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ABSTRACT : The research study identifies and analyzes the drivers and outcomes of employee engagement
among hotel employees in Sarajevo City, the capital of Bosnia and Herzegovina. There are six potential drivers
and three potential outcomes of employee engagement proposed by Aon Hewitt Model of Employee
Engagement and modified by the authors to the certain degree. For the simplicity, the authors divided the
analysis into two models. In the first model, the influence of job characteristics (JC), work-life balance (WLB),
internal communication (IC), brand/corporate image (BCI), empowering leadership (EL), and rewards and
recognition (RR) on the level of employee engagement was examined. The second model tends to examine the
influence of employee engagement on employee work outcomes: employee work performance (EWP), affective
organizational commitment (AOC), and turnover intention (T1). These employee work outcomes are indeed
representing the overall business outcomes. The study is conveyed via a questionnaire including responses of
135 hotel employees in Sarajevo City. Multiple Regression Analysis was performed in order to test the
hypotheses. The findings of the study suggest that there is a significant and positive relationship between JC, IC,
EL, RR and employee engagement itself. In addition, the positive and significant relationship was found between
employee engagement, EWC, and AOC, while the link between employee engagement and T1 turned out to be
significant and negative

KEYWORDS: employees, motivation, satisfaction, engagement, hotels, Sarajevo.

I. INTRODUCTION

Today's successful organizations have a difficult task to do in order to satisfy customer needs, wants, and
demands. This is the case because globalization has a tremendous effect on businesses and customers as well.
From one perspective, businesses face a huge competition with the people, companies, and nations integrating
with each other at a rapid rate. On the other hand, customers are the heart of any business; they are a crucial
element for organizations striving to succeed. An ongoing complex and dynamic business environment imposes
immense challenges in front of the organizations. Since every organization is exposed to significant pressures to
survive, gain, and maintain a competitive advantage over its rivals, sometimes these organizations face huge
difficulties to achieve their fundamental objectives. It is widely known that the ultimate aim of any organization
is to maximize its profit, but there is something more valuable that should be treated in a proper manner. This is
called human capital. If this segment is properly managed, then the level of motivation, satisfaction, and
engagement of employees towards the organization will be higher leading to the superior overall organizational
performance.

The concept of hospitality industry includes a broad range of business activities providing a unique experience in
terms of customer service. Several research studies have shown that a great number of managers working in the
hospitality industry recognized the importance of investment in high-performance work practices. These
practices involve training, empowerment, well-conducted appraisal and reward system, encouraging team
building and stimulating effective and efficient self as well as teamwork. When applied appropriately, these
practices result in a high level of motivation for employees and their significantly superior job outcomes in
addition to the lower rate of turnovers. Moreover, high-performance work practices imply strong organizational
support making the employees feel highly valued. Supportive organization and work environment help
employees in strengthening their personal resources which eventually contribute positively to psychological and
organizational outcomes (Rhoades & Eisenberger, 2002). The research study presents a form of qualitative and
quantitative research approach. Since the concepts of employee motivation, satisfaction, and engagement are
tightly related, the first two concepts will be briefly explained by their nature and importance, while the concept
of employee engagement will be quantitatively examined in addition to revising the already existing literature.
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Il. PURPOSE OF THIS STUDY

is to primary answer on the questions: What is the relationship between the given set of drivers of employee
engagement and overall employee engagement among hotel industry employees in Sarajevo City? and What is
the relationship between overall employee engagement and the given set of employee work outcomes among
hotel industry employees in Sarajevo City? Recognizing the topic importance itself and the importance of human
capital, this study covers two main objectives: 1: To discover the fundamental triggers of engagement among
hotel industry employees in Sarajevo City and 2:0 investigate the potential benefits of highly engaged labor force
at the workplace among hotel industry employees in Sarajevo City.

I11. MATERIALS AND METHODS

Methods used in this research are qualitative and quantitative. The research comprised the 10 hotels with the
four and five-star hotels in Sarajevo. However, in an absence of prior literature on the research topic in Bosnia
and Herzegovina and more precisely Sarajevo City, this research study used a mixed-method approach and is
relatively new in practice. Researchers use it to appoint the weaknesses and strengths of both. This research
study used two models; the first model aims to analyze the impact of (1) job characteristics, (2) work-life
balance, (3) internal communication, (4) brand/corporate image, (5) empowering leadership, and (6) rewards and
recognition on employee engagement and the second model seeks to analyze the influence of employee
engagement on (1) employee work performance, (2) affective organizational commitment, and (3) turnover
intention.

IV. RESULTS

The results are presented in the table below with explanations:
Variable N Min Max | Mean Std.Deviation | Variance
Overall Employee Engagement | 135 |1 5 35 1.37 1.87
Drivers of Employee Engagement
Job Characteristics 135 |1 7 4.67 1.81 3.31
Work Life Balance 135 |1 5 3.44 1.24 1.55
Internal Communication 135 |1 4.8 3.04 1.22 1.49
Brand/Corporate Image 135 |1.33 5 3.81 1.06 1.14
Empowering Leadership 135 |1 5 3.5 1.25 1.58
Rewards and Recognition 135 |1 5 3.02 1.23 1.52
Employee Work Outcomes
Employee Work Performance 135 |1 5 3.66 1.09 121
égfri‘;;'i‘:;em Organizational | ;5 | 4 5 3.13 1.28 1.64
Turnover Intention 135 |1 5 2.52 1.29 1.67

Pursuant to the Error! Reference source not found., we can see that responses did not lack on any of the
scales, because each of the questions in the scales representing specific variable count 135 (N) answers. All ten
variables employed in this study are measured based on a 5-point Likert scale with the exception of job
characteristics measured on a 7-point Likert scale. Almost all answers on questions provided were ranging from
1to 5 or 1 to 7 including all potential answers from “Strongly Disagree” to “Strongly Agree”. However, in terms
of internal communication, the maximum value recorded is 4.8 meaning that none of the participants circled the
extreme of 5 on the particular question (See Appendix B). In the same manner, regarding the brand/corporate
image, the minimum value recorded is 1.33 indicating that none of the participants circled the extreme of 1 on
the particular question (See Appendix B). The low mean score less than 3.39 is noted in case of four variables:
the lowest turnover intention (2.52), rewards and recognition (3.02), internal communication (3.04), and
affective organizational commitment (3.13). The moderate mean score varying from 3.40 to 3.79 is noted in the
case of four variables: work-life balance (3.47), overall employee engagement (3.5), empowering leadership
(3.5), and employee work performance (3.66), whereas the high mean score above 3.8 is identified in case of two
variables: brand/corporate image (3.81), and job characteristics (4.67). Based on this, it can be concluded that
employees in the hotel industry in Sarajevo are relatively engaged in their work and organization. In regard to
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the drivers of employee engagement, employees believe that rewards and recognition, and internal
communication are the least used ways of enhancing the overall employee engagement. The rest four drivers of
employee engagement are relatively well used in order to improve the level of employee engagement with the
focus on job characteristics as the highest ranked one. In terms of employee work outcomes, employees reported
having fairly good overall performance. Nevertheless, employees reported low score in their affective
organizational commitment level identifying themselves as not committed to their organization to the high
degree. Employees reported low score on turnover intention too which can be caused by potential fear of losing
job although responses are kept confidential. Besides, having in mind that the unemployment rate in Bosnia and
Herzegovina is high, a lot of people do not care about working conditions, but rather keep quiet and “happy”
with what they have.

Lastly, from the column representing scores on standard deviation, the responses varied the most on job
characteristic scale (1.81), then overall employee engagement (1.37), turnover intention (1.29), affective
organizational commitment (1.28), empowering leadership (1.25), work-life balance (1.24), rewards and
recognition (1.23), internal communication (1.22), while the lowest standard deviation is noted in the
brand/corporate image scale (1.06), and employee work performance (1.09). The wider results are presented in
the discussions -next section as it follows.

V. DISCUSSIONS

After the introduction in the problem statement of the research study, providing the insight into the existing
literature on the main and related topics, developed and discussed model to be used for the analysis,
methodology, and results of the entire analysis, we are coming to the sixth section of the study, which will focus
on discussion of the obtained results. To the extent of the author’s knowledge, the research on drivers and
outcomes of employee engagement is barely conducted in Bosnia and Herzegovina, and particularly in Sarajevo
City focusing on hotel industry employees. That is, actually, one of the major motivating force for conveying this
research study. As explained in the previous sections, the model to be examined in this study is based on Aon
Hewitt Model of Employee Engagement covering the 6 drivers of employee engagement divided into two
subgroups: foundation drivers and differentiator drivers counting 3 drivers per each group. Foundation drivers
include (1) job characteristics representing the work itself, (2) work-life balance representing the basics of any
job a person is engaged in, and (3) internal communication representing company practices. Foundation group of
drivers tend to reveal the influence of elementary conditions offered by the organization, or hotel in this
particular study. On the other side, differentiators are drivers that might significantly vary among organizations,
and among employees in terms of their perception. Differentiator drivers include (4) brand/corporate image
representing the brand, (5) empowering leadership representing leadership, and (6) rewards and recognition
representing performance section.

Differentiator drivers tend to reveal the influence of additional factors that have the potential to create a source
of differentiation for employees on the level of employee engagement. Once the influence of several drivers of
employee engagement on the level of employee engagement itself is disclosed, the author proceeded to
disclosing the influence of employee engagement on employee work outcomes: (1) employee work performance,
(2) affective organizational commitment, and (3) turnover intention which are eventually representing what are
the all-embracing business outcomes resulting from employee engagement. In total, this research proposed five
hypotheses: two regarding the drivers of employee engagement, and three considering the employee work
outcomes. The first two hypotheses are classified into the three sub-hypotheses per each. If two or three out of
three sub-hypotheses ended up to be supported, the entire main hypothesis is said to be partially supported. In
accordance with the final results of the analysis, it can be said that two hypotheses (H1 and H2) are partially
supported, while the rest three hypotheses (H3, H4, and H5) are supported.

A. 6.1. Model I — Drivers of Employee Engagement - The Model | tends to examine the influence of 6 drivers
of employee engagement on the employee engagement. It is consisting of two main hypotheses divided into
fundamental and differentiator engagement drivers. The results are discussed below.

The relationship between all fundamental engagement drivers and employee engagement was expected to be
significant and positive. Hypothesis 1: There is a significant and positive relationship between each fundamental
engagement driver (job characteristics, work-life balance, and internal communication) and employee
engagement.
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The findings reported that job characteristics and organizational internal communication are significantly and
positively related to the level of employee engagement. This means that these two fundamental drivers
considerably lead to the enhanced level of employee engagement. As long as there are improvements in skill
variety, task identity, task significance, autonomy, and feedback representing the core job characteristics, the
level of employee engagement will rise without any doubt. That is what employees truly need from their jobs.
Correspondingly, if managers invest in developing and improving the channels of communication within the
organization, and if employees feel that they are sufficiently included in what is going on at the workplace,
having the same amount of information as everyone else in the organization, they tend to feel more engaged with
the organization. In line with Kahn's (1992) findings, employees who rank high on five fundamental job features
are likely to be more engaged than those lacking skill variety, task identity, task significance, autonomy, and
feedback. Just as Saks (2006) addresses, workers disposing of with a variety of challenging tasks which they
perceive as important, feel that the minimum they can do for an organization is to be engaged. As reported by
Sundaray (2011), if the job is designed in a way that is preferable by an individual, employees tend to engage
more with their jobs generating better eventual results. Finally, Swathi (2013) concluded that job characteristics
including challenge, self-government, and diversity give an employee sense of meaning and likewise, these jobs
become appealing to the employees impacting their level of engagement. Conclusively, the influence of job
characteristics on employee engagement seems to be confirmed by the current study as suggested from previous
studies.

As stated in Parsley (2006), effective communication within the organization is an important determinant of
employee engagement. One of the crucial aspects of effective communication is the communication skills of
managers because everything starts from them. Communication in an organization should be open and forthright,
while supervisors should ensure that the information is passed equally among all employees. Also, employees
should feel free to express their attitudes on how things should be done and management should take into
consideration all suggestions or complaints by employees. Conforming to Shaffer (2004), organizations are able
to intensify overall organizational performance through employee engagement using the cautiously managing
communication. Wyatt (2008) has figured out that communication is a key determinant of the overall
engagement level of employees. Evidence suggests that supremely engaged employees communicate more often
with their supervisors and managers than low engaged employees. Organizations should keep labor force
informed about the issues going on in an organization so that all organization members tend to work for the same
outcomes. If certain alterations are going to happen in an organization, employees should be informed in a timely
manner to respond as good as possible to these changes. Krishnan and Wesley (2013) confirmed the positive and
significant relationship between internal communication and employee engagement, suggesting that
communication within the organization is a strong predictor of employee engagement. Therefore, managers
should concentrate on developing effective communication channels and ensure a smooth flow of information
throughout the organization for the purpose of attaining ultimate organizational goals (Krishnan & Wesley,
2013). Conforming to all these findings, it can be said that the current study managed to find the same results.
Yet, work-life balance part of this hypothesis is not supported meaning that in case of hotel employees in
Sarajevo, work-life balance does not play a highly important role in driving the level of their engagement. A
research study conducted by Wang (2016) states that there is a strong positive relationship between WLB and
employee engagement. This means that those employees who manage to create a balance between personal and
professional life tend to be more engaged than those failing to balance these two aspects. However, the final
results of the current research study failed to confirm earlier findings. The relationship between all differentiator
engagement drivers and employee engagement was expected to be significant and positive.

Hypothesis 2: There is a significant and positive relationship between each differentiator engagement driver
(brand/corporate image, empowering leadership, and rewards and recognition) and employee engagement.The
analysis found out that empowering leadership and rewards and recognition are significantly and positively
related to the employee engagement. This means that having a supportive and encouraging leadership which
tends to involve employees in decision making, while at the same time provides useful feedback to employees
will indeed be resulting in high levels of employee engagement. Following the same direction, rewards and
recognition contribute to the employee engagement when provided to employees based on their performance at
least. It should be kind of unwritten rule that employees who are recognized and appreciated for high
performance, while also awarded through financial and nonfinancial incentives will be appreciating and highly
valuing the organization they are working for. Consequently, they will compensate by high levels of engagement.
In wide literature, leadership is recognized as one of the pivotal determinants of employee engagement (Anitha,
2014; Carasco — Saul, Kim, & Kim, 2015). The theoretical foundation supports different types of leadership.
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Having this in mind, transformational leadership was identified as factor emphasizing employee engagement
(Zhu, Avolio, & Walumbwa, 2009; Aryee et al., 2012). In similar fashion, authentic leadership (Walumbwa et
al., 2008), charismatic leadership (Babcock-Roberson & Strickland, 2010), and empowering leadership (Tuckey,
Bakker, & Dollard, 2012) turned out to be strong determinants of employee engagement (as cited in Cai et al.,
2018). Empowering leadership is particularly important because it is capable of enhancing autonomy among
employees which is extremely valuable for labor force (Zhang & Bartol, 2010; Tuckey, Bakker, & Dollard,
2012). Empowering leadership is narrowed shape of relational leadership including dividing control over
activities that can considerably encourage employees’ motivation, participation, and engagement (Thomas &
Velthouse, 1990). In their study about leadership and engagement, Wallace and Trinka (2009) evinced that
employee engagement is an expected outcome of inspiring and empowering leadership. Leaders are held liable
to enhance the importance of employee performance on general business favorable outcomes. Taking this into
account, employees will perceive their job as significant and worthwhile which will foster their engagement
(Wallace & Trinka, 2009).

In line with the prior findings, the present study discovered the significant and positive relationship between EL
and EE.Scott and McMullen (2010) were examining the impact of rewards programs on employee engagement
where they supported earlier findings that employee engagement is significantly determined by rewards and
recognition structure, programs, and policies. Organizations fostering engaging employees through rewards and
recognition incentives are likely to strengthen motivation and engagement levels of employees than
organizations which do not use such programs. Evidence suggests that rewards and recognition have a huge
significance in determining the level of employee engagement. Employees who are awarded, appreciated and
recognized for performing well consider engagement towards organization as an obligation (Saks & Rotman,
2006). Another finding by Kahn (1990) argues that the extent of employee engagement is a result of employees’
observation of what they gain for high performance. It is not always important what the reward for high
performance is, but also how employees perceive these rewards. Anitha (2014) concluded that if an organization
wants to benefit from the highly engaged labor force, it should set sustainable standards of rewards and
recognition for its employees (Anitha, 2014). It can be concluded that the significant and positive relationship
between RR and EE which is found in this study consistently reflect the formerly derived results.

However, brand/corporate image sub-hypothesis is not supported meaning that this element is not driving the
level of employee engagement significantly among hotel employees in Sarajevo. In the study conducted by
Ambler and Barrow (1996) was discovered that powerful marketing of an appealing brand image has an ability
to yield benefits for organizational performance through organizational trust and commitment, while the
powerful brand equity might generate a higher return on human resources. Organizations with a strong brand or
corporate image perceived by employees tend to entice highly skilled labor force, improve the relationship
between organization and employees, and ultimately decrease the rate of turnovers among employees (Berthon et
al., 2005). Based on interviews conducted in Finland, Japan, and Korea among employees working in different
industries, Wang (2016) found out that employees are willing to “say”, “stay”, and “strive” if they perceive their
corporation as a valuable and prestigious, providing the quality to customers. If the brand or corporate image is
viewed as positive in the eyes of customers, employees feel proud and inspired to work hard (Wang, 2016). The
final results of the current study failed to support the prior results when it comes to the relationship between BCI
and EE.

B. 6.2. Model Il — Employee Work Outcomes

Going back to 1990, Kahn was the initiator of the idea that employee engagement is positively associated with
various organizational outcomes. The argument for this idea suggests that employees who find justified reason
for performing specific tasks will strive for organizational success instead of performing tasks just because they
are paid for it (Kahn, 1990). In line with Saks’ (2006) findings, impacts of the engaged labor force are
tremendous. In general, engaged employees are prone to express positive attitudes towards the organization and
exercise desirable behaviors, while they are less likely to quit the current job. In consistency with Kompaso and
Sridevi (2010), employee engagement plays a crucial role in enhancing the relationships between employers and
employees. Strong interpersonal relationships lead to profound emotional attachment towards the organization.
In addition to strong attachment, employee engagement contributes to higher efficiency and high retention rates.
Model Il tends to examine the influence of employee engagement on the employee work outcomes, which are
simultaneously the business outcomes.
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It is consisting of three hypotheses. The results are discussed below.The relationship between employee
engagement and employee work performance was expected to be significant and positive.

Hypothesis 3: There is a significant and positive relationship between employee engagement and employee
work performance.The statistical analysis showed that there is a significant and positive relationship between
employee engagement and employee work performance. This tells us that hotel employees in Sarajevo who are
engaged with their current organizations have a tendency to exercise better performance, focusing on their tasks,
and giving their best to achieve personal, but also organizational goals. From this, we can also conclude that,
conversely, employees who are not engaged with their current employer are more likely to perform low.As stated
by Robertson-Smith and Markwick (2009), engagement gives employees a chance to dedicate themselves to the
work and enhance their confidence and productivity. It also may contribute to developing positive attitudes
towards work and organization. Benefits of engagement are immense, starting from higher efforts, improved
psychological state of an individual, and enhanced creativity, to desirable individual behaviors. At the end of the
day, these factors lead to a happier and more efficient labor force (as cited in Bedarkar & Pandita, 2014). In
addition, a number of researchers (Gonring, 2008; Harter et al., 2009; Nahrgang, Morgeson, & Hofman, 2011)
support the claim that there is a significant and positive relationship between EE and EWP which is in
consistence with the results of the present research.The relationship between employee engagement and affective
organizational commitment was expected to be significant and positive.

Hypothesis 4: There is a significant and positive relationship between employee engagement and affective
organizational commitment.The results indicated that the relationship between employee engagement and
affective organizational commitment is significant and positive. When employees are highly engaged, they feel
the organizational problems as their own; feel the strong sense of commitment, belonging, and affection towards
the organization. They believe that they fit the best with the current organization. The more engaged employees,
the more committed labor force is.Concerning the effects of employee engagement on organizational
commitment, it was figured out that as the level of employee engagement improves; organizational commitment
does the same providing greater job satisfaction, enhanced performance, creativity, lower absenteeism, and
reduced intention to quit the job (Scahufeli & Salanova, 2007). Meaningful and psychologically sound
environment, as well as climate at the workplace, adds to the extent of employee involvement and commitment
of time and efforts into the organizational activities (Brown & Leigh, 1996). Widely known research by Saks
(2006) about determinants and outcomes of employee engagement disclosed that engagement is actually
mediator between determinants such as job characteristics, rewards and recognition, procedural and distributive
justice, perceived organizational and supervisor support, and corresponding outcomes such as job satisfaction,
organizational commitment, turnover intention, and organizational citizenship and behavior. The field
investigated by Maslach, Schaufelli, and Leiter (2001), discovered six aspects (workload, control, rewards and
recognition, community and social support, perceived fairness, and values) of work and life contributing to
engagement and results have shown that all of these six factors are positively related to the engagement. Similar
to the findings of other authors (Saks, 2006), employee engagement serves as a mediator between antecedents
and consequences of employee engagement such as performance, commitment, satisfaction, and job incumbency
(Saks, 2006). Respectively, it can be said that the current study succeeded to be in line with the earlier studies
when it comes to the relationship between EE and AOC.Finally, the relationship between employee engagement
and turnover intention is the only one expected to be significant and negative.

Hypothesis 5: There is a significant and negative relationship between employee engagement and turnover
intention.The final hypothesis is also supported backed up with the statistical results. This result indicates that
the high level of engagement among employees will result in lower intention to leave the current organization.
The descriptive statistics of the data provide evidence that employees in hotel industry, with the focus on 4 and 5
star hotels in Sarajevo City are relatively engaged to their work and organization, which means that a
considerable number of them out of 135 included in the analysis score relatively high on say, stay, and strive
facets. However, among these three facets, the smallest mean is noted in “stay” facet. This can be related to their
scores on turnover intention scale, where a huge number of respondents reported not having an intention to leave
the organization in the following short term period. However, in long term, the respondents reported intention to
look for other job opportunities. In general, engaged employees do not have the intention to quit the job easily.
When employees are not emotionally attached to the organization, it is more likely that they will seek better
working conditions (i.e. higher salary, higher flexibility) somewhere else. Primarily, higher engagement causes
commitment by employees towards the organization, which then leads to lower voluntary turnover, and
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eventually increased retention (Schaufeli& Bakker, 2004; Haid& Sims, 2009). Employees with a high level of
engagement are recognizable for their energy, dedication, and involvement. As argued earlier in this work,
positive attitudes and overall bright work experience generate high levels of organizational commitment. High
levels of organizational commitment drive employees’ desire to remain with the current organization with
insignificant levels of intention to quit (Schaufeli & Bakker, 2004). The theory developed by Hobfoll about the
conversion of resources states that employees enrich work environment by resources, they invest their
knowledge, skills, abilities, and personal and interpersonal traits (Halbesleben & Wheeler, 2008). A decline of
these resources resulting from job shifting makes employees less likely to leave the current organization. Rather,
these employees strongly devote themselves to the work (De Lange, De Witte, & Notelaers, 2008). The same
results are provided in a survey conveyed among hospital employees who stated to be intensely committed to
their work. They reported being more loyal to present organization instead of looking for alternatives (Michell et
al., 2001). These findings are supported by Towers Perrin European Talent Survey (2004) too, which recorded
66% of supremely engaged labor force with no intention of leaving the present work in comparison with 12% of
disengaged labor force. Additionally, a very small percentage of the engaged labor force (3%) reported looking
for another employer. Moreover, Westhuizen (2014) analyzed the intention of audit firm employees in South
Africa to leave their organization based on their level of engagement. The final results have shown that the more
employees are engaged, the lower their tendency to quit the current job is. This study concluded that engaged
and committed labor force is less disposed to turnovers (Westhuizen, 2014). Having these findings in mind, it
can be inferred that the results of the current study are in agreement with the previously done studies, which is
the significant and negative relationship between the EE and T1I.

VI. CONCLUSIONS

Employee engagement is without any doubt the management topic which takes huge attention in last decades all
around the world. It is recognized as highly important concept to be measured and managed in any type of the
organization. A number of scholars worldwide investigated this topic to the single details in order to identify the
major determinants of employee engagement, due to their awareness of benefits associated with the high level of
employee engagement. Similarly, this research study focuses on the analysis of employee engagement, together
with its drivers and potential outcomes. Recognizing the importance of employee engagement, and reviewing
from the literature that the least engaged labor force might be found in the Balkans, the researcher intended to
analyze the situation in the capital of Bosnia and Herzegovina, Sarajevo City. For the keeping the simplicity and
clarity of the work, the author decided to divide the analysis into two models.

The first model concentrates on the factors driving the level of employee engagement among hotel industry
employees in Sarajevo City. The empirical results of the first model help us to provide the answer on the first
research question, accomplishing the first research objective as well. The relationship between job
characteristics, internal communication, empowering leadership, and rewards and recognition, as proposed
drivers of employee engagement, turned out to be positively significant. This tells us that these four factors are
the major triggers of employee engagement among hotel industry employees in Sarajevo City. However, work-
life balance, and brand/corporate image are the factors that do not play an important role in driving the level of
employee engagement within the given sample.

The second model concentrates on the potential employee work outcomes that arise as a result of the level of
employee engagement among hotel industry employees in Sarajevo City. The final results of the second model
suggest the response on the second research question, attaining the second research objective consistently. The
relationship between employee engagement, employee work performance, and affective organizational
commitment turned out to be positively significant, whereas the relationship between employee engagement and
turnover intention came out to be negatively significant, as expected. This means that enhanced employee work
performance, stronger affective organizational commitment, and lower turnover intention, are the potential
outcomes of having the engaged labor force. Taking into consideration all the facts and elements proposed by
Aon Hewitt Model of Employee Engagement, the following conclusions can be drawn. Employees who ,,say* are
those speaking positively about the organization, work, co-workers, potential labor force, and eventually
customers, using all potential opportunities to express their pride with the organization. Employees who ,,stay*
are those having a strong sense of commitment, belonging, contribution, and desire to be the part of the current
organization. Employees who ,,strive” are those highly motivated and encouraged to pursue additional efforts
and engage in activities leading to the organizational superior outcomes. Very often, managers tend to improve
one of these outcomes such as concentrating their efforts to keep talent (make them stay), while neglecting other
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outcomes (i.e. make them strive). In this sense, it is undeniably needed to identify the critical points in all of
these facets if the win-win situation is the ultimate target. Tourism is one of the fastest growing sectors that
contribute to a large extent to the overall economy of any country. A trend of consistent growth in tourism in
many states around the world is expected to continue in the future (World Tourism Organization, 2017). This is
the reason why particular segments of the hospitality industry such as accommodation (hotels, motels,
apartments...), and the food industry (restaurants and coffee shops) should be subject to deeper analysis. It is of
great importance to attract as many as possible people coming from different parts of the world, making their
journeys a pleasant and unforgettable experience. This is one of the feasible ways to promote our country in the
best possible way. That is why focus should be put on employees because if they are motivated, satisfied, and
engaged to the organization to the full potential, an organization is able to accomplish its goals, while at the
same time, the purpose is going much more beyond the profit maximization, and is working in favor of well-
being of a whole society. As it is widely well known, human capital is the only asset of an organization that
cannot be copied. In order to make your employees loyal and for the purpose of retaining them as such, the most
fundamental task is to make and keep them motivated, satisfied, and engaged. They will know how to
compensate and make you satisfied as well.
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