]LpNL GRAOL X KRV
FH VNXSLQH R]QDpH L SRKUDQH QD VLIXUQR PMHVWR

9ULMHPH NRMH VH RGYDMD ]D RUJDQL]JLUDQMH NDUWL
QHJR X VOXpDMX GD VH NDUWLFH PRUDMX NRGLUDWL
1H VPLMH VH L]JJXELWL V XPD GD X VOXpDMX NDGD MF
SLQX YL&H QLMH PRJXUH QDSUDYLWL ELOR NDNYH SU

SRVORYQL GRJDYyDML YH]DQL X] KRWHOVNX VF

8 QDVWDYNX WHNVWD SULND]XMX VH RGUHYHQL SRVO!
GD LK RVREOMH RGMHOD VPMHaAWDMD D SUYHQVWYHQ
EL VH LIEMHJOL ELOR NDNYL QHVSRUD]XPL V JRVWLPL
X KRWHOX

1IDNQDGQD SULMDYD

S8NROLNR MH JRVW GRA4DR GDQ LOL QHNROLNR GDQD U
WLYQRJ LOL VXEMHNWLYQRJ QLMH SULMDYOMHQ PR.
GDWXPX NDG MH GR&DR

IDNRQ XQHVHQRJ VWYDUQRJ GDWXPD GRODVND JRVW
YDULMDQWH SULMDYH SR QHNRM UH]J]HUYDFLML LOL EH
YDFLMRP LVWX MH SRWUHEQR DNWLYLUDWL NUR] IXQ
X SURJUDPX UHJHUYDFLMD

7TUHED QDSRPHQXWL GD MH ]D WDNYRJ JRVWD SRWUHE
RQVNLK XVOXJD ¢(QDQFLMVNR GRNQMLADYDQMH SURS
GDQD NROLNR QHGRVWDMH GD EL QMHJRYR VWDQMH L

3RSXVWL

2 SRSXVWLPD PHQDGAPHQW KRWHOD L]GDMH SRVHEQF
MHGLQFH L VNXSLQH JRVWLMX WH SRMHGLQDpPQH SRV
VH XWYUyXMH L LVSUDYOMD

OQRJL KRWHOL XVWURMDYDMX W]Y SURJUDP ]D VWDO
SRSXVWH RYLVQR R EURMX SRYUDWDND GXOMLQL ERL



AlD JRVWH V SRSXVWRP3 X SUDYLOX VH ORWYDUDMX?2
VH XQDSULMHG 2 RGREUHQLP SRSXVWLPD VYDNRGQH
DL]YMH&G&UH VH GRVWDYOMD JODYQRP GLUHNWRUX %F
pLYR GLUHNWRU KRWHOD

'QHYQD VRED

'LVNUHFLMVNR SUDYR L]GDYDR®MD VRBR QD NRWNW&WSR
XPDQMHQRM FLMHQL 1D LPDMX @HI UHFHSFLMH Q
JD RGIJRYRUQD RVRED X KRWR&éhudDepankit®O D SURGDM
5D]OR]L UDGL NRMLK QHNLK KRWHOL QH SULEMHJDYDN
AaWHQMH MH LVNXVWYR NRMH SRND]XMH GD VH X KRW|
VPMHAWDMQLK MHGLQLFD NRULVWH RVREH VXPQMLYD

*RVWX NRML UH NRULVWLWL VREX WUHED QDSRPHQXW
]D GQHYQR NRUL&AWHQMH VREH 8] WR YDad&kMH LVWL
out vDwWL 5HJLVWUDFLMVND NDUWLFD VH LVSXQMD
KRWHOX 3RGDFL YH]DQL ]D GQHYQR NRULAWHQMH VRI
QMD L]YMHAWDMD YH]DQLK ]D SURGDMX VPMHaAWDMQLI

SUHPD ASRVHEQLP X]DQFDPD X XJRVWLWHOMVWY X3 X
MHEL VREX L]PHyX 8HVW L RVDPQDHVW VDWL ]D GQHY
VDWL XJRVWLWHOM QDSODUXMH VPMH&AWDM SR QLARI
WD FLMHQD QH PRAH ELWL YHUD RG UHGRYLWH FL

SRND]JLYDQMH VRED

yHVWR VH X SUDNVL GH&DYD GD JRVW SULMH QHJR &W|
KRWHOX SRaHOL QDMSULMH SRJOHGDWL VREX -HGQD
X VDWL &8HI UHFHSFLMH LOL QMHJRY SRPRUQLN RC
SR MHGQX RG VYDNH YUVWH WLMHNRP GDQD

'RPDULFD KRWHOD L]GDMH QDORJ ]D 4XUQR XUHVHQM
VWDQGDUGLPD 8 VOXpDMX ASRND]LYDQMD3 NOMXp W
SULYUHPHQR AEORNLUD3 VREX X UDpXQDOX LOL QD Ut
HYLGHQWLUD X GQHYQLNX UHFHSFLMH 2VRED NRMD ¢
VREH UHFHSFLRQDUX

5HFHSFLRQDU L]YMH&WDYD GRPDULQVWYR R ]DYU&H(
NRQWUROLUD VREX L SR SRWUHEL SRSUDYOMD SRVYV
SRND]JLYDQMH VH PRJX L]GDWL DNR QHPD GUXJLK VR

6REH AQD UDVSRODJDQMX3

8 YHULQL KRWHOD VREH VX QD UDVSRODJDQMX RG
VDWL QD GDQ RGODVND 2 WRPH KRWHOLMHU REDYMHE
LIGYRMHQRM L YLGOMLYRM REDYLMHVWL QD VWROX X

5HFHSFLRQDU UH JRVWX VREX L]GDWL L SULMH VD
DNR MH VREDULFD GRYHOD VREX X VWDWXV NRML GR]"
JRVWL QH RWSXWXMX SRVOLMH VDWL L RVWDQX X



FLMHQH NDR GRGDWDN QD VREX 2WSXWXMH OL JRVW
JDMQLN NQMLAL GRGDWDN RG MRa WM SXQX FLMH

2 SURGXAHQRP ERUDYNX JRVWD EH] QDSODWH RGOXE
SRPRUQLN =DELOMH&NX R WRPH SRWSLVXMH aHI UHFF

3UHPD A3RVHEQLP X]DQFDPD X XJRVWLWHOMVWYX? X
ND XJRYRUD R KRWHOVNLP XVOXJDPD JRVW MH GX&D¢
RGUHYHQRJ NXUQLP UHGRP D DNR WDNYH RGUHGEH >

VDWL $NR V XJRVWLWHOMHP QLMH GUXJDpLMH X
QDNRQ YUHPHQD RGUHJHQRJ NXUQLP UHGRP RGQRVQ
SODUDQMH VREH MR& |D MHGDQ GDQ RGQRVQR GQHYC
VREX GR VDWL

2EDYMH&WDYDQMH GUXJLK RGMHOD R GRODVNX JRVWI

$NR VH UDGL R GRODVNX QHQDMDYOMHQRJ JRVWD UH!
YLMHVWLWL NXKLQMX UHVWRUDQ WH RGMHO GRPDUL
GD JRVW QH aHOL NRULVWLWL XVOXJH QDYHGHQH X U
MH L R WRPH GXabQ RGPDK REDYLMHVWLWL UHVWRUD

/LVWD ]D UHVWRUDQ

yLP JRVW GRYyH X KRWHO UHFHSFLRQDU V QMLP GRJR
WHO SUXaD RGQRVQR DUDQAPDQ 'RJRYRUHQL DUDQAI
UDpXQDOX SULMDYRP JRVWD

SURPMHQX XVOXJH JRVW PRaH ]|DWUDALWL QDMNDVQL
S8RELPpDMHQR MH GD X VDWL QD WHPHOMX SRGDW
VWDYOMD &HIX NXKLQMH SUHGYLYHQL EURM SDQVLRQ
X VDWL

/LVWX ]D UHVWRUDQ UHFHSFLMD GRVWDYOMD NXKLQML
ND XVOXAaLYDQMD REURND 1DNRQ WRJD WUHED L]JEMHJ
ULAWHQMD SDQVLRQVNRJ REURND ,SDN X VOXpDMX QD
GRVWDYOMD NXKLQML SRVHEQL UDGQL QDORJ RYLVQR

1DNRQ @8WR MH XVOXALYDQMH SDQVLRQVNRJ REURND
HYLGHQFLMX L]GDQLK REURND L YUDUD OLVWX NRQW!
yXMH D SRWRP LVSUDYOMD

SUHPD X]DQFL ABRVHEQLK X]DQFL X XJRVWLWHOMYV
MHGLQH REURNH X SDQVLRQX LOL SROXSDQVLRQX DN
GR VDWL WHNXUHJ GDQD ]D LGXuL GDQ 8JRVWLW
REURN X SDQVLRQX RVLIJXUDWL QD QMHJRY ]DKWMHY
NHW RGJRYDUDMXuH YULMHGQRVWL L NYDOLWHWH



"QHYQLN UHUe# BB M H

8QXWDU VYDNRJ KRWHOVNRJD RGMHOD SD pDN L XQX
EDOR EL YRGLWL GQHYQLN SRVORYQLK SURPMHQD L °
dnevnik (Log Book) YRGL L X UHFHSFLMVNRM VOX&EL D X QM}
FLRQDUL ELOMH&H VYH YMBR LAMHR QIXSEBHQHMOMHQMH J
SULMHYR]D JRVWLMX LOL QHNH GUXJH REYH]H GMHOD
WHUQLP SRVORYQLP SURFHVLPD 3RVORYH NRML QLVX
QD X GQHYQLN ]D VOMHGHIL GDQ

7TDNR VH REDYMHAWDYDMX VYL GMHODWQLFL X UHFHS
'"MHODWQLFL X UHFHSFLML PRUDMX J]QDWL R NRMLP V
LIYLMHVWLWL VYRJD QDGUHYHQRJD RGQRVQR JODYQF

'QHYQLN UHFHSFLMH MH QHL]JRVWDYDQ DODW QX&DQ ]!
QRJ X RGMHOX UHFHSFLMH 8 GQHYQLNX UHFHSFLMH ]
PDFLMH ]D QDGROD]HiH VPMHQH LOL EOLVNX EXGXUQF

'"MHODWQLFL VYDNRGQHYQR DaxULUDMX LQIRUPDFLM]
SRWSLVRP 6YL GMHODWQLFL UHFHSFLMH PRUDMX VH
KRGQH VPMHQH WH WDNRYHU VYRMLP SRWSLVRP SRWY
OL $NR MH SRVWDYOMHQ QHNL ]DKWMHY WDGD RYX R
VPMHQH LOL SULMH SRpHWND VOMHGHUH VPMHQH

2VRED NRMD MH UMH&DYDOD WUDAHQH ]JDKWMHYH WU
WH 0H QDYHGHQR RYMHULWL VYRMLP SRWSLVRP

IHPRIJXUQRVW VPMH&WDMD

8 SUDYLOX VYDNL KRWHO MH GXabDQ VPMHVWLWL JI
'LVNULPLQDFLMD MH VWURJR |J]DEUDQMHQD DOL V
X VOMHGHULP VOXpDMHYLPD

NDGD QHPD VORERGQLK VRED

NDGD VH SRWHQFLMDOQL JRVW QHGROLPQR SRQD

NDGD JRVW SRND]XMH QDPMHUX QHSODuUDQMD VR
8 GUXJLP VOXpDMHYLPD PRaH VH RpHNLYDWL VXGVNL

QDGOHAaQD ]D RGELMDQMH JRVWD YHU MH WR GXaQRV
QLNH X UHFHSFLML XSR]QDWL V SURFHGXURP L IDNRQ

1H VPLMH VH GRJRGLWL GD JRVW V UHJHUYDFLMRP SF
VPMHEWHQ 2 WRPH MH YL&H UHPHQR X SRJODYOMX R |
R S UH E X NQverBogki

*RVWL V PDOR LOL EH] SUWOMDJH

6DPR RQL JRVWL NRMH RVREOMH KRWHOD YHUO SR]QDM
UHJHUYDFLMRP PRJX ELWL VPMHEWDQL X KRWHO EH]
EH] SUWOMDJH 6YLP RVWDOLP JRVWLPD EH] SUWOMD

/XSLi Hotel — prijamni odje, ANROVND NQMLJD =DJUHE VWU



XQDSULMHG 5HFHSFLRQDU ]DWLP LVSXQMDYD SULMD)Y
VXMH ASODUHQR XQDSULMHG?

SUHPD RGUHGEDPD A3RVHEQLK X]DQFL X XJRVWLWHOI
WD VH PRAH |DKWLMHYDWL SODUDQMH QRUHQMD XQD
SUWOMDJH LOL LPD VDPR UXpQX SUWOMDJX

6DPR RQL JRVWL NRMH RVREOMH KRWHOD YHUO SR]QDM
UHJHUYDFLMRP PRJX ELWL VPMH&WDQL X KRWHO EH]
]JH EH] SUWOMDJH 6YLP RVWDOLP JRVWLPD EH] SUWC
UDpXQ XQDSULMHG

5HFHSFLRQDU |]DWLP LVSXQMDYD SULMDYX L QD NDUYV
UHQR XQDSULMHG?® 6REDULFD UH SRGDWNH R VYDNRP
XWYUGL GD QHPD SUWOMDJX GRVWDYLWL UHFHSFLML

*RVW NRML GRYH QD UHFHSFLMX WUD&HUL VPMHAWDM
SR]Q D WchhDBaggage Guest JRVW V PDOR SUWOMDJH $NR J
PDOR SUWOMDJH EDJDALVW NRML QRVL WX SUWOMD.
FHSFLRQDUX .RUDFEhed-RMWEURNYRHGRVIWD VX VOMHGHI

%DJDALVW REDYMHaAWDYD UHFHSFLRQDUD R JRVW

=DXSLV JRVWD V PDOR SUWOMDJH UHFHSFLRQDU
4HID UHFHSFLMH PHQDGA&HUD UHFHSFLMH

5HILVWUDFULMYOIQRVW WUHED ELW Waf-nWUBRNQMDDNDR

7JUDALWL RG JRVWD SUHGXMDP ]D XNXSDQ UDp>
ERUDYND X KRWHOX

1D UHJLVWUDFLMVNX NDUWLFX JRVWD WUHED
PDOR SUWOMDJH?

SHFHSFLR@BIED SULSUHPLWL VYD JRWRYLQVND
PHQW &KDUJHV i $3& L SRVODWL VYLP SURGDM
6DOHV i 326

S5HFHSFLRQDU WUHED GRGLMHOLWL VREX L SUHGI
%DJDALVW WUHED GRSUDWLWL JRVWD GR VREH



60OLND Check-in procedura za goste s malo prtljage

SURGXAHQMH ERUDYND ]D MHGDQ LOL YL4H GDQD

8 VOXpDMHYLPD NDGD JRVW ]DaHOL SURGXAaLWL VYRM

IDMSWIUMED SURYMHULWL PRIXUQRVW SURGXAaHQ!
UDVSRORALYRVW NDSDFLWHWD 8NROLNR SURGX
JRVWX WUHED SRQXGLWL VPMHAWDM X QHNRP GU
8VOXpDMX SURGXaHQMD ERUDYND UHFHSFLRQDU
VND JRVWD L REDYLMHVWLWL KRWHOVNR GRPDUULC
QRYRQDVWDORM SURPMHQL

$NRH UDGL R SURGXAHQMX ERUDYND DJHQFLMVNF
QR GRIJRYRULWL QDpPLQ SODUDQMD XVOXJD NRMH
FLML QLVX ASRNULYHQH3® YDXpHURP
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8 RUJDQL]DFLMVNRM VWUXNWXUL KRWHOD SULMDPQL
QLND L]JPHYyX JRVWD L RVWDOLK RGMHOD X KRWHOX !
WR QDJOD&HQD XORJD NRRUGLQDFLMH 8VSMH&EQRP V
RGMHOLPD RVLIJXUDWL UH VH JRVWLPD SUXaDQMH EU]!
JRVWL |DKWLMHYDMX RG KRWHOD |]DSULPDQMH SLVD(
SRaAWH emal WHOHIRQVNLK SR]JLYD L RVREQLK SRUXN
JRVWL WDNRYyHU |IDKWLMHYDMX GD VH QMLKRYH YUHG(
VLIXUQRVQLP VHIRYLPD KRWHOD

7DNRYyHU EL RG UHFHSFLMVNH VOXaEH PRJOL ]|DWUDAL
YyHQR YULMHPH LOL SRGVMHUDQMH QD NDNDY QMLKRY
2YLVQR R SRWUHEDPD JRVWD UHFHSFLMD VH EULQH F
pHYLPD L RVWDYOMHQRM SUWOMD]L 7DNRYHU VH EUL!
WXAaEDPD ]DPMHQDPD VRED L RVWDOLP XVOXJDPD

6YH XSLWH L ][ DKWMHYH JRVWD RVREOMH UHFHSFLMH P
SUXaDQMH |IDGRYROMDYDMXiULK RGIJRYRUD 8 VOXpDMX
XVOXJD JRVW iH VWYRULWL VOLNX OR&H XNXSQH XVOX
OX KRWHOD RGQRVQR UHFHSFLML WLMHNRP ERUDYND
RVLIXUDYD JRVWX UD]J]QH XVOXJH NRMH VX UD]OLpLWH
JRVWD D NRMH VH GHWDOMQLMH REUDYyXMX X RYRP GLN

, ]JGDYDQMH L NRQWUROD VREQLK NOMXpHYD

8 GUADYDPD V UD]YLMHQLP KRWHOLMHUVWYRP L YHO
SRVORYH ]D YULMHPH ERUDYND JRVWD X KRWHOX QDM
NDR LOQOWHJUDOQL GLR SULMDPQRJ RGMHOD 2VREOMH
MH SRGLMHOMHQR X XQXWDUQMX L YDQMVNX VOXAEX

60LND 60XaEH KRWHOVNH SRUWLUQLFH

SOXWDUQMX VOXPERHSRX\SUDYLOX GMHODWQLFL ]D S
GMHODWQLFL SRUWLUQLFH NRML SUX&DMX XVOXJH XQ
X KRWHO GR VRED L GUXJLK SURVWRUD WH SRVOX&LYV



9DQMVNX VOXaEL @R IGMHODWRLFL SRUWLUQLFH NRML
KRWHOD LVSUHG XOD]D X KRWHO D WR VX YUDWDUL ¢
WDNVLVWL L QRVDpL SUWOMDJIH

8 YHOLNLP KRWHOLPD RUJDQL]DFLMX L NRQWUROX
FL REB¥ICOMd®min. 5SDpXQDORP LOL PDQXDOQR L]JGDMH SL
JH ]D SRVORYH SUL GRODVNX RGQRVQR SUL RGODV
ERUDYND X KRWHOX

8 YHOLNLP JUDGVNLP KRWHOLPD SRpDVQL VWUDAaDUL
ODWQLFL L] VXVWDYD ORNDOQH VLIXUQRVWL

7TUDGLFLRQDOQR MHGDQ RG SRVORYD UHFHSFLRQDUD
pHYD JRVWLPD L pXYDQMH NOMXpHYD NDG JRVW RGH L
L WH&G&NH SULYMHVNH VOLND NDNR EL JRVWL ELOL
VX QD VHEL LPDOL XJUDYLUDQ EURM GD VH PRJX REMH
EL 3ROLFD V NOMXpHYLPD MH XRELpDMHQR ELOD VPM
PHWDOQL NOMXpHYL VX SUHGVWDYOMDOL L VLIXUQRYV
LOL L]JXEH L SUHGVWDYOMDMX ODN QDpLQ GD ORSR)
GRED JXA4YH L SURYyX QHSULPLMHUHQL

60LND .ODVLPQL WUDGLFLRQDOQKkeyicaldlHNWURQLpPNL NO

5HFHSFLRQDUL X KRWHOLPD V PQRJR JRVWLMX QLVX X
SD VH RYR pHVWR GRJDYyDOR .DR ]DAWLWX VX XYHOL
NDUWLFH LVND]QLFH ]D NOMXpHYH NDNR EL SUL SUHX
QD VYRM NOMXp $NR GMHODWQLN SUL L]GDYDQMX NO
NUHWQR XWYUyXMH QMHJRYR SUH]LPH SD WHN RQGD
NOMXp VREH VH X SUDYLOX LIGDMH WHN NDGD JRVW Si

$NR KRWHO UDVS3RO®DEH MRWDPY Q LPHFHSRLMD L ISRUW LU |
]JDGXaXMH VDPR MHGQLP NOMXpHP ]D VYDNX VREX X K
SR RGUHYHQRP VXVWDYX WDNR GD W]Y ANDWQL NOM
VREH QD WRP NDWX 1MLPH VH |JDGX&4XMH JODYQD NDW
L] RGMHOD KRWHOVNRJD GRPDULQVWYD L YUDUD JD V
SUHGDMX 7R MH UD]JORJ UDGL NRMHJD QLMH GRSX&aw
MHGQRJD QSU QD YUDWD VREH QHNRJD GUXJRJD



A*HQHUDOQLP?® LOL APDVWHU® NOMXpHP RWYDUDMX VI
GX&XMH GRPDULFD KRWHOD 7L VH NOMXpHYL QH VPLM
QDO ANDWQRJ®* L AJHQHUDOQRJ® NOMXpD X KRWHOVNR
WHKQLpPNRJ RGMHOD KRWHOD &HI WHKQLpNH VOX&EH

7JUDGLFLRQDOQL NODVLpPQL UHJHUYQL NOMXp SR MHGEL
PDQRP RUPDUX ]D UHJHUYQH NOMXpHYH VRED 2ELpQR
VNX GD EL VH VPDQMLR JXELWDN LOL QHQDPMHUQR RG
JXUQRVWL UDGL QD SULYMHVNX VH QH LVSLVXMH QD]!
]D AUDVSR]QDYDQMH3 EURMD VREH NRML QH RGJRYDU!|
QD SULYMHVNX &WLWL VREQD YUDWD RG RAWHIHQMD

NOMXpHYD PQRJL KRWHOLMHUL VH RGOXpXMX QD MH
LJUDYXMX NOMXpHYH VRED EH] SULYMHVND 8 WRP VOX
MH RG XRELPDMHQH YHOLpPLQH L pHVWR REOR&HQ SOD)\
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8SRWUHERP 1)& WHKQRORJLMH ERUDYDN X KRWHOX
PRYD £+ SULMDYD RGMDYD RWNOMXpDYDQMH L |[DNOM
SUHWUDJD L QDUXpLYDQMH GRGDWQLK XVOXJD VYH i
UDGLWL X] SRPRU PRELOQRJ DSDUDWD

OR&HWH OL ]DPLVOLWL KRWHOH EH] UHFHSFLMH L KR\
ELOQD WHKQRORJLMD GDQDV RPRJXiUDYD XSUDYR WR
QMD QD UHFHSFLML L KRWHOVNL NOMXp QD PRELWHO)
PQRJD GUXJD AYUDWD: 7DNYR MHGQRVWDYQR UMHE&HC
X VWRFNKROPVNRP A&ODULRQ +RWHOX® JGMH MH WLI
YHOLNL SLORW SURMHNW XY Ry H\@avBeltl Sommithik® RORJIL M |
tion MH NUDWNRGRPHQWQD YLVRNRIUHNYHQWQD EHALPC
HOHNWURQLpPNLK XUHYyDMD NRML VH QDOD]H QD XGDO
YRP VOXpDMX ULMHp MH R EUJRM L MHGQRVWDYQRM UD
XUHYyDMD L PRELOQLK WHOHIRQD QD NRMLPD JRVW YH
SULMH GRODVND X KRWHO GRELYD VYRM PRELOQL ANC
SODiUD KUDQD L GRGDWQH XVOXJH X KRWHOX GRELYDI
PD L KRWHOVNLP VDGU&ADMLLPD UHVWRUDQVNRP MHOF
QXGL L EURMQH SUDNWLpPQH PRIXUQRVWL + EU]JX YLUW:
NDUDWD RNROLFH L VOLpQR 'UXJLP ULMHpPLPD UDGL
WDND Sk K Biuetootha QR 1)& SULWRP LPD SUHGQRVW EU
NRPXQLNDFLMH L]PHYyX GYD XUHYyDMD 8PMHVWR UXpQ
NRG %OXHWRRWKD 1)& X GHVHWLQL VHNXQGH DXWRPD
RVWYDUXMH YH]X V QMLP =ERJ PDOH XGDOMHQRVWL Q
WL GR FP 1)& MHBlyttodtkad) SRMHEGR NDGD MH ULMHp R
X KRWHOLPD JGMH SUROD]JL PQRJR OMXGL L JGMH VH
6WUXpQD UHYLMD A8JRVWLWHOMVWYR L WXUL]DP: EU

8 QHNLP YHOLNLP KRWHOLPD SUL LIGDYDQMX NOMXpD
LIGDMH SRWYUGX QD WHPHOMX NRMH JRVW GRELYD S
KRWHOD NDGD YUDWL NOMXp VREH 6YDNR JXEOMHQM



ANQML]L R HYLGHQFLML NOMXpHYD?® 1D WHPHOMX WRJ
LIGDMH UHJHUYQL NOMXp 3RWRP &HI UHFHSFLMH L]GI
VOXAEH ]D LJUDGX QRYRJ UH]JHUYQRJ NOMXpD

2ULJLQDOQH NOMXpHYH VYLK VRED pXYD a&HI UHFHSFL
X KRWHOVNRP VHIX QD SRVHEQLP SUVWHQLPD 3UVW
LPD NDWRYD &aHI WHKQLpNRJ RGMHOD L]JUDyXMH UH]F
YDYyHQMD NOMXpD V SUVWHQD 1RYL UHJHUYQL NOMXp
X RUPDU V UH]JHUYQLP NOMXpHYLPD X] REYH]DWQX HY
NRQWUROL NOMXpHYD

8SXWH JRVWLPD R UXNRYDQMX V NOMXpHYLPD VREH ¥
LOL ALQIRUPDFLMDPD?® , SRNUDM VYHJD SUDYLOR MH
ALQYHQWXUD® VYLK NOMXpHYD

$NR VH UDGL RIGHM®MRQLPNLK NDUWLFD RQGD VH ¢
ANOMXp3 NONXPaNDUWIEDWDYOMD SRVHEQLP HOHNWU
X WUHQXWNX GRODVND JRVWD X KRWHO 6YDND QRYD
SRQLAWDYD RQX SUYX XNROLNR VH QH UDGL R GXSO
VDPR GR VDWL RQRJD GDWXPD GR NRMHJ MH JRVYV
4HOL SURGXA&LWL ERUDYDN PRUD |[DWUDALWL QRYX ND

,]JGDYDQMHP QRYH NDUWLFH SUHVWDMH YDOMDQRVW £
PRJX YUDWLWL UHFHSFLML MHU VH QDQRYR PRJX NR
VQXW QDJLY KRWHOD L] VLIXUQRVQLK UDJORJD QLWL
RGQRVH VD VRERP

AODVWHU?® L ANDWQX3 NDUWLFX GRPDUEFRLIK®WHOD L
Card, LOL NDUWLFX ]D KLWQRVW L]GDMH WDNRYyHU &H]I
QDGQH SRWUHEH XODVND X VREX

SBRVWRMH UD]QH PRIJXUQRVWL L]JYHGEH NDUWLFD SUH|I
OLMHUD 1D SULPMHU VREQD VH YUDWD PRJX RWYRU
N{GD QD EUDYL (OHNWURQLpPNH NDUWLFH SRMHGQRYV
pHYD 6SDMDQMHP HOHNWURQLPNRJD XUHYDMD V FHQ
RPRIJXUXMH VH LVSLV VYLK XOD]DND L L]JOD]DND X L 1
REHVKUDEUXMH SRWHQFLMDOQD RWXYyHQMD VWYDUL J
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IDNRQ SRNUHWDQMD EHVSODWQH DSOLNDFLMH 33+( &UF
OD X VYRMLP REMHNWLPD J VDGD MH GRGDQD QR)Y
pLPH MH A3DUN 30D]D $UHQD?® SRVWDR SUYL KRWHO X +
XVOXJRP |]D JRVWD 7RP QRYRP L MHGLQVWYHQRP XVOXJ
SRWUHED UDGL SURAGLUHQMD IXQNFLRQDOQRVWL YHU R
RPRIJXUXMH XOD]DN X KRWHOVNH VREH SRPRUX SDPHWC(
OLADYD LK GRGDWQLK NDUWLFD NDR L pHNDQMD SULMD
DSOLNDFLMH L QRYH XVOXJH YUOR MH MHGQRVWDYDQ
NRUDND JRVWL PRJX XiL X VYRMX VREX EH] NODVLpQRJ



.DUWLFH PRJX SRVOXaLWL JRVWLPD L ]D RVREQX LGHC
ULVWLWL XVOXJH X KRWHOX QD WHUHW UDpXQD VYRM
EURM VREH SD JRVW MR&d GRELMH GRGDWQX NDUWLFX
WH EL MX WUHEDR GUabDWL RGYRMHQR RG HOHNWURQ|

6.2. Pratnja gosta do sobe

8 SUDYLOX NOMXp VREH LOL HOHNWURQLPpNX NDUWLEF
UHFHSFLRQDU QRVDpX SUWOMDJH EDJDALVWL D QH
FLMVNL QLMH GUXJDpLMH RGUHYHQR QRVDp SUWOMD.
GL]DOR D WHN SRWRP RQ XOD]JL QHRYLVQR R WRPH L
Baggage Trolley ,] GL]DOD L]JOD]L SUYR QRVDp SUWOMDJH

1RVDp SUWOMDJIH RWNOMXpDYD VREX D XNROLNR VH
ND]XMH QDpLQ RWNOMXpDYDQMD XODVND X VREX N
NDUWLFD D N WRPX L VYH VXYUHPHQLMD L]YHGED 'DC(
QH VWDYOMDMX X XWRU QD EUDYL YHU VH VDPR ASRNTC
wDGD VH YUDWD RWYRUH 3RWRP VH NDUWLFD VWDYL
Reader RGPDK QD XOD]X X VREX pLPH VH XNOMXpXMX V
VREL UDVYMHWD 79 WHOHIRQ D SRQHJGMH pDN L JU

$NR VH X VREL QDOD]L VHI YUDWD VHID VH RWNOMX
YDQMHP RGUHYHQRJ NRGD SUHPD XSXWDPD yHVW N
RWNOMXpDYDMX LOL ]DNOMXpDYDMX SURYODpPHQMHF
XWRU QD VHIX

$NR MH QRO X VREX SUYR XOD]L QRVDp SUWOMDJH L
VWDYOMD QD VWDODN ]D SUWOMDJX VD VWUDQRP ]D
1RVDp SUWOMDJH QDYODpPL ]DVWRUH QD SUR]JRULPD

VYLP UDVYMHWQLP WLMHOLPD X VREL GD EL SURYMHL
SUHJRUMHOD PRUD MH ]JDPLMHQLWL

1RVDp SUWOMDJIJH SRND]XMH JRVWX NDNR VH UXNXMH
1D NUDMX X] OMXED]QL SR]JGUDY QRVDp SUWOMDJH X
WURQLPpNX NDUWLFX L KRWHOVNX LVND]JQLFX

6.3. Informiranje gostiju

*RVWL KRWHOD VYH VX IDKWMHYQLML ]QDWLAHOMQLNM
VWL &aWR LP ]D YULMHPH ERUDYND X KRWHOX WUHED
GRVWXSQRVW LQIRUPDFLMD L]JUD]JLWR MH YDaQD SD
EH] SUXADQMD UD]QLK LQIRUPDFLMD JRVWLPD ELWL Q
YL&H LQIRUPDFLMD JRVWLPD VH SUXAD SUHNR ,QWHUC
VWUDQLFH L SRUWDOD

2YR MH X GbQbaQMH YULMHPH QDMUDVSURVWUDQMHQ
VWLPD 1R QH PRJX VH VYH LQIRUPDFLMH SUXaDWL ,C
SURPLGAEHQL PDWHULMDOL NDR @&WR VX SURVSHNWL |

,QIRUPLUDQMH QLMH YDAQR VDPR NDNR EL SULYXNOL
QR L X VOXpDMX NDGD MH JRVW YHU SULVXWDQ X KRWI



FLMH QD VYDNRP NRUDNX RG VDPRJ XODVND X KRWHC
VREH UHVWEIR&EaQD GUXIR 7X QDMYHuUX XORJX X LQIR
LPDMX UD]QL OHWFL EUR&XUH FMHQLFL L VO

ORJOR EL VH UHUL GD MH LQIRUPLUDQMH X KRWHOX L
VDR QR WR MH VDPR SULYLGQR 8yH OL VH GXEOMH
VH GD MH SRWUHEQR XVNODGLWL FLMHOL VXVWDY U
ELOR IDGRYROMDYDMXUuUH

-HGQD RG QDMYDAaQLMLK ]DGDUD UHFHSFLRQDUD MH ¢
GHVWLQDFLML X NRMRM VH KRWHO RGQRVQR JRVW VI
]QDQMH R VYLP SRMHGLQRVWLPD YH]DQLP X] KRWHO
JRVWLPD VDGUADMLPD L SURVWRULPD KRWHOD 8SXi
GHVWLQDFLMVNLP VDGUADMLPD WDNRYHU VWYDUD SF
QRJD UHFHSFLRQDUD

OQRJL PHQDGA&HUL PLVOH GD ]DWR aWR UHFHSFLRQD
KRWHO GD VX XSR]QDWL VD VYLP |]QDpDMNDPD 2YD W
SULPMHU X]HWL VHEH L IDSLWDWL ELVWH OL PRJOL J}
VLQDJRJX GADPLMX LOL DQWLNYDULMDW 2YDNYLK XS
NDNR GRuUL GR SRWUHEQLK LQIRUPDFLMD

8 UHFHSFLMVNRM VOX4EL WUHEDMX ELWL QD UDVSRO
VSUHPQL ]D XUXpLYDQMD JRVWLPD NDGD MH WR SRWU
SRVWDYOMD LJUDYQR SD PHQDGAaPHQW RYDNYH XSLV
PMHUH SHUPDQHQWQRJ RVSRVREOMDYDQMD ]D SuUXabD
JRVWLPD QD QMLKRYH XSLWH

2YR MH YUOR YDAQR ]D XJOHG KRWHOD MHU JRVW NI
QHUH LPDWL YLVRNR PLAOMHQMH R KRWHOX pLML UHF
QMH NROLNR UH RWSULOLNH WUHEDWL WDNVLMX RG K
FLMH WUDMQLMHJ NDUDNWHUD UDVSRUHGL YRGLpL L
LQIRUPDWLYQLP SDNHWLPD ]D JRVWH NRML VH PRJX
YHUH LQIRUPDWLYQH EUR&XUH PRJX L]JORALWL X SUHC
SUHWSRVWDYNH GD LK JRVW PRAH VDP SUROLVWDWL

2VWDOH LQIRUPDFLMH SURPMHQMLYRJ NDUDNWHUD F
L] WMHGQD X WMHGDQ 'D EL JRVWL REUDWLOL SR]RU
SUHGYRUMX KRWHOD WUHED SRVWDYLWL GHNRUDWLY
WDNYH YUVWH LQIRUPDFLMD

2SUHQLWR LQIRUPLUDQMH JRVWLMX PRJXUH MH REDY

XVPHQR L
SLVPHQR

Pod XVPHQDpPLQ LQIRUPLWS®EGEDMR WYHIRQH LQIRUPDFL
FHSFLRQDU L RVWDOL GMHODWQLFL GDMX QHSRVUHC
QDpLQ NRPXQLFLUDQMD JDGRYROMDYDMXiL MH VDPR
]JDSRVOHQLFL LPDMX YUHPHQD ]D WDNYX YUVWX NRPX



,DNR X KRWHOLMHUVWYX SUHYODGDYD XVPHQR LQIRU
]IDQHPDULWLMPRQR LQIRWIREURL QNSRWSXQR REDYMHA&aWI
OLNLP KRWHOVNLP NXuDPD PRaAH VH UHDOL]JLUDWL MH
WHNVW LPD VYRMH SURKWMHYH L IDNRQLWRVWL

3RVWRMH GYLMH YUVWH SLVDQH NRPXQLNDFLMH

VLIQDOQR NRRXQLFLUDQMH
SRVORYQR GRSLVLYDQMH

'MHODWRMELVX X VYDNLGD&QMRM NRPXQLNDFLML VD Ji
QD SRpHWDN UD]JJRYRUD QHJR PRUDMX QHNH RSiUH LQ
JUD¢pPNL QDpPLQ

IDMSULMH YDOMD X VDPRP KRWHOX RELOMHBANLWHL WLPD
JODOL|DVFYH RMRPNH RGQRVQR PMHVWD ]D NRMD VX JR\
UHFHSFLMD UHVWRUDQ EDURYL L]JOD]L XOD]L VDQL
]D QXaGX SRADUQL SXWRYL L GU

.RG SLVPHQH NRPXQLNDFLMH L]JUD]JLWR MH YD&DQ GRE
]JODYDQMH L XYD&DYDQMH SUDYRSLVQLK QRUPL

.DNR EL NRPXQLFLUDQMH X KRWHOX ELOR GREUR L N
SRIQDYDQMH PDWHULQMHJ L VWUDQLK MH]LND QDMP
]QDYDQMH YHUEDOQRJ QHYHUEDOQRJD L SLVPHQRJD
WH IDGRYROMDYDQMH QMHJRYLK LQIRUPDFLMVNLK SR

1LNDGD VH QH VPLMH ]DERUDYLWL FLOM GD MH SUDYL
YROMDYDQMH RVQRYQLK SRWUHED JRVWLMX ]D VQDOTL
PD WH ]D XWYUYyLYDQMHP a8HOMD JRVWLMX

.DNR EL JRVW ELR X SRWSXQRVWL ]JDGRYROMDQ SUX&
QLNDFLMD V QMLP PRUD ELWL QD QLYRX MHU L QDpl
UDJJRYRUD V QMLP XWMHpH QD ]JDGRYROMVWYR



60LND 2SUH LQIRUPDFLMH ]D JRVWD



yXYDQMH SUWOMDJH

8 SUHGYRUMX KRHNdHO®D @dbhy VH SURVWRULMD ]D RGC
Green Room ili Baggage Room 8 QMRM VH pXYD SUWOMDJD JRYV
VOLND NDGD MH

JRVW VWLIJDR X KRWHO DOL MR& QLMH VSUHPQD

JRV@Q@/IDSXVWLR VREX UDGL LwhatkouD YRIGIP HQLMHL
QDSXVWLR KRWHO

JRVW SULYUHPHQR QDSXVWLR KRWHO YUDUD VH |

60LND Vrste prtljage gosta

=D SUHX]HWX SUWOMDJX JRVWX VH LIGDMH SRWYUGD
R YODVQLNX SUWOMDJH L EURM NRPDGD SUWOMDJH
LPDMX RELpDM RVWDYLWL GLR SUWOMDJH GR VOMHG]
pH&UH pXYD X RGMHOX GRPDULQVWYD LVWR VH L]GD|
SRGLIQXWL VYRMH VWYDUL SUL SRQRYQRP GRODVNX

3RVWRMH VLWXDFLMH NDGD JRVWL QDSXVWH VREX D
NDNR EL MX SUHX]J]HOL NDVQLMH 1D SULPMHU JRVW NR
QDSXVWLWL VREX NDNR EL X48WHGLR FLMHQX VREH ]D |
JRVWRYD SUWOMDJD PRaH VH GRQLMHWL L SRKUDQLWI

, VWD XVOXJD VH PR&H RVLJIJXUDWL JRVWX NRML VH &t
SRVMHWD GUXJRP JUDGX 6WRJD XVOXJD RVWDYOMHC
GD RVWDYH SUWOMDJX X KRWHOX QD NUDWNR YULMHPF
VREH 1HNL KRWHOL QDSODuUXMX RYX XVOXJX D GUXJI

8 SURVWRULML ]D pXYDQMH SUWOMDJH EDJDALVWL V
NRP GRODVND JRVWLMX X KRWHO QDNRQ pHJD VH SL
VRE Breen Room XYLMHN PRUD ELWL ]DNOMXpDQ L SRG Q
RYRJ SURVWRUD ]D JRVWH KRWHOD MH EHVSODWQR



MH VDPR ]D JRVWH KRWHOD =D SRKUDQMLYDQMH SL
JRVW PRUD LVSXQLWL SRVHEQL IRUPXODU 'RODVNRP
]D VYDNL GLR SRKUDQMHQH SUWOMDJH 8 SRWYUGL V
OMDJH EURM VREH L SUH]JLPH JRVWD =D SUWOMDJX
RGMHO GRPDULQVWYD

60LND .ROLFD ]D SUWOMDJX

BULOLNRP SUHX]LPDQMD SUWOMDJH JRVW PRUD SUHG
SRWYUGX EDJDALVW (H SR]YDWL YRGLWHOMD VPMHQ
JRVW SULORALWL LGHQWL¢{NDFLMVNX LVSUDYX L SRGI
daDR 3RVOLMH SURYMHUH LGHQWLWHWD JRVWX VH SU
SRWYUGH VH RGPDK XQLAWDYDMX QDNRQ SUHGDMH S|
SUWOMDJH SUWOMDJD VH WUHWLUD NDR L]JJXEOMHQD
YLWL L]YMHAWDM NRMHJ UH SURVOLMHGLWL aHIX RVL]J

60LND .RQWUROQD WUDND ]D SUWOMDJX

8 SUDYIGmENn Rbom VH QH SUHX]LPDMX QD pXYDQMH VNX
MHGQL SUHGPHWL D ]JDEUDQMHQR MH SULPDWL L SU\
OD 3URVWRULMD PR&H SRVOXAaLWL L ]D pXYDQMH RG]
NRML GROD]H NRULVWLWL XJRVWLWHOMVNH XVOXJH >
GDMH X QDMDP

.DGD MH ULMHp R VWYDULPD JRVWD A3RVHEQH X]DQ
SUHGYLYDMX VOMHGHUH $NR KRWHO LPD JDU
GRODVNX SUHGDWL VWYDUL X JDUGHUREX NDSXW L V



REYH]QD 8RELpDMHQR MH GD JRVW X JDUGHUREX SUL
SXW NDEDQLFX EXQGX L VO

'UDJRFMHQRVWL L QRYDF QH VPLMX VH RVWDYLWL X JI
GDWL VWYDUL @&WR LK JRVW GDMH X JDUGHUREX D JR\
EURM ]D SULPOMHQH VWYDUL =D pXYDQMH VWYDUL )
NQDGD DOL MH KRWHO GXabDQ QD YLGOMLYX PMHVW X

S8RELPDMHQR MH GD VH X REMHNWLPD V pHWLUL L SHW
MH +RWHO MH GXabQ QD WHPHOMX SRWYUGH JDUGHL
RVWDYOMHQH X JDUGHUREL D RGJRYDUD ]D QHVWDQD
YH SXQH YULMHGQRVWL =D GUDJRFMHQRVWL L QRYD
WRUEL NDSXWX L VO KRWHO QH RGJRYDUD

60LND Garderoba hotela

2VRED NRMD MH ]DGXaHQD ]D UXNRYDQMH SUWOMDJ
kim hotelima Bell Boy 1DMpH&auD ]DGDuUD EDJDALVWH MH SUH
aHQMH SUWOMDJH JRVWD X VREX 2VLP WRJD EDJDa
GDMH REMDAQMHQMD YH]DQD ]D UXNRYDQMH HOHNW
WLP DSDUDWLPD X KRWHOVNRM VREL %DJDaLvw Si
GMHODWQLND KRWHOD

*RYRUHUL R GUXJLP REYH]DPD WUHED QDSRPHQXWL C
NX OHSH]X SRVORYD %DJDaLVWL VX RGJRYRUQL ]D p



SURVWRUD LVSUHG JODYQRJ XOD]D X KRWHO 1RYLQ}
SUHGYRUMX KRWHOD PRUDMX ELWL XUHGQR VORA&HQH
Room 8 SURVWRUX LVSUHG KRWHOD QH VPLMH ELWL VP
pHUQMLK VDWL EDJDALVWL UH XSDOLWL YDQMVNX UD\
DPELMHQW GRN UH MXWDUQMD VPMHQD LVWD VYMHW
LIQRVH VWDONH ]D NLAREUDQH LVSUHG JODYQRJ XOD]

$NR MH SRWUHEQR EDJDALVW (iH SUH SDUNLUDWL DX
VWD SUHPD SDUNLUQRW PREMWBWUDALWL GD VH DXWI
JbuDaL KRWHOD SD MH |DGDuUD EDJDAaLVWH GD LQIR
X JDUDaL yHVW MH VOXpDM GD VX VYD SDUNLUQD PM]I
XJHWRVWL KRWHOD SD UH X WDNYLP VOXpDMHYLPD L
NOMXpHYH DXWRPRELOD L SDUNLUDWL DXWRPRELO ND

BULOLNRP GRODVND JRVWLMX X KRWHO EDJDALVWD P
SOX GREURGR&GOLFX EXGXiuL GD SUHGVWDYOMD SUYL
EOMHP .DGD VLWXDFLMD WR GRSXawD EDJDAaLVWD R
NRML GROD]H LVSUHG KRWHOD 3RWRP SUHX]LPDMX ¢
QD NROLFD 'ROD]JL OL JRVW X KRWHO VYRMLP DXWRP
XVOXJX SDUNLUDQMD DXWRPRELOD

=D YULMHPH@WUIWMBEYH OQRJID JRVWD EDJDALVW MH XG
PHWDUD V SUWOMDJRP 1DNRQ ]DYU&GHQH SULMDYH E
RGJRYDUDMXuX VREX @&WR MH SULMH PRJXUH 7LMHN
JDALVW UH LQIRUPLUDWL JRVWD R XVOXJDPD KRWHOI
SLWDQMD JRVWD

'RODVNRP X VREX EDJDAaLVWD UH VPMHVWLWL SUWON
UH REMDVQLWL JRVWX VOMHGHUH VWDYNH NRUL&AWHQ
EDUD ORNDFLMX L NRULA&WHQMH VREQRJ VHID NRULSE
REMDVQLWL GD NOLPD XUHYyDM QH UDGL DNR VX RWYR
GDOMLQVNLP XSUDYOMDpHP L WHOHYL]RURP

7DNRYHU JRVWD MH QX3aQR SRGVMHWLWL QD SULUXPC
VREH JGMH VX GHWDOMQR RSLVDQH XSXWH ]D UXNRYI
RGODVNX EDJDAaLVW UH ]JDAHOMHWL JRVWX XJRGDQ EI

8 KRWHOLPD JGMH WDNYD XVOXJD SRVWRMUIo-EDJDAL
uch Service 276 RGQRVQR WDVWHU QD WHOHIRQVNRP I
VH SULVWLNRP SR]JLYD RGMHO NRML U0H JRVWX RVLJ]
GRSXQVNLK XVOXJD

Ukoliko u hotel dolazi VNXSLQD JSUWD NREYH]D EDJDALVWH MH
]IDpX DXWREXVD SUL LVNUFDYDQMX SUWOMDJH 3RVOL
UHFHSFLRQDURP HYHQWXDOQH SURPMHQH OLVWH JR\
YMHUH VOLMHGL R]QDpDYDQMH SUWOMDJH |]D RGJRYD
X VREH 3UWOMDJD PRUD ELWL GRVWDYOMHQD X URNX

+D\HV . ILQHPHLHU - ' Hotel Operations Maragemen/ RQ 3UHQWLFH +DOO
1HZ -HUVH\ VWU



8 KRWHOLPD NRML SULSDGDMX JUXSDFLMDPD MHGQD
QX R ]DVWDYDPD L]YMHAHQLPD LVSUHG JODYQRJ KRW
YRGLWL UDpXQD R LVSUDYQRP UHGRVOLMHGX L]YMHAL
JUDGD GUAaDYH 8§ VXUDGQML V GMHODWQLFLPD WHK
PLMHQMDWL |[DVWDYH UDGL RGUADYDQMD 8 VOXpDMX
WH QDNRQ VPLULYDQMD YMHWUD SRQRYQR SRVWDYL\

.QMLAHQMH XVOXJD

8SLVRP SRGDWDND R JRVWX NUR] SURJUDP SULMDYH

¢QDQFLMVNR YRYHQMH WRJ JRVWD X] SRPRU UDpXQDO
JD JRVW VH ]DGX&XMH ]D VYH L]YDQSDQVLRQVNH XVO)
QMHJRY UDpXQ 'DNOH VYDNRP VH SULMDYOMHQRP JF
QD NRML &H VH RVLP FLMHQH XVOXJD XJRYRUHQRJ D
NRP SROXSDQVLRQ LOL SXQL SDQVLRQ DOL L AVREC
GRGDWQLK HNVWUD XVOXJD

2VLP XRELpDMHQLK XVOXJD NRMH JRVW NRULVWL X K
pHVWR VH X GREULP DSOLNDWLYQLP UMH&EHQMLPD ]D LU
MRa QHNROLNR YUVWD NQMLAHQMD XVOXJD RG NRML}

NOMLOHQMHD ]D SUROINQMLARQMH XVOXJID ]D JF
QLVX X KRWHOX L QH NRULVWH XVOXJX VPMHA&WD
X KRWHOX

NQMLEVONHD JODY ON@ MRLEAHRQMWH RWND]D UXpND

SRMHGLQRJ JRVWD LOL FLMHOX VNXSLQX JRVWLM
VWRDQRQAPVWWRUQLUDQMH RGQRVQR GRNQMLAHQ
JD L ERUDYL4AQH SULVWRMEH JRVWLMX X VOXpDM
SULMDYOMHQ L WUHED PX GRNQMLALWL EURM DU
QLVX RGPDK SURNQMLAHQL SULOLNRP QMHJRYD G
NQMLEHDMKMYWURRUIXEIDOVX NQMLAHQMD QHNLK GR
WHOX LOL NQML&HQMD NRMD iUH SODWLWL MHGD¢
SRWUHEDQ SRVHEDQ UDpXQ ]D GRGDWQH HNVWU!

NOMLONROQWDFLMD PRJXiH MH L]JYUALWL NQML&H
DNRQWDFLMD ]D RGUHYyHQRJ JRVWD VNXSLQX LO

2VLP NQMLAHQMD XVOXJD SURJUDPLPD NRML SUDWH |
PD LQIRUPDWL]DFLMH WRJD SRVORYDQMD XRELPDMHC

LIPMIS®RMSDWDND R LQGLYLGKDMHQR JRDQEEPMV N LK
WDND L]JPMHQH RSULK SRGDWDND SUHVHOMHQME

LIPMEB@&KDWDND R JRVWLWSUD YDIN GDMW.XPD RGODV
YDN YUVWH SDQVLRQD |]D FLMHOX VNXSLQX LVSU|
LVSUDYDN GDWXPD NQMLAHQMD ]D RGMDYH JRVWI

3URPMHQD VREH SUHVHOMHQMH JRVWD

1DMYDAQLML ASURL]YRG?® KRWHOD MH VRED L ERUDYD
RSUHQLWRJ GRALYOMDMD XVOXJH L QMHJRYH SHUFHSIH



QMDYD RpHNLYDQMD JRVWD PRJXUH MH GD QH RGH L]
VREH LDNR SRVWRMH L VLWXDFLMH NDGD UH KRWHO ]LC
MH QDNRQ SULMDPD L SULMDYH JRVWD WH QMHJRYD SH¥
ERUDYND PRJXuD SURPMHQD WH GRGLMHOMHQH VREH

1D IDKWMHY JRVWD

D BULOIGNWRPDVND JRVWX QLMH GRGLMHOMHQD VR
JRVW MH SULVWDR QD SULYUHPHQL ERUDYDN X

E *RVW aHOL VREX YLAH VNXSOMX LOL QLA&H ND\

F *RVA&HOL VREX LVWH NDWHJRULMH QD GUXJRM
JOHG VREH XGDOMHQRVW RG OLIWD QHSXAaDDpI

G 8VREL MH GR4OR GR RAWHUHQMD LOL QHIXQNFI
X VREL SD MH ERUDYDN JRVWD X VREL QHPRJIXI

H '"RAOMRH GR SURPMHQH EURMD JRVWLMX X VREL
RELWHOML L VO

1D IDKWMHY KRWHOD

D B3ULOIGNRRODVND JRVWX MH UDGL VWDQMD [DX]HWR
NDWHJRULMH RG UHJHUYLUDQH LOL QHSRVUHGQF

E *RVBMURGXA&XMH ERUDYDN D KRWHO QLMH X PR
NDWHJRULMH VOMHGHUHP JRVWX X GRODVNX

F +RWHO MH SUHGYLGLR AYHOLNR?® pLAUHQMH VR

G 6RED MH SUHGYLYHQD ]D RGUaDYDQMH

=DDGRYROMVWYR JRVWD L]X]JHWQR MH YD&QR GD VX \
SURPMHQH VREH NDNR EL VH LJEMHJOD ELOR NRMD Y
]D JRVWD

+RWHOLMHU WUHED ELWL VSUHPDQ GDWL JRVWX QRY)
UDVSRODJDQMH X VOXpDMHYLPD NDGD MH NULYLFD ]D
VwWuUubQL KRWHOD ,QWHUHV MH KRWHOD GD WDNYH XY
VREX SR RQRM FLMHQL SR NRMRM MH L UHJHUYLUDR X
GD JRVW ERUDYL X VREL NRMX SR FLMHQL QLMH A]DV(C
MDQMH QHJDWLYQLK HIHNDWD L] SRVORYDQMD

B3RQHNDG VH GRJRGL GD JRVW ]DKWMHYD SURPMHQX
X KRWHOX +RWHO EL PX WR VYDNDNR WUHEDR RPRJ
QD SUYR PMHVWR OHYyXWLP WDNYH SURPMHQH PRJX
XNROLNR UHFHSFLMD SRGDWNH R SURPMHQL VREH QH
MHVWL VYH RVWDOH RGMHOH X KRWHOX R SURPMHQL

8 VOXpDMX NDGD MH JRVW ]DWUDALR SURPMHQX VREH
VH VDVWRML RG VOMHGHULK DNWLYQRVWL

SHFHSKIMIBULMHG REDYMHaAWDYD JRVWD R SURPI
JDR SULSUHPLWL VYRMH VWYDUL SUWOMDJX

8PHYyXVREQRM NRPXQLNDFLML KRWHOLMHUL ]JD SURFHGXUX SURF
NRULVWH L]JUD] AaDQA&aPDQ?®* AWR GROD]L L] IUDQFXVNRJ MH]LND

SURPLMHQLWL VREX 1HULMHWNR #GH VH X GQHYQLN UHFHSF
SULPRSUHGDMH VPMHQH L]PHYyX UHFHSFLRQDUD pXWL A3D]L LPEC
]QDpPL GD MH V JRVWRP GRJRYRUHQR QMHJRYR SUHVHOMHQMH X



SHFHSFLRDWLUDMX SRGDWNH R SURPMHQL VREH
REDYMH&WDYDMX VYH RVWDOH RGMHOH X KRWHO.
BRILY®I QRVDp SUWOMDJH NRMHPX VH GDMH NOM
OMDJH WUHED RWLUOL X VREX JRVWD SR QMHJRY>

NDGD VH SUHVHOMHQMH REDYOMD X] SULVXVWYR
RG JRVWD GD SUHQHVH SUWOMDJX

IRVDRUWOMDJH RGQRVL VYX SUWOMDJX L VWYDU
2Q WDGD SUHQRVL SUWOMDJX X QRYX VREX L SUFH

.OMXp SUHWKRGQH VREH SUHGDMH QD UHFHSFLM:

60LND BURFHGXUD SUHVHOMHQMD SURPMHQH VREH JRV

6.7. Primanje i predaja poruka gosta

7TLMHNRP ERUDYND JRVWD X KRWHOX SRVWRML PRJXI
JD SRVMHWL D GD RQ X WRP WUHQXWNX QLMH SULVX\
DNR VH ]QD GD MH WD RVRED JRVW KRWHOD PRaH VvV
]D JRVWD LOL JD VH VDPR PRAH REDYLMHVWLWL GD Ml
QD ]D WR SUHGYLYHQL REUD]DF



2EUD]DF ]D SRUXNH VDGUAL

SUD]DQ SURVWRU X NRML VH XSLVXMH SRUXND
NRPH MH QDPLMHQMHQD SRUXND LPH JRVWD
EURM VREH

GDWXP SULPDQMD SRUXNH

YULMHPH SULPDQMD SRUXNH

LPH RVREH NRMD MH SRUXNX RVWDYLOD

EURM WHOHIRQD RVREH NRMD MH SRUXNX RVWDY |

2VLRVRJD QD REUDVFX MH SRWUHEQR R]QDpLWL MH
JRVWD MH OL |DPROLOD GD MX JRVW QD]JRYH LOL R]Q
NDNR UH VH YUDWLWL WH MH OL SRUXND RG L]QLPQH

N NNNNNN

60OLND Obrazac za poruke

B3RUXNX MH SRWUHEQR pLP SULMH SUHQLMHWL JRVWX
VWXSL X NRQWDNW V JRVWRP QDNRQ SULPDQMD SRU}
VYRMRM VPMHQL SUHGDWL SRUXNX JRVWX REDYH]QR
X GUXJRM VPMHQL

=D SULPDQMH L SUHGDMX SRUXND JRVWX ]DGXAaHQL
RGOQRVQR SRUWLUL X KRWHOLPD JGMH SRVWRML SRU
%UILQD L SUDYRYUHPHQRVW SUHGDMH SRUXND JRVWL
WHOMD VWXSQMD SURIHVLRQDOQRVWL UHFHSFLRQDULI

=D VYDNX ]DSULPOMH QRRIXDN ELWL HYLGHQWLUDQR YU
SD VH X WX VYUKX QDMpH&UH NRULVWL LQGXVWULMV
PH 8 VOXpDMHYLPD NDGD X KRWHO VWLJQH SRUXND ]
KRWHOX UHFHSFLRQDUL UH SUHX]HWL SRUXNX ]D JRV
QMHJIJRYX SRYUDWNX



.RG XUXpLYDQMD SRUXNH JRVWX UHFHSFLRQDU ]DSUL
QLFX V SUH]J]LPHQRP JRVWD L EURMHP VREH D QRVDp S
RGPDK RGQRVL X VREX RGODaH MH QD VWROX X VREL
YUDWD 1LMH QHXRELpDMHQR GD VH SRUXND JRVWD U
RGORA&L QD SRG SUHGSURVWRUD VSDYDUHJ GLMHOD V
QDpLQ JRVW VLIXUQR SULPLMHWLWL SRUXNX ,VNXVW
VWROX QD NRMHP VH QDOD]L L RVWDOD SDSLUQD NR(¢
SRUXNRP SD ]QD GRUL GR QHVSRUD]XPD V JRVWRP QF

$NR X KRWHOX SRVWRML VXVWDY VLIQDOL]DFLMH X] E
NRMLP UHFHSFLRQDU SDOL VLIQDOQX ODPSLFX QD Wt
VWD QD NRMHP MH LVSLV ALPDWH SRUXNX?® 5HFHSFLF
KRWHOVNL JRVW SULPL SRUXNX

8 VXYUHPHQLP VH KRWHOLPD XJUD$®RWMR INKXN R/NDM IERabR
VWL PRJX SURpLWDWL LVSLVY SRUXNH QD HNUDQX WHO
2VLP XRELpDMHQRJD WHOHYL]JLMVNRJ SURJUDPD VXV
NDQDOH ]D SURPRFLMX L RSLVY XVOXJD NRMH KRWHO L
PD GRJDYyDMLPD L GUXJLP NRPHUFLMDOQLP SRUXNDP|
VYRJD VREQRJ UDpXQD

SRVWRMH L XUHYDML ]D ]Y Xdp®@ Ma$Sodi MIRURKW B RAHX MH G Q
VWDYQR JRYRUL X PLNURIRQ L VQLPL VH QD XUHYDM
QMHP NDUDNWHULVWLPQRJID EURMD QD AVHNUHWDUL
BUHGQRVW RYRJD VXVWDYD MH YDAQD SRVHELFH ND
JRVWL UD]OLPpLWLK QDFLRQDOQRVWL L NRML JRYRUH |

UIRWXYELWQH SRUXNH ]D JRVWD NRMH VH PRUDMX
NUDUHP URNX B5HFHSFLRQDU VYH SULPOMHQH EU]JRML
JRMDYD NRMD VH QDOD]L QD UHFHSFLML %U]JRMDY VF
SDOL VH VLIJQDOQD ODPSLFD D DNR VH JRVW QDOD]L
MH GD RGQHVH EUJRMDY JRVWX GR VREH 8 VOXpDMX
JRVWD RVWDYOMD VH X SUHWLQFX ASR3aWH QD pHND
QDMGXaH GR VDWD

THOHIRQVNH eWalICSHRDKMXHISUDYLOX SULPDMX WHOHIRQ
EURM JRVWLMX SRVHELFH SRVOR¥Q@&KSRHRNHVORN V
ERUDYH X KRWHOX ,] WRJ UDJORJD VXYUHPHQL KRWHC
PD GD VYRMD SULMHQRVQD UDpXQDOD PRJX SULNOMX{
FH X KRWHOVNLP VREDPD 1D WDM VH QDpLQ JRVWL SF
VYRMLP GRPRP LQWHUQHWRP LOL V GUXJLP JRVWLPD
QD KRWHOVNX NRPXQLNDFLMVNX PUHAX

2VvLP WRJD KRWHOLMHU VWDYOMD QD UDVSRODJDQME
pXQDOD X ]JDVHEQRM SURVWRULML RELPQR X EOL]LQ
VOXpDMD XVOXJH ]D SULVWXS PUHADPD QDSODUuUXMX

THOHIRQLVWLFD SRSXQMDYD SRUXNH SULPOMHQH WHC
FLRQDU 3RUXNX RGPDK XUXpXMH UHFHSFLRQDUX NR
PHL EURM VREH JRVWD L SUHX]LPD GDOMQMX EULJX F
UD SRUXNH pXYD VH GRN VH SRUXND QH XUXpL JRVWX



2G RVRELWH MH YDAQRVWL aXUQR XUXpLYDQMH SRUX
WURQLpPpNRP SRAWRP $NR VH RYD SRPDJDOD QDODI]H >
ODWQLFL X WRP XUHGX VH EULQX R SUHGDML SRUXN
UHFHSFLRQDUX NRML RUJDQL]JLUD XUXpHQMH SRUXND

3RUXNH VH SULPDMX L |D JRVWH NRML MR& QLVX GR:
RVRED NRMD MH |[DSULPLOD SRUXNX WUHED SRVHEQL!
QDSRPHQX NDNR EL VH SRUXND SUHGDOD JRVWX RGF
VH QH SURQDYH UHJHUYDFLMD RQGD VH WDNYD SRUXN
X PHNDQMX3 L WR SR DEHFHGQRP UHGX SUHJLPHQD J|
]D ASRAWX X pHNDQMX3 pXYDMX GDQD D SRVOLMH |
RGOXpXMH RYLVQR R VDGUADMX SRUXNH KRUH OL VH

8 VOXpDMX NDGD JRVW SUHGDMH SRUXNX UHFHSFLRQ
PXODU ]D SRUXNX 'RN JRVW LVSLVXMH SRUXNX UHFH
L pHND 1DNRQ d8WR JRVW LVSLAH SRUXNX RQ UH MH
SRUXNX PRUD LVSLVDWL YULMHPH SULPLWND EURM VI
LOL LQLFLMDOH LPHQD L SUH]JLPHQD

OHYyX XVOXJH NRMH UHFHSFLMD SUXaD VYRMLP JRVWLI
X KRWHODXWMHDOQMH GRNXPHQDWD )DNVLUDQMH SUHG
XVOXJX ]D SULMHQRY VDGUADMD V SDSLUQDWLK GRNX
VNX PUH&KOM RYH XVOXJH MH SRX]GDQR L XpLQNRYL
]D JRVWH KRWHOD 3ULOLNRP SULPDQMD IDNVD ]D JRV
QR MH SURYMHULWL QDOD]L OL VH JRVW X KRWHOX
VWDYLWL IDNVLUDQL GRNXPHQW WH UH QD RPRWQLFI
VREH JRVWD

IDNRQ WRJD UHFHSFLRQDU U0OH XSXWLWL WHOHIRQVN
XSLWDWL @8HOL OL SULPLWL IDNV $NR JRVW QLMH X VY
SRG YUDWD *RVW WLMHNRP ERUDYND X KRWHOX PRA&F
VH WDGD WDNRYHU PRaH XUXpLWL IDNVLUDQL GRNXPFE
vwLiaL L SULMH QMLKRYRJ GRODVND X KRWHO 8 WRP \
OL JRVW UH]J]HUYLUDR VPMHa&AWDM X KRWHOX $NR VH J
UHFHSFLRQDU UH VSUHPLWL IDNVLUDQL GRNXPHQW X
XUXpLWL JRVWX WLMHNRP SULMDPD

8NROLNR JRVW GROD]L ]D YULMHPH QHNH GUXJH VPMEL
MH J[DSULPLR IDNV MH GD R WRPH REDYLMHVWL RVWD(
Log Book WH MH QMLKRYD ]DGDuD SRWRP XUXpLWL IDN
VPMHQH yYyHVWR VH ]QD GRJRGLWL GD X KRWHO SULVYV
UDYH LOL QLVX UHJHUYLUDOH VPMHaAWDM X KRWHOX 7
VH IDNV YUDWL SREALOMDWHOMX X] RGIJRYDUDMXUH RE

*RYRUHUL R VODQMX IDNVD YDaQR MH QDSRPHQXWL
SODUXMH WH VH WUR&DN XVOXJH DXWRPDWVNL GRGD
PRUD ]DPROLWL JRVWD GD SULpHND SRWYUGX R VODQ

.DVDYD®QD %URRNV 50 0DQDJLQJ )URGRHULFBQ@S$RWDH\OLR@GJL
(GXFDWLRQDO ,QVWLWXWH /DQVLQJ VWU



SRWYUGX L IDNVLUDQL GRNXPHQW $NR JRVW QLMH Y
UH XSLWDWL JRVWD JGMH L NDGD PX VH PRA&H XUXpLW
JRVWRP IDNVLUDQL GRNXPHQW UH PX VH XUXpLWL X G
]DYUADYD L SURFHYV YH]DQ ]D IDNVLUDQMH XQXWDU W

8 VOXpDMHYLPD NDGD JRVW KRWHOD RpHNXMH SRVMI
QMD GD RQ QLMH X VYRMRM VREL L QLMH QDSXVWLR
QHNRP RG KRWHOVNLK RGMHOD 1RRUIKRWH®ZAN DFDM KX
RYDNYH VOXpDMHYH SD UuH JRVWL SRSXQLWL RYDM RI
WHOX PRJXuUH SURQDUL

.DG SRVMHWLWHOM GRyH X SRVMHWX JRVWX UHFHSFL
VREH JRVWD QD NDUWRQX L SRVODWL WHNOLUD LOL Q
PHQXWR QD ORNDFLMVNRP REUDVFX RG \BAIBOYQH JRVW
GUAL NDUWRQ L]QDG JODYH L SRPLpH JD WDNR GD UH ]Y
L SULYXUL SRIRUQRVW JRVWLMX 7UDAHQL JRVW UH QDI
WLUDWL GMHODWQLND KRWHOD NRML UH LVSUDWLWL J
2YD YDULMDQWD LPD L VYRMX RSFLMX ORFLUDQMD JRV

,JIXEOMHQH L QDYHQH VWYDUL

=D L]JJXEOMHQH L QDYHQH VWYDUL RELpPQR MH ]DGXa
VWYD LDNR VH X QDMYHUHP EURMX VOXpDMHYD JR\
2VREOMH NRMH SURQDYH L]JJXEOMHQL SUHGPHW GXaQ
UuxX X RYLVQRVWL RG YUVWH SURQDYHQLK SUHGPHWD

VOXpDMQR LOLDPHWPXWILQRL]IXEOMHQL SUHGPH\
OQDPMHRVWDYOMHQL SUHGPHWL

+RWNHKD ]DNRQVNL REYH]DQ SRKUDQLWL L]JJXEOMHQH V!
QMLK 3RQHNDG MH WHANR QDSUDYLWL GLVWLQNFLM:
JDPHWQXWLK L L]JJXEOMHQLK ,SDN SUHPD VYLP SUHC
WUHED VH RGQRVLWL NDR GD VX L]JJXEOMHQL LOL ]D
SURSLVDWL GD EU]JL SURQDOD]DN L]JXEOMHQLK VWYL
OMD H¢NDVQRVW OMXED]QRVW L RVMHUDM ]JDEULQXW

'D EL VH L]JEMHJOL PRJXiL QHVSRUD]XPL ]D UD]JJRYR
LOL QDYHQLP VWYDULPD RYODAWHQD MH MHGLQR QDC
WHOX NRML MH ]D WR ]JDGX&HQ 'MHODWQLN iH XSLVD
JXELWDN JRVW SULMDYOMXMH D RVLP XRELPDMHQH
DGUHVX JRVWD

8 RGMHOX NRML MH ]DGXAHQ ]D QDVHQH.QM]IXNEQMH
JHOLK VWYDUL® D VYDNL KRWHOVNL GMHODWQLN NR
JD X QDGOH&QL RGMHO $NR L]JJXEOMHQL SUHGPHW Q
UHFHSFLMX NRMD SRJLYD KRWHOVNR GRPDULQVWYR 1
GRPDiULQVWYD RGUHYHQR YULMHPH NRMH MH ]DNRQRI
JRVWD QLNDGD VH QDYHQL SUHGPHW QH 38DOMH QD Q

+D\HV . ILQHPHLHU - ' Hotel Operations Maragemen/ RQ 3UHQWLFH +DOO
1HZ -HUVH\ VWU



2 VYLP UDGQMDPD X VYH]L V L]JJXEOMHQLP LOL QDYHC
YRGL |JDELOMHANH A3RVHEQH X]DQFH X XJRVWLWHOM
JRYRUL R |DERUDYOMHQLP VWYDULPD JRVWD QDYRGH
VWDYLWL LOL XUXpLWL VWYDUL JDERUDYOMHQH X KR\
GD VX WH VWYDUL QDYHQH L ]DWUDALWL XSXWH R QD
GRVWDYH VQRVL JRVW $NR QH EL PRJDR XUXpLWL V\
QDMPDQMH MHGQX JRGLQX D WDGD SRVWXSLWL SUHP

2VLP QDNLWD QRYFD L RVWDOLK SUHGPHWD YLVRNH YL
WUHEDMX VH SUHGDWL RGMHOX GRPDULQVWYD NRML
RGMHOD 3UHGPHWH SURQDYHQH X JRVWLQMVNLP VRED
GLWL UHFHSFLML 3UL SULPDQMX L]JJXEOMHQRJ SUHGP
NRMD MH GRQLMHOD SUHGPHW JGMH L NDGD MH SUHGP
SUHGPHW XSXWLWL RGMHOX GRPDULQVWYD JGMH UH VFE

8 NQML]L L]JJXEOMHQLK L QDYHQLK VWYDUL KRWHOVND
D GDWXP SURQDODVND SUHGPHWD

RSLV SUHGPHWD

PMHVWR JGMH MH SUHGPHW SURQDYVHQ

SURFLMHQMHQX YULMHGQRVW

LPH L SUH]JLPH RVREH NRMD MH SURQD&0OD SUHGP

PMHVWR QD NRMHP MH SUHGPHW SRKUDQMHQ

6YDMWRQDYHQL SUHGPHW GRELYD QDOMHSQLFX V RC
SUHGPHWD SRWUHEQR MH SULELOMHALWL X VSRPHQXW

$NR VH XWYUGL GD SURQDYHQL SUHGPHW SULSDGD JF
JRVWD VH WUHED REDYLMHVWLWL X 8WR NUDUHP URN
SRVODQ SRAWRP *RVWX MH YDAaQR QDSRPHQXWL GD
UH ELWL L]YUGHQR X] SRPRU SRGDWDND V NUHGLWQH
SULOLNRP SULMDPD JRVWD

8 QHNLP JHPOMDPD KRWHO LPD SUDYR QDNRQ RGUHYI
PHW SURGDWL 8 GUXJLP SDN JHPOMDPD WR ]DNRQRGI
ELOR WH SUHGPHWH GRVWDYOMDWL QDGOHaQRM ORN|
GD VH QDOD]QLNX GRGLMHOL QDYyHQL SUHGPHW DNR \
QH JRGLQH +RWHOVNL GMHODWQLN NRML L]JXEOMHQ
GRELMD RWND]

SUHPD RGUHGEDPD A3RVHEQLK X]DQFL X XJRVWLWHO!
SODWL OL JRVW UDpXQ ]D NRULAWHQH XVOXJH RGaw|
pLOQMHQX @8WHWX KRWHO LPD SUDYR ]DGUADWL VWYD!
SRWSXQH QDSODWH SRWUDALYDQMD +RWHO MH GXaD(
JRVW LOL QHWNR GUXJL XPMHVWR QMHJD GDGH RGJR
]JDGUAL VWYDUL JRVWD QD WHPHOMX SUDYD |]DGUA&DYDC
QMLKRYH YULMHGQRVWL DOL MH GXa4DQ SULMH QDSOD

6PDWUD VH GD MH KRWHO SUDYRGREQR REDYLMHVWI
SRUXpHQH REDYLMHVWL QD DGUHVX JRVWD QDYHGHQ
HXURSVNH D GDQD ]D L]IYDQHXURSVNH JHPOMH

— I GO Tmm



SRVXYyLYDQMH L LIQDMPOMLYDQMH SUHGPHWD

.DR &4WR MH SUHWKRGQR QDYHGHQR JRVWL WLMHNRP
UD]QH RVREQH SUHGPHWH 8 VNODGX V WLP SULMDPQ
LPD SUHGPHWH NRMH JRVWL QDMpH&UH JXEH LOL WUH
MHQRVQD UDpXQDOD L RVWDOH HOHNWURQLPNH XUHYI
PUHAX NLAREUDQH LWG

*RVWL VSRPHQXWH SUHGPHWH GRELYDMX QD NRUL&W
SUHGPHW SRVXyHQ JRVWX X LQIRUPDFLMVNRP VXVWI
WUHEQR MH QD]QDpLWL GD MH SUHGPHW SRVXyHQ WH (
SULOLNRP QDSXawbQMD KRWHOD 1HRSUH]QLP UXNRY/|
YyHQL SUHGPHW WH MH GXaDQ SODWLWL QDVWDOX aWH

2VLP WRJD JRVWL PRJX ]DWUDALWL UD]OLpPLWH KLJL
WDOQRJ SULERUD SULERUD ]D EULMDQMH VDSXQD
VX&aLOD ]D NRVX $NR MH SRWUHEQR JRVWLPD UH VH
QLFL RJUWDpPL SHSHOMDUH WH JODpDOR NDR L VWR(
PHWH JRVWX GRQRVL B8IHE®ALXW DIMHNOWHR APLRIXUHP |
6YDNL GDQ EDJDAaLVWL PRUDMX SURYMHULWL L REQR
GR VDWL

6 GUXJH VWUDQH SRVWRMH SUHGPHWL NRML VX GDOI
pbD LOL SXQMDpD ]D PRELWHOH 7DNYL VH SUHGPHWL
SULPMHU PR&H ELWL L]QD M PRyStatioh Q MHD HNIDWIHp QR @ JRL
e-bke V FLOMHP SRYHUDQMD SULKRGD L SRYHUDQMD U

B3ULMH XUXpLYDQMD YULMHGQLMLK VWYDUL X QDMDP
REYH]XMH QDGRNQDGLWL &WHWX XNROLNR LK SRNYDL
XUXpXMH I DKWLMHYDQL SUHGPHW D UHFHSFLRQDU UH
VWD X LQIRUPDFLMVNRP VXVWDYX 7UR&DN NRUL&GWHQ
ALWL QD UDpXQ JRVWD D NRULAWHQL SUHGPHW RQ PR
GRIJRYRUHQRJ URND 8 SURWLYQRP JRVW PRUD SODW
UHFHSFLMH JRVWX RGX]HWL SRIDMPOMHQL SUHGPHW
SUHGPHWD JRVW PRUD SODWLWL a8WHWX

6.10. PoStanske poSilike

7LMHNRP ERUDYND JRVWLMX X KRWHOX RGQRVQR XY
ELYDQMD L] PMHVWD VWDOQRJ ERUDYND SRWUHEQD |
PRJX GRELYDWL SRaWX SR]JLYH IDNVRYH LOL PRJX QD
vD VYRMRP RELWHOMLPD SULMDWHOMLPD SR]QDQLF
WDM QDpLQ JRVWL PRJX GRELYDWL SLVPD LOL SDNHMW

$NR MH SRAWDQVND SRALOMND SUDUHQD L YRGL VH X
SRAWD QDHUYDWULUDQD SUHSRUXpHQD SRawbD =DSL
SRawDU NRML ]DPROL SULPDWHOMD SRALOMNH GD S
SRWYUGL SULPLWDN 3UHSRUXpOMLYR MH QH SULPDW



MH UHJLVWULUDQD SRAWD SULPOMHQD RQD VH ]DSLV
D JRVW VH SRWSLVXMH X YULMHPH SULPLWND =D UD
SRAWD NRMD QHPD |DSLV R SULMD &@Q MHPQ DS 8 RR DGV X

6YH SRaAWDQVNH SRALOMNH NRMH VX DGUHVLUDQH
MD LOL WDMQL&WYR KRWHOD ©6YD ]DSULPOMHQD SI
VNXSLQH VOLND

Xob|gwawb NRMD MH ]JDSULPOMHQD RG VWUDQH
LOL JRVWLMX

LIOD]QD SNRMXO &DOMH RVREOMH KRWHOD LOL JRV

60LND Vrste poStanskih posSiljki u hotelu

8/$=1$3247$2VRED NRMD ]J]DSULPL XOD]QX SRawWX G>

VOXAaEHQLP SHPDWRP L R]QDpLWL GDWXP L YULMHP}
NDR VOLND

D SRAWDRVWD]YUVWDYD VH SR DEHFHG@&P UHGX
Boy LOL WHNOLUO RGQRVL SRaAWX X VREX JRVWD

E SRAWD DGPLQLVWVOXaEHKQD SRAWD ]D XSUDYX
KRWHOVNH RGMHOH

F SRAWDMHODWQLRGODRAMHVH X SRVHEQH SUHWLQF
SRVOHQL GMHODWQLFL PRJX SRGLUL VYRMX SRA&\V

%DNHAB +X\WRQ + %UDGOH\ 3 3ULQFLSOHV RI™“RMBHO )URQ\
&RQWLQLXP /RQGRQ 1HZ <RUN VWU



60OLND Ulazna posta

3RAWX ]D JRVWHiteNIRPMRLAN XY LQLWL RELPQR LOL SUHSRU;
NHW WHOHJUDP WH SRUXND RVREQR RVWDYOMHQD ]C
WHNOLUO LOL BellBoy X QMLKRYX VREX

*RVWH WNRMLEAWDMX KRWHO D RpHNXMX SRaWX L aHOH
VH GD SRSXQH QDPMHQVNX WLVNDQLFX NRMD LP MH Q
LOL QD SXOWX D SRWRP MH SUHGDMX UHFHSFLML 7L
EURM VREH
GDWXP RGODVND
SUH]JLPH L LPH JRVWD
DGUHVD QD NRMX 0H VH SRALOMND SRVODWL
GR NRMHJ GDWXPD VH SRALOMND PRaH VODWL QD
DGUHVX ]D GRVWDYX QDNRQ LVWHND QDYHGHQRJ
DGUHVX VWDOQRJ SUHELYDOL&WD
$NBBRELOMND VWLIJQH UHFHSFLRQDU QD RPRWQLFL L\

VXMH GDWXP L YULMHPH SRYUDWD RYMHUDYD SHpDW
VRP 3R&LOMND VH YUDuUD PMHVQRM SRAWL EH] SRVHE

S3RYUDW SRAWH HYLGHQWLUD VH X ANQML]L SRaAWH?3 X]
SUH]LPH SULPDWHOMD
SUH]LPH SRE&LOMDWHOMD
GDWXP SULPLWND



DGUHVD QD NRMX MH SRALOMND GRVWDYOMHQD
datum
SRWSLVY SRUWLUD

3RAWX JRVWH NRML VX QDSXVWLOL KRWHO D QLVX S
SR&A&WH UHFHSFLRQDU QDMSULMH VYUVWDYD SR DEHF
LVSLVXMH ARWR&SXWRBMPRWLOD KRWHOVNLP SHpDWRP L
VRP 3LVPD NRMD QLVX PRJOD ELWL LVSRUXpPpHQD pXY
]D ApXYDQMH SRaAWH?3 3RVOLMH WRJD VH YHD®PDMX SR
GRVWDYOMDWL SULPDWHOMX LDNR KRWHOLMHU PRAH

3RAWDEKG XuH JADOMH VH X UHIJHUYDFLMVNL RGMHO
MHGQR VD ]DSLVRP UH]J]HUYDFLMH 1D GDQ GRODVND
JRVWX WMHNRP SULMDYH

,=/$=182a7% $NR JRVWL KRWHOD aHOH SRVODWL E
VNLK SRALOMNL SUHSRUXpHQR SLVPR SDNHW X
WDNYX YUVWX XVOXJH VYRMLP JRVWLPD X] RGUHYH
WDNYH SRALOMNH PRUDMX VH HYLGHQWLUDWL X UH
WDNYH XVOXJH PRUDMX ELWL YLGOMLYL X UDpXQX .
YUVWH XVOXJD JRVW PRUD ELWL QD YULMHPH RED
QDSODWH L]JEMHJOH ELOR NDNYH QHVXJODVLFH V JI

6.11. Iznajmljivanje sefova

9HU VUHGLQRP VWROMHiGD X 6MHGLQMHQLP $PHUL
SURSLVLPD RGUHYyHQD RGJRYRUQRVW KRWHOD ]D VW)
VX YH]DQL X] pXYDQMH VWYDUL JRVWLMX UD]JOLpLWL
WUHEQR ]QDWL GD JODYQL PHQDG&HU KRWHOD GLUHI
SLVLPD SULMH RPRJXiUDYDQMD NRUL&AWHQMD VHIRYD X
VHID LOL NRULAWHQMH VREQRJ VHID

8 YHULQL GUADYD KRWHO MH GMHORPLpPQR RGJRYRUD
VWLMX L R WRPH JRVW PRUD ELWL REDYLMH&GWHQ SU|
POMLYDQMH VHID

*ODYQD EULJD ]D JRVWD MH VLIXUQRVW QMHJRYLK VWY
GRNXPHQDWD 7R MH UD]JORJ @WR KRWHOL QDEDYOMDM.
SUHSRUXpD GD RVWDYH YULMHGQH VWYDUL X SUHWLQF

2YL SUHWLQFL VHID VH RWYDUDMX NRULAWHQMHP GY
VH NRULVWL JRVW D GUXJL MH NRG UHFHSFLRQDUD 7I
UH RWYRULWL VDPR X] LVWRYUHPHQX QD]JRpPQRVW RER

+D\HV . ILQHPHLHU - ' Hotel Operations Maragemen/ RQ 3UHQWLFH +DOO
1HZ -HUVH\ VWU



60LND Hotelski sef s pretincima

.DGD JRG JRVW SR&HOL RWYRULWL VYRM GRGLMHOMH
NRULVWH VYDNL VYRM NOMXp GD RWYRUH SUHWLQDF
PRUD VH ]DELOMH&LWL X UHJLVWDU NRULAWHQLK VHIF
BWDQGDUGQD SURFHGXUD GRGMHOH VHID QD NRUL&AW!
L]IGDYDQMH SUHWLQFD
SUHGDMD SUHWLQFD

,JGDYDSUMHWLQEDG/HRWVW aHOL NRULVWLWL KRWHOVNL
VOMHGHUH DNWLYQRVWL

2GUHGLWL EURM SUHWLQFD VHID ]D JRVWD
*RVWX SUHGDWL UHIJLVWUDFLMVNX NDUWLFX L ]D!
*RVWX SUHGDWL NOMXp SUHWLQFD VHID

*RVBHSRQLUD VYRMH YULMHGQRVWL L GRNXPHQW
L RGQRVL NOMXDp

*RVMRAH NRULVWLWL VHI NDGD JRG SRaHOL D ]D \
MH L]YU&GLWL JDELOMHANX X UHJLVWUX NRUL&WHQ

SUHGDMD SIDGDLQJR¥W SUHGDMH SUHWLQDF VHID S
VOMHGHUH DNWLYQRVWL
=DWUDAaLWL RG JRVWD GD LVSUD]QL SUHWLQDF Vi

*RVWUHED SRWYUGLWL GD MH SULPLR VYH VWYL
X VHIX

*RVW SUHGDMH NOMXp SUHWLQFD VHID UHFHSFLR

=DXVOXJX NRULAWHQMD SUHWLQFD VHID KRWHO PRAl
EHVSODWQRJ NRULAWHQMD &4WR RYLVL R SRVORYQRM



SDUNLUDQMH L JDUDALUDQMH DXWRPRELOD
automobila gosta)

3UHPD NULWHULMLPD L HOHPHQWLPD ]D NDWHJRUL]D
UDQ SURVWRU ]D SDUNLUDQMD LOL JDUDALUDQMH DX
XVOXJH JDUDALUDQMD GRN VH SDUNLUDQMH LOL QDS
DNR MH SDUNLUDOL&WH X YODVQL&WYX KRWHOD LOL
SDUNLUDOLAQRJD SURVWRUD NRQFHVLRQDULPD

S3UHPD ABRVHEQLP X]DQFDPD X XJRVWLWHOMVWY X3 X]
QHVWDQDN LOL REWHUIHQMH DXWRPRELOD JRVWD RVW
SDUNLUDOL&A&WX KRWHOD 2Q RGJRYDUD L ]D VWYDUL
OMHQRP X JDUDAL LOL QD pXYDQRP SDUNLUDOLAWX

60LND +RWHOVND JDUDA&D L SDUNLUDOLAaWH

+RWHO QH RGJRYDUD ]D &WHWX QD DXWRPRELOX L VW
SRVOHQD X KRWHOX QD [IDKWMHY JRVWD RGYRI]L X JDU
VL RGQRVQR RGQRVL ELOR NRMH VWYDUL JRVWD DNF
RGUHYHQH RVREH QD UHFHSFLML LOL DNR WDNYH RVI

60LND &MHQLN JDUDaH




3UXADQMH XVOXJD ]D JRVWD X VREL

8 KRWHOLPD VH JRVWL PRJX NRULVWLWL UD]JQLP XVOX
RG QDMpHauH NRULaAWHQLK XVOXJD X VREDPD JRVWD
EXYHQMH
SRVUHGRYDQMH SUL WHOHIRQLUDQMX
NRULAWHQMH VREQLK PLQL EDURYD
RGUADYDQMH UXEOMD NHPLMVNR pLaUHQMH SUD
pLAOHQMH REXUH
NRULAWHQMH HOHNWURQLPNRJ VHID X VREL pXYL
XVOXJH KUDQH LR&®mEbrvikeVRE L
VREQD ]DEobrv Entertainment

%XYyHQMH JRVWLMX

'DJRVWL QH EL SURSXVWLOL QHNL YDaQL VDVWDQDN
YRP SXWRYDQMH YODNRP LOL EURGRP GMHODWQLFL
VX RGIJRYRUQR EULQXWL VH R ]IDKWMHYLPD JRVWLMX

5DQR MXWDUQMH EXYyHQMH MH QHNDGD SUHGVWDYOM
DOL MH V YUHPHQRP L]JXELOR QD YDAQRVWL V SRMDY
PRELOQLP XUHYyDMLPD L DXWRPDWL]JLUDQLK KRWHOVN
RVREOMH UHFHSFLMH PRaH ]DSULPLWL ]DKWMHY ]D EX
WLSRYD JRVWLMX SD EL WUHEDOR SR]QDYDWL SURFH
VWDY ]DNDaH

60OLND Usluge u sobama gosta



=D HYLGHQFLMX QDUXpHQLK JDKWMHYD ]D EXYyHQMHP
,QWHUYDOL SR]LYD ]D EXYyHQMH PRJX ELWL i PLQXW
]D EXYyHQMH LPH L EURM VREH JRVWD WUHED ]DSLVDW
8 GRJRYRUHQR YULMHPH EXYyHQMD UHFHSFLRQDU LO
GRN QH REDYL VYD EXYyHQMD 60LpDQ VXVWDY PRA&H \
]D GRVWDYRP GQHYQLK WLVNRYLQD SUHG VREH JRVWI

+RWHOL QXGH XVOXJX EXYyHQMD WHOHIRQVNLP SR]LYF
SRILYD JRVWD WHOHIRQRP X VSHFL,{FLUDQR YULMHPF
NRML &HOL ELWL WHOHIRQVNL SUREXyHQ PR&H SRI]LY ]
VNRJD RGMHOD LOL WHOHIRQVNH FHQWUDOH =DPROE
]JDPROEL ]D WHOHIRQVNR EXYyHQMH 7HOHIRQVNL RSHI
YULMHPH VSHFL{FLUDQR RG VWUDQH JRVWD

+RWHOL XMHGQR QXGH XVOXJX WHOHIRQVNRJ EXYyHQM
KRWHOX X YULMHPH VSHFL{FLUDQR RG VWUDQH YRYH
ED NRMD UHJLVWULUD SR]LY ]D EXYyHQMH LQIRUPLUD
QH 5HFHSFLMD XQRVL WDM SRGDWDN X UHJLVWDU SR/
JRVWH X VSHFL¢{(FLUDQR YULMHPH S5HFHSFLMD XMHGQ
NRMH SUHQRVL SUWOMDJX pODQRYD VNXSLQH L] VYRM
RUJDQL]JLUD L GRUXpDN UHFHSFLMD LQIRUPLUD RGMH:
DGHNYDWQX XVOXJX WH LQIRUPLUD YRYyX VNXSLQH R Y

, SRNUDM QDSUHWND X WHKQRORJLML PQRJL KRWHO|I
EXyHQMD MHU JRVWL YL&H YROH ELWL EXyHQL L]JUDY
JRYRUQLP QDSUDYDPD 8 RYRP VOXpDMX PRJXUH MH
EL VH QDNRQ MDYOMDQMD JRVWD NRULVWLOD VOMH (
QR MDYOMDQMH JRVWX GREULK LQIRUPDFLMD

A'REUR MXWUR JRVSRGLQH *DOLpLU 2YR MH 9D4&
9DQL MH VXQpDQR YULMHPH &HOLP 9DP XJRGDQ G
BOLWYLpPpNLP MH]JHULPD 3

IDNRQ WRJD SURFHGXUD YH]DQD ]D EXYyHQMH JRVWLN

BULOLNRP ]JDKWMHYD ]D EXYyHQMHP SUDYLOR MH GD V
]IXPLMHYDQMD SRGDWDND JRVWX XYLMHN SRQRYL YUI
VREH 8 VXYUHPHQLP KRWHOLPD NRULVWH VH WHOHI
YLGOMLY EURM VREH L] NRMH VH JRVW MDYOMD pLPt
PRIXUQRVW SRJUHANH

$NR VH JRVW QH MDYL QD LJUDYQR EXyHQMH NDWQD
QD VREQD YUDWD $NR VH JRVW QL WDGD QH MDYL Wt
WRPH L]YLMHVWLWL QDGUHYyHQRJD GMHODWQLND

6XYUHPHQD WHKQRORJLMD RPRJXUXMH GD JRVWL PR
IRQVNRJD DSDUDWD LOL 79 SULMDPQLND LQWHUQD \
PD R SURJUDPLUDQMX RGUHGLWL YULMHPH EXYyHQMD
AHOL NRULVWLWL



8 QHNLP KRWHOLPD EXYyHQMH VH NRPELQLUD V RG
E XRoom Service)y NDNR EL JRVW PRJDR RGPDK SULOLNRP
GRUXPpDN X VREX

THOHIRQLUDQMH

5HDOQD MH SUHWSRVWDYND GD MH MHGDQ RG ]QDpDM
WHWX SUXAaDQMD XVOXJD X KRWHOX L NYDOLWHWD WH
VNLK XVOXJD NRMH SUXaD RVREOMH X WHOHIRQVNRM F
GD JRVWL KRWHO AYLGH3® NUR] JODV WHOHIRQLVWLFH
MHGDQ RG IXQNFLRQDOQLK GLMHORYD SULMDPQRJ RGN
GD X YHULQL VOXpDMHYD UHFHSFLRQDUL REDYOMDMX

7THOHIRQVND FHQWUDOD SUHGVWDYOMD RVMHWOMLYF
YHOLND GR]D SURIHVLRQDOQRVWL SD MH SUDNVD GD
FHQWUDORP UXNRYRGL JODYQL WHOHIRQLVW LOL QDG

OR&H VH ]DNOMXpLWL GD MH MHGDQ RG ]QDpDMQLML}
SUX4DQMD XVOXJD X KRWHOX L NYDOLWHWD WHOHIR
WHOHIRQVNLK XVOXJD NRMH SUX4D RVREOMH X WHOH

60OLND Obavijest o telefonskim uslugama

.DR GLR SULMDPQRJ RGMHOD WHOHIRQVND FHQWUDO
OMHQH SURFHGXUH ]D DGHNYDWQR REDYOMDQMH SRV
]D VWYDUDQMH SUYRJD GRMPD R KRWHOX L SURYMHU X
JLQD L NYDOLWHWD RGJRYDUDQMD QD WHOHIRQVNH S
VYLP KRWHOLPD SUDNVD XYRYHQMD VWDQGDUGD WHO
aDYDWL UHFHSFLRQDUL WHOHIRQLVWL FH DOL L VYL
NRPXQLFLUDMX V JRVWLPD L YDQMVNLP NOLMHQWLPD

/XS LU Hotel - prijamni odjel, aANROVND NQMLJD =DJUHE VWU



1D WHOHIRQVNL SR]J]LY SRWUHEQR VH MDYLWL RGPDK
QMD 3ULOLNRP MDYOMDQMD QD AYDQMVNH3 SRJLYH U
SR]IGUDYLWL VXJRYRUQLND SUHGVWDYLWL VHEH L K
PX PRaH SRPRuUL =D SR]LYH XQXWDU KRWHOD SURFF
SRWUHEQR SUHGVWDYOMDWL KRWHO YHUO SR]JLYQLN F
U0XMH WHOHIRQVNL SR]JLY 8 UD]JJRYRUX VH SUYR NRUL
VWUDQRP SR]JLYQLNX NRULVWL VH MH]LN SR]JLYQLND
LOL UHFHSFLRQDUD PRUD ELWL XJRGDQ L UD]XPOMLY
QD VWUDQRP MH]LNX

7LMHNRP UD]JRYRUD L]X]JHWQR MH YDaQR VPLMH&aLWL
SRVSMHaA&XMH OMXED]QRVW L RVWDYOMD SR]JLWLYQX L
UD L UHFHSFLRQDUD VH |IDKWLMHYD 4LURNR JQDQMH |
PD NDNR EL PRJOL GDWL UHOHYDQWQH LQIRUPDFLMH
MH IDEUDQMHQR GDYDQMH LQIRUPDFLMD YH]DQLK ]D
VREH JRVWD GXOMLQD ERUDYND L VO 8 VOXpDMX ]YR
0H VH MDYLWL NDNR MH XWYUYyHQR VWDQGDUGLPD W
SULPpHND RVWDYL SRUXNX LOL SRQRYQR QD]RYH

8NROLNR SR]JLYQLN RGOXpL SULpHNDWL RSHUDWHU V|
WH UH VH LVSULpDWL SRIJLYQLNX QD pHNDQMX 6WDQC
WHOHIRQLUDQMD L]JPHYyX RVWDORJD XNOMXpXMX L QR
]JDEUDQX SULVOXaANLYDQMD WHOHIRQVNLK UDJJRYRUD
QHRYOD&A&WHQLP GMHODWQLFLPD

3UYL L QDMYDAaQLML VWDQGDUG ]D SURYMHUX NYDOLWH
NYDOLWHWD MDYOMDQMD QD WHOHIRQVNH XSLWH =DWF
NRMLK VH RVREOMH D SRVHELFH WHOHIRQLVWLFH PRL
VWDQGDUGD MHGDQ MH RG QDMpH&a&uULK UD]JORJD JERJ pH
L] KRWHOVNLK ODQDFD 7HOHIRQLVWLFH VH PRUDMX SU|
QD]QDN WHOHIRQVNRJ SR]JLYD MDYLWL VH RGP
WUHUHJ ]JYRQMHQMD
MDYOUMDWILMHN SUHPD XWYUVYHQLP IUD]DPD QDM
SRWRP QD MH]LNX NRMLP JRYRUL SR]JLYQLN

EHIJRE]LUD V NLP VH WHOHIRQVNL UD]JJRYDUD YL
QX LPSUHVLMX

]JDYULMHPH UD]JJRYRUD VPLMHALWL VH MHU VH WI
ERML JODVD

SULODJRGLWL VH &XUQRVWL SRJLYQLND
LIEMHJDYDWL JODVQL LOL SUHWLKL UD]JJRYRU
QLNDGD VH QH OMXWLWL

QHSUHVWDQR PRWULWL QD SRVUHGQLpPNL DSDUDW
DNRHPD QRUQH VPMHQH XNOMXpLWL AQRUQL VSF
QDSXaWDQMD UDGQRJD PMHVWD

QD YLGOMLYRP PMHVWX LPDWL QDMYD&QLMH WHO|
ELWL X VWDOQRM YHJL V SRILYQLNRP VYH GRN VH
X VOXpDMX WUD&HQMD JRVWD L]YMHAWDYDWL SR]



SRILXH/YH]L V KLWQLP QHXRELPpDMHQLP GRJDYDMI
YLPD XVPMHUDYDWL QDGUHYHQRP GMHODWQLNX
QLMH GRSXaWHQ XOD] X FHQWUDOX GUXJLP GMHO|
pLWDQMH QD UDGQRPH PMHVWX QLMH GRSXawHQR
NRQ]XPLUDQMH KUDQH SLUD L FLIDUHWD VWURJR
SULVOXANLYDQMH WHOHIRQVNLK UD]JJRYRUD JDEUL
QH UDVSUDYOMDWL V SR]JLYQLNRP

SRIJLYH ]D RVREOMH QDUXpXMH L RGREUDYD UXNR"®

6YWWHOHIRQLVWLFH VH MDYOMDMX QD WHOHIRQVNH S
VWUDQLK MH]LND

QD VYH YDQMVAGRERR WYMHKWUR?* AGREDU GDQ3® AGR

QDVYH SRJLYH LAGREEMR MXWUR3® AGREDU GDQ3
Jzvolite®,

NDG MH OLQLM/DRQDMTHWB ]DX]HWD &4HOLWH OL VDh
NDGD VH OLQLAMDYRUORB\RGNVWH pHNDOL SR]YRQLV

NDGDH QLWNR X VRBSbba)btojMIDgosSpdiDd (prezime) ne
MDYOMD VH &4HOLWH OL RVWDYLWL SRUXNX3 LOL A

NDGWUD&AHQMH SRWUDAMAD R IHMHJ LBRIOPHHNDQMD M
gospodina...”.

6YDNL EL UDGQLN X KRWHOX NRML GROD]L X NRQWDN
VNRJ DSDUDWD WUHEDR SURUL NUDWNL WHpDM WHOH
X SRVORYDQMX XSUDYR VXVUHW V QHpLMLP JODVRP F
LQIRUPLUDWL QD WDM QDpLQ GD RGPDK SUHGVWDYL L
V GUXJH VWUDQH aLFH RVRUDQ WHOHIRQLVW PRUD V
YUbubwL LVWRP PMHURP

%XGXuL GD MH MHGDQ RG VWDQGDUGQLK L XRELpDMH
JXUQRVW NRPXQLNDFLMH V YDQMVNLP VYLMHWRP X \
WHOHMWRB JRVWL X ELOR NRMH YULMHPH PRJX NRULVW

3RUHG WHOHIRQD X KRWHOVNRM VREL VH PRUDMX Q
OHIRQD NRMH WUHED QDSLVDWL QD YL&H VWUDQLK N
VWUDQLK GUADYD L FMHQLN WHOHIRQLUDQMD LPSXO
QD XSXWDPD SL&H SR]JLYQL WHOHIRQVNL EURM UHFHSH

3RILYL XQXWDU KRWHOD VX EHVSODWQL D RVWDOL S
VWD WH LK JRVW SODiD SUL RGODVNX L] KRWHOD ,V¢
SRIJLYD MH QX4QR EXGXiUL GD RQL pLQH ]QDWDQ GLF
SULKRG RG WHOHIRQVNLK SRJLYD ]DGQMLK JRGLQD V}
YHOLNH XSRWUHEH PRELOQLK WHOHIRQD

3 % ; Private Branch Exchange MWXVWDY WHOHIRQVNH LQIUDVWUXNWXUH KR
LOQWHUQLK WHOHIRQVNLK SR]LYD



%XGXuL GD JRVWL pHVWR QLVX X VYRMLP VREDPD S|
QDMpH&UH QDOD]H X SURVWRULPD RVWDOLK KRWHOVN
LQIRUPLUDWL R YDAQRP SRJLYX WDGD VH NRULVWL W
SR]QDW SRG p@djyL YIRFWNR RG RVRE O MERI RGWEDDD WHN (
ALVW SUROD]L SR RGMHOLPA3RRWD®DJI R VWSLRXMMU * DI
SRILYDP JRVSRGLQDY#D GRIN. ¥Bi* JRVW QH RGD]RYH

6XYUHPHQLML QDpLQ WUD&HQMD JRVWD MH SRPRiX ]
KRWHOX 3UREOHP NRG RYD GYD SRVWXSND MH WDM &
VSUHPDYDQMD X]QHPLUHQMD RVWDOLK JRVWLMX QHN
pagere MHU SUHWSRVWDYOMDMX GD EL JRVWX PRJDR E
QRUPDOQRJ UDGQRJ YUHPHQD LOL X YULMHPH QRUPD
JRQX 5DGL RVLJXpayers! DSKRWWIBMDR QMHJRYX L]GDYD
VH X] UDpXQ JRVWD

=D UDJOLNX RG QHNDGDAQMHJ NODVLpQRGDSROAM MGIR Y
LJUDYQR ]YDQMH DXWRPDWL]JLUDQR L XQLYHU]DOQR F
VNH NDWHJRULMH 1D WDM QDpPLQ RQHPRJIXUHQR MH
WHOHIRQVNLK EURMHYD SRVHEQR L] UD]JORJD &WR VH
X SURAORVWL VX JRVWL QHNDG WYUGLOL GD VX SR]L
RVREOMD GRN VX RQL ELOL ]YDQ VREH

8 VYDNRM KRWHOVNRM VREL PRUD VH QDOD]LWL WHOH
LOWHUQH WHOHIRQVND EURMHYH QD SULPMHU
UHFHSFLMD
UHVWRUDQ
3. wellness L GU
2VLP WRJD PRUD VDGU&ADYDWL L YDAQH HNVWHUQH WE
SROLFLMD
YDWURJDVFL
KLWQD SRPRUO L GU
7TDNRYyHU PRUDMX ELWL QDSLVDQL SRILYQL EURMHYL ]
VH PRaH QD]YDWL YDQMVNX OLQLMX 1DMpH&UH VH ]D
A3 QXOD D QDNRQ SULWLVND QD A 3 GRELYD VH VL.
QHNL EURM L]YDQ KRWHOD



60OLND Interni telefonski imenik

.RULAWHQMH PLQL EDUD

OLQL EDU MH YUVWD EH&XPQRJ KODGQMDND NRML MH
YRP YLQRP L EH]JDONRKROQLP SLULPD 1DOD]L VH X K
SD SLUH VWRML JRVWX QD UDVSRODJDQMX =DNOMXp!
V NOMXpHP VREH LOL DSDUWPDQD L SUL RGODVNX JC
RVREOMH NRMH RUJDQL]DFLMVNL SULSDGD RGMHOX K
XWURZHQLK NROLPLQD HYLGHQWLUDMX SRWUR&QMX
UHFHSFLMH QD NQMLAHQMH RGQRVQR ]JDGX&HQMH JR\

OLQL EDU LPD SUHGQRVWL NDNR ]D JRVWD GD VH PF
GRED EH] pHNDQMD WDNR L ]D KRWHO UDVWHUHUHQ
SURGDMH 6DGUADM PLQL EDUD VWRML QD UDVSRODJ
SULQFLSX VDPRSRVOX&LYDQMD L V NRPHUFLMDOQLP |
SURGDMD XVOXJD SLiUD L JDJUL]DND X KRWHOX &LMH
NDWHJRULMRP REMHNWD 3UHPD QD&LP SURSLVLPD PL

]JYMH]GLFD D NDR GRGDWQL HOHPHQWL SUHGYLyHQL



60LND OLQL EDU

OLQL EDU MH MHGDQ RG QH]DRELOD]QLK HOHNWURQVI
SRYHUDYD XGREQRVW JRVWD 'REUR RGDEUDQLP VDG
NRKROQD L EH][DONRKROQD SLuUD UD]QH JULFENDOLFH
NROQWUROX UDGD L NRUL&WHQ Mwirdhes® W IHERQ R O\NRRIW IMVXW B
VWL SODUDMX XVOXJX PLQL EDUD SUL RGODVNX L] KR\

1HIJDWLYQH VWUDQH PRJX VH VDAHWL X LVNXVWYD KRW
VWL VNORQL SULOLNRP UDQRJ RGODVND L] KRWHOD SUF
QHNL VOXpDMHYL VX SRND]DOL GD VX JRVWL VNORQL VD(
YRGRP YRGND JLQ 6DGUADM PLQL EDUD RSLVDQ MH X
GRVWXSDQ L SRVWDYOMHQ QD YLGOMLYRP PMHVWX X] Xl

1DSRPHQD JRVWLPD GD PLQL EDU QH NRULVWH AX GU
LVNXVWYLPD KRWHOLMHUD MHU VX JRVWL QDURpPpLW
YDWL SLUD L KODGLWL LK X PLQL EDUX



8NROLNR VH GRJRGL WDNDY VOXpDM VREDULFD LOL
NRQWUROX SRVORYDQMD PLQL EDUD + L] RGMHOD AKU
GLWL L] PLQL EDUD ,]JQLPND VX OLMHNRYL NRMH JRV
QD KODGQRP PMHVWX

6YDNX NRQ]XPDFLMX L] PLQL EDUD JRVW PRUD SRWYU
FX NRML PX MH GRVWXSDQ 6YDNRJ GDQD SULOLNRP
SRWSLVDQX NDUWLFX GDMH QDG]JRUQLFL VRED D RQE
QD NQMLAHQMH RGQRVQR WHUHGHQMH UDpXQD JRVWI

6YDNL FMHQLN PLQL EDUD PRUD VDGUADYDWL NRPSOH
OD]H X PLQL EDUX QMLKRYX NROLpPpLQX WH FLMHQX 8]
YDWL SURVWRU ]D XSLVLYDQMH LPHQD JRVWD NROLN
SURL]YRGD EURM VREH WNR MH SURNQMLALR NRQ]XP]|

,DNR DVRUWLPDQ PLQL EDUD YDULUD RYLVQR R REMH
PLQL EDU REXKYDUD

SLYR X ERFDPD LOL X OLPHQNDPD

PLQHUDOQX YRGX RELpPQX L JDJLUDQX

YRUQH VRNRYH X ERFDPD LOL OLPHQNDPD

VRGD YRGX

&RFD &ROX 6SULWH 6FKZHSSHV L VO

YLQR PDQMH ERFH ELMHORJ FUQRJ YLQD SMHQJ

RVWDOBMRKROQD SLub ODUWLQL &DPSDUL JLQ Y
X PDQMLP ERFDPD

60LND 2EUD]DF ]D REUDPpXQ XVOXJD PLQL EDUD

N NN NNNN

&HUR¥LUO*DOLpLO 9 ,2YDQRYLU 6 OHQD G AP H DM XRWH\E VD RWYW AR
VWLPpNL L KRWHOVNL PHQDGAPHQW 2SDWLMD VWU



2GUADYDQMH UXEOMD L REXUH JRVWD

9HULQD KRWHOVNLK JRVWLMX QDURPLWR NRML X KRW
NRML RVWDMX NUDUH QR YHU VX QHNR YULMHPH GDOH
XVOXJX SUDQMD L JODpDQMD RGMHIUH

7H VX JRVWLQMVNH VOX8EH RUJDQL]JLUDQH QD MHGDQ
QL3 REMHNW SUHPD GRJRYRUX V YDQMVNRP SUDRQLFI
X JUXSDFLML SUDRQLFD L JODpDQMH PRJX GMHORYDW
VNH JUXSDFLMH ,VWL REMHNW PR&H VH NRULVWLWL X
VWROQMDND L XEUXVD WH ]D PQRJH GUXJH WNDQLQH 1

SRWUHEQR MH GD VH X VYDNRM VREL QDOD]L REUD]DI
YUHULFD X NRMX VH tH SUOMDYD LOL RGMHUD |]D JODPp
JObDpDQMH RGMHUH SRGLMHOMHQ MH X GLMHOD

SUDQMH RGMHUH
JODpDQMH RGMHUH L
NHPLMVNR pLAUHQMH

8VYDNRP GLMHOX QDEURMDQL VX L RGMHYQL SUHGPH
MHOR VDNR MDNQD KODpH VXNQMD KDOMLQD L NRE
AHMH]LpQL SD X QDVWDYNX X] KUYDWVNL QD]JLY PRUD
wuL VWUDQD MH]LND 8] QD]JLY RGMHUH QDOD]L VH L °
NRMD VH GDMH QD SUDQMH LOL JODpDQMH FLMHQD S

1D GQX REUDVFD QDOD]L VH L PRIXUQRVW HNVSUHV X
QDSODUXMH YL&H 8 RYRP SULPMHUX WURA&DN ]D HNVS

7TDNRYyHU SUL GQX REUDVFD WUHED XSLVDWL EURI
YODVWRUXpPpQR SRWSLVDWL L GDWXP SUHGDMH RGMH
RGMHUD WDNRYyHU MH SRWUHEQR XSLVDWL EURM VREF

.DGD KRWHO QXGL XVOXJX SUDQMD L JODpDQMD RGMN
LPDWL L YUHULFX X NRMX tH JRVW PRUOL VWDYLWL VYR
QDSLVDWL LPH JRVWD L EURM VREH

2YD YUHULFD MH WDNRyYyHU REOLN UHNODPH MHU VH |
KRWHOD L QMLKRYD LQWHUQHW VWUDQLFD

BUDRQLFRP UXEOMD PRJX VH VOXAaLWL L JRVWL L KRW!|
MH WURAGNRYH 7UR&DN SRVWHOMQRJ UXEOMD MH GLR
L XEUXVD VX WUR@GNRYL UHVWDXUDFLMH QDYHGHQL W
NDR L X FLMHQX REURND

2G JRVWLMX VH VDNXSOMD RGMHUD WH VH ELOMHA&L S
WH VH YUDUD JRVWLPD LVSUDQD L L]JODpDQD RGMHIL
X MHGQRP GDQX

OHGOLN 6 , QIoteldbdpaslovanje, * ROGHQ PDUNHWLQJ =DJUHE VW L



6OLND 2EUD]DF ]D SUDQMH L JODpDQMH RGMHIiiH

60LND 2EUD]DF ]D &XUQR SUDQMH UXEOMD



2GUADYDQMH REXUH

8 SULORJX , * 89-(7, =$ .$7(*25,-( +27(/$ A3UDYLOQLNE
NDWHJRUL]DFLML L SRVHEQLP VWDQGDUGLPD VPMHA&W
/,* NDR REDYH]QL HOHPHQW QDYHGHQD MH L REYH]D
GD X SURVWRUX SULMDPQRJ RGMH OB DKRMWMH DD b IUAHIFH
REXUBNROLNR KRWHO SRVOXMH OMHWL RQGD WDNYD

.DR GRGDWQL HOHPHQWL NRML VH ERGXMX\QDYIHGHQ
pLAUHOMDIR¥WDHL ]D VYDNX NDWHJRULMX KRWHOD R(
SUHGYLYHQ MH ERG

60LND S8UHYDM ]D RGUADYDQMH REXUH

.RULAWHQMH VREQRJD VHID

3UHPGD KRWHO QLMH EDQND L NULYR MH SUHWSRVWLE
ND ]D VYDNRJ JRVWD ELWQD MH VLIXUQRVW QMHJIRYL
YULMHPH YHULQD KRWHOD QXGL JRVWLPD NRULAWHQM
IRYL X VREDPD VX HOHNWURQVNL L PRJX LK RWYRULW
3ULOLNRP NRULAWHQMD VHID JRVW GRELMH XSXWH N
XQLMHWL ORJLQNX

60LND Sobni sef

1DURGQH QRYLQH EU
+D\HV. 1LQHPHLHU - ' Hotel Operations Mar@gelnei, RQ 3UHQWLFH +DOO
1HZ -HUVH\ VWU



8SRWUHED VHIRYD QD UHFHSFLML YUOR MH QHSUDNWI
L QH XSRWUHEOMDYD 6REQL VHIRYL VX UMH&GHQMH N
]JIDGRYROMVWYR L VLIXUQRVW NRMX RpHNXMX 6YMHW\
SURQDYX L VHI D YHOLNL EURM NRPSDQLMD JDKWLMHY
MHQRVQD UDpXQDOD VSUHPH X VREQH VHIRYH 6D VRE
LPRYLQD QHSUHNLGQR QD GRKYDW UXNH pDN L WLMHI
DIJHQFLMD NRG UHNODPLUDQMD KRWHOD QDJODADYD G
YLPD 6 GUXJH VWUDQH JRVWL VH QH AaHOH ]DPDUDWL
SD XSXWH ]D NRUL&A&WHQMH VREQRJ VHID PRUDMX ELWL
SLVDQH QD UD]OLpLWLP MH]LFLPD 6HI PRUD ELWL ODN
YLVRNR SD VH |]D WX QDPMHUX pHVWR XSRWUHEOMDYI

'DQDAQML SRVORYQL OMXGL L SXWQLFL VWLAX V S
VQLP UDpPXQDOLPD YLGHR NDPHUDPD QDNLWRP
GRNXPHQWDFLMRP L VO

8 YHOLNRP EURMX KRWHOD JRVWLPD VH QXGH MHGLQI
LPRYLQX QHIJGMH X VREL LOL XQDMPH VHI QD UHFHSFLI
MH QHSULPMHUHQD NDNR ]D JRVWH WDNR L ]D ]JDSRVOH

6HIRD UHFHSFLML RELPQR VX SUHPDOL ]D YHOLN
QRVQD UDpXQDOD L NDPHUH

8WLP VHIRYLPD JRVWL QH PRJX SXQLWL EDWHULM

6HIRPD UHFHSFLML X]JURNXMX UHGRYH L pHNDQM
VWYDUDMX QHIDGRYROMVWYR NRG JRVWLMX X] ]D

JIXEONMBIDXPHYL VHID XPDQMXMX VLIXUQRVW L XN
QMD FLOLQGDUD EUDYD QD VHIRYLPD

Roomservice VREQD SRGYRUED

+RWHOVNL JRVWL ]D YULMHPH VYRMHJ ERUDYND X KF
L UD]JOLPLWH GRSXQVNH XJRVWLWHOMVNH XVOXJH 7i
ED]QD XVOXJD SRG pLPH VH SRGUD]XPLMHYD NRQJXPL
VYLP YUVWDPD XJRVWLWHOMVNLK R(EdMrtd NdwrBa,X KRW H
5RRP 6HUYLFH LOL HWD&QL VHUYLV

Room Service PR&H X KRWHOX ELWL RUJDQL]LUDQ L NDR
KUDQH L SLUD ]DGXaHQD ]D NYDOLWHWQR L SRWSXQR
KUDQH L SLUD X VREDPD L GUXJL PsobRa\pet&EsbB.M QLP MH (

2YGMH GR LJUDADMD GROD]L ]DGRYROMDYDQMH SRWL
NRMH RELOMHADYD DXWHQWLpPQD L VSHFL¢{pQD JDVWU
SRGUXpMD WXULVWLpPpNH GHVWLQDFLMH &WR UH ]D SR
UDQMH IDGRYROMVWYD JRVWLMX



60LND Room service

8 YHOULQL NYDOLWHWQLMLK KRWHOD YLVRNH NDWHJRU
ND X VREX JRVWD 3ULMH VDPRJ SRVOXaLYDQMD JRV
REUD]DF WH JD REMHVLWL QD YDQMVNX VWUDQX YUD!
LIYMHVLWL SUHPD XSXWDPD KRWHOD QDMpH&uUH GR
YULMHPH GRELR GRUXpDN X VREX

60LND 2EUD]DF ]|D QDUXGAEX L REUDpPXQ URRP VHUYLFHC




6 RE QD ]D R@pmEntertainment

3RG AVREQRP ]DEDYRP?3 Room Entertainment SRGUD]XPLMH
SRQXGD X KRWHOVNRM VREL QDPLMHQMHQD ]D ]DEDY
PDFLMD L GUXJH PRJXUQRVWL 3UYL SRNX&DM GD VH

VH LK JRGLQ [Spet@donMBUHGVWDYLR SWhHetHG UDD.
out WH SRVOXJX X VREX SXWHP 79 D

=DWLP VX X IARDBREIORD |DKWMHY 3 te interaktivhR video igrice
GLQD SUHGVWDYLOD MH LQWHUDNWLYQL aRSLQJ
SRVMHWLWHOMH GRVWDYX ID[D WH JRYRUQX SR&WX
KRWHOVNLK VDGUADMD UHJHUYDFLMH L] VREH X GUX.:
QL]DFLML WH LQWHUDNWLYQX YUHPHQVNX SURJQR]X

'DQDV X QHNLP VREDPD JRVWH GRPpHNXMH XJRGQD
QX PX]JLNX V WHOHYL]LMH WH QXGL XVOXJH LQWHU
Facebook YouTube L VO

79 SURJUDP QDOD]JL VH X VYDNRM VREL KRWHOD 1D Q
PD NRML VH PRJX SRJOHGDWL QD WHOHYL]LML NRMD \

Pay V. SODUHQD WHOHYL]LMD MH XVOXJD NRMD JRVWX
YLILMVNL SURJUDP NDEHOVNL LOL VDWHOLWVNL L]E
QDGRSODWX

60OLND Obavijest 0 TV programima



60LND Sobna zabava

SULWXAEH JRVWD

8QDWRpP VWUXPQRVWL H{NDVQRVWL L OMXED]QRVWL
GRJDYyD GD JRVWL QLVX ]JDGRYROMQL V QHNLP GMHOL
ADQMD XVOXJD 8 VOXPDMX pHVWLK SULWXAEL PHQI
VWUDWHJILMX SR RGMHOLPD NRMRP VH SODQLUDMX U
SULWXAEH JRVWLMX

.DR QDMLVWXUHQLMD VOX34ED KRWHOD UHFHSFLMD S
UHFHSFLRQDUL PRUDMX V RVRELWRP SR]JRUQRA&A&UX VDV
QLMH XGRYROMLWL JRVWX MHU LVNXVWYR SRND]XME
VSRUR UMHGADYDQMH SULWXAEH QDMYL&H OMXWL JRVW

=DGRYROMLWL JRVWD ]QDpL RVLIXUDWL PX SURL]YRG
RQ WR aHOL SUHPD VWDQGDUGLPD NRMH RpHNXMH SI
RQ RVMHUD UD]RRARMPHULQD KRWHOLMHUD QH XAaLYD V
]QDWL GD QLWL JRVWL QH XaLYDMX X SULWXAEDPD +I
JRVWL NRML QHPDMX SULJRGH LVND]DWL VYRMX SULW
PD URGELQL L SRVORYQLP SDUWQHULPD

/IDVKO®K\ /LQFROQ * Business Development in Licensed Retailing (A unit manager's
guide), W XWWHUZRUWK +HLQHPDQQ 2[IRUG VWU



6OLND 2EDYLMHVW R QDpLQX SRGQRAHQMD SULJRYRUD

I1DMEROMD WHKQLND ]D UMHAHQMH QHVSRUD]XPD V Q
ND REUDJORAHQMD RGQRVQR.OE®D D/JH YDURED MPY EG QR |
JRVW RVMHUD GD GMHODWQLFL aHOH XGRYROMLWL Q
VYDND SULWXAaED MH GREURGR&OD L NDR SULJRGD ]D
PD 6 WLP X VYH]L SRVWRMH GYLMH SR]QDWH LJUHNH

B3ULWXAaED MH KRWHOLMHUX GDU

3RWUHEK R Y% GD JRVW GRyH SR SUYL SXW D V
RSHW YUDWL

BULWXAEH JRVWLMX PRJX VH VYUVWDWL X pHWLUL ND
SUREOHPL WHKQLpPpNH QDUDYL
SUREOHPL ]JERJ SRQD&@DQMD GMHODWQLND
SUREOHPL X SUXabDQMX XVOXJD
SUREOHPL QHXRELpDMHQH QDUDYL

, Y HU V.R® Introduction to Hospitality Management, 9DQ 1RVWUDQG 5HLQKROG 1H:
VWU

-DWDVKD®RNDU+RWHO )URQW 21¢(FH 2SHUDSMURGW DIQME BLEIN VH RHIE)
VWU



60LND QUVWH SULWXAEL JRVWLMX

SUREOMIPKQLPNRGQRYVMILVH QD RSUHPX LQVWDOL!
VNLP VREDPD NRMH QH IXQNFLRQLUDMX LOL QH IXQ
VH SULMH VYHJD RGQRVL QD UDVYMHWX JULMDQMH
PHYH VRED PLQL EDU YRGRYRGQH LQVWDODFLMH
JRP SULWXAEL XWYUYJyHQR MH GD VX SULWX&EH WHKC
QD UMHADYDQMH WLK SUREOHPD QDMGX&H pHND

*UXE@HOMXED]QR LS@RWHNWLEQRSRVOUh®LK GMH:¢
WHOX YULMHYD JRVWD OHyXVREQR UDVSUDYOMDQM
VSDGD WDNRYyHU X QHGROLPQR SRQDADQMH MHU JR
WHOVNLK GMHODWQLND 1MLKRYH SULWX&EH WUHEL
QD UHGRYLWLP VDVWDQFLPD RGMHOD

3ULWXRZEHXADQMHRGQRVH VH QD PQRIJREURMQH Q
SUX8HQH XVOXJH NDR QSU

Z QHpPLVWRIiID X VREDPD
VODER JULMDQMH X VREDPD
QHGRYROMQR ]DJULMDQD YRGD X ED]HQX
KODGQR LOL QHXNXVQR MHOR
SUREOHPL V WHOHIRQLUDQMHP
GXJR pHNDQMH QD XVOXJIX
QH SRPDJDQMH QRZHQMD SUWOMDJH
QH EXYHQMH
Z ]JDQHPDULYDQMH GRGDWQLK ]JDKWMHYD LWG
9HULQX SULWX&EL QD SUX&DQMH XVOXJD GMHODWOQL
QRM ]DX]JHWRVWL KRWHOD

IDSULWXERRELPpDMHQH QDUDYL KRWHOLMHUL QH
JRVWLPD NDR QSU QHGRVWDWDN EDJHQD QHSRVW
YULMHPH LWG OHYXWLP L NRG WDNYLK SULWXAaEL
SDAOMLYR VDVOXaD 8 PQRJLP KRWHOLPD RYDNYH S
MHU RQL PRJX EROMH VDVOXaDWL WDNYH SULWXAaEH
YRUX V JRVWLPD

N NN NNNN



*RVWX NRML VH JODVQR aDOL SULVWXSD VH RGPDK LC
EX GDMH GLVNUHWQR 'MHODWQLFL QD UHFHSFLML WL

Z VOXaDWL SDaAaOMLYR V LQWHUHVRP

Z LJROLUDWL JRVWD DNR MH PRJXiH NDNR GUXJL J

Z DNRH JRVW MDNR VUGLW UDJ]JRYRU V QMLP X SR
MLFD GMHODWQLND

Z RVWDWL SULVHEDQ L]JEMHJDYDWL OMXWLWR LOL

Z QH UDVSUDYOMDWL V JRVWRP

Z YRGLWL UDpXQD R SRQRVX JRVWD SRND]DWL RVF

Z NRULVWLWL SUH]LPH JRVWD aWR pH&aGH SULKYDW

Z NRQFHQWULUDWL VH QD SUREOHP

Z QH YULMHYDWL JRVWD

Z WLMHNRP UD]JJRYRUD YRGLWL ]DELOMHA&NH

Z ND]DWL JRVWX &WR VH PR&H XpLQLWL SRQXGLWL

Z QH REHUDYDWL QHPRJXUH

Z RGUHGLWL RULMHQWDFLMVNR YULMHPH ]D UMH&H

Z PRWULWL QD WLMHN UMH&DYDQMD SUREOHPD

Z QDNRQ UMHAHQMD SUREOHPD QD]YDWL JRVWD L X

Z RVYHPX VDVWDYLWL L]YMHA&iH

Z DNRH SUREOHP QH PRAH ULMHALWL UHUGL WR JRV\

YDAaQLMD NRG UMHaDYDQMD SULWXAEH WH JD XS.

8 VREL VYDNRJ KRWHOD JRVW LPD QD UDVSRODJDQ
NRYDQMH XSLWQLND ]JDGXaHQD MH KRWHOVND SURGTEL
GUXJLK RGMHOD X KRWHOX *RVWL LPDMX SULJRGX S
SR]QDWR GD PQRJL JRVWL QH aHOH MDYQR L]JQRVLW
XEDFXMX X SRVHEQL VDQGXpLU LOL SRaAWRP X YHU SUI
FX QDVORYOMHQX QD GLUHNWRUD KRWHOD

.OMXp VDQGXpLUD GUAL GLUHNWRU KRWHOD LOL QMH.
FHGXUL X VYH]L V XSLWQLFLPD 2EUDGX XSLWQLND
KRWHOVND SURGDMD 9DaQR MH XVWURMLWL DQDOLW
L JUD¢pNH SULND]H VYLK RGJRYRUD D SRVHELFH SU
VWUDWHILMH NDNR VPDQMLWL LOL SUHGXKLWULWL SL

8YMHAEDYDQMH UMH&ADYDQMD SULWXAaEL REDYOMD VH
QMHP UD]JOLpLWLK VLWXDFLMD .DGD JRVWL QLVX ]DG
VYRMH QHIDGRYROMVWYR RVREOMX KRWHOD RELDPQR
GDUH ]DSLVXMX NDR SULWX&EH JRVWD .DGD MH JRVW
PLAOMHQMH RVREOMX QD NRULVWL VX L JRVWL L KRW|
R RVREOMX L XVOXJDPD WH PR&H SRGX]JHWL NRUHNWL
XJRGDQ ERUDYDN DNR VH QMHJRY SUREOHP ULMHAL

8 GbQDaQMLP XYMHWLPD VXYUHPHQRJ KRWHOLMHUVN
LQVWDOLUD VDPRVWRMHUH LQIR VWXG@dRohidcradRML QD E
RPRJXUDYD JRVWLPD GD RQ OLQH XSXWH SULJRYRU C



7DM VH SULJRYRU X UHDOQRP YUHPHQX SURVOMHYyXME
QDGAHUX NYDOLWHWH NRML SURPSWQR UHDJLUDMX V

JRVWD

6O0OLND Anketni
smijestajnih jedinica

upitnik o zadovoljstvu gosta za hotele preko 50

112|3|4|5|5(=8/7%$]
Primjer ispunjavanja anketnog upitnika
=D YULMHPH PRJ ERUDYND X KRWHOX.|RVMHUDR V.DP VH|[VLJIXL
8 KRWHOX PL MH SUXaHQD XVOXJD |[XSUDYR RIQONYD NDNYX
RpHNLYDR ]D FLMHQX NRMX VDP SODWLR 7| |7 |7
=D YULMHPH ERUDYND X KRWHOX GRELR VPP|VYH &WR PL MH QD
QDPpLQH REHUDQR SRQXGH XJRYRUL HURAXUH"SURVSHNWL L
6WHNDR VDP GRMDP GD MH VYR RVREQMHK X[YMHAEDQR L|GD VV
REDYOMD VYRM SRVDR A I I
2VREOMH X REDYOMDQMX VYRJ SRVOD| SRMHGILQH UDGQMH
ODYQRP XUDGL LVSUDYQR ARG SUYH3 T [ [ |
ILNDGD QD SRMHGLQX XVOXJX QLVPPR|pHNDRR |[SUHGXJR
2VREOMH MH LPDOR SUHPD PHQL RWYRUHQ $R]JLWLYDQ L ON
VWDY XYLMHN SRSUDUHQ RVPLMHKRP| [ 71 [7 |7
2VREOMH MH X VYDNRP WUHQXWNX E[LOR VSUHPQR SUXA&aLWL
PDFLMX L SRPRUL ULMH&ALWL ELOR NRMLISUREOHTP
6WHNDR VDP GRMDP GD VH RVREOMH [SULO|ILNRP| REDYOMDQM
SRVOD X&LYLOR X VYRMX AXORJX® L GID'UDGL[V SXQR HQWX]L
6WHNDR VDP GRMDP GD MH RVREOMH| NRMH QHSRVUHGQR U]
JRVWLPD NRPSHWHQWQR WH GD PRAH.RGUHYVHQH RGOXNH G
RVLWL VDPRVWDOQR
2VREOMH MH XYLMHN asUL UXFL®O® L|LPDOQR MH VYH XUHYyDMH
SULERU NRMH MH ELOR SRWUHEQR [[D''/REDYONDQEMH RGUHYHC
OHYyXVREQD NRPXQLNDFLMD RVREOMD|MH GLVNUHWQD |RGPM
L HoNDVQD ol e T
OHYXVREQD NRPXQLNDFLMD QDGUHyYHRLK RVWDOLP RVREO
MH GLVNUHWQD RGPMHUHQD L H¢{NDVQT R A
IDGUHYHQL X VYRP UDGX GLVNUHWQR L  HENPVRR XVPMHUD"®
RVREOMH LSRPDAaX LP X REDYOMDQMX| SRVOD|[™ |

A3UDYIIDOGRBMHOX R]JQDNH NYDOLWHWH XJRVWLWHOMVNRJ REMH N
1DURGQH QRYLQH EU

XSLWQLN R ]JDGRYROMVWYX JRVWD?



2|3|4|5|5(=8/7%F

6WHNDR VDP GRMDP GD VH YRGL 2
WH GD VX GLUHNWRU L RVWDOL a
NRMHP WUHQXWN X

OLWLND| RWYRUHQLK YU

HIRY.L GRVWXSQL JRVWLPI

2SUHQLWR LPDP GRMDP GD VH KRW

HORFP GREUR.XSUDYOMD

=DGRYROMDQ VDP XUHYyHQMHP RSV
pLVWRURP X VREL X NRMRM VDP ER

PRP MWDQMHP RSUHPH
VR b

A

=DGRYROMDQ VDP XUHYyHQMHP RS
pLVWRURP NXSDRQLFH

PRP MWDQMHP RSUHPH

=DGRYROMDQ VDP XUHYHQMHP RS
pLVWRURP VYLK ]IDMHGQLPNLK SURYV

RUD

PRP MWDQMHP RSUHPH

=DGRYROMDQ VDP V DVRUWLPDQRP

.NYDQLWHWRP GRUXpND

=DGRYROMDQ VDP V DVRUWLPDQRP
UXpDN YHpHUD DY OD FDUWH SRQ

NYDOLWHWRP RVWDOH

=DGRYROMDQ VDP SRQXGRP SLuUD

=DGRYROMDQ VDP SRQXGRP ]JDEDY(

LK VIDGlU&DMD.

=DGRYROMDQ VDP SRQXGRP RVWDO

LK V.bG.UapMpD.

6WHNDR VDP GRMDP GD VH XSUDYD
QR RGQRVH SUHPD RNROL&X

KRWHOID L RVREOMHKH RGJF

8.8312 5(=8/7$7

Spol

AHQVNR

aLlub KRWHOD

0OX&aNR

8pHVWDORVW ERUDYND X KRWH3L|1uD JRIVWD

UYL SXW

'UXJL SXW

9L4H RG GYD SXWD

ORMD VWDURVQD GRE MH

,VSRG JRGLQD

—_

JRGLQD

i JRGLQD

i JRGLQD

i JRGLQD

i JRGLQD

3UHNR JRGLQD

QH ]DGRYROMDYD
]JDGRYROMDYD
GREUR
QDURpPLWR GREUR
L]IYUVQR






326/29, 8 2'-(/8 60-(a7%$-$ 35,/,.20 2'/$6.$
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-HGDQ RG SUYLK L QDM]QDpDMQLMLK pLPEHQLND X O
WRPH @8WR PX VH WUHED ]DKYDOLWL ]D QMHJRY ERUDY
KRWHMHODWQLFL UHFHSFLMH XYLMHN WUHEDMX ]DKY|
L SULWRP PX ]DAHOMHWL XJRGQR SXWRYDQMH &WR X
JRVWRP L QMHJRYLP PRJIXULP SRYRPWNRP XYIORMXHG E
QH VX SURFHGXUH L SRVORYL SUL QDSODWL UDpXQD R

1DSODWD UDpPpXQD

OHWRGD SRGPLUHQMD UDpXQD MH RSUHQLWR RGUHVH
WLMHNRP UH]JHUYDFLMH 1D UHFHSFLML VX pHVWR XQI
PLUHQMD UDpXQD SD iiH WD LQIRUPDFLMD SRPRiiL EO
SRWUHEQX YHUL¢{¢NDFLMX X VOXpDMX NUHGLWQLK SOL
GUHYHQRJ X VOXPDMX GD VH UDpXQ SRGPLUXMH pHNR
1DSODWRP KRWHOVNRJD UDpXQD JRVWD REDYOMDMX

L]IGDYDQMH UDpXQD JRVWX

QDSODWD ]DNOMXpLYDQMH UDpXQD L

RGMDYD ]D RGUHYHQX VREX JRVWD LOL YL&H QML

6OLND )D]JH X QDSODWL KRWHOVNRJD UDpXQD

8 YHOLNLP KRWHOLPD QDSODWX UDpXQD REDYOMDMX
QH REUDGH SRGDWDND X VXYUHPHQLP KRWHOLPD RVI
cross-treninzima, odnosno osposobljava se za izvrSenje svakog posla na re-
cepciji.
Pri odlasku gosta, blagajnik obavlja tri temeljne funkcije (slik D

QDSODWD UDpXQD

D a X U L to@nshttsa
DaXULUDQMH SRYLMHVQH NDUWLFH JRVWD

+HOGHQEUBDQGURQW 21¢FH BPIHKRORI\+RWHO 5HILVWHU &RPSDQ
VWU

.DVDYDQRD L %URRNV 50 0DQDJLQJ )UREPM2LEPK 2RIWHDAV L RRYG/J L

(GXFDWLRQDO ,QVWLWXWH /DQVLQJ VWU



60LND Faze prilikom odlaska gosta iz hotela

8 LIYUAHQMX WLK IXQNFLMD VOLMHG UDGQML MH VOM
8NXFDYD@MRRD VREH X RGJRYDUDMXURM IXQNFI
VREQL UDpXQ
2VLP EURMD VREH EODJDMQLN SURYMHUDYD LPH

3LWRVWD R NRULAWHQMX PLQL EDUD X ]DGQML pD
NRML MH ]JDGX&HQ ]D PLQL EDURYH

.QMLAL QDNQDGQL HNVWUD UDpPpXQ
'DMH JRVWX VREQL UDpPpXQ QD XYLG

%XGXAL MH QDpLQ SODUDQMD XWYUYyHQ SULOLNR
EODJDMQLN VDPR YU&L SURYMHUX

BURFHVXLUD QDSODWX UDpXQD

2ZWNXSOMXMH VWUDQD VUHGVWYD SODuUDQMD
=DNOMXpXMH EODJDMQX QD NUDMX VPMHQH
UHGDMH JRWRYLQX JODYQRM KRWHOVNRM EODJD

SUHGWMHEXQH V WHPHOMQLFDPD ]D EH]JJRWRYLQ
ORUX aXUQDOLVWL LOLVOXAEL ]D IDNWXULUDQMH

BURYMHUDYD SRaWX SRUXNH LOL WHOHIDNVRYH ]
BURYMHUDYD YUDUDQMH NOMXpD VHID

7UDaL SUHGDMX NOMXpD VREH

IMXED]QR SR]|GUDYOMD JRVWD L SRAHOL PX VUHW|
$ & X UrbdurDstatus

B3URFHVXLUD SRY, MHVQX NDUWLFX JRVWD

BURFH&XUPIRIJX UD]J]OLNRYDWL RYLVQR R UD]JLQL XVOX
WL]JLUDQRVWL UHFHSFLMVNRJ SRVORYDQMD RGQRVQF
WHKQRORJLML 1R QHRYLVQR R WRPH JRVW PRA&H QD



PX UDpXQ QLMH SULSUHPOMHQ L DNR QLMH WRpDQ 8 |
UDpXQD REDYOMD UHFHSFLRQDU

,] VLIXUQRVQLK UDJORJD XWU&DN VUHGVWDYD SODIL
JDMQH QHNROLNR SXWD WLMHNRP GDQD 6YDNL EODJ
LQIRUPDFLMVNRP VXVW D Ypésdweid) \] B RAVKOO DR ] X QN W D Y

ELOMH&L VYDNX SRMHGLQDpPQX WUDQVDNFLMX %ODJL
JDMQLpPNLP LVSLVRP D SULPRSUHGDMRP VH HYLGHQW

3ULUXpQD EDQND Petty Cash iIMHsPHaGLPDOQL L]QRV JRWR
VH EODJDMQLFL ]DGX&XMX QD SRpHWNX VPMHQH

'RIJDYD VH GD JRVWL QDUXpXMX XVOXJH L]YDQ KRWHO
XVOXJX NQMLAL QD VREQL UDpXQ 'RQRVLWHOMX QDU
SULUXpQH EODJDMQH *RVW SRWSLVXMH EODJDMQLN:
X]LPDQMH UREH L GDMH VXJODVQRVW GD PX VH QDY
VREQL UDpXQ 2EUDPXQ SULUXpQH EODJDMQH EODJID
L GRVWDYOMD JD &XUQDOLVWL QRUQRP NRQWURORUX
EODJDMQH QLVX XRELpPDMHQH .DGD VH XWUADN QH P|
QMH VPMHQH QHGMHOMD EODJGDQL GHSRQLUD VH
X KRWHOVNL VHI

=D VYDNL SRSXVW SRYUDW LVSUDYDN LOL VWRUQLL
MHG GRELWL SLVDQL QDORJ WM RGREUHQMH &HID UH
.RQWUROX QDORJD L HYLGHQFLMX REDYOMD QRGQL I
SRVORYDQMD WUHED XWYUGLWL WDNYR SUDYLOR GD
DNR VH NRQWURORP XWYUGL YLADN RGX]LPD VH L NQ
LIYDQUHGQH SULKRGH KRWHOD

, X SUYRP L X GUXJRP VOXpDMX SRNUHUH VH SRVWXSI
GX]LPDQMH RGJRYDUDMXuULK PMHUD 2G KRWHOD GR
GMHODWQLN REUDpPpXQVNH VOXAaEH X] SUDWQMX ]DawL
LOL &XUQDOLVW QRVH SRORJ X EDQNX 7UHED QDSRPF
UXMH UDpXQH

1DpLQL L YUVWH SODubQMD

1DNRQ L]GDYDQMD OLVWDQMD UDpXQD JRVW JD SU}
SULPMHGEL SRGPLUXMH JD QD UDQLMH GH¢QLUDQ QD
SROLWLNX KRWHOD X SULK$DPEQMR\B\WD i VYR B LI RWW
SODUDQMHP MHGQLP RG VOMHGHULK QDpLQD

JRWRYLQVNL

NUHGLWQRP NDUWLFRP

IDNWXULUDQMHP

NRPELQLUDQR MHGDQ GLR JRWRYLQVNL GUXJL G

SURPMKQWHKQRORJLML L SRWUHEH JRVWLMX XYMHW X
SURFHGXUH QDSODWH UDpXQD NDR a8WR VX HNVSUHYV



(NVSUHV QEXSr&s®OrEk-Out

8 YHOLNLP KRWHOLPD JRVWL XEXReE1CReRKIOUtQ B NIR WLV NI
OLNR 8HOH &XUQR QDSXVWLWL KRWHO GRYROMQR MH
MH EODJDMQLNX 6DPR JRVWL NRML VX SUL GRODVNX
NDUWLFH SURYODpHQMHP NUR] VWURM ]D RpLWDYDQN
QDYHGHQL HNVSUHV QDpLQ 1D WHPHOMX SRSXQMHQ
L]JQRV QD RGUHVNX UDpXQX NDUWLFH D JRVW PR&H R

%ODJDMQLN UH UDpXQ ]DNOMXpLWL WHN QDNRQ RGO
XVOXJH X |IDGQML pbV WDM VH LJQRV NQMLaL QD uUDp
VH QD L]JQRV NDUWLFH NDR |[DNDAQMHOR NQMLAHQMH
VH JRVWX NDR REUD]JORAHQMH ]D L]YUGHQH RSHUDFLWN

2VREQD Q [S8iCCheskBDut

8 QHNLP KRWHOLPD X SUHGYRUMX UHFHSFLMH QDOD
KRWHOVNLP UDpXQDOQLP VXVWDYRP D NRMLP JRVWI
VYRM UDpXQ EH] SRVUHGRYDQMD RVREOMD UHFHSFLN
iln-RoomTV. NDGD JRVW PR&H QD WHOHYL]LMVNRP HNUD
pXQ OLVWDWL JD L SODWLWL EH] SRVUHGRYDQMD RV

8 SUYRP VOXpDMX SRNUDM WHUPLQDOD QDODI]L VH Sl
RpLWDQMD NUHGLWQH NDUWLFH L SULPLWND SRWYUG
PR&H ]DNOMXpLWL

8 GUXJRP VOXpDMX JRVW PRAH SODWLWL VYRM UDpXQ
VYRJ UDpXQD &4WR MH GRJRYRUHQR V UHFHSFLMRP SL
pDMX NRSLMX VYRJ UDpXQD JRVW SUHX]LPD QD UHFHS

8 RED VOXpDMD UDpXQD O RobXtaR POREWNL PRXUMHBQ X |
FX JRVWD ,DNR RYDNDY QDPLQ QDSODWH UDpXQD RGJ
WUDMX GD VH WLPH XPDQMXMH ]QDpDM RGQRVD RVRE

3RSLV VUHGVWDYD ]D EH]JJRWRYLQVNR SODUDQMH NRN
SULPLWL QD UHFHSFLML SULOLNRP QDSODWH KRWHO
QDQFLMVND VOX&ED KRWHOD X ]JDYLVQRVWL RG SRV«
PDWL RGUHYHQH YUVWH NUHGLWQLK NDUWLFD LOL QF
NRMH L]JGDMX QHNH RGUHYyHQH EDQNH L VO

=D QDSODWX UDpXQD L XWU&AHQL QRYDF RGJRYRUQL
VX RGJRYRUQL L ]D RWNXS VWUDQLK VUHGVWDYD SO
KRWHOLMHU RUJDQL]JLUD SURGDMX VYLK XVOXJD JRVW
UHW VREQRJ UDpXQD .DNR MH X XSRWUHEL QDMpHAail
RQDM SXWHP NUHGLWQLK NDUWLFD X SRGSRJODYOM
QDpLQ SODiUDQMD

1HSODUHQL UDpXQL

8QDWRp EULAOMLYRP UDGX L GREURM RUJDQL]DFLML
]JERJ QHNRJD UD]JORJD UDpXQ RVWDQH QHSODiUHQ 1D
KRWHO EH] GD QDPMHUDYDMX SODWLWL VYRM UDpXQ
QD]LYDMX V SBKipSddd) L P D



%H] RE]JLUD QD UD]JORJ QHSODUDQMD VDOGR WDNYL
ARWYRUHQH VWDYNH?3 3UDYLOR MH GD VH QHSODUHC
MHWL QD ARWYRUHQH VWDYNH?® EH] SRWSLVD &aHID U
WL VYH RUJDQL]DFLMVNH UDGQMH GD VH VSULMHpL
GD MH |]D VYDNL QHSODuUHQL L]IQRV RGJRYRUDQ GMH
SURX]JURPLR QHSODUDQMH

1DMpH&UL QHSODUHQL L]JQRVL RGQRVH VH QD W]Y A]l
VX VOXPDMHYL NDGD VH SUX&HQD GRSXQVND HNVWUI
WUHQXWNX NDGD VH WR 4HOL XpLQLWL RELPQR MH UL
KRWHOD 2YDNYL VH SULPMHUL PRJX QDiL QDURpPLWR
SLUD L KUDQH L] XJRVWLWHOMVNLK GLMHORYD KRWHC

9UOR pHVWR JRVWL NRML X KRWHOX ERUDYH QD WHP
QDSXawbDMX KRWHO EH] XRELpDMHQH RGMDYH 7DNR F
HNVWUD XVOXJH NRMH MH JRVW NRULVWLR WLMHNRP E
JDMQLFL GRVWDYOMDMX JRVWLPD MHGDQ GDQ SULMH
HNVWUD XVOXJH VD |DPROERP GD VH MDYH EODJDMQL

8 QHNLP KRWHOLPD EODJDMQLN VYRMLP SHPpDWRP L S
OMDJH GRSXa4aWHQMH ]D XWRYDU SUWOMDJH JRVWD Nt
UDpXQX WUHED REDYLWL YDOMDQX SURYMHUX SD W
NRQWDNWLUDWL JRVWD L GRIJRYRULWL QDpLQ SODuUDC

7MHGQL UDpPpXQ

S8RELpDMHQR MH GD KRWHOLMHU JRVWH ]D ERUDYDN >
GDQD D X QHNLP KRWHOLPD GR RGUHYHQRJD PDNVLPI
YLMHVW R WRPH JRVWL PRJX SURpPLWDWL X ANXUQRP
VREL 2VWDYOMDQMH QH]DNOMXpPpHQRJID UDpXQD X SU|
PD VREH WUHED L]EMHJDYDWL MHU WR PRa&H L]D]YDW
LVWHND VHGPRJ GDQD ERUDYND JRVWD X KRWHOX a
VWDYOMD JRVWLPD XQDSULMHG SULSUHPOMHQX SLVEL
JRYRUL ]D SRGPLUHQMH WMHGQRJ UDpXQD =DPROEX
RVWDYLWL LVSRG VREQLK YUDWD

IDNRQ SULPLWND ]JDPROEH JRVW UH VH MDYLWL EODJ
pbXQ3 QD QDpLQ GD VH VDOGR GRYRGL QD QXOX DOL
VH roomstatus QHUH SURPLMHQLWL

3UHPD A3RVHEQLP X]DQFDPD X XJRVWLWHOMVWYX? X
QDSODiXMH VH RGPDK SRAWR MH XVOXJD GDQD LOL ¢
MD XVOXJRP =D XVOXJH NRMH WLMHNRP ERUDYND N
SODWL JRVW SRWSLVXMH UDpXQ V QD]JQDNRP EURMD
XVOXJH 2YL UDpXQL SULNOMXpXMX VH KRWHOVNRP L
UDpXQRP

$NR JRVW QH SODWL WMHGQL UDpXQ NRQWURORU L]\
PDK VWXSLWL X NRQWDNW V JRVWRP



3UHX]LPDQMH UDpXQD

YyHVWR VH X KRWHOX X NRMHPX VH RGU&DYDMX EURM
VHPLQDUL NRQIHUHQFLMH GHADYD GD X MHGQRM VR
PHQD L V UD]JOLPpLWLP GDWXPLPD RGOD]DND 3RVWRML
RVWDMH X KRWHOX SUHX]LPD REYH]X SODUDQMD UDp:
AWD KRWHO 7DM VH SRVWXSDN QD]JLYD ASUHX]LPDQMF
SUHX]LPD UDpXQ RG GUXJH RVREH ORJXiUH VX YDULM]
FLMHORVWL LOL VDPR GMHORPLpPQRJ L]JQRVD

5HFHSFLRQDU EODJDMQLN UH X VOXpDMHYLPD SUHX]LE
WL SRWSLVDQX LIMDYX RVREH NRMD SUHX]LPD REYH]X
QbsXawb KRWHO 7DM SRVWXSDN MH SRWUHEDQ NDNI
PRIXULK QHXJRGQRVWL SULOLNRP QDSODWH XNXSQLK
X KRWHOX

3UHGUDPXQ

)XQNFLMRP SUHGUDpPXQD JRVWX MH PRJXiH QDSODWL
QMHJRYD RGODVND L] KRWHOD LOL &WR MH UMHyH J
UDYDN X KRWHOX XQDSULMRG O3 N HGBUDPXQVIM HK 8 VN Ok
XQDSULMHG X FLMHORVWL LOL GMHORPLpPQR $NR M}
ERUDYDN SODUD X LQR]JHPQRM YDOXWL JRVWX (H VH
WHpDMX QD GDQ QDSODWH SUHGUDpPXQD

3RVWXSDN QDSODWH LVWL MH NDR L NRG QDSODWH N
VWD X RYRP VOXpDMX QH RGMDYOMXMH QHJIR JD VH I
VX QDVWDOH QDNRQ SODiUDQMD SUHGUDpPXQD

2YLP QDpPLQRP JRVWX MH PRJXiUH XQDSULMHG QDSODW
GR GDWXPD RGODVND L HNVWUD XVOXJH NRMH VX GR
QDVWDOH SRVOLMH L]GDYDQMD SUHGUDpPXQD QDSODWL

30DUDQMH NUHGLWQRP NDUWLFRP

.UHGLWQH NDUWLFH VX VSHFL¢;pDQ QDPLQ QHIRWR®
ULVQLNH VX XMHGQR L QDpLQ NUDWNRURPQRJ NUI
NUHGLWQLK NDUWLFD MH

D SUHPD LIGDYDWHOMLPD

NUHGLWQH NDUWLFH WX]J]HPQLK L]IGDYDWHOMD |
NUHGLWQH NDUWLFH LQR]J]HPQLK LIGDYDWHOMD

E SUHPD NRULVQLFLPD

RVREQUHGLWQH NDUWLFH NRMH VH L]GDMX QTC
JODVH QD SUH]LPH WH RVREH L

SRVORYXQHNRUSRUDFLMVNH NUHGLWQH NDUWLFH
LIGDMX QD |IDKWMHY SUDYQH RVREH L JODVH QD
RYOD&WHQH RVREH |]DSRVOHQLND NRML VH LPD



.DUWLFH LOL NDNR VX LK EH] REJLUD QD YUVWX LV
FH VXYUHPHQR VX VUHGVWYR SODUDQMD VWYRUHQR
NRMH NRULVQLNX RPRJXUXMH NXSQMX GREDUD LOL XV
QH NDUWLFH VX YUOR ]JJRGQD L SUDNWLpPQD ]DPMHQD

.DNR MH L]PLAOMHQD NUHGLWQD NDUWLFE
=$%25%$9/-(1$ /,61,&% .2-$ -( 3520,-(1,/$ 69,-(7

3RMDP NUHGLWQH NDUWLFH VWYRUHQ MH GDYQR SU]
GRLVWD L]XPOMHQH .DG MH GDYQH DPHULpPNL SL
MHP IXWXULVWLpNRP URPDQX RSLVDR LGHDOQR GUX;
JRGLQH L]JPHyX RVWDOLK EODJRGDWL EXGXUHJ VYLN
VOX&L NDR VUHGVWYR EH]JRWRYLQVNRJ SODiUDQMD
AEWR JRG 48HOL NDG JRG WR &HOL® 6YH MH SRpHOF
LPbNL EL]JQLVPHQ )UDQN OF1DPDUD L]D&DR QD YHpHUX
5DSOKRP 6FKQHLGHURP L GXJRJRGLAQMLP SULMDWHC
RP 2GDEUDOL VX VODYQL QMXMRUANL UHVWRUDQ 0D|
EOL]JLQL (PSLUH 6WDWH %XLOGLQJD JGMH VX X] XNX
SUREOHPLPD X WYUWNL +DPLOWRQ &UHGLW &RUSRUL
UHNWRU 1D NUDMX UD]JPMHUQR XJRGQH YHpHUL OF1
X GAHS VDNRD GD L]YDGL OLVQLFX NDNR EL SODWLR :
GRED SUDNWLpPNL VYD URED L XVOXJH SODUDOH JRWR
OF1DPDUD MH V QHODJRGRP XVWDQRYLR GD OLVQLFF
NRG NXiH 1LMH ELOR GUXJH QHJR WHOHIRQLUDWL V]
*yD OF1IDPDUD SULVNRPLOD MH GDNDNR VXSUXJX X S
RSUH ]JDGRYROMVWYR DOL OF1DPDUD VH QH VDPR ]D)
QLNDG QHiUH GRJRGLWL QHJR MH L NDR SUDYL VSUF
WRPH GRVNRpPLWL .DNR XYLMHN ELWL X VWDQMX SR
QH RQROLNR NROLNR SUL VHEL LPD& JRWRYLQH" 5MtF
NRMD H VOXALWL NDR SRVUHGQLN L]JPHyX NOLMHQW!I
UHVWRUDQLPD L WUJRYLQDPD D QH VDPR X RQLPD
OF 1DPDUD MH SRUD]JJRYDUDR V %ORRPLQJGDOHRP L
]JDPLVDR XpLQLOD YL4H QHJR GREURP 6YD VX WURML
XWHPHOMLOD QRYX WYUWNX NRMRM VX GDOL QD]
ERGQLMHP SULMHYRGX i GUX4WYR ]D REMHGRYDQMH
V SDUWHULPD YUDWLR X ODMRUYJV &DELQ *ULOO L QDL
OF1DPDUD MH L]YDGLR PDOX NDUWRQVNX NDUWLFX Q
&DUG L SRWSLVDR UDpXQ 8 LQGXVWULML NUHGLWOQL
SR]QDW SRG QDJLYRP 3UYD YHpHUD 3UYLK NDUWI
PDUD L SDUWQHUL SRGLMHOLOL VX JRGLQH XJOI
NRML VX X] JRGLAQMX pODQDULQX RG VDPR WUL GRO|
UHVWRUDQD X 1HZ <RUNX .DUWLFH VX ELOH QDpLQM
MH ELR RWLVQXW SRSLV UHVWRUDQD NRML LK SULPDI
VX ELOL SUHWHALWR WUJRYDpPNL SXWQLFL NRML VX ]I
YRGLWL SRVORYQH SDUWQHUH QD UXPDN LOL YHpHUX
ED4 FYDR MHU SRWHQFLMDOQLP NRULVQLFLPD NDUW



SODUDWL QHNDNYX pODQDULQX SD PDNDU RQD L]QR
NRMH VX ELOH YROMQH SULPLWL NDUWLFX NDR VUHG
WLWL VHGDP SRVWR SURYL]JLMH QD VYDNX WUDQVDN
VYH YLAH OMXGL XYLGMHOR NROLNR NDUWLFD PR&H
MH YL&H UDVWDR SD MH NUDMHP SUYH JRGLQH SRV
WLVXiD pODQRYD O9HiU X GUXJRM JRGLQL WYUWND M
YLP SULVWRMDQ SUR¢W RG WLVXiD GRODUD D pC
WLVXiH OMXGL .DUWLFX MH SULPDOR YHi UHVWRU
L]QDMPOMLYDQMH DXWRPRELOD 8 SDUDGRNVDOQRP F
]JDNOMXpLR NDNR VX SRVORYQL XVSMHVL 'LQHUV &OX
WH GD UH VYHPX XVNRUR ELWL NUDM 6WRJD MH \
MLFL SDUWQHUD ]D QHAWR YLAH RG WLVXiD GROD
EL XSUDYR YUWRJODYR ERJDWVWYR MHU VXSURWOQF
'LQHUV &OXE SRVWDMDR MH VYH SRSXODUQLML EUR
HUDYDWL L YHU NDUWLFX VX SULPDOH WYUWNH X
L OHNVLNX . WRPH SUYX MH NRQNXUHQFLMX 'LQHUV
VH QD WU&LAWX SRMDYLOH MR& GYLMH NDUWLFH %D
WLFX %DQN $PHULFDUG NRMD MH SRVOLMH QDJLY St
L]DEOD L $PHULFDQ ([SUHVV NDUWLFD NRMX MH L]GD
NUDMD SUYH JRGLQH SULYXNOD WLVXiD pODQRYD
hbODQDULQH 'RN MH X SRpHWNX ELOD L]JUDyHQD RG S
L SXWQLPNL pHNRYL WH WYUWNH YHi VOMHGHUH JRG
MDYLOD VH X SODVWLpPQRP REOLNX D NDUDNWHULVW
GRELOD MH JRGLQH 7H MH SDN JRGLQH L]GDQD |
MH YHU X SUYRM JRGLQL SRVORYDQMD XVSMHOD RN X
PODQRYD *RGLQH QD WUALAWH MH L]D&ADR L 0DVW
V EURMQLP QRYLWHWLPD SD MH WDNR YHi QDNRQ GY
V SRVHEQLP SRJRGQRVWLPD ]D pODQRYH NRML iH SR
VYMHWVNR WUALAWH SUHSODYLOH UD]JOLPpLWH NUHGL
%ULWDQLML L]JGDQD SUYD EULWDQVND NDUWLFD %DU|
MQH NDUWLFH NDR &WR VX 9LUJLQ ORQH\ $FFXFDUG L
QD )UDQND OF1DPDUH WYRUFD 'LQHUVD NRML MH XPU
JRGLQD RVWDOR MH XSLVDQR X SRYLMHVWL SD JD M
XYUVWLR JRGLQH X SRSLV QDMXWMHFDMQLML
OF1DPDULQ NRQFHSW NXSRYDQMD QD NDUWLFX EH] J
MHQLR VYLMHW =DQLPOMLYR MH QDSRPHQXWL GD MH
X KRWHOLMHUVNRM GMHODWQRVWL XSRWULMHEOMHC
JRGLQH

3IXWXMH OL VH X YL4AH ]JHPDOMD NUHGLWQH NDUWLFF
PLMHQMDQMH UD]QLK YUVWD YDOXWD D aWR MH QDM
PRIXUQRVW JXELWND QRYFD L QHSRIJRGQRVWL RNR QN

30bubQMD NRMD VH YU&4H NUHGLWQLP NDUWLFDPD SU
pLQD sODubQMD NRMRM MH SUHWKRGLOD SHWD JHQF
L SODWQLP QDORJRP ]D SULMHQRYVY 6HGPX JHQHUDFL



SODUDQMD GRN XEU]DQL UD]JYRM HOHNWURQLNH L QC
pLS NDUWLFH NDR RVPX JHQHUDFLMX QDpLQD SODuUDQ

.UHGLWQD NDUWLFD L]JUDYyHQD MH RG SODVWLNH L SO
]DPMHQRP ]D JRWRYLQX NDGD SODuD SULPDWHOMX N
WLWHOM QRUPDOQR SRWSLVXMH NDUWLpPpQL REUD]DF
UH RGIJRYDUDMXuUX VYRWX QRYFD SODWLWL L]GDYDWE
LQVWLWXFLMD EDQND GRN NUHGLWRU RELPQR MH W
GD |DKWLMHYD LVWX VYRWX RG L]IGDYDWHOMD NDUWL

8 SURPHWX NUHGLWQLP NDUWLFDPD GDNOH MDYOMD
LIGDYDWHOM NUHGLWQH NDUWLFH HPLWHQW
NRULVQLN LPDWHOM NUHGLWQH NDUWLFH
SURGDYDWHOM NRML SURGDMH UREX LOL XVOXJH

7UHED XSDPWLWL GD MH YODVQLN NUHGLWQH NDUWLF

MH VDPR GDMH NRULVQLNX KRWHOVNRP JRVWX QD X

AWR ]QDpL GD MH PR&H XSRWUHEOMDYDWL LVNOMXpL
VQXWR QD SUHGQMRM VWUDQL NDUWLFH

BULPMHU NRULAWHQMD KRWHOVNLK XVOXJD L WULSDU
GLWQLK NDUWLFD L]GDYDWHOMD NDUWLFH NRULVQL
VOMHGHURM VOLFL VOLND

60LND 2GQRV PHYyX VXGLRQLFLPD X SURPHWX NUHGLWQLF

'D EL JRVW VYRMH NRULAWHQH XVOXJH X KRWHOX PR.
QXaQR WUHEDMX ELWL LVSXQMHQD GYD WHPHOMQD S|

SUWMIH SUHGRYMRWDQMH SRWSLMHYXIJKRRWIRGO B WD
GDYDWHOMD NUHGLWQH NDUWLFH



‘"UXIMH SUHGXYMBHWNGBDMEWRMPRGUD]XPLMHYD Vi
UHFHSFLRQDU NRML QDSODuUXMH UDpXQ RG JRVYV

Z -H OL NDUWLFD QD SROHJLQL SRWSLVDQD RG |
Z -HOL SRWSLV NRULVQMRYOMEBWDQ RQRPH QD SROFt
Z 1LMH OL LVWHNDR GDWXP YDOMDQRVWL NDUW
Z 1LMH OL NDUWLFD RAWHUHQD"

z

1HQDOD]L OL VH NDUWLFD QD SRSLVX SRQLaw
NDUWLFD 8WR JD MH GRVWDYLR HPLWHQW"

9567( .$57,&% 6 7(50,12/2*,-20

.UHGLWQD NEDWNRY QD NDUWLFD YH]DQD X] NUHGLWQ
YD EDQND RPRJXiDYD QDNQDGQR SODUDQMH ]D NXS
SXWHP RWSODWH NUHGLWD

Debitna kartica + EDQNRYQD NDUWLFD YH]DQ X] GHSR]LWQL
RGPDK SR L] YUAHQMX WUDQVDNFLMH

Gotovinska kartica *+ EDQNRYQD NDUWLFD NRMD VH NRULV\
]JDQMH JRWRYLQH QD EDQNRPDWLPD LOL EODJDMQDPTE

&KDUJH NDUWD®ERDNWLFD NRG NRMH VH XNXSDQ L]JQRYV
ORJ QMHQLP NRUL&A&WHQMHP SRGPLUXMH SR ]JDYU&aH
X SUDYLOX PMHVHFD

PrePaid kartica + NDUWLFD NRG NRMH NRULVQLN XQDSULMH
LP LJQRVRP 4WR JD NDVQLMH WUR&L QD SURGDMQLPF
XUHYyDMLPD 1DPLMHQMHQD MH WUDQVDNFLMDPD PDQ

Revolving kartica + NDUWLFD NRMRP VH SRGPLUXMH RGUHYH
PMHVHpPpQR D RVWDWDN VH PRaAH SODWLWL MHGQRNL
LIERUX GR LVWHND URND RWSODWH

$1¢ QLW NBUMDLBEWLFD NRG NRMH VH QRYDF RG pODC
SODQVNL XVPMHUDYD X UD]J]YRM GMHODWQRVWL LOL
VNORSLR SRVDR

&R EUDQGLQJtNDMDWWEBD NRMH NDUWLpPDU L]GDMH X
PD LOL XGUXaHQMLPD X] SRVHEQH ERQXVH L SRJRG
VX SULPMHU NDUWLFH NRMLPD VH AVNXSOMDMX3 DYL
]JDPLMHQLWL ]D DYLRQVNH NDUWH

ODIJIQHWQD NMHUWDBWLFD V PDIJOQHWQRP WUDNRP QD |
SRGDFL R NRULVQLNX NDNR EL VH PRJOD NRULVWLWL

()7326 Electronic Fund Transfer Point Of Sale ) terminal QDODI]L VH
QD SURGDMQRP PMHVWX RSUHPOMHQ MH pLWDpHP P
DXWRPDWVNL SR]JLYD ED]X SRGDWDND NRULVQLND X
L REDYOMD DXWRUL]DFLMX



6PDUW pLS NP WILFDYyHQL HOHNWURQVNL pLS NRML VD
NDUWLFH %ROMH MH ]JDAWLUHQD RG JORXSRUDED L LP
GDWDND 1D pLSX VX SRKUDQMHQD GYD MHGLQVWY H(
MDYQL D GUXJL WDMQL -DYQL NOMXp SUHQRVL VH X
FHUWL;NDW NRML VDGUAL RVQRYQH SRGDWNH R NRU
NRULVQLN SRWSLVXMH VYDNX |[DGDQX WUDQVDNFLMX
SULODJRYHQLP EDQNRPDWLPD L ()7326 XUHyDMLPD D
EDQNDUVWYX SRWUHEDQ MH pLWDp NRML VH SULNOM X
NDUWLFD VH XPHUH X pLWDp XQRVL VH 3,1 pLPH SRpL

3,1 3HUVRQDO ,GHQWL ¢ RMHWILEBQMKIPENDHFLMVNL EURN
QR NRULVQLNX SRWUHEQR JD MH pXYDWL X WDMQRV
NDUWLFH %H] QMHJD MH QHPRJXiH REDYOMDWL WU
NXSRYDWL GHELWQRP NDUWLFRP

Fraudl MH ]DMHGQLpPNL QDJLY ]D NULYRWYRUHQMH L SUF
QHWD LOL QD QHNL GUXJLK QDpPLQ D pLS WHKQROR.
]JDAWLWH RG IUDXGD

Skimming MH VNLGDQMH SRGDWDND V PDJQHWQH WUD
NRSLUDQH WLK SRGDWDND QD ODaQX NDUWLFX 6NLP
YRUHQLK NDUWLFD

Phishing MH SRMDP YH]DQ X] SULMHYDUH SUL NDUWLpE
LOWHUQHWX .ULYRWYRULWHOML QDYRGH NRULVQLN
GRP RSRQDADMX ZHE VWUDQLFH QMLKRYLK EDQDND
SRNX4DYDMXiL RWNULWL QMLKRYH RVREQH SRGDWN
NDUWLFDPD 3,1 RYH L VOLpQR

SURPMHQD VWUDQLK VUHGVWDYD SODUDQMD

8 AHOML GD VYRMH XVOXJH X KRWHOX L L]YDQ QMHJD
YULMHPH ERUDYND X KRWHOX pHVWR PLMHQMDMX VV
VUHGVWYD SODUDQMD OMHQMDpPpNH SRVORYH REDYOM
MH PMHQMDpPQLFD RUJDQL]JLUDQD NDR ]DVHEQD VOX&
VOX&EDHQMDMEDVWDYQL GLR UHFHSFLMVNRJ SURVWR



KRWHOD X NRMHP VH REDYOMDMX SRVORYL NRQYHU]L
WRYLQH LOL SXWQLPpNLK pHNRYD X GRPDUX YDOXWX ]
SRVWRWDN SURYL]JLMH LOL EH] QMH

60LND 3URSLVDQD R]QDND ]D PMHQMDpPNR PMHVWR

3RG PMHQMDpPpNLP SRVORYLPD SRGUD]XPLMHYD VH UD
PDuX 5DGL NRQWUROH GHYL]QRJD WUALaWD L RpXYL
WH WL VX SRVORYL SRG SRVUHGQRP LOL QHSRVUHGC
QMH]LQD PRQHWDUQRJ DXWRULWHWD =D REDYOMDOQM
GR]JYROD NRMD VH L]GDMH UD]QLP ¢(¢QDQFLMVNLP LQV

=D ]JDPMHQX VWUDQH YDOXWH ]D GRPLFLOQX YDOXW X
SULKYDUD REDYOMDQMH SRVORYD []DPMHQH QRYFD X 1
GD WX YDAQX XVOXJX JRVWLPD PRaH SUXAaDWL VDWI

'D EL VH X KRWHOX PRJOL REDYOMDWL SRVORYL PMHC
XJRYRU V RYODaAWHQRP EDQNRP 8JRYRURP VH XWYUY
D QDMYDAQLMH VX REYH]H KRWHOD VOMHGHUH

GBURVWRULMD EXGH R]QDpHQD QDWSLVRP APMH
VNRP QDWSLV PRUD ELWL QDSLVDQ L QD VWUDQL
PDpNRP WDOLMDQVNRP L IUDQFXVNRP

GD YDAHUD WHpDMQD OLVWD EXGH XYLMHN LVWDN

GIXUHGQR YRGL GQHYQLN RGQRVQR UHNDSLWXO
VWDYD SODuUbDQMD

GD UDGL SUHPD XSXWDPD NRMH PX GRVWDYOMD E
GD RPRJXiUL VOXAaEHQRM RVREL EDQNH NRQWURO>

1IDMYD&QLMH VX REYH]H EDQNH
GD KRWHOX XVWXSL EHVNDPDWQX SR]DMPLFX JRV
GIREDYMHAWDYD KRWHO R VYLP QRYRVWLPD X VY
PHQMHP L] RSWMHFDMD VWUDQLK QRYpDQLFD

5HFHSFLRQDU EODJDMQLN LOL PMHQMDp PRUD GREU
NRYH NRML VX X RSWMHFDMX MHU VDPR L]YMHAEDQ |
]QDWL NULYRWYRUHQH QRYPDQLFH GDQDV VX X YHUL



RWNULYDQMH NULYRWYRUHQLK QRYpPpDQLFD &4WR ROD
JDMQLFLPD LOL PMHQMDpPLPD NRML YUAH RWNXS VWUL

=D VYDNX SURPMHQX YDOXWH EODJDMQLN PRUD VWL

5XpQR LVSLVLYDQMH REUDPXQD ]D NXSOMHQX YDOXW]

NRML DXWRPDWVNL LVSLVXMX UHNDSLWXODFLMX RWN

SOMHQLK WLMHNRP VPMHQH

8YMHWL NXSRYLQH LQRJHPQH YDOXWH VX VOMHGHUL
GD VX QRYpPDQLFH LVSUDYQH GD VX X RSWMHFDM

GDVX QRYPDQLFH L pHNRYL VDPR X YDOXWDPD L
WHPDMQRM OLVWL

GIYX ]D VYDNX QRYpPDQLFX YULMHGQRVWL YHUH RC
QD WLVNDQLFL ]D REUDPpXQ RWNXSD LVSLVDQL

Z LPH L SUH]JLPH JRVWD

EURM SXWRYQLFH

JHPOMD L]GDYDQMD SXWRYQLFH

EURM QRYPDQLFH D L pHNRYD SUHPD DSRHQLP
QDJLY EDQNH QD QRYpPDQLFL pHNX

Z SRWSLV JRVWD QD REUDPXQX RWNXSD

GD JRVW VWDYL VYRM GUXJL SRWSLV QD pHN X S
GD GUXJL SRWSLV QD pHNX EXGH LVWRYMHWDQ S
GD EODJDMQLN QD pHNX LVSL&H GDWXP RWNXSD

SHNDSLWXODFLMD GQHYQLND R NXSQML VWUDQLK VUF

2WNXSOMHQD VWUDQDUWFHGS ¥UWR@DIODADIIMDQLN SULS
QMH X EDQNX L SRSXQMDYD GQHYQLN NDNR VOLMHGL

6YUVWIRWIPDQLFH SR YUVWL YDOXWH L DSRHQLPD
pDMHYLPD LVSLVXMH L]QRV X GRPLFLOQRM YDOX

6YUVWBXWRYH SR YUVWDPD YDOXWD L DSRHQLPD
pDMHYLPD LVSLVXMH L]JQRVH X GRPLFLOQRM YDO

SEUDIMNXSDQ L]QRV X GRPLFLOQRM YDOXWL L NDR €
YDOXWH 7DM L]QRV PRUD ELWL MHGQDN XNXSQRP ]I
RWNXSD YDOXWH 8] UHNDSLWXODFLMX SULOD&H VY

SHpDWRP KRWHOD ASHpDWLUD?® REMH VWUDQH VY

3UWDWVUDQD UHNDSLWXODFLMH GQHYQLND GRVWI
VH IDMHGQR V REUDpXQRP A@aDOMH EDQFL D WUH]
PMHQMDpX IDMHGQR V LVSODWRP SURWXYULMHGQ
QML RWNXS VWUDQLK VUHGVWDYD SODuUDQMD

N N N N

8WUADN YDOXWH X EDQNX RGQRVL RYODaWHQD RVRED



2VRED NRMD YU3L SRVORYH RWNXSD VWUDQLK VUHGV
YRGXWHGQX L WRPQX HYLGHQFLMX R SULPOMHQL]
REUDpPXQD
DAXUYMRGLWL JELUNX RSLVD VWUDQLK QRYpPDQLFEC
SXaWDQMX X RSWMHFDM QRYLK L SRYODpHQMX L]

1D NUDMX VYDNRJ PMHVHFD LVSRVWDYOMD VH PMHVH
QRP SURPHWX PMHQMDpPQLFH L GRVWDYOMD NQMLJRYI

OMHONRPML REDYOMD PMHQMDpPpNH SRVORYH PRUD JQDWL
2VLP PLMHQMDQMD VWUDQLK YDOXWD L NXSQMH pHNRY
SURSLVDQH HYLGHQFLMH L RVLIXUDWL XUHGQR pXYDQI
MDOD NQMLIJRYRGVWYHQD GRNXPHQWDFLMD PMHQMDYE

3XWQLPNL WX UlaVeWeth dhbquep WM YULMHGQRVQL SDSLU
L SODWH&QR VUHGVWYR QDVWDOR NRPELQDFLMRP N
L QRYpDQLFH

7LVNDQLFD SXWQLpPNRJ pHND XQDSULMHG MH RGUHVHC
DIJHQFLMH L WR UHGRYLWR X ]DRNUX&HQLP L]QRVLPD ¢
SXWQLpPNRJ pHND GD RQ JODVL QD LPH D QH QD GRQRYV
NUDyH L QDSODWH RG RVRED NRMH QLVX YODVQLFL bpl
VYMHWVNLK EDQDND L SXWQLpPNLK DIJHQFLMD X DSRHQL

‘D EL VH pHNRYL PRJOL NRULVWLWL SRWUHEQR LK MH
VH ERUDYL &WR VH PRaH XpLQLWL X VYDNRM UHFHS
SULOLNRP VH QDSODUXMH SURYL]LMD 1D QHNLP RG W
VH PRUDMX ]DPLMHQLWL ]D A&aHOMHQX YDOXWX

3R]IQDWL VX pHNRYL $PHULFDQ ([SUHVVD 7KRPDV &R
SUYD XYHOD DPHULpPND SXWQLpPpND DJHQFLMD AAmexco"
pany) JRGLQH

6OLND 3XWQLpPpNL Wackllers\dheque)l pHN

7HPDM YMDKD FWMHQD MHGLQLFH VWUDQH YDOXWH LVND
lute FMHQRYQD GHYQEBRMIDMHGLQLFD VWUDQH YDOXWH
MHGLQLFX GRPHNRID YIOLQX\WB GH¢QLFLMD



5D]JOLNXMH VH VXVWDY ¢(NVQLK WHpDMHYD V MHGQRN
utLK WM AXNWXLUDMXiULK WHpPDMHYD V LQWHUYHQFL
WUaLaWLPD WH V PRQHWDUQRP L ¢VNDOQRP SROLWLN

7R MH FLMHQD SR NRMRM VH QD EXU]L RGUHYHQRJD G
VQL SDSLUL PMHQLFH LOL URED

/ LV \Ndodne banke Hrvatske* L GUXJLK SRVORYQLK EDQDND QD
OMHQL WHpDMHYL VYLK NRQYHUWLELORQ QXD MDWDXWHD X
WHpDMQD OLVWD

=ERJ SURPMHQH WHpDMD GRPDiUH YDOXWH X RGQRVX
PDMQH UD]JOLNHDRBLQRVRRULMHGQRVWL SRWUD&LYDQ
UDQLK X VWUDQLP YDOXWDPD

=D REDYOMDQMH PMHQMDpPpNLK SRVORYD SULMDPQL R
JDMQRP NDVRP EURMDpHP SDSLUQDWRJ L NRYDQRJ
WHNWRURP ODAQLK QRYpDQLFD WH SLVDpHP ]D LVSLV

60LND 7THpDMQD OLVWD

9DAQR MH QDJODVLWL GD KRWHO QH SURGDMH GHYL]H
YDOXWH ]D GHYL]X =D PMHQMDpNH SRVORYH NRULVW
VH SULEUDMD RGUHVHQL SRVWRWDN PMHQMDpNH SUF
VYDNRGQHYQR PLMHQMD QRUQL UHFHSFLRQDU

7.5. Hotelski dnevnik

+RWHOVNL GQHYQLN A&XUQDO® AGQHYQL REUDpXQ:?

MHGDQ GDQ RGQRVQR LVND] VYLK KRWHOVNLK GX&Q
AXUQDO L]JUDYLYDR VH QDMSULMH UXpQR SD PHKDQR.
yXMH SRPRUX UDpXQDOD ,]YMHAWDML &XUQDOD PRJX



RG PHGLMD &RPSDF® SUDFEG@RX A]DNOMXpHQMH GQHY
QRVQR REUDPXQ A4XUQDOD?®* REDYOMD 4XUQDOLVW NR
GR SD VH WR UDGQR PMHVWR X KRMhHOWMNRM WHU
QRUQL NRQWURORU LOL VDPR NRQWURORU LDNR VH Q
YD MR4 XYLMHN X PQRJLP KRWHOLPD

3UHGYLYHQR YULMHPH ]D ]JDNOMXpHQMH GQHYQH REUI
VH SRGUD]XPLMHYD GD VH QDMPDQML REXMDP ¢QDQ
QRUQRM VPMHQL 3RpHWDN A]JDNOMXpHQMD GDQD: SU
]JD WDM GDQ D X YULMHPH GRN ]DNOMXpPHQMH GDQD
A4HQMD 7R MH L QDMEROMH YULMHPH ]D NRQWUROX \
SRPHWND QDSODWH UDpXQD LGXiUHJ UDGQRJ GDQD

=D XVOXJH SUX&HQH ]D YULMHPH GRN ]JDNOMXpHQMH G
QDNRQ ]DNOMXpPHQMD GQHYQRJ REUDPXQD 7H ¢(QDQFI
VH NDR SURPHW QRYRJD GDQD MHU UDpXQDOR PLMHQ
]JDNOMXpHQMD 4XUQDOD &4XUQDO VH GDNOH LJUDyXMH
WLMHNRP SRVORYDQMD KRWHOD 8RELPDMHQR MH PHY
JXiQRVW GD QDNRQ VYDNLK GHVHW UDGQLK GDQD UL
QDO ]D SUYX GUXJX L ]D WUHUX GHNDGX L QD NUDMX

,] SUDNWLpPQLK UD]JORJD QRUQL NRQWURORUL LPDMX
NRQWUROX. NRSWINVORSD NRQWUROL ¢QDQFLMVNLK W
GX XRELpDMHQLK UDGQML

.RQWUROLUD SRWSXQRVW SULMDYH JRVWLMX

.RQWURODND UDpXQ HNVWUD XVOXJD 5DpXQ PRUL
VWD $NR QHPD UDpXQD RVLIXUDYD QMHJRYX GRV

,VSUDYOMD UD]JOLNH X VWDWXVX VRED

.RQWUROLUD L] YMH&AWDM KRWHOVNH GRPDULFH

9HUL¢,{FLUD FLMHQH VRED

B8VNODYyXMH JUH&NH QD UDpPpXQLPD SRMHGLQLK KRV

.ROWUROLUD SDQVLRQVNH REURNH

O9HUL¢FLUD noddwU YDFLMH

.RQWURONYDMNMRIEGQHYQH HNVWUD XVOXJH VHI JDL

.ROQWUROLUD QDSODWX UDpPpXQD

.RQWUROLUD RWNXS VWUDQLK VUHGVWDYD SODuUD

, VSRVWDYOMD IDNWXUH ]D EH]JRWRYLQVND SODUu

BULSUHPD SRWYUGH |]D SUHGDMX JRWRYLQH EDQF

2VLIXUDYD SRGUANX UDpXQDOQRJ VXVWDYD

BULSUHPD UD]QD L]YMH&@UD R SRVORYDQMX

5DVSRGMHOMXMH L]YMH&AuUD SUHPD NRULVQLFLPD
$SNEODJIJDMQLN L]GDMH JRVWLPD VHIRYH QRUQL NRQW
UDGD =D VYDNR EH]JRWRYLQVNR SODUDQMH EODJDMQ
WHPHOMQLFH ]D IDNWXULUDQMH D WLSLpQH WHPHOM

NUHGLWQH NDUWLFH QD WHPHOMX XJRYRUD V NUL

XJRYRUL V SRGX]JHULPD ]D LIJUDYQR IDNWXULUDQM



YDXpHUL SXWQLpPpNLK DIHQFLMD SUHPD ]DNOMXpHO(
pHNRYL WHNXUHJD UDpXQD JRVWLMX

9HULQD KRWHOLMHUD XJRYDUD V NUHGLWQLP LQVWLW
NQDGQR NQMLAHQH XVOXJH®* 8 WRP VOXpDMX VH X] ID
NQML&HQMX QDNQDGQH XVOXJH 8 SURWLYQRP R QDN
YD JRVWD SD VH WHN QDNRQ GRSX&WHQMD L]QRV GR
NRMRP MH UDpXQ SODiUHQ L 4DOMH NUHGLWQRM LQV\
NXPHQWDFLMRP

8 XYMHWLPD LQIRUPDFLMVNH REUDGH SRGDWDND WL
SULMDYOMHQL VYL JRVWL NRML VX SR UHJHUYDFLMDP
DAXULUDQL VYL SRGDFL R QMLPD L NDGD VX V UDGRP
X KRWHOX DSHULWLY EDU QLJKW FOXE L GU UHFH:
SULVWXSD JRSIHUWDFELMLVD G QAN VR SRYWXSDN VDVWR
GHULK DNWLYQRVWL
]JDAWLWD SRGDWDND R GabkXip HBUDHQQ/HH R BUDIA®H
DA&XULUDQMH WHPDMQH OLVWH SULSUHPD WHpDM
OLVWDQMH L]YMHAWDMD 4XUQDOD RG NRMLK VX Q
SURPHW XVOXJD SR RGMHOMHQMLPD
SURPHW XVOXJD SR VWDYNDPD
EURM JRVWLMX L RVWYDUHQD QRUHQMD
SULMDYD ERUDYND ]D VWUDQH JRVWH
NQMLJD GRPDiULK JRVWLMX
NQMLJD VWUDQLK JRVWLMX
QDSODUHQL UDpXQL
SURPHW SR QDpLQLPD SODuUDQMD
QHQDSODIHQD SRWUDALYDQMD
GQHYQD SUHNQMLAHQMD
VYDNRGQHYQH HNVWUD XVOXJH
OLVWD SUHVHOMHQMD
OLVWD GROD]DND
OLVWD RGOD]DND
VWDQMH LQGLYLGXDOQLK UDpXQD
VWDQMH VNXSQLK UDpXQD
VWDQMH HNVWUD UDpXQD
REUDPXQ SR UHFHSFLRQDUX
OLVWDQMH VWRUQR OLVWH
Z NRQWUROQH OLVWH
9HULQD QDEURMDQLK OLVWD VOXA4L PHQDGAPHQWX KR
FLMVNRJD SRGVXVWDYD AS5HFHSFLMVNR SRVORYDQMH
PLYDQMH X KRWHOVNRP SRVORYDQMX 2 QDpLQX NRU

LI YMH&AWDMD YL&H UOH ULMHpL ELWL X GLMHOX NQMLJ
UH]XOWDWRP RGMHOD VPMHEWDMD X KRWHOX

NNNNNNNNNNNNNNNNNNN



SURFHGXUH RGODVND L LVSUDUDMD JRVWD

7TLMHNRP QRUQH VPMHQH UHFHSFLRQDU EODJDMQLN
QLP RGODVNRP WRJD GDQD 1D WHPHOMX WH OLVWH
VPMHQL SUYD MXWDUQMD VPMHQD RUJDQL]JLUD VYR

BULSUWROD QDSODWX UDpXQD HNVWUD XVOXJD ]I
SODUDQMHP LOL ]D JRVWH VNXSQLK DUDQAaPDQD

BULSUHPD VH ]D RGMDYX JRVWLMX NRML VX YHU S

S5HFHSFLRQDUIEHOWBHPMOQOMNHP OLVWH SUHGYLYHQLK RGC
V SRUWLUQLFRP WH XUXpLWL QRVDpX SUWOMDJH QDC
NXFD QD YUDWD VREH JGMH KLWQR SUHJOHGD NXSDI
EL SURYMHULR GD JRVW QLMH QHaAWR J]DERUDYLR $NI
RG JRVWD ]DPROL NOMXp VREH 1RVDp SUWOMDJH ]DN
QDORJD QD NYDNX YUDWD VREH a4WR MH JQDN VREDUL
MH PRaH SRVSUHPLWL 1RVDp SUWOMDJH GRQRVL SUW
PHQX JRVW RGOD]L GR EODJDMQH SODWLWL UDpPpXQ

3ULMH NRQDpPQRJ IDNOMXpPHQMD UDpXQD UHFHSFLRQI
WDQ UDpXQ QD XYLG D JRVW SUHG QMLP NRQWUROLU!
NRQWUROLUD L]YDQ SURVWRUD UHFHSFLMH EODJDMQ
FLRQDU EODJDMQLN ]JDNOMXpXMH QD MHGDQ RG SUHG
QD UDpPpXQX PRUD ELWL QXOD

2ULJLQDO UDpXQD UHFHSFLRQDU EODJDMQLN GDMH JF
XWUAND 8WU&DN JRWRYLQX L pHNRYH SUHGDMH EO
REUDpXQ XWUAND SUHGDMH LOL &XUQDOLVWX NRQWU
XQXWDUQMRM GH,QLUDQRM RUJDQL]DFLML UDGD

BULOLNRP QDSODWH UDpXQD UHFHSFLRQDU EODJDMC
SUHX]PH RVREQH GRNXPHQWH 1RVDp SUWOMDJIH YU
D SRUWLU QRYVBdl &ptséhO MDFIAFGHQWLUDWL UH SRGDWN
SUWOMDJH X NRQWUROQL OLVW AYDQMVNH VOXAEHS3
ELWQH HOHPHQWH

EURM VREH
YULMHPH L]JQRAHQMD SUWOMDJH
GMHORYRGQL EURM QRVDpPD SUWOMDJH
EURM NRPDGD SUWOMDJH
SUHGYLYHQR YULMHPH RGODVND JRVWD
LIJXEOMHQH LOL QDyHQH VWYDUL
1IRVIBBUWOMDJH VH MDYOMD UHFHSFLRQDUX EODJDMQL
ODVNX JRVWD D RQ SURYMHUDYD MH OL UDpXQ SODi
FLRQDU EODJDMQLN SHpDWLUD QDORJ R RGODVNX JR
SUWOMDJH 3RNUDM SHpDWD UHFHSFLRQDU EODJDMQ

WRJD QRVDp SUWOMDJH PR&H XEDFLWL SUWOMDJX X
ODVNX JRVWD QRVDp SUWOMDJIJH HYLGHQWLUD UHJLVYV



JRVWD VNLGDQMHP NDSH L ]DAHOL PX VUHWDQ SXW 1
FHSFLRQDU X MXWDUQMRM VPMHQL GRVWDYOMD GRP
PD L UHGQRP EURMX L] NRMLK VX JRVWL RWSXWRYDO

1D NUDMX GDQD UHFHSFLRQDU X QRUQRM VPMHQL IRL
ILVWRYL GROD]DND L RGOD]DND pLQH ANQMLJIX UHFHSE
SRIODYOMX R GRNXPHQWDFLML X KRWHOX -HGQD RG
GREUR 8WR VH GREUR ]DYU&L?® 3ULMDPQL RGMHO EL W
NYX QHXJRGQX HSL]JRGX ]D YULMHPH JRVWRYD ERUDY
RGOD]DN JRVWD L EH] QHSULOLND BULOLNRP RGODYV
NRML REDYOMDMX WX IXQNFLMX WEREOMMNGQMXR UWPLRIWN
QRVW GD VH L]JUDGL ORMDOQRVW SRYMHUHQMH JRV
JD VH SUHWYRUL X VWDOQRJD JRVWD 7DM MH SURFHYV
X SHW QDMYDAQLMLK NRUDND VOLND

60LND 3HW NRUDND ]D XVSMHaQX RGMDYX L LVSUDUDM JF

B3R]JGUDYLWL JRVWD

2SUH MH SUDYLOR NXOWXUQRJ SUXAaDQMD KRWHOLME
VYDNR GRED GDQD PRUD dowbXuir¢d,Rddb& [dany, Davtray L

YHPpHWUWWRSOLP VPLMHANRP 3ULOLNRP NRPXQLFLUDQWN
NRQWDNW RpLPD ]D YULMHPH UD]JJRYRUD V JRVWRP
VND JRVWD X SURVWRU KRWHOVNRJD SUHGYRUMD SUI
SULMH RGODVND L] KRWHOD 1DNRQ, a0\t hogd JRVWLE
SRPRUD3QLNDGD A+HHSWWDWLGREOL SODWLWL UDpXQ3"
GRADR SODWLWL UDpXQ L RGMDYLWL VH WUHED JD XS

$QDOL]LUDWL ERUDYDN JRVWD

BULOLNRP UD]JRYRUD V JRVWRP SRWUHEQR MH UDVSI
UDYND X KRWHOX NDNYR MH QMHJRYR ]JDGRYROMVWY
YMHUL LVNUHQR WKaKaE®biS haraaksinahta U kételu“? Nika

GD QH WUHED SLWDWL L QH S,RBeisivb hilo OKDMWiL,JeSte W D Q M D
li imali kakvih problema“?



SRND]DWL |DQLPDQMH ]D SUREOHPH JRVWD

$NR MH JRVW RGJRYRULR QD SRVWDYOMHQR SLWDQMH
bLP &WR MADRMSMIB ERUDYDN ELR VXSHU ® WUHED JD S
XpLQLWL MR& EROMH ]D JRVWD" 7UHED SUDWLWL XREL
]JD UMHADYDQMH SULJRYRUD JRVWD QHRYLVQR R WRP]
PDOLP SULJRYRULPD EH]QDpDMQLPD ]D KRWHO DOL ]D
MX LVND]JDQRJ QH]JDGRYROMVWYD QH PR&H RUDVSRORS
iH VH RSHW KWMHWL YUDWLWL X KRWHO WUHED JD SL
DGUHVX L EURM WHOHIRQD WH RVLJXUDWL PRIXUQRVW
QD]JRYH DNR VH VDGD SULOLNRP check-outa QH PRAH SRSL

3RQAXGLWL SRPRUO JRVWX

6YDNRJ JRVWD SULMH QMHJRYD ¢(]JLPpNRJ QDSXawWDQM]I
SRWUHEQD SRPRUO X WUDQVSRUWX QDURPLWR DNR MF
NRJ GUXJRJD SULMHYR]J]QRJ ORNDOLWHWD 7R MH UD]O
WHWQR RGIJRYRULWL QD SLWDQMD R SURPHWQLP YH]D
YR]QLP UHGRYLPD L VO

=DKYDOLWL VH JRVWX

2VRED NRMD REDYOMD RGMDYX L LVSUDUDM JRVWD W
L OMXED]QRVWL |DKYDOLWL JRVWX aW,RvdlazaR&EDEUDR |
RGDELU A*DOHED3® L PL 9DV &HOLPR RSHW YLGMHWL S|
nja i dolaska u na$ grad.“* =D Y U lWadlP®uta SRAHOMQR MH GD RVR
REDYOMD WX ]QDpDMQX IXQNFLMX QDMPDQMI GYD SX
GXuL GD VH WLMHNRP RGMDYH JRVW L KRWHOVNR RVR
EODJDMQLN QD UHFHSFLML EL WUHEDR LVNRULVWLWL
QD VOMHGHUL QDpLQ

I1DUHFHSFLML EL JRVWD WUHEDOR SLWDWL R QMH.

OLWL LK GD SRSXQH REUD]DF ]D SRYUDWQH LQIRL

$NRRVWL LPDMX ELOR NDNYH SULPMHGEH QD UHI
aLWL L RVLIXUDWL QMLKRYR EU]JR UMH&G&DYDQMH

SHFHSFLEREDDMUHEDR LQIRUPLUDWL JRVWD R QD
SRQXGDPD

S5SHFHSFLROQPRJIJDR VXJHULUDWL UH]JHUYDFLMH X E
JRVWRYRJ SRYUDWND X LVWX GHVWLQDFLMX LOL
VOMHGHUORM GHVWLQDFLML

1DNRQ RGODVND JRVWD UHFHSFLMD MH R WRP SRVO
MHVWLWL VYH RVWDOH ] DLQWHUHVLUDQH RGMHOH X |
PRUD LQIRUPLUDWL RGMHO KRWHOVNRJD GRPDULQVW
VWLWL VREX L XpLQLWL MX VORERGQRP ]D GDOMQMH
DAXULUDWL SRGDWNH R VWDWXVLPD VREH @&WR SULMF
NRULVWLWL 1D UHFHSFLML EL VH WDNRYyHU WUHEDO
VWLPD D VYH X VYUKX PDUNHWLQANLK DNWLYQRVWL
]JDSLVQLN R VYRMLP JRVWLPD V GHWDOMLPD SRSXW ¢
ODVND WLSD VREH L QDSODUHQRM QDNQDGL awWR YR
SRVHEQLK ]DKWMHYD



%$5$&. 2%$0$ 1(0( 8 A:$/'25) $6725,83

%DUDFN 2EDPD ELR MH SUYL DPHULpNL SUHGVMHGQL!
hotelu ,Waldorf Astoria® LNRQL L VLPER@EaVWNRWIPMH QDOD]L
3DUN $YHQLML .UDMHP UXMQD JRGLQH DPHULD
X 1HZ <RUNX UDGL VXGMHORYDQMD QD JODYQRM VN:
OD X 1HZ <RUNX QR QD RSUH pXyHQMH SUHGVMHGQ
NRMHP VX XYLMHN RGVMHGDOL QMHJRYL SUHWKRGQL
SULURGH MHU MH RG JRGLQH WDM VYMHWVNL SR
D VDGD MH AX UXNDPD?3 NAnQdnyIhsHraNge Gi®@U N R IMMDHJ D

MH NXSLOD |D QHYMHURMDWQH GYLMH PLOLMDUGH G|
;LDRSLQJD RFD PRGHUQH .LQH *ODYQD ERMD]DQ $P
X VOXpDMX ERUDYND X SUH G WaAlHdE @dtdrifé'R B UIRSDOAVDR D Q
VREH SUHSXQH SULVOX&aQLK XUHYyDMD V RE]JLURP QD
LIPHYyX 3HNLQJD L :DVKLQJWRQD XSUDYR JERJ @aSLMXQ
2EDPD RGOXpPpLR RGVMHVWL X GUXJRP KRWE@&X L WR C
New York Palace®* pLML YODVQLFL WDNRYHU YLa&H QLVX $P
MLYLMD MH ELOD RSFLMD MHU VH UDGL R VDYH]QLPN
Hotel ,Lotte New York Palace* QDVWDR MH RG DQWLNQH JUDVHYL
NRMX MH JRGLQH QDUXpPLR +HQU\ 9LOODUG SR]C
NRML MH DQJDALUDR LVWDNQXWX DUKLWHNWRQVNX W
NDWD LQVSLULUDQX QHRWDOLMDQVNLP UHQHVDQVQL
VUHGLaAaQMH GYRULaAWH V SRIOHGRP QD $YHQLMX 0DG
VH NDWROLpND NDWHGUDOD 6W 3DWULFN $PHULpPpNL
VH\Q JRGLQH MH L]D LIYRUQH VWUXNWXUH L]JUDC
NRML MH SRVWDR MHGDQ RG QMHJRYLK EURMQLK OX1
NDVQLMH QLMH SURPLMHQLR YODVQL&WYR
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8 RYRP GLMHOX NQMLJH RVLP RGUHYLYDQMD SRORACL
VNRM VWUXNWXUL KRWHOD SRVHEQR MH QDJOD&HQD
OLQL KRWHOVNRJD SRVORYDQMD 2VLP WRJD GHWDOI
]DGDFL KRWHOVNRJD GRPDULQVWYD WH QMHJRYD XQX

3RORADM KRWHOVNRJD GRPDULQVWYD X RUJD
strukturi hotela

6YDNL JRVW NRML GRyH X KRWHO &aHOL VREX V PDQ!
VWYHQR UDGL XGREQRJ L XJRGQRJ RGPRUD 7D VH X
QDMSULMH X pLVWRM L XUHGQR SRVSUHPOMHQRM VRE
SRVWHOMLQL pLVWLP UXpQLFLPD L GU 2VLP WRJD JR
NDNR X VREL NRMD PX MH GRGLMHOMHQD WDNR L X V'

=DKYDOMXMXuUL VYH YHURM UD]JLQL GRVWLJQXWRJD &
WHOVNL JRVWL SRVWDYOMDMX SUHG KRWHOLMHUH V°
]JDKWMHYL QH RGQRVH VDPR QD KRWHOVNH VREH YH
NRMLPD JRVWL ERUDYH LOL NUR] QMLK SUROD]H

6YH GRVDG QDYHGHQH L RSLVDQH ]JDKWMHYH PRJIXUH
JLYQLN L UHUL GD VX WL SRVORYL X GRPHQL UDGD KR
MHGQR V SULMDPQLP RGMHORP KRWHOD pLQL QDMYD:
VPMHEAWDMQRJD REMHNWD X NRMHP VH SUHWHALWR S|

8 GRVDGDaAQMRM SUDNVL DOL L X ]QDQVWYHQRP SUL
VNRJIJD GRPDULQVWYD X KRWHOVNRP SRVORYDQMX QH
UDQMX PMHVWD XORJH L SRORADMD GRPDULQVWYD X
OD 'RPDULQVWYR MH NDR VDPRVWDOQD L RUJDQL]
RVWDOLP GLMHORYLPD KRWHOD UHFHSFLMD NXKLQM
QD&LP KRWHOLPD UDQLMH ELOR JRWRYR QHSUHSR]QD
MH SRVOMHGLFD pLQMHQLFH &8WR MH WR QDMpH&UH EL
SULMDPQRJ RGMHOD SRG LQJHUHQFLMRP &@HID UHFHS

8 XYMHWLPD WDNYRJ RUJDQL]DFLMVNRJ SROR&DMD
FLMH RGUADYDOD MH JODYQD VREDULFD LOL X QDME
NRMD MH WR YHRPD pHVWR ELOD VDPR SR QD]JLYX L
VSRVREQRVWLPD 7DNYD MH VLWXDFLMD PHYyXWLP (
RGUHYHQRJ WLSD NDWHJRULMH L YHOLPpLQH KRWHOD
QLALK NDWHJRULMD

8 SRpHFLPD UD]YRMD KRWHOLMHUVWYD KRWHOVNR G
AWR MH UHPpHQR NDR AVOXAED QD NDWRYLPD3 MHU )\
JPHQWD SRVORYDQMD VDVWRMDOD X SRVSUHPDQMX K
KRWHOLMHUVWYD QH SR]QDMH UDGQR PMHVWR JODYC

6DJUDN OMHVWR GRPDULQVWYD X]JERVQH RHORFPRKPWSH OXLPSR]LMD
NXuD 8 +RWHOLMHUVNL IDNXOWHW 2SDWLMD 2SDWLMD



pHaUH RGIJRYRUQD RVRED ELOD L]DEUDQD L] UHGRYD
WR ELOD RVRED V QHGRYROMQRP UD]JLQRP IRUPDOQF
QHVWUXpPpQD RVRED V YUOR QLVNLP VWXSQMHP RSUH ¢S

7DNR QD SULPMHU )UOLU X QDWRGLL /GHR WHI QL MH WV\DW ¥ R
YLPD RGYLMD RNR LQWLPQRJ ALYRWD JRVWLMX L ]DSR
EOMD SD MH SUHPD WRPH MHGQD RG YUOR YDaQLK
NRML VH YU4H SR NDWRYLPD PQRJRVWUDQL VX QR Et
KRWHOD pLVWRUD UHG L WRpPQRVW PRUDMX ELWL RG
hotelima treba posvetiti krevetima, kupaonicama i zahodima. 3

8 NQML]L ABJRVWLWHOMVWYR i HNRQRPLND L RUJDQL]
L)UOREMDaQMDYDMX |DGDWDN RVREOMD GRPDULQVWY
QD NDWRYLPD EULQH VH |JD pLVWRUOUX L XUHYyLYDQMH S
prvom redu gostinjske sobe, kupaonice i WC. Ni ostale prostorije ne smiju se

zanemariti, kao Sto su npr. hodnici, sobe za osoblje, pripremnice i sl 3

.DVQLMH X VYRMLP QDUHGQLP GMHOLPD )UOLU RSL
PD A6OXAED QD NDWRYLPD XEUDMD VH X RQH VOXAE
UL ]DYLVL XJOHG KRWHOD 'D EL VOXAaED QD NDWRYL
trebama hotelskih gostiju, bitha su dva faktora: unutarnji komfor hotela i

uloga posluge 3

1DGDOMH L\WBKMDOMHRU QD WR GD VH VOXAED QD NDW
X QDMYHURM WLALQL D RQD VH EULQH ]D XGREQR VW
SUHPD WRPH MHGQD RG YUOR YDAQLK KRWHOVNLK VC

%RUNRYLU L XREDEND]X RUIJDQL]DFLMVNH VWUXNWXUH
YH KRWHOVNRJD GRPDULQVWYD NDR [DVHEQX RUJDQL]
JKatovi®, V UDGQLP PMHVWLPD

Z QDG]JRUQLFD VRED

Z VREDULFH L

Z SRPRUQR RVREOMH

GDNOH EH] UDGQRJD PMHVWD KRWHOVND GRPDiLFLC
5DGLX SULND]X IXQNFLRQDOQH RUJDQL]DFLMVNH VKHF
QD NDWRYLPD?® L ND4H |D QMX GD MH WR YDAQD VOXA4

]D VPMHaAWDM D YUdL VH QD NDWRYLPD L X VREDPD ]D
WUHED ELWL GREUR RUJDQL]JLUDQD MHU R QMRM ]DY

) U O% (i Hotelijerstvo, Skolska knjiga,=D JUHE VWU

AWDPEXN )UOLU $ Ugostiteljstvo - ekonomika i organizacija poslovanja, =DJUH E

VWU

) U O% U Ugostiteljsko poslovanje - tehnika i organizacija,=DJUH E VWU

) U O% (i Hotelijerstvo, Skolska knjiga,=D JUHE VWU

%RUNRYLUREDA&LU $ 3RVORYDQMH XJBYMXMIDQEW NLX GSRGLYXGD
]D WXUL]DP L YDQMVNX WUJRYLQX 'XEURYQLN VWU

5D G L@ Ugostiteljstvo — tehnika poslovanja — recepcija, VNULSWD &HQWDU HNRQT
]ODQRVWL 6YHXpLOLAWD X 5LMHFL 2285 +RWHOLMHUVNL IDNXOW



VPMHAWDMHP X REMHNWX 2GOLNH RYH VOXAEH VX XL
QRVW NDWQRJ RVREOMD 1DGDOMH QDYRGL GD RYX V(

GRPDULFD KRWHOD JXYHUQDQWD

QDG]JRUQLFD VRED

VREDULFD

VREDU

VREQL NRQREDU L

SRPRUQR RVREOMH pLVWDpPLFH

5X4LUWJRYRUHUL R Aroomstatusu® X RNYLUX LQIRUPDFLMVNI
aWDMD JRVWD QDSRPLQMH GD MH L]PHYX SULMDPQRJ

VWYD SRWUHEQD GREUD NRPXQLNDFLMD MHU VH SRC
YD RVLIXUDQMH NYDOLWHWH ERUDYND JRVWD X VREL

NRULAWHQMH KRWHOVNLK VWDQGDUGD
SRAWLYDQMH KLJILMHQVNR JGUDYVWYHQLK ]JDKWM
RWNODQMDQMH NYDURYD

SURQDODAHQMH L]JJIXEOMHQLK SUHGPHWD
PXYDQMH YUHGQRWD

SRVOX&LYDQMH X VREL L GU

IDYHGHQR SRND]XMH GD DXWRU VPDWUD GD MH KRW
RGMHO X KRWHOX NRML QXaQR VXUDyXMH V RVWDOLP

, X VWUDQRM OLW H WD/W ¥ WID YQH/NL KORWHRAMNR GRPDULQ
NDR L RVWDOH RGMHOH X KRWHOX S RGI@PDQLR R®WIRC
GH GD MH KRWHOVND GRPDULFD LJUDYQR RGJRYRUQD

AWR HNVSOLFLWH XSXiXMH QD JDNOMXpDN L REMDA&AQM
PHQDGAHU UDYQRSUDYQD RVWDOLP PHQDG&AHULPD U

X KRWHOX

,] VYHJD GRVDG QDYHGHQRJ PRJXiH MH JDNOMXpLWL
RUJDQL]DFLMVND IRUPD GDQD&QMHJ KRWHOVNRJD GF
iDQVWYD?® AVOX&EH QD NDWRYLPD® GR AKRWHOVNRJC
QRJ RGMHOD X KRWHOVNRM RUJDQL]DFLMVNRM VWU XN
PQL RGMHO KUDQH L SLUD RGMHO RGUADYDQMD RGN

SRVWDYOMHQRP RUJDQL]DFLMRP L WHKQRORJLMRP U
WDPD ]D VYDNRGQHYQL UDG RGMHO KRWHOVNRJD GR
VYH SRVORYH NRML VH SUHG WDM RGMHO SRVWDYOML
QH VDGUADMH WUDNWRYH X KRWHOX

N NN NN N

N N N N N N

5XaL'u Upravlijanje marketingom u ugostiteljstvu, 6 YHXpLOLAWH -RVLSD -XUMD 6WU
2VLMHNX (NRQRPVNL IDNXOWHW 2VLMHN 2VLMHN VWU
'"HWWPHUL GU X Gastgewerbliche Berufe in Theorie und Praxis, 9HUODJ +DQGZHU
THFKQLN * P E + +DPEXUJ \AUAV) L X Betriebswirtschaftslehre Fiur das Ga:
9HUODJ +DQGZHUN XQG 7THFKQLN * P E + +DPEXUJ VWU
6 F K D H W( Ll Qanagement in Hotellerie und Gastronomie, ' HXWVFKHU )DFKYHUODJ *PE
JUDQNIXUW DP 0DLQ VWU

99 9IDOOHQ * . 9DOOHQ - - Check-InCheck-Out, ,UZLQ &KLFDJR VW L



/IRJLPQR MH GD YHOLNL EURM VRED L YHOLNH SRYUAaLC
OMDMX SUDYL L]D]JRY ]D VYH ]DSRVOHQH RVREH NRMH
QLMD MH ]DGDUD WRJ RGMHOD RGUaADYDQMH pLVWRIUH
MHGDQ RG ELWQLK HOHPHQDWD VYHXNXSQRJ ]DGRYRC(
NRP X KRWHOX

%XGXuL GD MH RUJDQL]DFLMD KRWHOVNRJD GRPDULQ
PD X RYRM NQML]L KRWHOVNR GRPDULQVWYR RUJDQL
FMHORNXSQRJ RGMHOD VPMHaAawbDMD UDGL WRJD &@&WR |
PDULQVWYD RGUADYDWL KRWHOVNH VREH NRMH SUYHC
]D YULMHPH ERUDYND JRVWLMX X KRWHOX

8ORJD L YDAQRVW KRWHOVNRJD GRPDULQVWY

9L4L &LYRWQL VWDQGDUG X JHPOMDPD L] NRMLK GROTL
LJUD&HQLMRP RVMHWOMLYRAUX QD UDJLQL NYDOLWHW
VYLMHWX WD SRMDYD QH RVWDYOMD UDYQRGX&QLP ¢
QDSURWLY L]D]JLYD SRMDpDQX EULJX ]D SRVWL]DQMH
OLWHWH XVOXJD .YDOLWHWD XVOXJD RJOHGD VH X
XUHYHQRVWL L RSUHPOMHQRVWL REMHNDWD ELOR VYV
SUHPD JRVWX 6YL WL GHWDOML PRUDMX pLQLWL MHG
JHQWLUD X YLGX VPMHAWDMD NRQ]JXPDFLMH KUDQH L
WRPH XVOXJX X KRWHOLMHUVWYX PRJOR EL VH XVSH
VYDNL NDPHQpLU LPD VYRMH PMHVWR L IXQNFLMX MH

2GPDK SR XODVNX X KRWHOVNR SUHGYRUMH JRVW 0H
GRPDULFX LOL QH 9HU QD SUYL SRJOHG PRUD VH X K|
EULJD ]D OLMHSR L QMHJRYDQ L]JOHG SURVWRUD 8 S
PQRJR QMHJRYDQRJ XNUDVQRJ ELOMD JRVW UH RGPD
VH SUXAaL L SUHPD QMHPX

7HANR MH ]DPLVOLWL GD EL KRWHO PRJDR IXQNFLRQL
PDULQVWYD 7DM RGMHO MH YUOR ]QDpDMDQ ]D SRVO
VSULMHNRUQL L SUHGDQL UDG RVREOMD RYRJ RGMHC
SURVWRUX KRWHOD

2G VYMHALQH L PLULVD X JUDNX GR pLVWRUH X JODY
FDPD WHKQLpNH VOX4EH XUHGLPD XSUDYH KRWHOD L
pLVWRUH VSDGDMX X QDGOHAaQRVW RGMHOD KRWHOVN
R YHOLNLP SRYUGLQDPD L EURMQLP VDGUADMLPD KRW
RGUADYDWL SUHPD QDMYLALP VWDQGDUGLPD pLVWRIE

2VQRYQD MH XORJD RGMHOD KRWHOVNRJD GRPDULQVW
WL FMHORYLWRJ KRWHOVNRJD SURL]JYRGD XOMHSAaDY
VRED L RVWDOLK SURVWRUD SULYODpQLP WH GUXJH
SULPDUQL FLOM D WR MH IDGRYROMVWYR JRVWD 7DN
GMHORYDQMD V PDNVLPXPRP H;NDVQRVWL L X] QDMPD
L XVSMHK SRVORYDQMD GRJDYyDMX VH LVWRYUHPHQR
VWYD ]D UDG SDAaOMLYR NRQWUROLUDMX +RWHOVNR
RODNaGAbQMD RVLIXUDYDMXUL JRVWX



SULYODBDRMHPLWH ERMH L X]JRUFL SUHGVWDYOMDM X
AHQMD QHNH RVREH -H OL KRWHOVNL JRVW WRJD VY
VREH PRaAH XYMHWRYDWL RFMHQX VYLYD OL PX V
IHND KRWHOVND GRPDULQVWYD XUHYyXMX DPELMHQV
JL WR UMHaDYDMX DQJDaALUDQMHP YDQMVNH XVOXJ
FLOM MH SRVWL]DQMH UDYQRWHAaH L]JPHyX OMHSRW!
VYRMHJ RVREOMD pHVWR DQJDALUDMX L YDQMVNX X
]IDKYDWD NRQJUHVQH GYRUDQH L VO

Komoditet 2GJRYRUQRVW ]D RVLIXUDQMH NRPIRUD JRYV
PHYyX RGIJRYRUQRVWL GRPDULQVWYD L WHKQLpPpNH VC
QLML NUHYHW SRVWDMH QHXGREDQ DNR WHPSHUDW
GD MH GH¢{¢QLFLMD NRPIRUD pHVWR RVREQD VWYDU
NRMH JRVW XYLMHN UDGR SULKYDUD 1D SULPMHU P
UH]JHUYQL MDVWXpLuL VWROLUO ]D GRUXpDN MXWDU (
NRPXQLNDFLMH NRMD VX QD UDVSRODJDQMX L GUX
JRVWX SUXAaDMX

YyLVWRIWLPDUQD IXQNFLMD VYDNRJ GRPDULQVWYD M
VWROUX X VYLP GLMHORYLPD KRWHOD QD QDMYL&RNM
DUKLWHNWRQVNR UMHGHQMH KRWHOVNLK SURVWRU
RWHADWL RYDM SRVDR NRPELQDFLMRP GMHORWYRL
PD L VUHGVWYLPD WH GREUR HGXFLUDQLP RVREOM
NRMHP JRVW ERUDYL L]JQLPQR XJRGQLP

6LIXUQRVYW PRUD ELWL ]JDEAWLUHQ RG VYDNH PRJIXUF
&MHORNXSQR JDSRVOHQR RVREOMH KRWHOD PRUD E
MHpPLWL HYHQWXDOQH HNVFHVH 6YL UDGQLFL PRUD
KLIJILMHQVNR WHKQLpNH ]JDAWLWH +7= WH RGPDK L
VXPQMH GD SULMHWL RSDVQRVW *RVWD QHUH VPHW
JDEHQMH SRADUD X SURVWRULPD QD VWXELAWLPD |
VREL SODQ ]JJUDGH QD NRMRM MH R]QDpHQ L]OD] X V
WUHED EULQXWL GD VH JRVW RVMHUD VLIXUQR NDR

8 RNYLUX VLIXUQRVWL L NRPIRUD VREH JRVWX MH X |
ODJDQMH RSUHPX L XUHYDMH WH UD]QH SRIJRGQRVWL
L]JUDYQD WHOHIRQVND YH]D
SRVHEDQ SULVWXS LQWHUQHWX
VREQL NOLPD XUHyDM
VDWHOLWVND WHOHYL]JLMVND PUH&D
VREQL PLQL EDU
VREQL WUH]RU ]D SRKUDQMLYDQMH YULMHGQRVW
RGDELU VREH ]D QHSX&DpH
NXUQMXELPFL VH SULPDMX L JEULQMDYDMX SR SF
UHQLP XYMHWLPD L GU

8 VXYUHPHQRP KRWHOLMHUVWYX IDNWRU VLIJXUQRVYV
MHGDQ RG RGOXpXMXULK IDNWRUD NRML RGUHYXMX J



ED LPDWL QD XPX GD VH X KRWHOX WUWHED QYCRIGLANLP I
VLIXUXRKRWHOX VOLND

60OLND Vrste sigurnosnih standarda u hotelu

QUOR YDAaQX XORJX GRPDULQVWYR RVWYDUXMH SUHPI
KRWHOX D SRVHEQD VH SDaQMD SRVYHUXMH 9,3 JRV)
SUHPD VREDPD RGQRVQR DSDUWPDQLPD X NRMLPD V
QMLPD WUHED WDNRYyHU VWXSLWL X RVREQL NRQWD!
XVSRVWDYOMD RVREOMH KRWHOVNRJD GRPDULQVWYD
KYDUHQLK KRWHOVNLK VWDQGDUGD

8 QHNLP MH YHOLNLP L YLVRNRNDWHJRUL]JLUDQLP KR

Executive Floor, ]D SRVHEQX YUVWX YUOR YDAQLK SRVORY

WHOD =D WDNYH JRVWH VH RELPQR ¢]JLpNL SUHGYLGL

VREDPD MH SUHGYLYHQD XVOXJD SUHPD QDMYL&LP VW
GR VDWD

8 QHNROLNR KRWHOD YLVRNH NDWHJRULMH YHU MH
KRWHOVNRJD GRPDULQVWYD 2G YHOLNH YDAQRVWL M
KRWHOVNRM NXiL GREUR RUJDQL]JLUDWL UDG RYRJD F
GMHORYDQMX RYLVH PQRJL XVSMHVL KRWHOVNRJD SF
PODGL VHNWRU X KRWHOLMHUVNRM GMHODWQRVWL

VWYDUDQMD WDNYH RUJDQL]DFLMH UDGD 'R VDGD VH
QRP ]QDpHQMX L VORAHQRVWL UDGQLK ]DGDWDND KRV

6 REJLURP QD YHOLpPLQX REMHNWD YUVWX NDWHJRUL
QL]DFLMX QLMH PRJXiUH VWYRULWL MHGLQVWYHQX RL
GRPDULQVWYD SURWHAX VH QD SURVWRUX pLWDYRJ K
L]JIGYRMHQLK SRJRQD NRML SULSDGDMX PDWLPQRM NXi



5DGQD SRGUXpMD VOLND NRMD SRWSXQR LOL GM
GMHORNUXJ UDGD GRPDULQVWYD MHVX

XSUDYOMDpPNR
RUJDQL]DFLMVNR
DGPLQLVWUDWLYQR
WHKQRORANR
WHKQLpNR L
LQIRUPDWLYQR

60OLND 5DGQD SRGUXpMD GMHORNUXJ UDGD KRWHOVNRJ

5DGQL ]DGDFL VX VORAHQL L QRVH X VHEL PQRaAWYR V
QL X MHGQRM VKHPL QLWL X RSLVX UDGQLK ]DGDWDN
SRVSMHALR @&WR XGREQLML ERUDYDN JRVWD X KRWH:(
XVOXJH NRMH KRWHOVND NXUD SUXA&D JRVWX pHVWR |
VLWQLK GHWDOMD NRMH UH VYRMRP GLVNUHWQRA&UX
VNL DPELMHQW L VWYRULWL XJRyYyDM GRPD

7LMHNRP RUJDQL]DFLMH UDGD SRWUHEQR MH SULGUAI
WD L RGOXND NXUQRJ UHGD XSXWVWDYD R UDGX L U
SRVORYD X] PDNVLPDOQX GLVFLSOLQX PLU L WRpPpQRYV
VWUXpQR SULSUHPOMHQR L RVSRVREOMHQR

2VQRYQL L QDMYDAaQLML ]|DGDWDN RGMHOD GRPDULQ
VPMHaAWDM JRVWLMX 6OLMHGL EULJD R pLAUHQMX Xl
KRWHOVNLK SURVWRUD 7X VSDGDMX RSUHPOMHQRV\
SHWDUVNR GHNRUDWLYQR RGUADYDQMH RUJDQL]DFL
FMHORNXSDQ UDG SUDRQLFH UXEOMD XVOXJH NHPLM
XQLIRUPL L QMLKRYR RGUADYDQMH ED]JHQL V NRPSC
OMDMX PDVHU L SHGLNHU ]DWLP NR]JPHWLpPpNH L UL
KRWHOVNH SODa&aH L GU



$NR VH ]QD GD VH pRYMHNRYH SRWUHEH VYH PDQMH
GD VH VYH YL4H LQGLYLGXDOL]JLUDMX RQGD KRWHOV
VDGUADMLPD X NRMLPD UH VXYUHPHQL JRVW QDOD]L
PDWHULMDOQL L VSHFL¢{¢pQL DVSHNW VYRMH WXULVWL
WDNYH NDGURYH NRML UH ELWL VSRVREQL GMHORYDW
KRWHOVNLK XVOXJD

JXQNFLMH FLOMHYL L |IDGDFL KRWHOVNRJD G

+RWHOVNR GRPDULQVWYR NDR GUXJL YD&DQ RGMHO
OD X] SULMDPQL RGMHO SR VYRMRM XOR]JL L ]QDpD
SRVORYDQMX KRWHOD 8RELPDMHQR MH UHGL GD MH
JLP KRWHOLPD GD MH pHVWR SXWD L NULYR VKYDiH
SRVORYDQMX KRWHOD

+RWHO NRML QHPD GRPDULFX KRWHOD QH PRAH ELW
VWYDUL QH PRJX UD]YLMDWL X SRYROMQRP VPLVOX ]
RVREX X RGMHOX RGUADYDQMD WHKQLpND VOX&ED
L]JJOHGX KRWHOD R SRWUHEL XOMHSADYDQMD SUDYR
QMH WHKQLpPNLK QHLVSUDYQRVWL L GU

-HGDQ RG UD]J]ORJD XEU]J]DQRJ GHYDVWLUDQMD KRWHO
QMHQLFL GD X WDNYLP KRWHOLPD YODGD OR&H RGUA
XVOXJIJD KRWHOVNRJD GRPDULQVWYD 'D EL VH RWNOF
XpLQLR KRWHORP QHRSKRGQR MH SRWUHEQR IRUPLULI
GRPDULFRP QD pHOX

7THaANR MH UHUuL NRML MH GLR SRVORYDQMD X KRWHOX
JRVWLMX EULJD RNR pLVWRUOH L UHGD X VPMHaAWDMQ
WHOD LOL SUXaDQMH XVOXJH X SUHKUDQL L WRpHQM:?
QH XJRVWLWHOMVNH XVOXJH

8VOXJH L GMHODWQRVWL KRWHOVNRJD GRPDULQVWYL
QRAUX 7D VH RGJRYRUQRVW QDMMDVQLMH RPpLWXMH X
UDGQR PMHVWR X JRVWLQMVNLP VREDPD D WR VX Sl
A4HQLMH ]DQLPDQMH XMHGQR L QDMEURMQLMH X KRV
]JDKWLMHYD SRAWHQMH SRYMHUOMLYRVW GLVNUHFL
JRVWLPD D WDM RGQRV QLMH MHGQRVWDYDQ MHU VF
SHUDPHQWX ]DKWMHYLPD GREL LWG

2VREOMH GRPDULQVWYD EULQH VH ]D pLVWRUX L UHG
SURVWRULMDPD KRWHOD *RVWL VX NULWLPpQL L XRpD
EOMD KRWHOVNRJD GRPDULQVWYD 1R JRVWL XRpDYCLC
WQRVW RVREOMD GRPDULQVWYD L ]DSDabMX UH]XOWI
RQLK NRML VH EULQX ]D XJRGDQ L GRSDGOMLY L]JOH
NRMD MH ELWDQ DWULEXW GREURJ KRWHOD

-DNRSR¥%LU2UJDQL]DFLMD KRWHOD L] EKRUQHOVNRG RSYRDG X HRIMDH O V N
$ +RWHOLMHUVNL IDNXOWHW 2SDWLMD 2SDWLMD VWU



1HUH VH SRJULMHELWL WYUGQMRP GD R KRWHOVNRP
LPLGA KRWHOD O9LVRND UD]JLQD SUX&HQLK XVOXJD JR
EOMD VYLK KRWHOVNLK RGMHOD pLQH KRWHO SULYC
XVPHQH SURSDJDQGH

JXONFLMH GRPQMLKRNYRSVHJ L UD]JQROLNRVW RYLVF
SULPMHULFH R YHOLPLQL NDWHJIRULML L QDPMHQL KF
RGQRVX QD QMLKRYH QDYLNH QMLKRYX SODWHAQX P
VYLK IXQNFLMD PRJX VH L]JGYRMLWL RQH NRMH VX R
RVQRYQLP MHU EH] QMLK VH QH PRAH ]DPLVOLWL GRE
YROMVWYR JRVWLMX

8 OLWHUDWXUL VH pHad4iH QDEUDMDMX IXQNFLMH GRP
UDMX SR VURGQRVWL VDGUADMD 7DNR QSU *HH QDEL
GRPDULQVWYD

A2VLIXUDQMH NRPIRUD JRVWLMX UHGRYQLP pLAUHQI
NUHUX L SUXaDQMH RVWDOLK XVOXJD SUHPD WLSX Kl
VH RGQRVLWL QD XVNODGLAWHQMH L NRQWUROX ]DO
]D GRPDULQVWYR L PDWHULMDO ]D pL&UHQMH WH QD
YHOLNLP KRWHOLPD VSDGD RYDPR L SUDQMH KRWHOV
UDFLMH FYLMHUHP XVOXALYDQMH MHOD X RGUHYHQR
SRWSDGD SRG RGMHO KUDQH L SLUD LOL EDQNHWQL F
AHQVNH JDUGHUREH 8 PDQMLP KRWHOLPD PRJX VH X
LOL XQXWDU LOL L]YDQ REMHNWD GHNRUDFLMH FYLI
MDYQH SURVWRULMH D WHN PDQMLP GLMHORP QD JR'
WLSX KRWHOD L QLMH VYDJGMH XRELpDMHQR 8NROLN
GRPDULQVWYR 8 RNYLU UDGD RGMHOD GRPDULQVWYD
SURVWRULMD SUHGYRUMD KRGQLND OLIWRYD XUHG

'"MHORNUXJ UDGD YUVWH SRVORYD L V WLP SRYH]DQL
LvwL EH] RE]JLUD QD YULMHPH WUDMDQMD VH]RQH L
YHOLpLQL L NDWHJRULML KRWHOD 1DGDOMH IXQNFLI
FLML KRWHOD L V WLP X YH]L V PRIXUQR&AUX NDGURY\
KRWHOD L RGUADYDQMD KRWHOD

5D]YLGQR MH GDNOH GD VX IXQNFLMH KRWHOVNRJD
YHOLNLP EURMHP XQXWDUQMLK L YDQMVNLK IDNWRUI
YDAQRVWL L |QDpDMX KRWHOVNRJD GRPDULQVWYD ]D

8] NRQVWDWDFLMX GD MH KRWHO VYRMHYUVQD RNROL
QRYQD IXQNFLMD L VPLVDR GMHORYDQMD RVREOMD X
JRVWLPD KRWHOD NRULVQH L H¢NDVQH XVOXJH WH X
QDLPH RpPHNXMX XJRGQH XYMHWH ERUDYND X VYLP S
VWLWHOMVNLP GLMHORYLPD KRWHOD WUJRYDpPNLP S
L SRVHEQR X KRWHOVNLP VREDPD JGMH VH XJRGQR\
PD SRMHGLQRJ JRVWD 2VREOMH KRWHOD DUKLWHNW
VHUYLVL NXKLQMD L DPELMHQW VREH LPDMX VYRMX
KRWHOVNLK JRVWLMX

*HH$ & 'Hotel and Institutional Housekeeping %DUULH DQG 5RFNOLII /RQGRQ



.DR 8WR MH YHU GMHORPLPQR QDYHGHQR RGMHO KR
VWYHQR MH RGJRYRUDQ ]D XUHGQRVW L FMHORNXSQI
PD RGQRVQR ]D pLVWRUOUX VYLK MDYQLK SURVWRUD X

RYMHUDYDMXuL RGMHOX KRWHOVNRJD GRPDULQVWY
KRWHOD *+ VREH pHVWR VH |]DERUDYOMD GD VH RYGM
VREDPD X NRMH MH LQYHVWLUDQR PQRJR VUHGVWDY |
SUREOHPLPD KRWHOVNRJD GRPDULQVWYD YDOMD SUL"
SUHPD WRP UDGX

=DGRYROMVWYX JRVWD X MHGQRP KRWHOX XYHOLNH
ERMH UDVYMHWD QDPMH&WDM PLULVL GHNRUDFLMD
8 SUOMDYX VREX SD PDNDU NDNR ELOD OXNVX]QD Ji
]JERJ WRJD XORJD KRWHOVNRJD GRPDULQVWYD QH VPL
GD OL VX VYL SURVWRUL X KRWHOX XNOMXpXMXuL L K
ORNXSQX DNWLYQRVW VYLK ]JDSRVOHQLK X WRP RGMH
SUHGVWDYWOWRDMRXDUNHKRWHOBR RLNRMHPX GH X EXGXI
SRSXQMHQRVW VPMH&GWDMQLK NDSDFLWHWD

1DLPH JRVW NRML MH SULOLNRP VYRJ ERUDYND X KR
XUHYHQMHP L pLVWRURP VREH L LGXUL SXW UH SRaH
VREL V WLP EURMHP SD VH PRA&H IDNOMXpLWL GD MH |
VREDULFD L GUXJR RVREOMH VYRMRP DNWLYQR&UX A

2VQRYQL |DGDWDN GRPDULQVWYD VDVWRML VH NDR |
UDQMX VWDOQRJ IXQNFLRQLUDQMD KRWHOD SUHPD Q|
PRIXUQRVW GD KRWHO SUHPD VYRP VDGUADWDREXGH \
QD MHGLQLFD LOL DNR EL VH WR XVSRUHGLOR V SUF
MHVW KRWHOVND VRED NRMD X SRWSXQRVWL L XYLMF
OD L VWDQGDUGX NDWHJRULMH KRWHOD

+RWHO MH VSHFL¢pDQ X RGQRVX QD VYDNL GUXJL SR
GUXJLK PRUD LPDWL AGXaX® 7R MH RVQRYQL ]DGDW
KRWHO XQHVH GX&X &4LYRW ]D VYH RQH NRML X QMH
QH VDPR X KRWHOVNRM VREL RVMHUDMX SRWSXQR XC
]JDNOMXpLWL GD MH KRWHOVND VRED GLR KRWHOVNR
VOXaL D GD MH RQ ]DSUDYR NRULVQLN KRWHOD R pl
KRWHOVNR GRPDULQVWYR

6 REJLURP QD WDNYX XORJX GRPDULQVWYR PRUD LPL

QRYQLP HOHPHQWLPD NRMLPD VH XWYUyXMX
NROQNUHWQL UDGQL ]DGDFL SR REXMPX L VWUXNW
EURBMGQLND SUHPD VYRMLP VSRVREQRVWLPD VWU X
VUHGVWYD ]D UDG L SUHGPHWL UDGD

%DNHU %UDGOH\ 3 3XMNQYRLBOHV RI +RWHO )URQW(QLWUHRQRSHUD

&RQWLQXXP /RQGRQ VWU

%ODAHIYLI+RWHOVNR GRPDULQVWYR NBEHLMBIYRIBWLAQANL | DIWHAR
PDQDJHU® X VWUXpPQRM UHYLML ]D WXUL]DP A87% EURM 87
=DJUHE VWU

*UDERYIDF+RWHOVNR GRPDiiLQWWYRpQ B QMHYILWDQNHW XUL]DP A87:
XJRVWLWHOMVNL L WXULVWLPNL PDUNHWLQJ =DJUHE VWU



=DGDFL X KRWHOVNRFHPRIXUSRGWMHOLWL X QHNROLN
SLQED RG NRMLK VH QDYRGH VOMHGHUL

IDEDYWYLK SRWUHEQLK PDWHULMDOD LQYHQWLEL
GHNRUDFLMD L GU

2GUADYD@QWHQWDUD RSUHPH XUHYDMD L GUXJLK
VWDQMX L VSRVREQLK ]D XSRUDEX

SRVSUHPIOROWIHOVNLK VRED WH QMLKRYR VDQLWDU
L HVYWHWVNR RGUADYDQMH

yLAUHYWMYLWDUQR KLILMHQVNR L HVWHWVNR RGL
VWRUD VPMH&AWDMQRJD GLMHOD KRWHOD

yLAUHQMH VYLK MDYQLK SURVWRUD KRWHOD

I1DG]RDG VYRP WHKQLpPNRP RSUHPRP NRMD VOXalL
UXMH QMHJRYX VLIXUQRVW

yLAUHQMH L GH]JLQIHNFLMD VYLK IDMHGQLpNLK VD
yLAUHQMH L GH]JLQIHNFLMD VSRUWVNR UHNUHDFLN

yLAUHQEMBQLK SURVWRUD X KRWHOX NDQFHODUL
SURVWRUL L GU

yLAUHQMH SURVWRULMD X NRMLPD VH XVOXaXMX

8UHYyLYBMRULUDQMH L DUDQALUDQMH SURVWRUL
QLK PDQLIHVWDFLMD

2GUADYDQMH JHOHQLK SRYUALQD L JHOHQLOD X K|
yLAGHQMH YDQMVNLK SURVWRUD KRWHOD SDUNLL
(YLGHQFLMD L NRQWUROD XWURAND VUHGVWDYD
(YLGHQFLMD L NRQWUROD LQYHQWDUD
(YLGHQFLMD UDGQLND LWG

2YHRVQRYQH VNXSLQH ]JDGDWDND XWYUyXMX VH X GHV
PD REXMPX UDVSRUHyXMX VH QD QHSRVUHGQH L]YU&
SLUDQMHP VURGQLK ]DGDWDND IRUPLUDMX UDGQD R
RUJDQL]DFLMVNL REOLFL RGMHOMHQMD ]D SULSUHPI
RGMHOMHQMH ]D pLVWRUX RGMHOMHQMH SUDRQLFH L
GHNRUDFLMH L GU &dWR RYLVL R LQGLYLGXDOQRVWL

SWMHFEDM KRWHOVNRJD GRPDULGWURPDWODDORV HNRQLR]
JD VWDQRYL&WD RJOHGD VH X VOMHGHULP SRVWDYND

2VOQRYWURADN X SRVORYDQWRE KR WHODH MHWMO Q L K
VUHGVWDYD NRMD VH WUR&H X SRVORYDQMX KRW
VUHGVWYD NRMD VH WUR&@H QHSRVUHGQR QD VDC
NRP RGUaADYDQMX NDR SRWUREQL LOL WHKQLpNL

5D G L § L &konomika i organizacija poslovanja u hotelijerstvu, 2WRNDU .HU&RYDQL 2SD
VWU



530HQMH L RGUADYDQMH B8WURADN RYLK VUHGVW
QD WURANRYH SRVORYDQMD L HNRQRPVNLK UH]X(
UDFLRQDOQRM L HNRQRPLPQRM XSRUDEL

'UXJPUVWD PDWHULMDOQLK GREDUD NRMD QHSRV!
QRVW SRVORYDQMDHKNRMHOIIRYWW LPD X KRWHOVNR
VHEQR KRWHOVNL WHNVWLO SRVWHOMLQD L GUX.
LQYHQWDU MH pHVWR L]JORAHQ RWXYLYDQMX JRVW
ADYDQMX RYLVL QMHJRYD WUDMQRVW 8WURADN L
SRVORYDQMX KRWHOD L QHSRVUHGQR XWMHpH QD

'RPDULFD KRWHOD GREURP HYLGHQFLMRP NRQWUROR
ADYDQMHP KRWHOVNRJD LQYHQWDUD LPD ]QDWDQ XW!|
QMD D GREURP RUJDQL]DFLMRP UDGD X GRPDULQVWY
7R VH QDURPLWR L]JUD&DYD X YLVRNRP SRVWRWNX ]DX
LOQWHQ]JLYQR LVNRULAWHQMH LQYHQWDUD QMHJIRYR |
AHWDN YLMHND WUDMDQMD LQYHQWDUD LJUDYQR XWM
QD UHQWDELOQRVW

7HPHOMHP GRVDG QDYHGHQRJD QLMH MHGQRVWDYQR
XORJX GRPDULQVWYD MHU RQR REXKYDiUD YUOR ALURL

.DR ]|DNOMXpDN PR&H VH UHUL GD GDQD&QMH VXYUHPH
QLIDFLMD KRWHOVNRJD SRVORYDQMD ]D SRVOMHGLF
WH SRMDYH 8 YH]L V WLP KRWHOVNR GRPDULQVWYF
WHKQRORJLMH UDGD NRMD PRUD ELWL SULODJRYHQD
DD @&WR MH SRWUHEQR L YHUH REUD]JRYDQMH NDGUR
MXiL VYRMH WHPHOMQH ]DGDUH KRWHOVNR GRPDUOLQ
RUJDQL]JLUDQL KRWHOVNLK RGMHO PRUD LPDWL MHGQ
FHVD UDGD X KRWHOX MHU RQR QH PRaH L QH VPLMH
VSRUHGQL SRVDR

8QXWDUQMD RUJDQL]DFLMD KRWHOVNRJD GRF

8QXWDUQMD RUJDQL]DFLMVND VWUXNWXUD RGMHOD &
PMHVWR X SRVORYDQMX KRWHOD QDPHUH VH L] VYLK
NDNR MH YHU QDYHGHQR RG QHNROLNR IDNWRUD 9H
EURM L]YUAQRJ RVREOMD YHiUX SRGMHOX UDGD L VSH

=ERJ VYH YHUHJ UD]YRMD XJRVWLWHOMVNR WXULVWLCE
VWYD NDR WHPHOMQH WXULVWLpNH UHFHSWLYH QD
MH ]D SURPMHQX L RUJDQL]DFLMVNLK REOLND SRVOR
QRYLP ]IDKWMHYLPD L QRYLP YUHPHQRP

9HULQD GDQDAQMLK PRGHUQLK KRWHOD QXGL RVLP R
KUDQH &LURN DVRUWLPDQ GRSXQVNLK XVOXJD 9H]D
QMLKRYD RSUHPOMHQRVW L QDPMHQD VX GDOHNR UD]
OD VREH ]D JRVWH L XJRVWLWHOMVNRJD WUDNWD
SURVWRULMD QDPLMHQMHQLK UD]JRQRGL L UHNUHDFL
NRQJUHVQRJD WXUL]PD JUDGH VH NRQJUHVQH GYRUD(



7D RNROQRVW XYMHWXMH L SRWUHEX WUDQVIRUPDFLNM
AHQLMX RUJDQL]DFLMVNX FMHOLQX NRMD VH VDGD QTC
VH NDaH GD MH GRPDULQVWYR RUJDQL]DFLMVND MHGI
SUXaL RVMHUDM XJRGQRVWL X pLVWLP XUHGQLP 1XQ
L DGHNYDWQR GHNRULUDQLP KRWHOVNLP SURVWRULP
VYD OLVWD SRVORYD L |IDGDWDND NRMH RQR PRUD RE

'"MHORNUXJ UDGD GRPDULQVWYD SURVWLUH VH QD SR)
L QMHJRYX QDMXaX RNROLFX ]JHOHQH SRYU&LQH SD
QL SOD&ab L GuU 7L VH SRVORYL SURWHAaX RG pLaU
QDYHGHQLK SURVWRUD L RSUHPH GHNRULUDQMD WL
WLUDQMD KRWHOVNLK SURVWRUD ]D SRVHEQH SULOL
YLMH L VOLpQH PDQLIHVWDFLMH GR EULJH R WHKQL
MD L LQVWDODFLMD X VPLVOX GD VH QHGRVWDFL XR
MHIWLQLMH RWNORQH

8] WR GRPDULQVWYR EULQH R SUDQMX pLAUHQMX L F
VNRJ L SHUVRQDOQRJ UXEOMD ELOR GD MH KRWHOVN
LOL GD WH XVOXJH YU4L FHQWUDOQD SUDRQLFD LOL F

.DGD VH JRYRUL R VYLP RYLP SRVORYLPD L ]|DGDFLP
PLQMHQLFD GD VX RQL YH]DQL X] QDVWDMDQMH R
QH VPLMX ]DQHPDULWL L NRML pLQH ]QDpDMDQ XW
SRVORYDQMD KRWHOD

6 FLOMHP DGHNYDWQRJD L |DGRYROMDYDMXUHJD RGJF
YH NRML VH SRVWDYOMDMX SUHG KRWHOVNR GRPDUL
RUJDQL]JLUDWL MHU VDPR WDNR GREUR RUJDQL]JLUDGQC
EROMEDQMX UD]JLQH XVOXJD L XVSMHAQRP SRVORYDQI

2UJDQL]DFLMD KRWHOVNRJD GRPDULQVWYD WUHED EL
auX XNODSD L XVNODyXMH X GMHODWQRVW RVWDOLK
YHRPD MH YDAQR GD L UDG SRVHEQLK UDGQLK VNXSLQ
EXGH PHYyXVREQR XVNODYHQ

'D EL VH WR SRVWLJOR UXNRYRYHQMH RYLP KRWHOVN
FHSFLMH QD SRVHEQRJD PHQDGAHUD +*+ GRPDULFX KRW
yXMH VYH QDYHGHQH SRVORYH L ]|DGDWNH YRGHUL Ul
RVWDOLP UDGQLP MHGLQLFDPD L RUJDQL]DFLRQLP FM

8 SUDYLOX X YHOLNRP YLVRNRNDWHJRUL]JLUDQRP L V
KRWHOVNRJD GRPDULQVWYD RUJDQL]JLUDQ MH SUHPD
NDNR MH WR SULND]DQR QD VOLFL EU



60LND Organizacijska struktura KRWHOVNRJD GRPDULQVWYD

BULND]DQD VKHPD QH RGJRYDUD X SRWSXQRVWL VYD
REMHNWX YHO VH PRGL¢FLUD SUHPD VSHFL¢{pQLP X
QMHIJRYRJ SRVORYDQMD 1D SULPMHUX RUJDQL]DFLM\
KRWHOVNRJD GRPDULQVWYD LPD YL&H SRVHEQLK FMH
VSHFL¢{¢pQH SRVORYH L ]IDGDWNH

8 YHOLNLP KRWHOLPD SRGMHOD SRVORYD X GRPDiL
WRPH L RUJDQL]DFLMD PRAH ELWL GUXNpPLMH SRVWDY
REJLURP QD WX RNROQRVW QH SRVWRML QL NRG QDV
VWYHQD RUJDQL]DFLMD KRWHOVNRJD GRPDiULQVWYD

9HOLNH KRWHOVNH NRPSDQLMH X ]|DSDGQLP JHPOMDPD
ULpNLP 'UADYDPD LPDMX X VYRMLP KRWHOLPD V SUL|
NDWHJRULMH MHGLQVWYHQX RUJDQL]DFLMX GRPDULQ
QLK SUR¢{OD UDGQLND QDuL YL4A4H SRPRUQLFD JODYQH
QD RVRED NRMD GDMH LQIRUPDFLMH JRVWLPD LQIRUP
VHNUHWDULFD RVRED NRMD VH EULQH ]D RVREOMH GR
QRPDW GRPDULQVWYD RVRED NRMD YRGL DGPLQLVWU|

2 EURMX L UDJ]QRYUVQRVWL SRVORYD X GRPDULQVWY
L FLMHOD RUJDQL]DFLMD UDGD 5D]XPOMLYR MH GD \
IUHNYHQFLMX QDPMHQX KRWHOD UD]JLQX XVOXJD L V
PDULQVWYD SRVWRMH SULOLpQH UD]JOLNH X SRGMHOL

1DGDOMH SURPDWUDMXiUL RUJDQL]DFLMVNL XVWURM
VYRMRM RUJDQL]DFLMVNRM L IXQNFLRQDOQRM VORAFH
KRWHOD SD X WRP VPLVOX GRPDULQVWYR REXKYDuUD
SRVSUHPDQMD JRVWLQMVNLK VRED L pLA&UHQMD WH V!



GRN MH GMHODWQRVW GRPDULQVWYD X YHOLNLP KRW|
REXKYDUD SUDRQLFX V NRPSOHWQLP SRVORYDQMHP ¢
UXEOMD JRVWLQMVNH REXUH L RGMHUH GHNRULUDOQN

60OLND 2UJDQL]DFLMVND VWUXNWXUD KRWHOVNRJD GRPD
radnih mjesta

BWRJD MH JRWRYR QHPRJXiUH SRVWDYLWL RSUX VKHP
ULQVWYX D NRMD EL YULMHGLOD X VYLP VOXpDMHYL
VWUXpQX VSUHPX RVREOMD QD QRUPH X UDGX QD UD
X RGQRVX QD VNUDUHQR GQHYQR UDGQR YULMHPH R
RGQRVD *+ VWDOQR VH]RQVNR L SRYUHPHQR ]DSRVOH

8 GRPDULQVWYX KRWHOD QDMYLa&H MH ]DSRVOHQD 38
YHUL EURM RVREOMD RWSDGD QD VREDULFH L pLVWD
AHQH ]DSRVOHQH X SUDRQLFL UXEOMD D GUXJLP MH
FYLMHUD L GHNRUDFLMH

8 QHNLP YHOLNLP KRWHOLPD LPDMX RGUHYyHQH RVRE
GX4HQMD QSU XSXiULYDQMH QRYH UDGQH VQDJH X Si
PDULQVWYD GDMX LQIRUPDFLMH JRVWLPD XVOXA&XMX
GYRUDQH ]D QHNH SULJRGH LWG 3R OMHVWYLFL KLM
JODYQD GRPDULFD D X] QMX VX QMH]LQD SRPRUQLFD

EDJHQD pLVWRiUGH GHNRUDFLMH VREDULFH L pLVWDD



80ORJD KRWHOVNRJD GRPDULQVWYD X RGUADY

'RPDULQVWYR KRWHOD NDR RUJDQL]DFLMVND FMHOLQ
XVOXJD VPMH&A&WDMD JRVWLMX KLIJLMHQVNR L HVWHYV
Ub SUHWSRVWDYOMD SRVWRMDQMH RGUHYHQLK VUHC
VUHGVWYNDR UWDRSSUHPD KRWHOD NRMD VH YHULP GLN
L]JIJUDGQMH L RSUHPDQMD KRWHOD 2YD VUHGVWYD X ¢
QH LPRYLQH L LPDMX UHODWLYQR GXJ YLMHN WUDMD
XUHYyDML NRML VH UHGRYQR LQYHVWLFLMVNL RGUADY

6WDOQD LPRYLQD VH IDPMHQMXMH UHGRYLWR SR LVV
QR ]JERJ NYDUD LOL R&EWHUHQMD QD QMRM QDPMH&W
VWURMHYL ]D SUDQMH LWLVRQD L VDJRYD VWURMHYL
VWURMHYL |]D ULEDQMH L JODPpDQMH PUDPRUD L GU

'UXJD YUVWD VUHGVWDYD ]D UDG PDQMH Y UDLMKGQRVW
LQOYHXVWSRUDEL KRWHOVNH pD&8H SHSHOMDUH SRVYV
]D pLAGHQMH L GU 2VLP WRJD SRVWRMH L EURMQL -
PDULQVWYR QH EL PRJOR ]IDGRYROMLWL VYRMX RVQRY
JD RGUADYDQMD KRWHOD

7R VX UD]QRYUVQD NHPLNMVNDNYDGWXIDGUADYDQMH
bLAUH@YMRYH SURL]YRGH ]D GREUR IXQNFLRQLUDQMH
ELWQL VX L VWDQGDUGL ]D JRVWH NRML VH SRVWDYO
FYLMHUH L RVWDOL GHNRUDWLYQL PDWHULMDOL UD]
GHQFLMH L VOLPQR 2YL SURLIVRGK RP D XX WNEDNDQIRIRH L
VOXA&H ]D MHGQRNUDWQX XSRUDEX

+LJLMHQVNR WHKQLpPNR L HYWHWVNR RGU&ADYDQMH KR
VYDNRGQHYQR RGUADYDQMH L
LQYHVWLFLMVNR RGUADYDQMH

6YDNRGQRFOED YO XMNFLML MH KRWHOVNRJD GRPDULC
QD |IDGRYROMHQMH KLJLMHQVNLK SURSLVD L VWDQGI
LVSUDYQRVWL XUHyYyDMD

ULOQYHVWLFLMVNKRWHOVNR@WRPDILQVWYR VH XNOMX
FLML MHU SULSUHPOMHQD VRED NDR JRWRY SURL]YR
WHKQLPNX LVSUDYQRVW L RGUADYDQMH SUYRELWQH N
VWYR KRWHOD VXGMHOXMH X SODQLUDQMX LQYHVWLI
WLPH L X SODQLUDQMX QDEDYH

30DQLUDQR RGU&DYDQMH SUHGVWDYOMD RVQRYX ]D !
SUHYHOWNLF QRN RGYABYDQMH =D SUHYHQWLYQR RGUS
PQRJR ODN&D QHJR |D NRUHNWLYQR NRMH MH XJODY
URYLPD ORPRP L REWHUHQMHP VUHGVWDYD &WR EL \
JXiX PMHUX %XGXiL GD MH HoNDVQRVW UDGD L]JUDY
RGUADYDQMX KRWHOVNR GRPDiILQVWYR PRUD QDSUD
SODQLUDWL RGUHYHQH JDPMHQH JHQHUDOQD UHQRYL
MH KRWHOVND GRPDULFD NDR RGJRYRUQL PHQDGAHU



SRWUHEQR MH SUHGYLGMHWL L URNRYH X NRMLPD VH
AWDMD L NXSDRQLFD L]JPMHQD WHSLVRQD GHNRUDWL

30DQLUDQMH ]DPMHQH VWURMHYD L XUHYyDMD ED]LUL
FLPD NDR L QD L]JYMHAWDMLPD V UHGRYLWLK SUHJOH
YHQWDUD LPD VOLPDQ NDUDNWHU MHU VH SRMHGLQD
D JELUQR R ]QDpDMQLP VWDYNDPD SD LK MH ]DWR S
WURANRYD 30DQLUDQMH GRSXQH L ]DPMHQH VLWQRJ
]D JRVWH GH¢QLUD VH SUHPD NROLPLQL XVYRMHQLK V
SRVWHOMLQH SR OHADMX D RSWLPDOQR pHWLUL pHW
SHSHOMDUH QDMPDQMH WUL YMH&DOLFH ]D RGLMHO|
QDMPDQMH MHGDQ NRPSOHW PHWOH pHWNH L NUSH S

30DQ RGUADYDQMH L QDEDYH XSRWSXQMXMH VH ND(
L UD]JQLK SUHGPHWD NRMH WUDA&L KRWHOVNR GRPDUl
RGQRVL QD YUVWX PDWHULMDOD L SRGDWNH R SURL]
QMLKRYR GRVWDYOMDQMH QDEDYQRM VOXAaEL SUHWSHF

6YDNRGQHYQR RGUADYDQMH KLILMHQH KRWHOD ]DKW
VUHGVWDYD ]D pLAGUHQMH 2YGMH VH NDR SUREOHP MI
VUHGVWYD L QMLKRYL SURL]YRYDpL SD MH WH&NR RG
QDMH¢NDVQLMH 3ROD]QD RVQRYLFD ]D SODQLUDQMF
SURL]YRGH D X WRPH VH VXVUHiUH SUREOHP SR]QDYD
GRPDIULQVWYR D SRVHEQR GRPDiULFD KRWHOD L QDG]
WH V SRQXGRP L NYDOLWHWRP VUHGVWDYD NRMD VH
FLPD WLK VUHGVWDYD D SRVUHGVWYRP QMLK L QDEL
NRPSRQHQWD X SODQLUDQMX SRWUR&QRJ PDWHULMD(
NROLpLQH 'R QMLK VH GROD]L QD ED]JL QRUPDWLYD

HNRQRPVNL L JQDQVWYHQR X YHULQL KRWHOVNLK NXi

9HULQD KRWHOVNLK GRPDULQVWDYD GR LVNXVWYHQLI
QRUPDWLYH GRPDULQVWYR VWYDUD WUDMQLP HYLGH
VMHPQR WURAL VREDULFD ]D NYDOLWHWQR pLAGHQMF
PLVWDpLFD SRWURAL QD PHWYRUQLK PHWDUD NRO
KRWHOVNLK VWDQGDUGD LWG

'RPDiULFD KRWHOD LOL QDGJRUQLFH VKRGQR WRPH Y
SRWUHEH ]D PDWHULMDORP SR YUVWL L NROLpLG
HYLGHQFLMD ]DOLKD
HYLGHQFLMD L]GDQLK NROLpPLQD L YUVWD SURL]Y

7DNR XVWURMHQD HYLGHQFLMD XWUR&AND PDWHULMDG

iLQVWYX ELWDQ MH HOHPHQW SODQLUDQMD QDEDYH

SR OHADMX LOL SR VREL =D KRWHOVNR GRPDGLQVWY

SR KRWHOVNRM VREL QHJR SR OHADMX MHU VREDULF
ERUDYL MHGDQ JRVW pHVWR SRVSUHPD LVWR NDR GD

%LWDQ SRGDWDN X SODQLUDQMX SRWURA&AQRJ PDWHU|
KRWHOVNLK NDSDFLWHWD MHU VH QD WHPHOMX QDY
QDEDYH ]D GQHYQX PMHVHpPQX LOL JRGLAQMX SRWUR:



YHUL EURM SURL]YRGD NRML X KRWHOVNRP GRPDULQV
LPDMX VWDQGDUGQX SRWURaGAQMX 3UREOHP X SODQL!
NRML QHPDMX VWDQGDUGQX LOL XVWDOMHQX SRWUR:
NROLpL@DPD 7R MH FYLMHUH JGMH VH NROLpPLQH NRI
NRGQHYQH SRWUHEH GHNRUDFLMH pHVWR QH PRJX SO
GRJDYDMLPD L PDQLIHVWDFLMDPD X KRWHOX

3RVHEQH KLJLMHQVNH PMHUH HSLGHPLMH L VO  QF
]QDpDMQLMH SRYHUDQD ]DX]JHWRVW VPMHAWDMQLK LC
MHVX IDNWRUL NRMH MH WHANR SUHGYLGMHWL SULO
SRWUR&QRJ PDWHULMDOD X KRWHOX 8 YHOLNLP KRW
VYRMVWYLPD VUHGVWDYD ]D UDG NYDOLWHWL L L]J
VYRMVWYLPD DSDUDWD L XUHYyDMD PRUD ELWL SHUPD
OXMH QD UD]OLpLWLP SUHJHQWDFLMDPD SURL]YRYyDpL
RGU&DYDMX VYRMH VHPLQDUH L SUHJHQWDFLMH QD N
VNH GRPDiULFH R QDMQRYLMLP VUHGVWYLPD L XUHVDN
WDNYLP YUVWDPD HGXFLUDQMD VXGMHOXMH L FMHORII
VWYD SD VH SUHGOD&H GD VH RYDNYL REOLFL &WR YL

ULWRP VH SRGUD]XPLMHYD GD UH PMHUDPD SHUPDQ
QDGAPHQW KRWHOD NRG |[DSRVOHQLK X KRWHOVNRP G
VWROMXELYRVWL L JRVWRSULPVWYD NRMH pLQH VOM

]QDQMH

YMHAWLQD

NUHDWLYQRVW

SULVWRMQRVW

SURIHVLRQDOQRVW

OMXED]QRVW

SULMDWHOMVWYR

WHPHOMQD OMXGVND NRPXQLNDFLMD

1DNUDMX RYRJ GLMHOD PRaH VH ]DNOMXpLWL GD MH K
L RIOHGDOR VYDNRJ KRWHOD 1DLPH QDMEROMD SUR
OMDQ JRVW SD MH UDGL WRJD SRWUHEQR GD PHQDGAaF
GLJDR UDJLQX XVOXaQRVWL L UDVSRORALYRVWL ]DSR
SUHPD VYRMLP JRVWLPD

8.6. Hotelska soba

2G SURGDMH VRED RVWYDUXMH VH RNR L YLAH RC
3URGDQD VRED ]QDpL GD MH L]JQDMPOMHQD X] REYH]X
D RQD VRED NRMD RGUHJHQRJD GDQD QLMH SURGDQI
RVWYDUHQMH SULKREDDWRID FGDQDH QDVNXSOMD3 A
QDV OQH PR&H VH SURSDWRVIWHIXERWDYDN X KRWHOVN
QMLKRY NRPIRU XJRGQRVW XGREQRVW VLIJXUQRVW
SRJRGQRVWL EHVSULMHNRUQX pLVWRGX L KLILMHQX
OD]H AX GRPX GDOHNR HRIG: MARFIDNGRRP 3



2VQRYQD IXQNFLMD KRWHOVNRJD GRPDULQVWYD KRW !
VRED A&WR VH WLpH RSVHJD SRVORYD KRWHOVNH VREL
GX&4&QRVW GRPDULQVWYD QR WD VH GX4QRVW PR&H S
KRWHOD QDURPLWR QD RGMHO RGUADYDQMD

.DUDNWHULVWLNH KRWHOVNH VREH

+RWHOVND MH VRED JRVWX SULYUHPHQL GRP L WUHEI
UDYDN X QHSR]QDWRP SULYUHPHQRP RNUXaMX +RWH
QRVW L L]JJOHG SUHGVWDYOMD RVQRYQL KRWHOVNL S
NULWLpQL PRPHQW JDGRYROMVWYD JRVWD

%XGXiUL GD MH VRED RVQRYQL SURL]JYRG NRML KRWHC
WU&LAWX QH QXGL LJIROLUDQR YHU MH RQD XVNODVHC
XMHGQR GDQDV X VXYUHPHQRP KRWHOLMHUVWYX SUH
NH KRWHOVNH VREH D WR VX NDR &WR MH SULND]DQ]

yLVWRBUWLPDUQD IXQNFLMD VYDNRJ KRWHOVNRJD ¢
UD]JLQX pLVWRUH X VYLP GLMHORYLPD KRWHOD
PRIJXURM UD]LQL

8GREQR\WWRGQRFRSRQHQWD RVLIJXUDQMD XGREQR)
X KRWHOVNRM VREL SRGLMHOMHQD MH L]PHVyX F
PDULQVWYD L RGMHOD RGUADYDQMD KRWHOD WH
SURL]OD]JL L] SULPMHUD GD pDN L QDMXGREQLML
WHPSHUDWXUD JUDND QLMH SRGH&HQD DNR MDYV
DNR QLMH XGREDQ PDGUDF L VOLpQR

SWUDNWHRMBX]WRUDN VX IDNWRUL UDVSRORAHQMD
XYMHWRYDWL VYLYyD OL VH LOL QH JRVWX FMHOR
VYMHVWDQ WRJ GHWDOMD

6LIXUQ@GBGIRYRUWYMWRI KRWHOVNRJID GRPDULQVWY
MHU JRVW PRUD ELWL ]JDAWLUHQ RG VYDNH PRJIXi
UX VLIXUQRVWL SRVYHUXMH SDAaQMD GRYROMDQ
KRWHOD NRML MH SRVHEDQ NDW RGYRMLR LVNO]
QD WRP MH NDWX ]DVHEQR RUJDQL]JLUDQD VOX&EL
SD]L QD JRA&UH

*RVW YLEH SRIRUQRVWL SRVYHUXMH VREL X NRMRM Ml
JRP SURVWRUX X KRWHOX 7R MH UD]JORJ GD VRED P
XGREQLP QDPMH&WDMHP XVNODYHQLP VD VDJRYLPD

1DPMHaAWDM PRUD ELWL NYDOLWHWDQ WUDMDQ SULI
ODNR QDGRPMHVWLY 6RED WUHED X JRVWX VWYRULW
X KRWHO WXabDQ aWR RGOD]L DOL L SREXGLWL aHOM.

OHGOAN ,QJUDP + The business of hotels, prijevod, * ROGHQ PDUNHWLQJ =D

VWU

9DOOHQ * . 9DOOHQ - - Check-InCheck-Out, ,UZLQ &KLFDJR VWL

: DONHU - 5 Introduction to Hospitality Mana@hent) VRQ 3UHQWLFH +DOO 1HZ
VWU



8 GDQDAQMH YULMHPH JUDGQMD KRWHOD NDR L RSL
5D]ORJ WRPX VX YLVRNL WURANRYL JHPOMLAWD L JUD
]JYRGQML RSUHPH )XQNFLRQDODQ SURVWRU RVQRYLF
WHOD L ]DWR VX NRQVWUXNFLMD L RSUHPD VREH |D JI
VH WHA&L MHGQRVWDYQRVWL L VPDQMHQMX SURVWRUI
JUDGQMH SD VH PRGHUQL]DFLMRP X SURMHNWLUDQM;
iL RVMHUDM YHiHJ SURVWRUD QHJR 4WR RQ X JELOML
JUDGQMH RGU&DYDQMD SRSUDYDND L QDGRPMHAWDN

60LND .DUDNWHULVWLNH KRWHOVNH VREH

IDMLVNXVQLML DUKLWHNWL L NRQVWUXNWRUL ]QDMX
LIYDQ GRPD?® NRML UH ELWL VOLNRYLW L JRVWROMXE
JRVWD NDGD SUYL SXW XyH X VREX 9DOMD L]JEMHJDYD
GDQ 7RSOX GRPDUX DWPRVIHUX QDMpH&uH VWYDUD W

RG SULURGQLK PDWHULMDOD GUYR

129% 86/8*$ 9,4( 8 +27(/6.2- 62%),

Pojedini hoteli u svijetu danas su kao novu besplatnu uslugu uveli najam
JRWRYR VYHJD aWR JRVW ]DERUDYL NRG NXUH L WLPF

.ROLNR VH MH SXWD GRJRGLOR GD VX JRVWL X &XUEL
SRQLMHWL VLWQLFH SRSXW pHWNLFH ]D ]XEH SXQMD
HULMH 8NROLNR VWH LP WR XVSMHOL QDEDYLWL PR
YDOQRJD JRVWD L RGOLPQX SUHSRUXNX 8 SRVOMHG
VHIPHQWX XVOXJH NRMX JRVW QH RpHNXMH DPHULD
PDOX UHYROXFLMX 2VLP PDOLK VWYDUL SRSXW GHC
LOL QRUQH ODPSLFH X SURJUDPX SRG LPHQRP A/DQ
YDWVNL AL]QDMPOMLYDQMH L SRVXGEH:® KRWHOL VI
ADORYH LOL QDNLW ]D YHpHUQML L]OD]DN ,]JERU RYL
PMHVHPQR ,VWR WDNR JRVWL PRJX SRVXGLWL L UR
SRSXQLWL REUD]DF VOLpDQ RQRPH ]D QDUXG&EX GRU
UHFHSFLML +RWHOL L] JUXSDFLMH A+\DWW +RWHOV
LPDMX ]D JRVWH QD UDVSRODJDQMX SXQMDp ]D WHOH



YDWX ]D RGVWUDQMLYDQMH APLQNH LOL DSDUDW ]D E
RWLAOL VX L GDOMH 2QL QXGH WHQLVLFH ]D WUpPDQNM
]JD YMHR&EDQMH NRML VH VDVWRML RG JUXGQMDND pC
KODpLFD L L]JQDMPOMXMH VH SR FLMHQL RG 86' .DN
XSRWUHEH RGMHUD VH LVNXKDYD L RGUADYD LVWR NC
UXEOMH 1DM]DQLPOMLYLMH MH GD MH RYD XVOXJD

QD SURGXOMHQMD ERUDYND JRVWLMX ]D pLWDYD GYI
KRWHOLPD RGOLNXMX MH GYLMH ELWQH VWYDUL LV
L]QHQDYHQMH 1DMpH&UH VH QH QDSODUXMH SD iH V
X pHPX MH NYDND 2YR MH XVOXJD R NRMRM JRVWL :
QDMpHA&UH RVWDYLWL SRILWLYQH NULWLNH L RFMHQH
GUXAWYHQLP AUXADMP LQIR® SUROMHIUH

ORGXOL NDSDFLWHWL L YUVWH VRED

8 KRWHOLPD VREH VX NDWHJRUL]JLUDQH UD]YUVWDQI
RG QHNROLNR QDMYDAQLMLK IDNWRUD

NDWHJRULML KRWHOD

ORNDFLML SROR&DMX KRWHOD

ORNDFLML SROR&DMX VREH

UDJGREOMX VH]RQH

YHOLpPLQL VREH

EURMX RVRED X VREL

EURMX L YUVWL NUHYHWD

GHNRUX QDPMHAWDMX L]JJOHGX L VSHFL,pQRM R

VSHFLMORIDY®DMLPD L VSHFLMDOQLP WHPDWVNLP
X VREL Room EntertainmentG U

+RWHOVNH VREH VX NODVL{(FLUDQH L SRGLMHOMHQH
OLpLQL L SRIRGQRVWLPD NRMH QXGH SD QMLKRYH FL
HOHPHQWLPD 3RVWRMH WUL WHPHOMQH YUVWH VRED

6WDQGDUWREDD Standard RooNRMD MH QDMMHIWLQLMD X K
SRMDYLWL NDR MHGQRN U Hig-5izeQ ® U BX YNHRAM RLND LM N DNRHG
vetna (double) V. queen-siz?NUHYHWD A6WDQGDUG?3 VRED R]QI
WLSLPpQX VREX NRMX QXGH JRWRYR VYL KRWHOVNL C
OD 2ELPQR QXGL VWDQGDUGQX VREX V QHNROLNR O
QD XOLFX LOL QD SDUN 6WDQGDUGQH VREH VH UD]
KRWHOVNRJD ODQFD L KRWHOLMHUL ]QDMX QHNL R
NRMD MH EROMD X RGQRVX QD NRQNXUHQFLMX VD
IHRYLVQL L IUDQ&L]QL KRWHOL R]QDpDYDMX VYRMH
QXGH QL&X NODVX VBHdetN&eharyQBNHNLP VOXpDMHY I
KRWHOLMHU PR&H SRQXGLWLSup&Nd Q@i U BGR RARERX L
Deluxe Room AWR SRGUD]XPLMHYD SRQXGX EROMHJ VPMI
PH SRJOHGD ORNDFLMH LOL NRPELQDFLMH VYHJD V



$SDUWBUIWE MH VPMHAWDMQD MHGLQLFD X NRMRM VX
SDUORXU VDORQ L SURVWRULMD ]D NRQ]XPLUDQMH
ULP EURMHP VSDYDULK VRED $SDUWPDQ MH QDMVNX
JD QD]LYBlWk&X Room DOL MH DSDUWPDQ PQRJR YHUOL |
VREH 1HNL KRWHOL LPDMX VDPR DSDUWPDQH JRVWL
DSDUWKRWHOL $SDUWPDQH pHVWR NRULVWH SRVOF
YDMX X KRWHOX RVWDWL GXOMH YULMHRKect DMNYDC
tive ili Presidential Suite  RGQRVQR SUHGVMHGQLpNL DSDUWP|
SURVWRUH V QDMOMHS&ALP SRJOHGLPD L VYH SRJRG
8 PQRJLP KRWadsi@entaDSuite MH QD YUKX ]JJUDGH QD QD
NDWX SD VRenQ@ue YDQDMVNXSOMD MH VRED X KRWHC
Presidential Suite N R UL V W HChair@Qdd'bLSvite ili Royal Suite  Kada

KRWHOdelvked WMIREL GRGDMX SRVHEQL SURVWRU ]D VMH
VPMHEAWDMQD MHGLQLFD FPIRAH INODMA B BIQU DIWdr Ni2R
QLMH SUDYLJDWBOAUWRDXEGL JRVWLPD PRIXUQRVW D U
GLIDMQLUDQRP SURVWRUX SURYHVWL YULMHPH X V
UDGQLP VWRORP L JDUQLWXURP |ID VMHGHQMH $N
NXKLQMX X VREL RQD VH PRaAH SURMHNWLUDWL L SL

2ELWHOQRED DFamily RodmQHNL KRWHOL SURMHNWLUDMX
MH PRJXUH VWDYLWL WUL LOL YL&AH NUHYHWD NDNR
2ELWHOMVND VRED QXGL L SURVWRU ]D VMHGHQMH
tHJ GLMHOD L JGMH VH QDOD]L NDXp NRML VH PR&H

ORGXO VPMHAWDMH) X @NELRQBPOQD FMHOLQD RGUHVHQ
XSRUDEL JRVWX V MHGQLP XOD]RP L GQHYQLP VYMHW
ERUDYDN ORGXO VPMHAWDMQH MHGLQLFH SURSLVDQ
KRWHOH RYLVQR R NDWHJRULML 8 QRYRP KRWHOX C
QH PRGXOD L NXSDRQLFH ]D X VPMHEWDMOQLK

.DSDFLWHW KRWHOD XWYUyXMH VH SUHPD EURMX VPM
FLWHWX .DSDFLWHW VPMH&WDMQH MHGLQLFH RGUHY)
D X VWXGLR DSDUWPDQX SUHPD EURMX SRPRUQLK L ¢
daLQL PRGXOD

3RG SRMPREBDWQLSRGUDHXPLMHYD VH NUHYHW SRVWD
JRVWD NRML QLMH VWDOQR QDPMH&AWHQ X VPMH&AWDM
UDMX VH QDOD]JLWL REYH]DWQL SURSLVDQL HOHPHQW
7DNDY NUHYHW QH L]JUD&DYD VH X NDSDFLWHWX VPMH

3ULMH GRODVND JRVWD L QMHJRYH SULMDYH UHFHSF
ELWL VLIXUQL X VYH NDUDNWHULVWLNH VREH JRVWD
NRMH VX QD UDVSRODJDQMX X KRWHOX *RVWX VH PF
QRVWL R VYDNRM VREL X KRWHOX L ELWL X VWDQMX
VSHFL¢PpQR SLWDQMH X YH]L VREH QSU XGDOMHQRV\
GLPHQ]JLMH NUHYHWD X VREL SX&DpNH JRQH X NUHYH\

,VPD$ O )URQW 21,FH 2SHUDWLRQWKREGRID Q HGIPBIY WL HZ <R UN
VWU



8 VXYUHPHQRP KRWHOLMHUVWYX NRMH RELOMHADYD
pHVWR VH XSRWUHEOMDYDMX WHUPLQL NRML SUHGV
3UHPGD WLSRYL VRED YDULUDMX RG KRWHOD GR KRW
KRYD GH¢{¢QLFLMD XRELpDMHQL VX X KRWHOLMHUVWY
QHNL RG QDMpH&aUH XSRWUHEOMDYDQLK WHUPLQD X P
KRWHOLMHUD

6%/ Single Room LOL MH R]JQDND ]D GYRNUHYHWQX VREX
RVLIJXUDYD VPMHAWDM ]D RVREX 2YD VRED VH PRA&H I
DoubleBed SD MH PRJXiH GD SRy&R00H JHBURWL B VDP NRULV
VREX SR]QDWR MH GD SRVORYQL JRVWL pHVWR &HOH
L MHGDQ ]D QMLKRYX ASDSLURORJLMX?® V YHOLNLP VSR

"%/ Double Room LOL */ GranGMIBRNUHYHWQD VRED V GYD V3¢
YHWD 2YX YUVWX VREH NRULVWH RVREH NRMH GROD]

"%/ IRU 6*/ GYRNUHYHWQD VRED LIQDMPOMHQD MH QD

7:1 Twin Bedded Room GYRNUHYHWQD VRED NRMD LPD GYD
L PRIXUQRVW VPMHawbDMD ]D GYLMH RVREH =D UD]O
SUHIHULUDMX VSRMHQH NUHYHWH '%/ JRVWL L] -DS
IDKWMHYDMX GYRNUHYHWQH VREH DOL V RGYRMHQLP

753 Triple Room LOMURNUHYHWQD VRED GYRNUHYHWQD \
SRPRUQLP NUHYHWRP

Double Double MH VRED X NRMRM VH QDOD]H VSRMHQD NU
queenbed SD VH X WRM VREL PRJX VPMHVWLWL XNXSQR
RG MHGQH LOL YL&@&H RVRED

SUITELOLMHKH R]JQDND ]D DSDUWPDQ
36 Presidential Suite MH R]QDND ]D SUHGVMHGQLpPpNL DSDUWPF

Penthouse Suite MH YUOR OXNVX]QL KRWHOVNL DSDUWPDQ
GLMHOX KRWHOD QD YUKX KRWHOVNH Bxeddtived 1DMp
Floor NRPSDQLMH FHOHEULWLHYV ¢(OPVNH ]JYMH]GH SR
LPDWL LIROLUDQ L PLUDQ ERUDYDN

Connecting Rooms Interconnecting Rooms VX RELpQR SSRYMLM®@GIH VREH
NRMH VX X QRUPDOQLP XYMHWLPD NDGD QLVX X IXQ|
QR GRN VH ]D WR QH XND&H SRWUHED UD]JGYRMHQH
SRWUHED QDODaH WH VH GYLMH VREH VSDMDMX X MI
YUDWD 7DGD WH GYLMH QHNDGD L WUL L pHWLUL VR
RELpPpQR NRULVWL YHiUL EURM JRVWLMX D JRVWL VH P
QDSXawDQMD VRED L LJODVND X KRGQLN .RULVWH L
JUXSH 6 REJLURP QD SUDYLOR GD VH SDUQH VREH QD
D QHSDUQH VREH V GUXJH VWUDQH KRGQLND PRJX Q
A 3LA 3 RGQRVQR A 3L A 3



Adjoining Rooms VXV XVMHGOMRMENWH QDODDPHX] RRMBXGL
MHOL JLG DOL QLVX ¢]JLpNL VSRMHQH QR@ERYQR UD]C
Rooms JGMH VH RWYDUDQMHP YUDWD SR SRWUHEL VR
LK NRULVWH JUXSH

AdjacentRooms VX GYLMHWINREH SUHNR SXWD GUXJH X QHSH
QD LVWRP NDWX

Cabana MH R]JQDND ]D VREX NRMD MH X EOL]JLQL NDNYH
MHIJHUD ULMHNH ED]J]HQD G6RED NRMD MH VPMHaAWHQI
EL VH MHGQRVWDYQR NRULVWLR WX&8 LOL SURPLMHOQL(
LPDMX OLMHS Babarte \\R O XWIYFHOLP WXaHYLPD L WRSOR K
2YH VREH PRJX LPDWL L OHADOMNH QD RWYRUHQLP Sl

Duplex Room MH VPMHAWDMQD MHGLQLFD NRMD VH SURVYV
VSRMHQH XQXWDUQMLP VWHSHQLAWHP

(l¢eFLHQF\ MAHRYPMHEWDMQD MHGLQLFD NRMD LPD NXK
PH KUDQH

Hollywood Twin Room MH VRED NRMD LPD RGYRMHQD N
RVREX V X]JJODYOMHP

Hospitality Room MH VRED X NRMRM SRVWRML PRIXUQRVW G
EDYOMD VYRMH JRVWH X WRM VREL

Lanai MH VRED NRMD LPD OLMHSL SRJOHG QD YUW NUI
VREH QDOD]H VH QDMPDQMH GYLMH VWROLFH L VWRO
NRQX VREH L XaLY DLaidiHM KRDOYCCHVGMIN D ULMHp 1D HEDON

Parlor MH VRED NRMD VH NRULVWL ]D VMHGHQMH L QH PF
(XURSL MH XRELpPDMHQL WHUPLQ VDORQ

4XDMH VRED NRMD LPD LOL YL&A4H NUHYHWD SD \
WL RVREH 7R MH L]JUD] ]D pHWYHURNUHYHWQX VRE
GRGDWQD NUHYHWD

Studio Room MH VPMHaAWDMQD MHGLQLFD NRMD VH NRULVW
V SULODJRGOMLYLP QDPMH&A&WDMHP VWXGLR NUHYHW
PLMHQLWL X NUHYHW D PRaH LPDWL L GRGDWQL NUHY|
D PR&H VH WDNRYyHU NRULVWLWL L NDR VSDYDUL GLR

AXHHQ % HGMHRNRED V MHGQLP NUHYHWRP 4XHHQ 6L]I
RG GYD VSRMHQD NUHYHWD Double Bed SD RPRJXUXMH
NRMD JD NRULVWL VSDYD X QMHPX 2YDM WLS VREH
PR&H ELWL ]DX]JHWD RG MHGQH LOL YL&H RVRED

King Bed Room MH VRED V MHGQLP NUHYHWRP King SizedBed N
]JLMDPD QDMYHUOUL 6PDWUD VH GD MH RYDM NUHYHW QI
JD NRULVWH SDURYL LOL RVREH NRMH VX AQD PHGHC
]DX]HWD RG VWUDQH MHGQH LOL YLdH RVRED JRVWLN



60LND Dimenzije hotelskih kreveta

INFO MH R]JQDND NRMD XSXiXMH QD LQIRUPDFLMX GD G
QD GLMHOH MHGQX VREX

'8 DayUse * GQHYQD VRED
($ EarlyArrival + UDQL GROD]DN
D P ante meridemt R]QDND ]D SULMHSRGQH YULMHPH

L VDWL
S P past meridiem+* R]J]QDND ]D SRVOLMHSRGQH YULMH!
L VDWD

2]1QDpDYDQMH VRED

2]QDpDYDQMH EURMHYD VRED X GRPHQL MH KRWHOVNI
VYHJD PLVOL QD XVNX VXUDGQMX GLUHNWRUD KRWHO
ULFH 3RVWRMH UD]OLpPpLWL SULVWXSL X PHWRGDPD R]

8 QHNLP KRWHOLPD SULPMHULFH QH SRVWRMH VREH
SUD]IQRYMHUMH JRVWLMX NRML EL RQGD L]JEMHJDYDC
7TDNR UH QD SULPMHU R]QDNH VRED QD SUYRP NDWX LU

8 |[HPOMDPD 'DOHNRJ LVWRND WDM EURM NRML VH L]E
WDQ EURM A3 8 6MHGLQMHQLP DPHULPpNLP GUADYDPI
SD UH QHNL JRVWL LQJLVWLUDWL GD GRELMX VREX V
NRG QDV QHNL JRVWL YMHURMDWQR L]JEMHJDYDWL VS
KRWHOLPD JGMH WDNYH VREH SRVWRMH

8 KRWHOLPD = ]JJUDGDPD V YLa&H RG NDWRYD XREL]
NDW SD WDNR R]JQDND NDWRYD LGH NDW NDW



pDMX QH VDGUAH EURMHYH VRED VD NDUDNWHULVWLE
VREH JRWRYR XYLMHN VDVWRML RG

Z R]JQDNH EURMD NDWD QD NRMHP VH VRED QDOD]
Z EURMD VREH

7DNR QD SULPMHU EURM VREH A 3 ]QDpL GD VH RQI
MH VRED SR UHGX QD WRP NDWX 3RpHWDN R]
MHQR SRpPLQMH QD MHGDQ RG VOMHGHID GYD QDpLQ
RG SUYRJ NDWD

Z 8 KRWHOLPD JGMH VX VYH VREH V SRJOHGRP QD F
VRED NRMD VH QDOD]L QD SRpHWNX NDWD WM ¢
OLMHYH VWUDQH KRGQLND 1HJGMH MH SRORADM
SROD]L X RELOMHADYDQMX EURMHYD VRED

Z 8KRWHOLPD JGMH QLVX VYH VREH V SRIJOHGRP Q
VREH V QHSDUQLP EURMHP QDOD]H QD MHGQRM V
MHYLPD QD VXSURWQRM VWUDQL SULPMHU QD VC

60LND Raspored hotelskih soba

101 103 105 107 109 111 115

Hodnik na 1. katu

102 104 106 108 110 112 114

9UOR MH YDAQR ]D JRVWH DL ]D RVREOMH YLGOMLYR
JLGX X KRGQLNX WDNR GD JRVW YHUO SUL LJODVNX L]
SUDYFX WUHED NUHQXWL SUHPD VYRMRM VPMH&WDMQ(
SRGOR]L QD NRMRM VH QDODI]L R]QDND ]D EURMHYH VI
JXULWL NYDOLWHWQLMX SUHJOHGQRVW

6WDWXVL VRED

8 KRWHOVNRP GRPDULQVWYX VWDWXV VREH SUHGVWL
QLP UDGQLP RSHUDFLMDPD L MHGQX RG ]QDpDMQLMLK
OD +RWHOVNR GRPDiULQVWYR L UHFHSFLMD ]JDMHGQR
=DWR WD GYD YD4&QD KRWHOVND RGMHOD PRUDMX NR
QR NDNR EL VYH VREH LPDOH DNWXDODQ VWDWXV V
RGQRVQR RG SURGDMH VRED L SULKRGD RG SUXADQM
WR ]QDpL GD VRED PRUD ELWL &WR NUDUH YULMHPH ¢
VYDNH VREH EXGH NRUHNWQR DAXULUDQ



BWDWXV VREH R]QDpDYD QMHID SR MPDH XYW D O MR Q/RND ¢
VNRM SUDNVL L WHUPLQRORJLML PR&H ELWL

VORERGQD ]D SURGDMX
zauzeta

SURGX&HWDN ERUDYND

XUHYXMH VH

RGOD]DN JRVW RWSXWRYDR

NDVQL RGOD]DN RGOD]DN SRSRGQH

UDQL GROD]DN GROD]DN UDQR XMXWUR
NUHYHW QHNRUL&AWHQ JRVW SULMDYOMHQ
SUHGYLYHQ RGOD]DN

L]YDQ XSRUDEH QHLVSUDYQD

QHDA&XULWHFHSFLRQDU QLMH D&XULUDR VWDWXYV
VH NDR ]DX]HWD

GQHYQD VRED |D GQHYQL RGPRU
LVNOMXpHQD EUDYD R WRPX RGOXpXMH XSUDYD
*213 JRVW RWSXWRYDR QLMH SODWLR
JRVW SREMHJIDR
JUDWLYV
QH RPHWDWL

7THUPLQRORJLMD NUDWLFH R VWDWXVX VREH UD]JOLN

SXQR DXWRPDWL]JLUDQLP KRWHOLPD VWDWXV VREH L
]JDYUGHQRJ SRVOD NRML LJUDYQR XWMHpH QD VWDW XV

OHYyXQDURGQD KRWHOLMHUVND WHUPLQRORJLMD NRM|
yX RGMHOD L |DSRVOHQLND X SRGUXpMX SUXabDQMD X}
YDFLMH UHFHSFLMD KRWHOVNR GRPDULQVWYR pHVYV
YyHQLK XQL¢FLUDQLK R]QDND NRMH VH X YH]L VWDWX
X QDVWDYNX

CHECK-OUT +JRVW MH SODWLR UDpXQ YUDWLR NOMXD

CLEANING IN PROGRESS (MAID CLEANING THE ROOM) + VREDULFD
MH X VREL L XSUDYR pLVWL L SRVSUHPD VREX SR\
COMPLIMENTARY *VRED MH ]DX]HWD DOL MH RVRED X
SODUDQMD JUDWLV

DNCO (DID NOT CHECK-OUT) + JRVW MH SODWLR UDpXQ Q
UD]OLNKpp&®& DOL MH RWLADR L] KRWHOD EH] GD
UHFHSFLMX

DO NOT DISTURB (DND) + JRVW &@HOL GD JD VH QH X]J]QHPLUD

DO NOT PAID (DNP) + QDMDYD GDQDAQMHJID RGODVND JR!
QDEQML SUHGYLYHQL RGOD]DN JRVWD L] KRWHOD



LOCK-OUT +]DNOMXpDQD VRED SD JRVW QH PRA&H SRQF
SRPRUL VOXAaEHQRJD KRWHOVNRJ RVREOMD

DOUBLE LOCK (DBL) + YUDWD RG VREH JRVWD VX ]DNOMX}p
YDOQMVNH L V XQXWDUQMH VWUDQH WDNR GD JRVW

DUEOUT £+ RpHNXMH VH GD UH VRED VXWUD ELWL VORE
JRVWD VXWUD&EQML RpHNLYDQL RGOD]DN JRVWD

LATE CHECK-OUT £+ ND \kekk-out GRSX&WHQR MH JRVWX RVW
GDUGQRJ YUEhe¢kQud 1D VDWL

OCCUPIED (OCC) £+ IDX]JHWD VRED JRVW MH WUHQXWQR

ON-CHANGE £#JRVW MH RWLADR DOL VRED MR& QLMH S|
]D GDOMQMX SURGDMX

OUT OF ORDER (O0OO) + VRED MH L]YDQ XSRWUHEH QLMH
JHWD MH L] NRQWLQJHQWD UDVSRORALYLK VRED ]D
PR&H ELWL L]YDQ XSRWUHEH UDGL JHQHUDOQRJ plL
UHNRQVWUXNFLMH SRSUDYDND XUHYyDMD L RSUHPH

OUT OF SERVICE (00S) + VRED MH SULYUHPHQR L]YDQ XSF
LVNOMXpHQD L] NRQWLQJHQWD UDVSRORALYLK VRE
NLUDQD UDGL VLWQLK QHLVSUDYQRVWL X VREL RV
yDMD 6RED VH JRVWX QH L]JGDMH GRN VH NYDURYL

SHOW ROOM + VRED ]D SRND]JLYDQMH
SKIPPER + JRVW MH RWLADR L QLMH SODWLR UDpXQ S

SLEEPER JRVW MH SODWLR UDpXQ L QDSXVWLR KRWH
DAXULUDOR SURPMHQX VWDWXVD VREH

SLEEP-OUT (SO) + JRVW MH SULMDYOMHQ X VREL DOL QM

STAYOVER *LDNR MH ELR SUHGYLYHQL RGOD]DN GDQD\
BURGXaXMH ERUDYDN X KRWHOX QDMPDQMH ]D MHG

FUSSY GUEST (FG) + X VREL VH QDOD]L AQHPLUDQ JRVW3
FIT+ DNURQLP NRML RELOMHADYD QHNROLNR YUVWI
Z Fully Independent Traveler (Tourist) SRWSXQR QH]DYLVQL SXW
Z Foreign Individual Traveler (Tourist) VWUDQL LQGLYLGXDOQL ¢
Z Frequent Individual Traveler (Tourist) PHVWL LQGLYLGXDOQL S>

VIP (VERY IMPORTANT PERSON) + YUOR YDAQD RVRED X VREL

VVIP (VERY VERY IMPORTANT PERSON) + YUOR YUOR YDAaQD F
X VREL

NS (NO SHOW) + JRVW VH QLMH SRMDYLR QHRVWYDUHQ
MH GROD]DN JRVWD

'X8QRVW MH VYDNRJ GREURJ KRWHOLMHUD D QDURpL!
SR]JQDYDQMH ]QDpPHQMD QDYHGHQLK SRMHGLQLK L]UD
EOHPDWLNX SRVORYDQMD DOL L SREROMADR SURFHYV
PHYXVREQR



S8VNODYLYDQMH VWDWXVD KRWHOVNLK VRED

+RWHOLMHUL V YHOLNRP GR]JRP RJELOMQRVWL VYDNX
NDGD L YL4AH SXWD GQHYQR YUOR SRPQR NRQWUROLU
QRVW RSUHPOMHQRVW L pLVWRUOX 1MLKRYD MH RVQF
VRED SD MH VWDQMH WLK VRED YUOR ]JQDpDMQR ]D FI

7R MH UD]JORJ GD VH RSUHPL VRED DOL L QMLKRYRP V\
JRGLQH SRVYHWL ]QDpDMQD SD&QMD 1DMYD&QLML D
GDQMX VWDWXVD VRED X KRWHOX MHVW NRMH VX VR
NRMHP YUHPHQVNRP LQWHUYDOX

2YR MH ]QDpDMQR NDNR EL VH L]JEMHJOD PRJXUQRVV
VREX VPMHVWH GYD JRVWD DOL L GD VH SRNX&DMX SF
ORALYRM VREL L WR VYDNRJ GDQD X JRGLQL NDGD M
VREL X KRWHOX GRGMHOMXMX SRVHEDQ VWDWXV

8VNODYLYDQMH VWDWXVD KRWHOVNLK VRED MH SUHW
DGHNYDWQR XSUDYOMDWL V RVQRYQLP FLOMHP GD V
MHQD WLK VRED WLMHNRP MHGQRJD GDQD L GD VH SR
SURGDOD WRWDOGERYD VREH WLMHNRP GDQD VH PLMHQ
L] MHGQRJ VWDWXVD X GUXJL VWDWXYV

7D SURPMHQD VWDWXVD RYLVL R NUHWDQMX JRVWD G
AaWDQMH VREH SRYUDWDN X VREX RGOD]DN L] VREH L
VNLK VRED EULQX VH LVWRYUHPHQR L IDMHGQR UHF
1HPRJXiUH MH ]JDPLVOLWL DGHNYDWQR L XVSMH&aAQR XS
VLQHUJLMVNRJID XpLQND RYD GYD ]1QDpDMQD GLMHOD \

5HFHSFLMD L KRWHOVNR GRPDULQVWYR NRRUGLQLUD!
QXWNX ]JQDR VWDWXV VYDNH SRMHGLQH VREH X KRWH
MH XVPMHUHQH SUHPD RVWYDULYDQMX &WR YHi{iHJ SU
.DWHJRULMD VWDWXVD VREH X KRWHOX RYLVL R VOMF

D IDX]JHWRVWL VREH

E VWDQMX XUHYHQRVWL bpLAGUHQMD VREH L

F VWDQMX RpHNLYDQLK GROD]DN L RGOD]DND JRVW

=D VWDQMH ]DX]JHWRVWL VREH VWDWXVL PRJX ELWL \
BORERWacaDt + VWDWXV VREH L] NRMH MH JRVW R
QD SUD YchddkbQt MH

Zauzeta Occupied *+ VWDWXV VREH NRMD MH GRGLMHON
QMH L X NRMX MH JRVW SULMDYOMHQ

6SUHPReady + VWDWXV VREH NRMD MH VSUHPQD ]
LIGDYDQMH QRYLP GUXJLP JRVWLPD

,VPD$O JURQW 21,FH 2SHUDWLRQVKR@BRI® QDHBEPBEQWLHZ <RUN
VWU



Za VWDQMH XU

H y HRp @ WH QWRRVEWIL VUHYHQRV WL

VWDW X

IHRpLADIMYD: QHXUHYyHQD QHVSUHPOMHQD i VWD)
RpLAGHQD L XUHYyHQD RG VWUDQH RVREOMD KRWH

2pLauHCkan £+ XUHYyHQD VSUHPOMHQD i VWDWXV VI
QD XUHYyHQD RG VWUDQH KRWHOVNRJD GRPDUOLQ\
NDR ApLVWD?

.RPELQDFLMRP VWDQMD ]DX]JHWRVWL L VWDQMD XUHYV
VNLK VRED SULND]DQLK X WDEOLFL

7TDEOLF@ORJIXUD VWDQMD KRWHOVNLK VRED

STANJE ZAUZETOSTI

67$1-( 85( (1267,

6 O R E R\@GCGabt

=DX]HWD

Occupied

6SUHPQD Ready

2GUADYD VH Maintenanc

,1YDQ XS RWitbHIddr

,] VWDQMD VRED NRMD VH QDYHGHQD X SUHWKRGQR
NRPELQDFLMH VWDWXVD KRWHOVNLK VRED WDEOLFD

7TDEOLF@ORJIJXUH NRPELQDFLMH VWDWXVD KRWHOVNLK VRED

(Vacant/Ready i V/R)

60RERGQD L|¥

QD R]QDND ,5DbadReH XpreGina
za daljnju prodaju¢ VRED MH RpLAUHQD
L VSUHPQD ]D JRVWH X GRODVNX

MH
SUHNR

6O0RERGQD L
(Vacant/Clean i VIC)

6WDWXVQD R]QDND AV YRERGGD N
DOL MR& QLMH L]YUAHQ QDG]RU
VUHYHQRVWL QLMH REDYOMHQ R
RG. ¥ WHULIODQH VREDULFD DOL QLVX
LOL PHQDGAHUD NDNR EL VH XYM
SURGDMX JRVWLPD 1DNRQ LQVS
PLMHQMD VH VWDWXV VREH L] AV
AVORERGQD L VSUHPQD VIR

ARPpLAEUGH
LQVSHN
bHYLG
NRQWL
HULOL
HNFLMH
ORERG(

6ORERGQIL
QHRpLAUH
(Vacant/Dirty i V/D)

6WDWXV VREH NRML VH GRGMHQ(
RWLaDR REdD&OMHORMWD QD UH
VRED QLMH RpLaUHQD RG VWUD
GRPDULQVWYD 6WDWXV VREH A
D W/D LPD SULRULWHW NRG ]DS
GRPDULQVWYD MHU VREX WUHEI
EL VH SURPLMHQLR VWDWXV X A
RGQRVQR NDNR EL VRED ELOD VS§
,VWR L Vacant not clean

MXMH F
FHSFLM
QH GMt}
VORER:
RVOHQ
D A4WR S
VORERC
UHPQD




=DX]J]HWD L QH
(Occupied/Dirty i O/D)

\gP%ééS{REH NRML VH GRGMHOMXMH V
T DYLR X VREL DOL VRED MR& C

VWUDQH |[DSRVOHQLFD KRWHOVN

=DX]HWD L RQLLESRMSUHPDQMD VREH NRMX JR

(Occupied/Clean i O/C)

6WDWXV VREH NRML VH GRGMHO

RJD GR

MXMH

NRULVWL L NRMD MH RG VWUDQH ]DS

GRPDULQVWYD SRVSUHPOMHQD
VH QH REDYOMD LQVSHNFLMD N

NRMRM MR& ERUDYL 2pHNXMH V
ELWL NYDOLWHWQR L GHWDOM
DOL JHQHUDOQR VREX X NRMRN
SRVSUHPLWL QHJR VREX L] Ntk

out L] KRWHOD

L XUH;]
RQWUR
VW MR
H GD it
DR RplL
N JRVW

MH JR

6WDWXV VREH VH PRAH VKYDWLWL NDR VYRMHYUVQL
8 NROQWHNVWX QDYHGHQLK VWDWXVD KRWHOVNLK VRE
NUHWDQMD WLK VWDWXVD

60LND &LNOXV VWDWXVD KRWHOVNLK VRED

,VPDE O )URQW 21,FH 2SHUDWLRQWKR®GRID Q HGIPBIQYW HZ <RUN

VWU



8 KRWHOLPD X NRMLPD MH SULPLMHQMHQD VXYUHPHOQ
WHKQRORJLMD VYDND SURPMHQD VWDWXVD ELOR NR
YLGOMLYD ELOR NRMHP ][DSRVOHQLNX QH VDPR X RGM
ULQVWYD YHUO L VYLPD RQLPD NRMLPD MH RPRJXUHQ
XUHG ]D UHJHUYDFLMH SURGDMD L PDUNHWLQJ VOX:

.XUQL UHG

.XuQL UHG MH VWDYOMHQ QD YLGOMLYR PMHVWR QD
YRUD R KRWHOVNLP XVOXJDPD ,]YRG L] NXUQRJ UHGD
WHOVNRM VREL

2GUHYyXMXiUL RSiH XYMHWH SRVORYDQMD KRWHOLMH!
PMHQX A3RVHEQLK X]DQFL" SRVWXSDN UXNRYDQMLE
FRP VREH SRGDWDN SR NRMHP iH VH UHGX L X] NRM
JRP SUHKUDQH L SRVHEQLP XVOXJDPD XYMHWH SC
QDSXaWDQMH VREH GDYDQMH GUDJRFMHQRVWL X RVW
SURVWRULMD L GU

6PDWUD VH GD VH JRVW VXJODVLR V NXuUuQLP UHGRP
VREX X NRMRM MH GRELR VPMHAWDM *RVW QH VPLMH
X VREL RVLP DNR MH WR GRSXaWHQR NXUQLP UHGRP

GLRDSDUDWH 79 SULMDPQLNH JUDPRIRQH ND]JHWRIR
UHG L PLU RVWDOLK JRVWLMX

*RVWDOLMH GRSXE&WHQR X XJRVWLWHOMVNL REMHNW X\
YRUHQR LOL GRSX&WHQR NXUQLP UHGRP $NR VX VWI
QMD XYHGH X XJRVWLWHOMVNL REMHNW RQD VH VPLI
LK MH KRWHO |]D WR RGUHGLR 6WUDQNH QH PRJX XJI
IDMHGQLpNH SURVWRULMH

+RWHO LPD SUDYR JRVWX QDSODWLWL SRVHEQX QDNQ
RGJRYRUDQ ]D VYDNX &4WHWX a@WR EL MH ALYRWLQMD
EDPD X KRWHOX *RVWX QLMH GRSXaWHQR X KRWHO X
PDWHULMDO PDWHULMDO MDND L QHXJRGQD PLULVD I

1$-9(0,+ 352%/(0% 6 +27(/,0% 69,-(7%$

3XQR SXWD VH |]QDOR GRJRGLWL GD MH KRWHOVNR RV
GROD]H QD UHFHSFLMX V QHNLP |[DKWMHYRP LOL SUL\
JRVWL VYH @aWR UDGH i UDGH VDPR |DWR NDNR EL LK
X SUDYX DOL QHNDG VWYDUQR SUHWMHUXMX OHyXW
je drugih problema kojima hoteli zasipaju goste. Evo nekoliko takvih.
1DSODUuUXWMH VH
.DGDRVWL SWiITFWHRVHN WDGD NDa&aX JRVWX GD X SRQ>
PUHaX NRMD MH VNXSOMD |]D MRa NRMX NXQX
BUHYLVRNH FLMHQH SURJUDPD V (OPRYLPD
=LGRYL |QDMX ELWL WDQNL NDR SDSLU

3RIJO®D YUW = ]1QDpL GD tH JRVWL VOMHGHULK QHN!
LVSUHG JDUDA&aH



Pet-friendy KRWHOL NRML L PLUL&4X SR OMXELPFLPD

6REDWEMH NXFDMX QD YUDWD JRVWD X VDWL XN
PLVWH UXpQLNH

.OMXp RG VREH NRML VH GHPDJQHWL]LUD XYLMHN
Check-in RG vDwL D JRVW MH VWLJDR YHU X

60Xab@MuUbD X VXVMHGQRM VREL NDNR YRGL O
PRIXUQRVWL aDOEH

QUKQMH ]D NDYX NRMH MH QHPRJXiH RWYRULWL
JRVW ]DSU@MEDNRML IQLNDGD QLMH XSR]QDR QDUD

6YMHWOD X NXSDRQLFL SDOH VH X VREL L REUDW

%HVSOMBWD®RpPpDN ]DYUAGDYD SXQR SULMH QHJR ¢
RGPRUX EXGL

6YL RVWDYOMDMX VYRMH VPHUH X KRGQLNX
+RWHO RG NDWRYD D VDPR GL]DOD

%D]HNRML DXWRPDWVNL SRYHUDYD FLMHQX VPMHAa
1H QH VPLMH VH SLWL SLYR X] QMHJD

BURJRUL VREH NRML VH QH PRJX RWYRULWL
OUOMH QD UXpQLFLPD #+ NRMH QLMH QDSUDYLR JR
6XYHQLUQLFH NRMH QH SURGDMX NRQGRPH QDNR

'MHALRMD OXWDMX VDPD KRWHORP GRN QMLKRYL
LOL WNR ]QD pHPX

+DPEXUXHWREX SR FLMHQL RG NQ L VSRUD SI
QH WUHED PLQXWD NDNR EL VH WDM KDPEXUJH
PLNURYDOQRM

7XyH GODNH X NDGL JRVWD
5DGQLFL SRpLQMX EXAaLWL SULMH VDWL XMXW.L
‘"M H F [aciezziju

,JIXEOMHQR + QDyHQR

=D L]JXEOMHQH L QDYyHQH VWYDUL RELpPQR MH ]DGX&
VWYD LDNR VH X QDMYHUHP EURMX VOXpDMHYD JR\
'D EL VH LJEMHJOL PRJXUL QHVSRUD]XPL ]D UD]JRYRU
QDYyHQLP VWYDULPD RYODAWHQD MH MHGLQR QDGOHA&
NRML MH ]D WR |[DGXA&HQ

'"MHODWQLN OH XSLVDWL pLP YLAH GHWDOMD R SUHGP
RVLP XRELpDMHQH HYLGHQFLMH GMHODWQLN UH ]DEL

8 RGMHOX NRML MH ]JDGX&HQ ]D QDyH®AHYM LJDXE D WH@LH
stvari* D VYDNL KRWHOVNL GMHODWQLN NRML QDYyH ]DI
QDGOHAQL RGMHO

$NR L]JJXEOMHQL SUHGPHW QDyH JRVW RELPQR JD GR
GRPDULQVWYR



1DYyHQL SUHGPHW pXYD VH X RGMHOX GRPDULQVWYD |
MH ]DNRQRP SURSLVDQR %H] VXJODVQRVWL JRVWD Q
AaDOMH QD QMHJRYX DGUHVX 2 VYLP UDGQMDPD X VY
SUHGPHWRP GRPDULQVWYR YRGL ]DELOMHENH

A3RVHEQH X]DQFH X XJRVWLWHOMVWYX? X]DQFD

UDYOMHQLP VWYDULPD JRVWD QDYRGH GD MH XJRV\
XUXpPpLWL VWYDUL ]JDERUDYOMHQH X XJRVWLWHOMVNR
REDYLMHVWLWL GD VX WH VWYDUL QDYyHQH L ]DWUDA&L
7URENRYH GRVWDYH VQRVL JRVW $NR QH EL PRJDR X
GX4DQ pXYDWL QDMPDQMH MHGQX JRGLQX D WDGD S

8SXWQR MH GD VREDULFD X VOXpDMX QHVWDQND QH
VREH RGPDK R WRPH REDYLMHVWL QDG]JRUQLFX VRE
RVRELWR YD&QR X WUDQ]JLWQLP KRWHOLPD JGMH JR
UHFHSFLMD PR&H RGPDK SRGX]JHWL QX&QH PMHUH UD
LQYHQWDUQRJ SUHGPHWD SULMH QHJR &WR JRVW QDS
ULFH VH RpHNXMH GD R WDNYLP VOXpDMHYLPD WHOF
]JDSD]L QHVWDQDN LQYHQWDUQRJ SUHGPHWD

2VLP WRJD VREDULFD X] VHEH LPD L SULUXpPpQL EORN
YDQWQH SRGDWNH ]D VYDNX VREX ,PD PQRJR L UD]OL
XsLvbwL D WR RYLVL X YHOLNRM PMHUL R VSRVREQI
(YR QHNROLNR VOXpDMHYD NRML VH pH&GUH SRMDYOMX

8VREL MH QDVWDR NYDU NRML VREDULFD VDPD QH
MH QHXSRWUHEOMLYD L] VODYLQH X NXSDRQLFL N
QHLVSUDYQR SUHNLGDp MH SRNYDUHQ WUDND QI
8 VREL MH RAWHUIHQ QDPMH&WDM WHSLK MH SUH
SRGHUDQ ]JDVWRU MH XSUOMDQ WDSHWH VX |]DP|
URMDWQR RG JODpDQMD YUDWD RG RUPDUD QH

*RVWH WXAaL GD QH PR&H UHJXOLUDWL XUHYDM ]D
XUHYyDM ]D NOLPDWL]DFLMX QHLVSUDYDQ

, ]VREH MH QHVWDR QHNL LQYHQWDUVNL SUHGPH
ppbadb SHSHOMDUD VLMDOLFD YD]D L GU

8 VREL LPD RUXaMD PXQLFLMH ODNR ]DSDOMLYL

*RVHPD SUWOMDJH LOL LPD VDPR QHNH EH]YUL
VXPQMD GD QDSXVWL KRWHO QH SODWLY&AL UDpXC

*RVMWPD X VREL HOHNWULpQH DSDUDWH NRMH QH
KDOR JODpDOR L GUXJR D SRVWRML VXPQMD GD

*RV@UAL X VREL QHNH ALYRWLQMH SVH PDpNH
UHGRP ]JDEUDQMHQR XYHVWL aLYRWLQMH X VREX

*RVW MH EROHVWDQ D QLMH WUDALR OLMHpPpQLpPpN X

*RVWH ][DNOMXpDR X VREX L QLMH MH QDSXVWLR
RGD]YDR SULOLNRP NXFDQMD LOL WHOHIRQVNRJ



*RVW MH ]JDWHPHQ X QHVYLMHVWL LOL PUWDY
*RVW VH QH YODGD QRUPDOQR

*RVW LPD RGUHYHQH SULWXAEH

*RVW MH QDNRQ RGODVND JDERUDYLR QHNH VYRM

2QHNLP VOXpDMHYLPD VREDULFD PRUD RGPDK REDYL
QRVQR JODYQX GRPDULFX LOL UHFHSFLMX RYLVL R R
NUHWQRP KRWHOX 7R YULMHGL QD SULPMHU DNR Mt
DNR VH QHQRUPDOQR SRQD&D LOL DNR VH |[DNOMXpDF
VOXpDMHYLPD uUH JODYQD GRPDULFD LOL &HI UHFHSF
PMHUH D VREDULFD NDR L GUXJR KRWHOVNR RVREOM
SUHPD GUXJLP JRVWLPD

1D WHPHOMX XQHVHQLK SRGDWDND X VYRM EORN VR
JRUQLFX VRED JODYQX GRPDULFX R QHNLP L]YDQUH
GRPDULFD YRGL GDOMQML SRVWXSDN 7DNR XQRVL SF
EOMHQLP VWYDULPD JRVVAL@IMLX > RQDYEQX KNQW ¥ DX L3

1$-32=1$7,-( +27(/6.( 62%( 1$ 69,-(78

.DGD EL VDPR PRJOL SULpDWL JLGRYL QHNLK KRWHC
usta zatvoriti, a poznati lifestyle magazin ,,AskMen* sastavio je listu 10 na-

jpoznatijih hotelskih soba na svijetu. U nastavku saznajte iz kreveta koje ho-

telske sobe su Lennon i Yoko Ono u svijet slali poruke mira, gdje se predoz-

irala Janis Joplin, te gdje je Stephen King dobio inspiraciju za kultni horor

roman ,The Shining"“.

6RED EURM L +RWHO A4XHHQ (OL]DEHWK?3 i OR

%ULWDQVNL PX]LpDU -RKQ /HQQRQ L QMHJRYD VXSUX
MHOL VX X RYRP KRWHOX L X ]QDN SURWHVWD SURYV
MHOL GDQ X NUHYHWX OHYyXWLP QDM]QDPDMQLML G
NXOWQH SMHVPH A*LYH 3HDFH D &KDQFH?® XSUDYR X |
DSDUWPDQ GRVWXSDQ MDYQRVWL NDR A$SDUWPDQ -F
X GQHYQRM L VSDYDiRM VREL PR&H VH QDiL PQRAWY
PHPRUDELOLMD NRMLPD VH RGDMH SRpDVW RYRP VO

6RED EURM A /f+RWHO3 i 3DUL] )UDQFXVND

AORMH WDSHWH L MD VH ERULPR GR VPUWL -HGQR R(
MH LUVNL NQMLaHYQLN 2VFDU :LOG X RYRM KRWHOVN
SRVOMHGQMH GDQH VYRJ AaLYRWD :LOGH NRML X VYR
ND 'RULDQD *uUD\D® SUHG VYRMX VPUW MH SRVWDR V
XRNYLUHQD SLVPD QD JLGRYLPD RYH VREH X NRMLPD
SODWL KRWHOVNL UDpXQ

6RED EURM +RWHO A+LJKODQG *DUGHQVS3 i ELYAL
+ROO\ZRRG .DOLIRUQLMD

.XOWQD DPHULpPpND SMHYDpPLFD -DQLV -RSOLQ MH RGV
OLVWRSDGD J XPUOD RG SUHGR]LUDQMD KHURLQ
PRJX SRVMHWLWL PMHVWR QD NRMHP MH RNRQpPDQ QI



6RED EURM +RWHO AOD\ARZHU® i :DVKLQJWRQ ' &

JUDQNOLQ 5RRVHYHOW MH ERUDYLR RYGMH QHNROLNF
FLMH NDR SUHGVMHGQLND 6MHGLQMHQLK $PHULpPpNLK

6RED EURM +RWHO A6WDQOH\® i (VWHV 3DUN &RO

BWHSKHQ .LQJ L QMHJRYD VXSUXJD VX VH XSXWLOL X
WLpQL YLNHQG DOL DPHULpPNL NQMLAHYQLN QDMSR]
MH WDPR L]QHQDGD GRELR LQVSLUDFLMX ]D URPDQ A
VQLPOMHQD MH LVWRLPHQD ¢OPVND YHU]JLMD .LQJRY
VRQRP X JODYQRM XOR]JL OQRJL YMHUXMX GD MH RYD

6RED EURM +RWHO A6WDPIRUG 30D]D2® i ELYAL 5L
Australija)

JURQWPHQ JUXSH A,1;63 OLFKDHO +XWFKHQFH REMHYV
QRPH J OUWYR]JRUQLN MH [DNOMXpLR GD VH UDGL
PQRJL YMHURYDOL GD MH X SLWDQMX VOXpDMQD VPU

6RED EURM +RWHO AODUN 7ZDLQ3% i 6DQ )UDQFLVFF

)%, DIJHQWL L] RGMHOD ]D QDUNRWLNH VLMHpPpQMD
+ROLGD\ WH MH XKDSVLOL JERJ SRVMHGRYDQMD RSLN
DOL MD]] SMHYDpLFD MH QD NUDMX RVORERYHQD RSW

SUHGVMHGQLpPpNL DSDUWPDQ A%UDQGHQEXUJ *DWH?3
ORQ3® i %HUOLQ 1MHPDpPpND

1HNDGD&AQMD PX]JLPND ]YLMH]GD OLFKDHO -DFNVRQ
EHEX NUR] SURJRU L YHRPD QHVLJXUQR GU&DR X VYRN
SUHGVWDYLR VYRMH GLMHWH 8 LVWRM VREL VX RGV
%LOO &OLQWRQ L EULWDQVND NUDOMLFD (OL]DEHWK
QD PRJX X&LYDWL X SURVWUDQRM GQHYQRM VREL V
VREDPD XUHGX VDOL ]D UXpDYDQMH NXKLQML S
RVREQRJ EDWOHUD

$SDUWPDQ AORQHW?®* +RWHO ABDYR\®* i /RQGRQ (QJOH

JUDQEXVNL LPSUHVLRQLVWD &ODXGH ORQHW QDVOLN
WD /RQGRQD L ULMHNH 7HP]H XSUDYR X RYRP DSDUMW
AORQHW ([SHULHQFH® NRML SRGUD]XPLMHYD GYD QF
VNLP SODWQLPD &AWDIHODMLPD L AXpLWHOMHP XPMH

$SDUWPDQ A&KXUFKLOO3 +RWHO AOHQD +RXVH 2EHUF

6LU :LQVWRQ &KXUFKLOO MH RYGMH ERUDYLR NDR OL
WLMHNRP VYMHWVNRJ UDWD NDGD VH X KRWHOX |
VX VXGMHORYDOL DPHULpNL SUHGVMHGQLN )UDQNOL:
&KLDQJ .DL 6KHN L EULWDQVNL SUHPLMHU 3UHPD QF
VYDNH QRUL YUDUDR X VYRMX VREX L VSDYDR V UD]PI
PRJDR YLGMHWL 3LUDPLGH X *L]L



835%$9/-%$1-( .$'529,0%$ 8 2'-(/8 60-(a7%$-%

((.NDVQR PDUOMLYR L VQDOD&OMLYR RVREOMH WHP]
YDQMD &WR MH QDURPLWR LJUDAHQR X XVOX&QLP GN
MHUVWYR 8VSMH&QR KRWHOVNR SRVORYDQMH GHWH
RVREOMHP NRMH SRVMHGXMH DGHNYDWQR JQDQMH L
X KRWHOX EDYL VH SUHGYLYDQMHP VWMHFDQMHP R
EXGXULK SRWUHED KRWHOD ]D |DSRVOHQLFLPD 2YDM
UDQMX L UD]JYRMX NDGURYD X RGMHOX VPMHAWDMD X
]JDSRAOMDYDQMH RGDELU L RULMHQWDFLMX NDGURYI
PD V NRMLPD MH VXRpHQ RGMHO VPMHAWDMD NDR L
PRWLYDFLMX ]JDSRVOHQLK

9.1. Planiranje i razvoj kadrova u odjelu smjeStaja

&LOM XSUDYOMDQMD NDGURYLPD MH SRVWL]DQMH SRQ
YHUDWL HIHNWLYQRVW FMHORNXSQH KRWHOVNH RUJDC
MD NRMD SRPD&H X SODQLUDQMX ]DSRaAaOMDYDQMX RC
YyLYDQMX L RGUADYDQMX SULSDGQLND RUJDQL]DFLMH
SRMHGLQFH GD SRVWDYOMDMX YODVWLWH FLOMHYH L
VYRMH SRQDADQMH VXNODGQR FLOMHYLPD RUJDQL]DFI

8 SRGUXpMX XSUDYOMDQMD NDGURYLPD VXYUHPHQL
QD MDpPDQMH PRUDOD ]DSRVOHQLK L QDpPLQD QMLKR
NRULVWH VR¢{¢VWLFLUDQL SVLKRORANL WHVWRYL SU
YX XKRGDYDQMX L XpHQMX GD UDGH YL&H RG MHGQR
KYDWH RGJRYRUQRVW 8SUDYOMDQMH NDGURYLPD PF
VOMHGHUD GYD GLMHOD

SODQLUDQMH NDGURYD
UD]J]YRM NDGURYD

SODQLMDQCVWRRA&AH VH GH¢{¢QLUDWL NDR VWUDWHJLMD ]I
SREROMADQMH L RpXYDQMH ]DSRVOHQLK QHNH RUJDQ
UDQMD NDGURYD XNOMXpXMX

SUHGYL#MWORMHMMH SURFHV SURFMHQH ]JDKWMHYD E
NRML SRPD&H UDVSRUHGLWL WUR&GDN L SODQ DNW
V SUHGYLYDQMLPD

SRSLVL¥BQODQLUDQMH NDGURYD WDNRYHU DQDOL]
]YLMD SODQRYH NDNR LK @8WR XVSMHaAQLMH NRUL)

30DQLHBQDRLUDQMH NDGURYD LQLFLUD SRWUHEC(
QMD RGDELUD REXpDYDQMD UD]YRMD PRWLYDF
SRWUHEH ]D UDGQLFLPD ELOH LVSXQMHQH

5D]YRM NIMHJEYRFHVY SRPDJDQMD OMXGLPD X VWMHFD
FLMD L YMHAWLQD NDNR EL VH RVLIJXUDOD NRULVQRV!'
L EXGXULK RUIJDQL]I]DFLMVNLK XYMHWD .DGURYVNL UD
FLPD EROMH UD]XPLMHYDQMH QMLKRYH RVREQH VSRV
LVNRULVWLWL L LVSXQLWL VYRMD SURIHVLRQDOQD L F



VPLVOX UD]JYRM NDGURYD MH SURFHV NRML SRPDAH G
QHSUHNLGQR L SODQLUDQR

VWHN@X XQDSULMHGH VSRVREQRVWL NRMH VX 1
QMH UD]QLK IXQNFLMD XGUXaHQLK V QMLKRYLP
EXGXuUuLP XORJDPD

UD]YLMX VYRMH RSUH VSRVREQRVWL NDR SRMHGL

RWNULMXRULVWH XQXWDUQML SRWHQFLMDO ]D V
L ]JD UD]JYRM RUJDQL]DFLMH

UD]JYIRWXDQL]DFLMVNX NXOWXUX XQXWDU WLPR)
QMD PHYyX SRMHGLQFLPD VQDAaQR L]JUDAHQD L
PRWLYDFLMH ]DSRVOHQLK

BURFHV SULNXSOMDQMD LQIRUPDFLMD R VSHFL¢pQLP
DQDOL]D CRAHOYH GH{QLUDWL NDR SURFHV SURXpDYD
PDFLMD NRMH VH RGQRVH QD SRVORYDQMH RGJRYRU!

BULNXSOMHQL SRGDFL PRJX VH JUXSLUDWL X VOMHGH

2SLYRVIR MH GRNXPHQW NRML VDGUAL GXAaQRVW
]DGDWNH NRML pLQH UDGQR PMHVWR 2GUHYXMH
SRVDR PRUD REDYLWL 1H XNOMXpXMH VDPR GXa
WDNRYyHU VDGUADYD L]YMH&UH RGQRVD UDGQLK 3
VXUDGQMH V GUXJLP RGMHOLPD VWDWXV XQXWD
NRML VH NRULVWH WH GUXJH LQIRUPDFLMH VSHF

6SHFL ¢ NDRFLBROMH GRNXPHQW NRML VDGUAL LQIRU
L NYDOLWHWDPD NRMH VX SRWUHEQH ]D RGUHYVH
LQIRUPDFLMH NDR &WR VX RVREQH NDUDNWHULYV
UD]JRYDQMH SURIHVLRQDOQH L WHKQLpNH NYDOL
]JODQMH SUHWKRGQR REXpDYDQMH SVLKLpNH Y
YMHAWLQH MHGQH RVREH

$QDOL]D SRVOD MH NRULVQD ]D XNXSQH DNWLYQRVWL
LQIRUPDFLMH SRPDAX PX X VOMHGHULP DNWLYQRVWLF

3ODQLUDQMH OMXOQWR! IMHUDINWUYQRVW NRMD SURFMH!
UHpHQR VDGD&a&QMH L EXGXUH SRWUHEH ]D UDGQLFLPEL
SRVOD SRPD&H QD QDpLQ GD RGOXpXMH NRMH VX YMH

~DSRAOMDYDQMISURFHVEDSRAOMDYDQMD |DSRpLQMH
SRWUHEDPD ]D VDGD&AQMLP L EXGXULP NDGURYLPD -
SRILFLMD ]JDSRA0OMDYDQMD VDVWDYOMDMX VH RSLV L
¢iQLUD GMHORNUXJ SRWUHEQLK YMHAWLQD

7TUHQLQJ I+ GHyQMUDQL VX SUHPD |[DKWMHYLPD SRMH(
SRGDWDND PRAaH SRPRiUL X RGOXFL R SRWUHEL ]D REX
GXUD ]D REXpDYDQMH VDGDaQMLK DOL L EXGXuULK UDCGC

SURFMHQH XNOMXpXMX UHODWLYQX YULMHGQRVW VYL
QMD RVQRYQH SODUH 2SLV SRVOD L VSHFL¢{(NDFLMD ¢
UHODWLYQH YULMHGQRVWL VYDNRJ SRVOD



9.2. Postupak zaposSljavanja i odabira u smjeStajnom
odjelu hotela

OQRJL KRWHOL QHPDMX SRVHEQL RGMHO NRML VH EUL
WRP VOXpDMX UXNRYRGLWHOM RGMHOD VPMHAWDMD F
NDQGLGDWD NRMH VX SRWUHEQH ]D NYDOLWHWQR REL
KRWHO LPD SRVHEQL RGMHO |D IDSRaAOMDYDQMH GMH
awWwDMD VXGMHOXMH L RGOXpXMH R RGDELUX GMHODW:!

B3RSXQD UDGQLK PMHVWD QDMSULMH VH YUAL XQXWDU
AHOH UDGLWL QHNH GUXJH SRVORYH OQRJL XVSMHA&C
NDR QSU SUHGVMHGQLFL 8SUDYD JODYQL GLUHNWRU
JHUD SRQLNOL VX L] VXVWDYD SURPLFDQMD X YODVW|

,QWHUQR SURPLFDQMH GMHODWQLND XQXWDIth-MHGQR
ss Traininga, WM XYMHAEDYDQMHP GMHODWQLND ]D REDYO
8QXWDUQMH L YDQMVNR DQJDALUDQMH GMHODWQLND L

.DGD VH XND&H SRWUHED ]D QRYLP ]|DSRAOMDYDQMHP
X WRP SURFHVX QDPHUH SRWUHED RGDELUD QDMERON
PH PROUL RGIJRYRULWL |IDKWMHYLPD RGUHYHQRJ UDGQF
]JDLQWHUHVLUDQLK RVRED V SRAHOMQLP NYDOL¢{NDFL
YLUDQMHP D SULMDYX ]D RGIJRYDUDMXUH SRVORYH
]JDSRA&OMDYDQMH NRMH VH PRaH GH;QLUDWL NDR SUI
VSRVREQLK SRGQRVLWHOMD ]DKWMHYD ]D IDSRaAOMDY
VH SRGLMHOLWL X GYLMH NDWHJRULMH VOLND

XQXWDUQML L]JYRUL |DSRAOMDYDQMD
YDQMVNL L]YRUL |DSRaAOMDYDQMD

8QXWDRIRWIL |DSRXN@MXPXYMX VDGDE&QMH GMHODWQLN
WL LOL SUHPMHAWHQL SUHSRUXPHQH GMHODWQLNH |
=DSRVOHQL GMHODWQLFL NUR] XQXWDUQMSHUL EREBHN JDSF

Z SRVSMH4ALYDQMH PRUDOD GMHODWQLND NRML VH

Z SRVSMH&EPRUDOPWMWHD GUXJLK GMHODWQLND MHU Y
PRIXUQRVWL

Z UXNRYRBRWHBMIXAH YULMHPH QD REDYOMDQMH
LGHQWL,FLUDWL VSRVREQRVWL GMHODWQLND

Z WURBNRYWDUQMHJ DQJDA&LUDQMD GMHODWQLND P
ODWQLND L]YDQD
6ODEXQWWDUQMHJ DQJDALUDQMD GMHODWQLND
Z VODEOMHQMH PRUDOD NRG GMHODWQLND NRML V.

Z QHMIMHODWQLFL PRJX IDNOMXpLWL GD SURPLFDQ
NRYRGLWHOMHP

Z SRSXQMDYDQXEMHP X MHGQRP PR&aH L]D]YDWL MRA
JRP RGMHOX

-DWDVKD®NDU +RWHO )URQW 2I¢,FH 2SHUDWIQRQYWUWQ®\0BQBMI
2[IRUG VWU



60OLND Izvori zapoSljavanja

IDQMVNL L]YRUL XNOWEXPKMKXDSRMUHGRYDQMH SURIHVL
|JDSRAOMDYDQMH VDYMHWQLND LOL NODVLpPpQR PHGLM
RJODVD 9DQMVNL L]YRUL IDSRAOMDYDQMD VX VNXSO|
WD VD &HOMHQLP NYDOL/{NDFLMDPD L pLQH SURFHV R«

SUHGQRVWL DQJD&LUDQMD GMHODWQLND L]YDQD
Z XQRV AVYMH&H NUYL3 L QRYLK LGHMD
Z PRJXUD VSR]QDMD WR L NDNR UDGL NRQNXUHQFL
Z GRQRV AVYMH&HJ SRJOHGD:® QD SRGX]HUH
Z SURPLGAED WYUWNH REMDYRP QDWMHpPDMD X PHC

FODERQWDRALUDQMD GMHODWQLND L]YDQD

Z WH#8H QDiL RVREX NRMD VH XNODSD X NXOWXUX
QDG&PHQWD

Z PRUDDSRVOHQLK GMHODWQLND VODEL MHU QH
SURPLFDQMD

Z SURFHGXUD DQJDALUDQMD GMHODWQLND WUDMH

Z VODBIUMD]YRGQRVW EDUHP ]D SUYR YULMHPH GRN
GDMX SURFHGXURP



2GDELUDQMHIMNBURFHY LIDELUDQMD RGJIJRYDUDMXULK
QLK IDKWMHYD X SURFHVX ]DSRAOMDYDQMD ,JERU VF
YMHAWLQD L VSRVREQRVWL SRWUHEQLK ]D UDGQR PM
]DQLPDQMHP YMH&AWLQDPD L RVRELQDPD VH RGDELU
GH;QLUDWL NDR SURFHV UD]JOLpLWRVWL L]JPHyX SRGQ
WL FLUDOL RQL V YHURP YMHURMDWQR&UX XVSMHKD >
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2GDELUDQMH MH GXJDpDN SURFHV RYLVQR R SROLWL
PLQDUQLP UD]JJRYRULPD L ]DYU&GDYD V XJRYRURP R UD
aLYDQMD VOLND SRpHWQL UD]JJRYRU VH SURYRGL
AHOMHQLP RVRELQDPD 7R MH NUXJ SURYMHUDYDQMD
GLGDWH 1DNRQ SUHOLPLQDUQLK UD]JJRYRUD &4HOMH!
GDOMQMLP SRVWXSFLPD GR NRQDpPQRJ RGDELUD RGIJR

60LND Proces odabira radnika

7TUHED QDSRPHQXWL GD SRVDR [DSRVOHQLK X KRWHO|
QRVWL ]D QDSUHGRYDQMH X NDULMHUL D QHGRVWDWD
ELWL EDULMHUD ]D RVREOMH YHU PRAaH ]QDpLWL VDPF

6SHFL;pQRVWL UDGD X RGMHOX VPMH&WDMD

9UOR pHVWR RUJDQL]DFLMVNH VKHPH YHOLNLK KRWI
VDGU&H L LPHQD SRQHJGMH V IRWRJUD¢{MRP GMHOD
2VREH RYOD&A&WHQH RG YODVQLND KRWHOD NRMH SUR?
QD]JLYDMX VH KRWHOVNL PHQDGAaHUL 8 PDOLP KRWHC
MHGQD RVRED GRN VH X YHOLNLP KRWHOLPD PHQDG:
GLWHOMD RGMHOD RGMHO KRWHOVNH SURGDMH SUL
GRPDULQVWYD RGMHO RGUADYDQMD NDGURYVNL RGNM

+H Q N & Q Opportunities in Hotel and Motel Management Careers, 9*0 &DUHHU % RRNYV
/IRQGRQ VWU



*ODYQH GXaQRVWL KRWHOVNRJD PHQDGAPHQWD VX S
GLQDFLMD L]QDODAHQMH L XSRaOMDYDQMH GMHODWQC
L RFMHQD REDYOMHQLK DNWLYQRVWL L UDGD RVREON
UDOQL GLUHNWRU KRWHOD General Manager — GM NRML MFE
QMHJIJRYRP SUHGVWDYQLNX

8 YHOLNLP KRWHOLPD JHQHUDOQL GLUHNWRU QDGJOH
QLND Assistant General ManageOL UHJLGHQWQRJ GLUHNWRUD
ger NRML X KRWHOX VWDQXMH A VDWD GDQD WMHC
RUJDQL]DFLMVNRJD XVWURMVWYD UXNRYRGLWHOM S
SUDYLOX MH QDMXpHVWDOLML NDQGLGDW ]D W]Y AGH
i 02

9HULQD XVOXJD NRMD VH SUX&D JRVWLPD X KRWHOX ]
PHyX OMXGL *+ VXVUHWH JRVWLMX V RVREOMHP L REUC
VWXSD L RVREQL RGQRV |JDSRVOHQRJ RVREOMD X KRW
]D GXJRURPQX RFMHQX NYDOLWHWH XVOXJH ORA&H VH
XVOXJD PMHVWR SURGDMH Pointofsale QDOD]L X OMXG!
VWLMX L RVREOMD 7L VH VORAHQL RGQRVL QH ]DVQL)Y
YHU VX RGUD] NXOWXUH XVOXJD KRWHOD

.DR &WR MH YHU QDYHGHQR KRWHOLMHUVWYR MH GMtI
OMHAMLPD SD MH L UDG ]JDSRVOHQLK X KRWHOLMHUVV
RG NRMLK VX QDM]QDpDMQLMD VOMHGHUD

D ]DVQLYDRG®I®RI RGQRVD VYMHVQRVW PpRYMHND NF
MHUVWYD NDR XVOX&QH GMHODWQRVWL
]JGUDYOMH VLJXUQRVW L ]JDAWLWD QD UDGX
UDGQR YULMHPH

SUHNRYUHPHQL UDG

UDG QRIX

GYRNUDWDQ UDG

UDG QHGMHOMRP L SUD]QLNRP
RGPRUL L GRSXVWL

SUHUDVSRGMHOD UDGQRJ YUHPHQD

SODIiH

RGJRYRUQRVW

2VLRYLK VSHFL{¢pQRVWL NRMH RELOMHADYDMX KRWHC
VD VR¢{(VWLFLUDQLP RGQRVRP SUHPD JRVWLPD NRML
]JDSRVOHQLK X KRWHOX ELWQH VX L RVRELQH RVREH
WHOX 7H VX RVRELQH NRMH XWMHpX QD UDG VOMHGH

VSRVREQRVW GLVSR]JLFLMH + AaWR RVRED PRAH"

QDYLNH YMH&AWLQH L ]1QDQMD + &4WR RVRED XPLM

LQWHUHVL VNORQRVWL VWDYRYL PRWLYDFLMD
*RVWRWHOD RVWDMX X LIUDYQRP NRQWDNWX V RVREC
VYRJ ERUDYND X KRWHOX 2VREOMH VPMH&AWDMQRJID |
QML GRWLFDM V JRVWLPD RQL RGUDADYDMX VOLNX K

Z T X - TIToOmTmMm



SRQDADWL QD QDpLQ NRML SULVWDMH YL]LML RUJDQL
PRUD SRVMHGRYDWL UD]J]OLpLWH NYDOLWHWH ]D XpLQ
NRMH VX SULND]DQH QD VOLFL

8JRGEBDREQRNSRVOHQLN SULMDPQRJD RGMHOD MF
ED V NRMRP JRVW GROD]JL X NRQWDNW *RVW SR
¢]JLPNRJ L]JJOHGD L RVREQRVWL RVREOMD SULMHF
YDQD YDQMAWLQD L RVREQR SUHGVWDYOMDQMH ]
VX YUOR YD&QL X RVWDYOMDQMX GREURJ GRMPD
MHPQRJD RGMHGRBWWRHERRBIDMIR RQL EL WUHEDC
RVREQRVW SR]JGUDYLWL JRVWH V RVPLMHKRP QT
QMLKRYH SUREOHPH

2VREGDILVEDBERVOHQLFL SULMHPQRJD RGMHOD W
d4H VWDQGDUGH RVREQH KLJLMHQH 2QL VX X L]JUI
WLMHNRP GDQD 'REDU RVMHUDM ]D RVREQX KLJL
VOHQLNH SULMHPQRJD RGMHOD NDR L QMLKRY LJ.
X RpLPD JRVWLMX *RVWL GROD]H X KRWHO X VYDI
V UHFHSFLMRP X ELOR NRMHP WUHQXWNX GDQD
OMH aWR PRA&H X VYDNRP WUHQXWN X

60LND .YDOLWDWLYQH NDUDNWHULVWLNH RVREOMD SULN

TMHOHVQD ¥BUIRMWREOMH SULMHPQRJD RGMHOD YDAC
VSUHPQR MHU PRUDMX ELWL VWDOQR QD QRJDPD WLM
YUHPHQVNRJ UDJGREOMD NDGD MH QDMYL&H SRVOD L
UDGLWLGKB®™MMWH |D QR&EHQMH SUWOMDJH D SRQHNDG L
RGMHOD WDNRyYyHU PRUD REDYOMDWL |DGDWNH NDR awi
JRVWLMX L SRALOMNL LWG



SRaAWHZDWHRVOHQLFL SULMHPQRJD RGMHOD WUHEDO
7TUHEDOL EL QH SRGOHuUL LVNXa@HQMLPD NRMD PRJX QD
X RGMHOX 3R&WHQL ]DSRVOHQLFL VX GRELWDN ]D RU
MDP R KRWHOX X VYLMHVWL JRVWLMX

SURGDYUBRMREQNREOMH SULMHPQRJDD RGMHOD P
SURGDYDpPpNH VSRVREQRVWL 3RVWRMH PQRJL SULPMH
ER SURGDYDQH XVOXJH LOL SURL]YRGH KRWHOD $NR
JRVW KWLR QLMH GRVWXSQD PRA&H SUHGORALWL JRVW
SULMH QHJR RGELMH UH]JHUYDFLMVNL ]DKWMHY 2QL P
GXaLQX QMLKRYD ERUDYND LQIRUPLUDMXUL LK R REOL:
GROD]HULP GRJDYyDMLPD L SUHGVWDYDPD 2QL EL WUH
]QDQMHP R KRWHOX L QMHJRYLP VDGUADMLPD NDR L \

'LSORPDHISORPDWHMDXaWLQVND NDUDNWHULVWLND
SULMHPQRJD RGMHOD 3ULOLNRP UMH&GDYDQMD HYHQV
LPDWL V KRWHORP L QMHJRYLP XVOXJDPD WUHEDOL E
EOMH SULMHPQRJD RGMHOD PRUD RGELWL J]JDKWMHY ]
VWXSQRVWL WUHEDOL EL WR XpLQLWL YUOR VUGDHRC
NDGD ]JERJ SUHEXNLUDQRVWL KRWHO QH PRAH ELWL X
XQDWRp WRPH 8WR LPDMX SRWYUYHQX UHJHUYDFLMX
QRVLWL V WDNYLP VLWXDFLMDPD GLSORPDWVNL EH] |

'REURDPUHEDHIDSRVOHQLNH SULMHPQRJD RGMHOD
GREUR SDPUHQMH MHU JRVWL YROH ELWL SUHSR]QDW
ORYOMHQL QMLKRYLP LPHQLPD SULOLNRP QMLKRYRJ
SDPUHQMH UH SRPRUL RVREOMX SULMHPQRJD RGMHOD
KWMHYH UHJHUYDFLMD L SRVHEQLP VNORQRVWLPD JR
VNORQRVWL LPDMX QD XPX GRN LP VH SUXAaDMX UD]Q
SR QMLKRYX L]JERUX ]D QHSXabpH GDOHNR RG OLIWD
RVREQL GRGLU L XVSRVWDYOMD WUDMDQ RGQRV V JR

'REUMRPXQLNDFLMV2MREOMBHWSULMHPQRJID RGMHOD
YDWL L]YUVQH NRPXQLNDFLMVNH YMHAWLQH NDR L RQ
QMLKRYD GRODVND ERUDYND L RGODVND 7UHEDOL |
SUHFL]QL X NRPXQLNDFLML 7UHEDOL EL ELWL YMH&W
PD MHU MH ]QDQMH VWUDQRJ MH]JLND GRGDWQD SUHG

6PLUHQRAMREGMHMHPQRIJD RGMHOD WUHEDOR EL EL
RVWDQH VPLUHQR L VWDORAHQR X QDSHWLP VLWXDF]|
JRVW PR&H ELWL QH]DGRYROMDQ L OMXW ]JERJ SUREO
VWUDQH KRWHOD QSU FLMHQD VREH SRWYUyYHQD JRV
QLaD RG FLMHQH NRMD VH QDSODUXMH X YULMHPH RG
L VWUSOMLYRVW RVREOMD SULMHPQRJD RGMHOD X W
QDSHWRVW ULMH&GLWL SUREOHP L SULGRELWL YMHU X

8OMXGAODRAQR MH GD MH RVREOMH SULMHPQRJD RG
GRN MH X LQWHUDNFLML VD JRVWLPD 1LNDGD QH EL
VOXpDMX GD QH PRJX ULMHALWL ELOR NRML SUREOF
QDGUHYyHQRJ *ODWND UMH&GDYDQMD SUREOHPD XGUX
KRWHOVNRJD RVREOMD GRYHVWL tH GR GREURJ UDVS



2GDQRZWREOMH SULMHPQRJD RGMHOD WUHEDOR EL
RGDQRVW XOLMHYD RVMHUDM SULSDGQRVWL PHyYyX ]DS
QMLKRYRM LQWHUDNFLML V JRVWLPD

TRPpOQR¥YDWSRVOHQLFL EL WUHEDOL ELWL WRpPQL X LJ]Y
NDR L X REDYOMDQMX VYRMLK GXaQRVWL L RGJRYRUQ
YD QMLKRYX SUHGDQRVW UDGX

S8NUDWNR ]DSRVOHQLFL SULMHPQRJD RGMHOD VX XJF
L SR&WHQH RVREH WR VX GLSORPDWL VPLUHQL XOM
ODWQLFL 2QL VX GREUL NRPXQLNDWRUL L SURGDYDF
]D GHWDOMH GREULP SR]QDYDQMHP VYLK KRWHOVNL
QMHP 2QL VX SURPLFDWHOML KRWHOD L PRUDMX ELW
GRED GDQD

9HULQD ]JDSRVOHQLK X KRWHOX MH RVREOMH SRG XJR
VORGDYFHP D X VNODGX MH V SUDYLOLPD NRMD VX .
NRMD SURL]JOD]H L] UDGQRJ SUDYD ]DNRQD R UDGX

YD VWDWXWD KRWHOVNRJD SRGHKQBIGEHA RHRWW BROY KHRAM
KRWHOD REOLNXMH OLVWX RVREQRVWL NRMH GMHOD
VMHGRYDWL &@WR SUHWSRVWDYOMD PRJXUQRVW ODNZE
QDVWDYNX VH QDYRGH X]J]RUFL OLVWH WLK RVREQRVW

3URIHVLRQDOQR GU&DQMH

QD YULMHPH GROD]JL QD SRVDR

SRVMHGXMH SR]JLWLYQL VWDY SUHPD SRVOX L KR
SUHSR]QDMH SR]JLWLYQH L QHIJDWLYQH DVSHNWH
SRVMHGXMH JUHORVW X SURVXGEL

GUAL VH SRVORYQR

NRQWUROLUD VH L LIEMHJDYD WHaNH VLWXDFLMH

SULMDWDQ L]JJOHG
Z UDGR VH RVPMHKXMH
Z SRND]XMH VUGDpPpQR L XJRGQR SRQDAaADQMH
Z RPLOMHQ NRG OMXGL

SBRVMHGRYDQMH aHOMH ]D SRPRIU

LPD LVWDQpDQ RVMHUDM ]D SRWUHEH JRVWLMX
SRVMHGXMH VPLVDR ]D KXPRU

RGJRYDUD L JRYRUL LQWHOLJHQWQR
SRND]XMH NUHDWLYQRVW

LPD GREUX YMHAWLQX VOXabQMD

N N N N N N

N N N N N
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JOHNVLELOQRVW
Z KRUH L PRAH SUHX]HWL UD]J]QH VPMHQH NDG MH SF
Z UD]XPLMH GUXJDpLMD VWDMDOL&WD
Z LQRYDWRU MH
Z WLPVNL MH LJUD)p

'REDU L]JOHG
Z REODpPL VH SULJRGQR

Z SULKWOWIDQGDUGH KRWHOD X VYH]L VD VOX&AEHQF
RVREQLP L]JJOHGRP

3RVHEQH YMHAWLQH
Z SR]QDMH UDG QD UDpXQDOX
Z ]QD JODYQH VWUDQH MH]LNH

IDYHGHQYHRELQH PRJX SRVOXAaLWL KRWHOVNRP PHQDG
R RGDELUX NDQGLGDWD ]D UDG X SULMDPQRP RGMHO
NYDOLWHWQRJ SRMHGLQFD ]D REDYOMDQMH SRVORYD
znatida JRVW KRWHOD PR&H ELWL ]DGRYROMDQ VD XNXSQ
VDPR RQGD NDGD MH I[DGRYROMDQ VD VYDNLP SRMHGL
VOHQ X SULMDPORPHSEVMRI@QDXIURP SRUWLURP EDJDALVYV

8 QDV MH ]DNRQRP XWYUVyHQR VDWQR UDGQR YULMI
MDPQRP RGMHOX MH WR WH&NR L]YRGOMLYR JERJ UDC
2VLP WRJD GRGDWQX SRWHANRUX SUHGVWDYOMD pLC
RELPpQR VDPR MHGQD RVRED a@WR MH VOXpDM X PQRJ
WHWD L QLAH NDWHJRULMH

5XNRYRGLWHOM RGMHOD RGUHYyXMH UDVSRUHG UDGD
GDQD XQDSULMHG X] QDSRPHQX GD VX GRGDWQH L]PI
QD PRIJXUH 3ULWRP UXNRYRGLWHOM RGMHOD YRGL
GMHODWQLND X RGMHOX

1D NUDMX VYDNRJD WMHGQD ]JEUDMDMX VH VDWL QD]R
FD GRELYD VH UH]XOWDW YL&A4ND LOL PDQMND UDGQLK
VXMX UXNRYRGLWHOM L GMHODWQLN 3UHUDVSRGMHO
GDQD3 VYRGL VH UDGQR YULMHPH X ]JDNRQVNH RNYLU
YyHQLK VDWL VH LJUDYQR SODUUD

2SUHQLWR VH X SULMDPQRP RGMHOX KRWHOD VPMHQF
VWLFH3 LOL A RVPLFH® RGQRVQR pHWLUL VPMHQH SR
RvDP VDWL 7DNDY EL SULPMHU PRJDR ELWL VOMHGHU

SULMHSRGQHYQD VIRRMGHQD # VDWL
SRSRGQHYQD VPMH®D + VDWD
QRUQD VPMHQD RG + VDWL

5XWKHU IR Ukbtel Management and Operations, 7KLUG (GLWLRQ -RKQ :LOH\
,QF 1HZ <RUN VWU



(¢.NDVQRVWL UDGL XRELpDMHQR MH GD GMHODWRQLFL
UDGLWL VOMHGHUOHJ GDQD X MXWDUQMRM VPMHQL 'Mt}
FLMHORJ WMHGQD

2VREOMH GROD]L QD SRVDR SUHPD UDVSRUHGX L XOD
XOD]® 8 VXYUHPHQRP KRWHOX QD WRP XOD]X GH&XUI
MH X SUDYLOX GMHODWQLN QHNH YDQMVNH ]JDAWLWD
QDG&PHQWD KRWHOD D SULRULWHWQL PX MH ]DGDWEL
NRMH MH ]JDSRVOHQR X KRWHOX 8QR&HQMH RVREQLK
QLFL RGOD&X QD XOD]X

1D JRVSRGDUVNRP XOD]X VXYUHPHQRJD KRWHOD GRO
SRVOD HYLGHQWLUD VH RpLWDYDQMHP HOHNWURQLY
3RX]GDQLML HAtd-PUXWMWIIRYODIJD QMHP G OHa@PuX¥ichap LW D p 3

XUHYyDM ASUHSR]QDMH?® GMHODWQLND SD PX HYLGHQV
7L SRGDFL VOXaH UXNRYRGLWHOMLPD RGMHOD L REU
'"HAXUQL ]DAWLWDU VWURJR PRWUL L QD WX SURFHGX

9.4. Radna mjesta i opis poslova zaposlenih

-HGDQ RG YDAQLK SUHWSRVWDYNL XVSMHaQRJ SRVOR®
MH UDGQD NOLPD ,DNR VH RYDM SRMDP pHVWR SRLVW
RGQRYPRG UDGQRP NOLPRP VH SRGUD]XPLMHYD VYHXND>
WLYQR LOL QHIJDWLYQR GMHOXMX ]D YULMHPH UDGQRJ

8 KRWHOX SD WDNR L X SULMDPQRP RGMHOX QH]DGR
40H PR&H GRYHVWL GR VOMHGHULK SRVOMHGLFD

PDQML UDGQL XpLQDN

OR&D NYDOLWHWD XVOXJD

YHOLNL EURM &DOEL JRVWLMX

SRYHUDQL WURANRYL

SRYHUDQR L]JRVWDMDQMH V UDGD

AXNWXDFLMD UDGQLND

OR&LML UH]XOWDWL SRVORYDQMD

8JURNRML XWMHpPpX QD SRYROMQX LOL OR&X UDGQX N
QDpLQ UXNRYRYHQMD L RUJDQL]DFLMX UDGD X SULM]I
NOLPD REXKYDuUuD pLWDY MHGDQ SURFHV VRFLMDOQH |
VDPR MHGDQ pRYMHN ELR WR GLUHNWRU &HI UHFHS|
VREQRJ UD]XPLMHYDQMD L SRYMHUHQMD NDR WHPHOI
MDYOMDMX VH L RVWDOL IDNWRUL RG NRMLK VH LVWI

PRIXUQRVW QDSUHGRYDQMD X RUJDQL]DFLML

SUDYHGQD UDVSRGMHOD GRELWL

GREUR SRVWXSDQMH SUHPD VXUDGQLFLPD

VLIXUQRVW UDGQRJ PMHVWD



2VLP QDYHGHQLK SUHWSRVWDYNL
pHauL NRQWDNWL V SUHWSRVWDYOMHQLPD VDYMHW L

]OQDPDMQL VX WDNI

«

\.

SREROMADQMH UDGQH NOLPH PRJXiUH MH NRULVWLWL A|
RGUADYDQMH pHEULK NRQWDNDWD VD VXUDGQLFL
GREUD LQIRUPLUDQRVW UDGQLND R SRVORYDQMX
MDYQR UDVSUDYOMDQMH R SUREOHPLPD L WHA&aNR
SUDYLODQ VDVWDY UDGQLK VNXSLQD ASUDYRJ pl
MDVQD IRUPXODFLMD UDGQRJ ]DGDWND

RUJDQL]DFLMVNR UD]JUDQLpHQMH QDGOH&QRVWL
RVORYOMDYDQMH VYDNRJ VXUDGQLND SR LPHQX

VOXabQMH PLAOMHQMD UDGQLND
GRQR&A&HQMH REMHNWLYQH RGOXNH

SUL]QDQMH QH VDPR QRYpPDQR QHJR L MDYQRP S
$NR'H QDYHGHQL HOHPHQWL X]PX X REJLU RQGD VX

QDVWDMDQMH L JGUDYH UDGQH NOLPH
DQNHWQRJ XSLWQLND R ]DGRYROMVWYX RVREOMD X |

UD]YLMD EROMD UDGQD NOLPD

7D E O L F DAnketni
smjeStajnih jedinica

8 QDVWDYNX

upitnik o zadovoljstvu osoblja za hotele preko 50

Primjer ispunjavanja anketnoga upitnika 1123 5| 5(=8/7%7
ORM PH SUHWSRVWDYOMHQL XYDADYD|L|VYRMLP PH
RKUDEUXMH L SRWLpH

ORM SUHWSRVWDYOMHQL SULKYDUUP

FLOMX SREROMADQMD NYDOLWHWH ]

PRIMH YX

JHVWLMH

ORM SUHWSRVWDYOMHQL SRWLpPpH DN
VNL UDG SREROM&DYDMX PHYyXOMX.GV.INH,|..

EUX UDGQX NOLPX

WLYQRV

By
[0)

.QRVH L U

WL NRMH

=DSRVOHQLFL LPDMX GREUH PHYyXOMXGVNH...

SRVORY,

1
ORM SUHWSRVWDYOMHQL RVREQR |[VH |D®D/aH
MADQMD NYDOLWHWH L QD WDM QDOpLQIGRG

SR SLW
WQR PH

8YLMHN VDVYLP SUHFL]QR ]QDP NRM

]JDGDFL L XYLMHN VDVYLP SUHFL]QRR
EDP REDYLWL

D
L VX PRML SRVO
JQpP.QD

0L.Q QD N

,PDP GRSXaWHQMH PRJ SUHWSRVWD
VLWXDFLMDPD PRJX GRQLMHWL RGO

QDKRYyHQMX

YOJMHQR!
XNH |vpP

GD X R
RVWDOQ

2PRIJXUHQR PL MH REUD]J]RYDQMH SXW
MD SRKDyYyDQMD VHPLQDUD SUHGDY]

DAMD W

HP GRGOWQRJ aN

UHQLQJD

A3UDYIDOQRSMHOX R]JQDNH NYDOLWHWH XJRVWLWHOMVNRJ REMH
XSLWQLN R JDGRYROMVWYX RVREOMD:

1DURGQH QRYLQH EU



=DGRYROMDQ VDP VYRMLP PMHVHpPQILR SULPDQMLPD | SODUF
L GUXJLPD QDNQDGDPD SUHKUDQDl .JSULMHYR] QD |SRVDR
ERALUQLFD L VO

=DGRYROMDQ VDP V UDGQLP XYMHWLPD [SRG NRMUP UDG
WHPSHUDWXUD YODAQRVW JUDND ..YHQWLODPpELMD UDGQD
REXUD EXND VDQLWDUQR KLJLMHQWVNL YMHWL LWG
9RGLWHOM YRGL EULIJX R UHGRYLWR|P RGUaDYDQMX JJUDGH KR\
GRYLWRP RGUADYDQMX RSUHPH L XUHyDMD D BR SRWUHEL GR
L RAWHUHQD RSUHPD |IDPMHQMXMH VH.QRYRP..VWRODULMD EUI
QDPMH&AWDM WHSLVL SRVWHOMLQD VMWRPQR|UXEOMH| XUHVL
NXKLQMH VDQLWDUQD RSUHPD JULMDQMH NOLPDWL]DFLMD L
oL VPR LVNUHQL SUHPD JRVWLPD| §YH RQR| A&WR REHUDPR
JRVWLPD SXWHP SRQXGD XJRYRUPD.| E[JURAXUD. SURVISHNDW
VO JRVWL L GRELMX

*RVWL QDSXAWDMX QD& KRWHO |[DGRYROMQL|D QMLKRYD Rp
X SRWSXQRVWL VX LVSXQMHQD T 1T T

8 QDaHP VH KRWHOX UDFLRQDOQR |[SRVIWXSID V HQHUJLMRP |
VH YRGD VWUXMD SOLQ QDIWD LWG | T [~

8 QDaAHP KRWHOX YRGL VH EULJD R.ENRQ.Lax|...

=D REDYOMDQMH RGUHYHQLK DNWLYQRVWL X MYRP SRVOX LPD
FLIQR QDSLVDQD XSXWVWYD SUDYLDD $RVWXSNH L LOL UDGQ
3RYUHPHQR PH SURYMHUDYDMX GD| OL| RGUHYyHQH |[SRVOR
REDYOMDP SUHPD XWYUYyHQLP SUD|Y.LUQLPD |.SRYVWXSFLPD L L
QLP XSXWDPD

2EMDAQMHQR PL MH XYMHAEDQ VD|P |[L |QDP NDNR SRVYWXSLYV
VLWXDFLMDPD NDGD JRVW L]JUD]L V¥RMH BRVHEQH aHQMH L S
2EMDAQMHQR PL MH XYMHAEDQ VDP|L|]QDP NDNR SRVWXSL
VOXpDMX UHNODPDFLMH JRVWD T 1 U
2EMDAQMHQR PL MH XYMHAEDQ VPP LU ]JQDP|NDNR SRWDNQ
WL JRVWD GD LVNDaH VYRMH SRWUHEH |AHOMH LOL QH]DGF
Feedback

8 KRWHOX VH SURYRGH RGUHYyHQD|PMHUHQMD LVSLWLYDQM
OL]H IDGRYROMVWYD JRVWLMX R

1Dd KRWHO LPD GREDU LPLG& NRG|JRVWLMX| SDUWQHUD Gl
ND L NRG MDYQRVWL ST 1T T

5HGRYLWR VH LVSXQMDYDMX SODQLUDIQL FLOMHYL SR SLWD
MaDQMD NYDOLWHWH T

3R PRP PLAOMHQMX JRVW MH GRELR RGQJIJRYDUDMXuUX NYDO
]D FLMHQX NRMX MH SODWLR I A I I A

8.8312 5(=8/7%7

1 = ne zadovoljava
2 = zadovoljava
3 = dobro
QDURpPLWR GREUR
5 =izvrsno.
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