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PREFACE

Dear colleagues, ladies and gentlemen, followers of quality, welcome to the 20thNational and 6th
International Conference organized by the Association for Quality and Standardization of Serbia,
named QUALITY SYSTEM CONDITION FOR SUCCESSFUL BUSINESS AND COMPETITIVENESS, with-
in which the following events are organized:

— 45th National Quality Conference of Serbia

— 22nd Counselling SQM 2018

— 2nd National Quality Conference of Bosnia and Herzegovina
— 2nd International Conference for Quality Research

— 12th International Quality Conference

— 12th International conference ICQME 2018

— 3rd International conference on Quality of Life

Significant changes are happening on the global plan of quality infrastructure, which strive to con-
stant improvement and advancement.

As far as our country is concerned, we have a trend of a more serious understanding of the need for
quality whose task is to contribute to a higher quality business through the quality of products and
services, education, health care, public sector, politics, media, and by that, to the quality of life of
our citizens.

It is of high importance for the Republic of Serbia to put all the available resources in function of
advancement of economy. We believe that the resources are not exploited enough, especially the
human potential, that is, scientists and experts who work with the system of quality.

By organizing scientific conferences so far, including this one, 20th National and 6th International
Conference, the Association of Quality and Standardization wishes to give a scientific and expert
contribution to the tendency of economic growth, and thus to the improvement of the standard of
life.

A larger number of topic fields will be processed on this scientific conference related to: Quality sys-
tem condition for successful business and competitiveness; Improvement of quality infrastructure
management systems; Development and establishment of management (in theory and practice);
Management by knowledge; Quality of products; Audit and certification; Global quality; The Cul-
ture of quality; Management systems in the public sector; Quality and risk; Information system in
the function of management system development; Motivation and quality; Organizational behav-
iour, leadership and management; Quality and quantity of life; Influence of science and technology
on the quality of life; Local, regional and global quality of life.

Organization of “round tables” on the topics:

— Development and implementation of system for performance evaluation of high education
institutions and systems in Serbia;

— Availability and safety of food: From vision to reality;

— We will process the topics and draw conclusions for two very significant fields such as high
education and food safety.

Papers published in three collections give a possibility to leaders in the real and public sector to find
the right strategy, politics, vision and mission; to strengthen their competitive position on the mar-
ket by a good setting of goals and their realization, and to increase the satisfaction of their custom-
ers and users of their services.



This year, 20th National and 6th International Conference will be organized in cooperation with:

— The Centre of Quality of Faculty of Engineering in Kragujevac

— The Centre of Quality of Faculty of Mechanical Engineering in Podgorica
— Faculty of Mechanical Engineering, University in East Sarajevo

— College of Applied Studies In Technics and Technology from Krusevac

— Middle and South East countries quality initiative

with the support of

— Ministry of Economy Of the Republic of Serbia

— Ministry of Education, Science and Technological Development
— Ministry of Trade, Tourism and Telecommunications

— Serbian Association of Employers.

On behalf of the organizational board of the 20th National and 6th International Conference, 1
would like to thank all the authors and co-authors of papers, co-organizers, sponsors and donators,
means of public information, participants from Serbia and abroad who helped us organize this con-
ference.

The Chairman of the Organizational board
Professor Zoran PunoSevac PhD
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MANAGEMENT WITH THE COST OF QUALITY IN THE
HOTEL INDUSTRY OF MACEDONIA

Prof. Elizabeta Mitreval

Julijana Sazdova?

Abstract: This paper presents the findings of the research regarding the analysis of the costs of quality in the
hotel industry in Macedonia, the ability of managers to build up a good system for analysing the cost of
quality, as well as the directions that they need to go through in the process of optimization of the business
processes.

The need for quality cost analysis can help managers understand the impact of poor quality on financial
results and the poor image of hotels. First, it will help managers to increase their activities to improve the
quality of business processes, products / services.

Designing and applying the total quality management system rather than classical quality control of
products / services implies the design and application of the methodology for optimizing business processes
and changing the organizational structure where the quality is integrated into each segment of the operation.

Keywords: Internal standardization; Cost of quality; TQM (Total Quality Management) system;
Optimization of business processes.

JEL Classification: C83, D23, L15, L83, M21

1. INTRODUCTION

No activity in the world in the last few decades has had such an increase in development and
impressive results as tourism. Thanks to such expansion, tourism became one of the most important
social and business phenomena from the end of the last and the beginning of this century as a result
of the dynamic development of modern information systems and traffic.

The expansion of tourism on international scale is a consequence of the development of the
numerous activities that participate in the creation of the tourism product, among which a
significant role is played by the hotel industry. Thanks to its facilities, catering and other, hotel
business has strongly encouraged tourists to use the services of accommodation and other

! Elizabeta Mitreva, Faculty of Tourism and Business Logistics, Gevgelija, University "Goce Delcev" - Stip,
Macedonia, elizabeta.mitreva@ugd.edu.mk; elizabeta.mitreva@gmail.com

2 Julijana Sazdova, Faculty of Tourism and Business Logistics, Gevgelija, University "Goce Delcev" - Stip, Macedonia,
julijana.sazdova@yahoo.com
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accommodation related services (food, entertainment, recreation, trade, etc.). In the wide range of
facilities offering accommodation services, i.e. different types of categorized accommodation
facilities (hotels, motels, boarding houses, apartments), the hotels are the most homogeneous part of
this activity, because through their functioning all important features of the business processes in
relation of other types of accommodation are reflected. As such, they present the total
accommodation offer and represent a map for the hotel industry, regardless of whether they operate
independently (within a certain system) or a hotel group.

The hotel offer is specific in terms of the spatial, technical and technological and organizational -
personnel capabilities, which within a whole provide a complete catering service (accommodation
with different combinations of food and beverage and other additional services).

The performance of the hotel activity is conditioned by the existence of objects of purpose character
which fulfill spatial, technical and technological, sanitary and hygienic and organizational -
personnel standards and represent a guarantee for providing satisfaction to those staying in them.
The orientation towards the quality of hotels in meeting the needs and demands of the tourists
becomes an imperative, an important element for distinguishing the products and a key element of
the loyalty of the tourists towards certain tourist places, that is, the choice of a hotel. The orientation
towards the quality of hotels in meeting the needs and demands of the tourists becomes an
imperative, an important element for distinguishing the products and a key element of the loyalty of
the tourists towards certain tourist places, that is, the choice of a hotel. The essence of the quality
orientation is reflected in its ability, at the same time, to provide market expansion, increase
productivity, optimize costs and raise the level of quality. This approach is present both in hotels
that operate independently and those that are integral to large companies and hotel groups through
joint ventures, franchises, management or other integration processes. In tourism and hotel
management, the sale of services depends on the quality of service that should correspond with the
expectations of the guests and the achieved level of their satisfaction. The realization of this
pleasure implies permanent monitoring of the requirements of the modern tourist, respect of the
established standards and continuous improvement of the hotel offers, which is also the essence of
the quality management and hotel management.

The ranking of quality in hotel business is expressed through the categorization of hotel facilities.
The categories of hotels around the world are largely equal in quality of service, especially when it
comes to hotel groups, where the level of quality is guaranteed in the same circle of the same chain
regardless of the country in which the hotel is located. Quality increases the value of the service in
the users’ eyes, and thus creates room for higher price formation. High quality, capable of higher
prices, reduces the cost of errors and their repetition, which positively affects the overall financial
results. In hotels, there is a simultaneous process of production and consumption of hotel services.
Unlike the manufacturing sector where the production and consumption processes are spatially and
temporally separated, in the hotel industry these processes take place simultaneously. The
separation of these processes in the production activity allows the elimination of bad (blemish)
products before they reach their user. While in hotels, numerous products are produced and used at
the same time, so there is no possibility of eliminating the bad product / service (the current position
of the receptionist, the cookbook or the waiter), nor their storage. The poor service leads to guest’s
dissatisfaction. Namely, most of the individual services are delivered at certain intervals of the
hotel's guest stay cycle that conditions the simultaneous production and usage (consumption) of the
services. This is a serious management problem, because demand is identified by consumption that
becomes a determining generator of the concept of a hotel product.

The combination of such complex relationships and features cause many implications that greatly
affect the quality of the hotel service primarily in terms of simultaneous proves in the process of
production and consumption of the hotel service. A large number of segments of the service system
are “responsible” for the ultimate level of services provided and its overall quality. As a
consequence of the influence of numerous and various elements participating in the formation of the
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hotel service, there is insufficient uniformity in their creation and inequality (variability) in the
quality of the individual parts of the service. Commitment to management is vital in quality
management and above all in cost analysis in order to achieve a certain level of quality at
competitive prices. Cost analysis provides prevention, reduces the number of failures / delays /
errors / failures, thereby avoiding failure, as it can destroy team spirit and negatively affect financial
performance.

Today, the new approach to quality requires new activities in the field of education of employees,
introduction of standardization of all processes, introduction of statistical process control due to
defective operation, as well as a new approach in the cost analysis. At the same time, this means a
drastic change in the behaviour of employees, radical changes in the organizational setup, a clear
definition of the rights, obligations and responsibility of each individual in the hotel.

2. LITERATURE REVIEW

The total cost analysis system, which is one of the most useful pillars in every hotel, includes the
cost of quality. They arise because of the existence or possible existence of poor quality and their
analysis should be simple and practical, and not too administrative and chaotic. Costs of quality
cannot be found in traditional cost calculations, but they are of great value to a company. The
concept of quality costs has existed for more than 30 years and is an essential part of the TQM
(Total Quality Management) strategy [1]-[4].

By analysing the costs, prevention is provided, the number of failures / delays / errors / failures
decreases, thus avoiding the failure and negative impact of the financial results of the hotels. Each
hotel plans its optimum quality of products / services during its operation. This means that the
quality should satisfy the requirements of the consumers as well as the possibility for them to pay,
but also for the hotelier, the product / service should be cost-effective. Today there are mistakes and
defects that the consumer is not ready to pay, making the hoteliers’ suffer losses. It can be freely
said that the quality of quality is more expensive. According to Juran and Godfrey [5]: "Costs of
quality are a gold mine that deserves attention and pay for their research." Or according to
Chepujnoska and Bjen [6]: "Quality is not expensive, expensive is poor quality".

According to James [7], another view of quality costs is that these are costs that will not be created
if employees are doing their job perfectly or when business processes are completely reliable and
the results of the processes will be fully cost-effective and optimal.

Fields [8] does not use the notion of quality costs, but rather a quality price, which equates the costs
of meeting the requirements of consumers, combined with costs that arise when they fail to meet
them.

Deming's famous saying about the link between quality and productivity says [9]: Productivity is
growing if quality is improved, but this fact is known and applicable only to a small number of
educated people.

According to Kaplan and Norton [10], 85% of the omissions affecting the emergence of certain
categories of quality costs in companies are attributed to management.

For Deming [9], the goal is, instead of judging people, to help them optimize processes and benefit
everyone. When defining the costs, the optimum cost to be paid by the manufacturer to ensure
quality according to the expectations of the buyer / user is taken.

The American Quality Association shares the cost of quality in internal and external. Internal are
those that result from error detection before the product is delivered (inspections, controls, delays),
and external ones are the result of detection after the delivery of the user (complaints, warranty
charges, services, product return, change in contracts, decline in the reputation of the hotel, etc.).

Whatever motel is applied when analysing the cost of quality, it is important to achieve the ultimate
goal and this is their reduction [11].
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The thorough analysis of the cost of quality provides a clear picture of the financial results of the
hotel, thus enabling management of the total costs and achieving positive working results. Although
the cost of quality can greatly affect the financial results of hotels, there is no legal obligation for
their analysis and public presentation. Many managers do not want to deal with this problem.
Minimizing costs means that for a given level of production no more sources are used than
necessary. For hotels, this will mean higher profits, as there is a greater difference in the cost of
production and the selling price at minimal cost [12] — [15]. In practice, this is only realized if they
are known: market needs; the price that the buyer is willing to pay for a certain level of quality; as
well as the cost of quality (to obtain the optimum level of quality).

If we take into account all the listed costs related to the quality of products and services, it is evident
that the quality management system performance must be measured with financial indicators that it
warned by the norm of the 1ISO 9004-1 standard (point 6). Garcia-Bernal et al., [16], see every
company as a specific "value chain.” "Value" in the "value chain™ represents what customers are
willing to pay for the product or service. Activities in the "value chain" of a hotel are part of a larger
"value system™ consisting of the "value chain” of the supplier, the distribution channel, and the
processes of production and consumption of the hotel service [17], [18]. Therefore, the achievement
and maintenance of the competitive advantage of hotels is of great importance not only for the value
chain of the company, but also for the other value chains in the total value system [19], [20]. Thus,
the calculation of the costs of basic activities is extremely important for identifying the possibilities
for improving the efficiency and effectiveness of business processes. In order to optimize business
processes it is necessary to define the goals, and the processes need to be identified, measured and
harmonized according to the requirements of the consumers. Everyday practice of employees in the
hotel industry should not only be their self-control in the work, but they must be trained to act
preventively [21]. They should be responsible, correct their mistakes, and present any problem with
regard to the quality they will discover [22]. The application of the new TQM strategy in the hotel
industry means the design of a good documented quality system covering all the business processes
of the hotel and is an indispensable basis for the successful application of statistical process control
(SPC) and efficient teamwork that could otherwise not be set up in the event of a poor quality
system [4]. In this way, it is ensured that the attitudes of top management contained in the quality
policy are carried out and this creates a climate and information base on which the teamwork can be
developed. The appearance of the ISO 9000 series standards and the adoption of the TQM
philosophy (Total Quality Management) has led to a massive application on one hand, set as a
market strategy to meet the needs of users, and on the other hand, as a superior style of work. The
adoption of this philosophy in the hotel industry has led to the promotion of competitiveness and
efficiency, cost savings and long-term sustainable development of the hotel industry [23] — [24].
3. DESCRIPTION OF THE HOTEL INDUSTRY IN MACEDONIA
Macedonia actually has a well-developed hotel accommodation offer. As of 16.01.2018, there are
140 registered hotels of all categories in total, Table 1.

Table 1: Structure of hotels in Macedonia as of 16.01.2018

Type of hotels Number %
Superior hotels with 5* 9 6,4
Hotels with 5* 3 2,1
Superior hotels with 4* 10 7,1
Hotel with 4* 46 32,9
Superior hotels with 3* 10 7,1
Hotels with 3* 36 25,7
Superior hotels with 2* 10 7,1
Hotels with 2* 14 10
Hotels with 1* 2 14
Total 140

Source: Ministry of economy, Sector of tourism and hospitality, Review of categorized hotels
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Table 1 shows that the most numerous hotels are those with 4* (32,9%), while the least numerous
are those with 5* (2,1%). Since 2013, a new Rulebook of categorization of hotels has been brought
officially and a certain number of hotels got additional star as a result of improved standards so they
achieved the category superior hotels. The received decisions of categorization are valid for three
years.

The increased number of hotel accommodation brought about growth of hotel rooms and beds. The
current accommodating touristic offer in Macedonia is versatile and it comprises all kinds of basic
and additional capacities that give service for accommodation and stay. So, as of December 2017,
from total 28305 rooms and 73168 beds registered in all capacities in hospitality, the hotels with
three, four and five stars participate with 6777 rooms (24%) and 14.521 beds (19,8%).

Table 2 shows the dynamic growth of hotel rooms and beds in the period from 2015-2017. It is seen
that the total number of hotel rooms with three, four and five stars has grown to 114,4% i.e. from
5.802 rooms in 2015 to 6.777 rooms in 2017.

At the same time the increase of 14,7% is registered in the total number of hotel beds (Table 3), i.c.
from 12.390 beds in 2015, to 14.521 beds in 2017.

Table 2: Number of hotel rooms with three, four and five stars in Macedonia according to the structure,
2015-2917

Number of hotel rooms in different accommodating objects in Macedonia 2015-2017

2005 | 2016 2016 2017
Rooms % Rooms %
Hotels ***** 1258 1338]__ 6% 1339 1455) 9%
Hotels **** 2568 3005 16% 3005 321]  10%
Hotels *** 1956 2030] 4% 2030 2001 |

Source: State statistical office. (2017)

Table 3: Number of hotel beds in different accommodating objects in Macedonia according to the structure,
2015-2017

Number of hotel beds in different accommodating objects in Macedonia according to the structure
2015 | 2016 2016 2017
Beds % Beds %
Hotels ***** 2513 2739 9% 2739 2867 5%
Hotels **** 5363 6323| 18% 6323 6964 10%
Hotels *** 4514 4657 3% 4657 4690 1%

Source: State statistical office. (2017)
4, METHODS IN THE RESEARCH AND ANALYSES OF THE RESULTS

In the research qualitative and quantitative methods are used. The qualitative approach includes a
review of the literature of many publications that generally deal with the issues of the quality
system and its application in practice.

The quantitative approach consisted of an electronic survey designed for hotel managers with three,
four and five stars. The survey was conducted in the period March-April 2018, with a reminder of
every unanswered questionnaire sent on a weekly basis.

The sample is made according to the list obtained from the Sector for Tourism and Catering within
the Ministry of Economy (Table 4). In addition, more than half of the hotels identified for the
survey have four stars (48,9%), more than a third have three stars (38,3%), while only 12,8% have
five stars.
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Table 4: Sample in the survey

Type of hotel Number %
Hotel with 5* 12 12,8
Hotel with 4* 46 48,9
Hotel with 3* 36 38,3
Total 94 100

Source: Government of the Republic of Macedonia, Ministry of Economy, Sector for Tourism and Catering.
Note: Data as of May 2018.

Although the survey was ambitious and involved a total of 94 hotel managers with three, four and
five stars, only 37 of them responded to the electronic survey. The distribution of responses by type
of hotel is visually presented in Table 5. The obtained response rate of 39,4% is relatively high
given regarding the fact that it is an electronic survey where, due to lack of personal contact, the
percentage of answers usually ranges between the 16- 25% [16], [27].

Table 5: Distribution of answers by type of hotel in percentages

Type of hotel number %
Hotel with 5* 10 27
Hotel with 4* 17 46
Hotel with 3* 10 27
Total 37 100

The electronic survey consists of a questionnaire structured in four parts: Part I: General data (open
questions based on the type of hotel, years of operation, number of employees, categorization, etc.);
Part Il: Total quality management system (thirty-five yes / no questions related to the design and
implementation of a quality system); Part I1I: Pillars of the house of quality. The House of Quality
is held by four subsystems: internal standardization, methods and techniques of quality, education
and motivation and cost-benefit analysis, at the top of which is top management, and basically is
measuring, evaluating, analysing and comparing quality / poor quality (thirty-five questions related
to the application of the quality system in companies). The third part of the research should
determine the "age", that is, the development of hotel capacities on the pillars of the house of
quality (from a young and underdeveloped system to a mature and developed system).

Part IV: Indicators for obtaining a European Quality Award (sixty questions for measuring
indicators). The current situation was analysed through the criteria for obtaining the European
Quality Award: leadership, policy and strategy, employee management, resources, pProcesses,
customer satisfaction, employee satisfaction, company impact, business results and how much is
invested in innovation. Through these criteria, it was assessed where Macedonian hotels were
positioned if they were competing for the European Quality Award.

Part V: Managerial assessment (twenty-two questions for measuring the managers' estimates of the
advantage and limitations in the implementation of the total quality management system). The
questions from the second and third part of the questionnaire determined the degree of
implementation of the quality system in the hotel industry. The goal is to identify whether higher-
ranking hotels use the same or different practices when designing and implementing a quality
system, compared to lower-rated hotels.

The questionnaire consisted of one type of questions: Answers according to the 5-degree Liker scale
(where 1 = no, do not plan at all, and 5 = have implemented). Thus, in interpreting the average
values of the results, in the quantification of the influence factor, the following scheme is applied:
1.00-1.80 (not, they do not plan at all); 1.81-2.60 (activities are planned); 2.61-3.40 (in the initial
phase); 3.41-4.20 (advanced); and 4.21-5.00 (have implemented).
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5. ANALYSES OF THE RESULTS

The questions from the second and third part of the questionnaire were intended to determine the
current degree of application of the total quality management system. The House of Quality is held
by four subsystems: internal standardization, methods and techniques of quality, education and
motivation, and cost-benefit analysis. Due to the scope of the research in this paper, the results are
given regarding the application of the system for analysing the cost of quality. The intention was to
identify whether higher-ranking hotels applied the same or different practices in the implementation
of the cost-benefit analysis system, compared to lower-ranked hotels.

In general, the survey concluded that the surveyed hotels have different views regarding the
investigated issues. In addition, among the surveyed hotels there are young hotels that exist only
five years on the tourist market, but also well-positioned hotels with over fifteen years of work
experience.

Table 6: Summary results for the questions about the system for analyzing the costs of quality in hotels

Hotels with Hotels with Hotels with

Key 3* % 4* % 5* %
yes no yes no yes no
There are supervisors to control all operations 23 77 65 35 88 12

It uses the technique of a "blind" guest to make self-assessment of

. 29 51 43 57 66 34
employees and operations

The prices of their products and services on the basis of costs and

. - . 23 77 45 55 88 12
their own business policy

The prices of their products and services on the basis of comparison

. - 69 31 53 47 36 64
with competition

They make an analysis regarding the complaints and objections by

21 79 43 57 79 21
guests

It makes financial analysis in terms of losses occurred as a result of

objections and complaints 13 87 48 52 85 15

It makes internal control at the input of raw materials and

intermediate goods 56 44 66 34 9 !

It makes anonymous surveys of the guests regarding their

satisfaction/dissatisfaction with the services 19 81 36 64 67 33

It accepts the objections and complaints from the guests 23 77 49 51 87 13

Table 6 shows the aggregate results for issues related to the system for analyzing the cost of quality
in hotels. Namely, it is noted that five-star hotels show the most significant care in terms of the cost
of quality products and services, which means they are managed and optimized. These hotels,
together with the majority of surveyed four-star hotels, have quality control supervisors, which is
not the case with lower-rated three-star hotels. Measures that are visible to them show how their
solutions are important to meeting the wishes and needs of customers / users. The same conclusion
comes from the question of using the "blind" guest to make self-assessment of employees and
operations, saying that it is surprising that almost 30% of three-star hotels claim to use it.

Most of the hotels with three and four stars do not make a survey of the guests regarding their
satisfaction / dissatisfaction with the services (81% of three-star hotels and 64% of four-star hotels),
and that they do not accept the objections and complaints by guests (77% of three-star hotels and
51% of four-star hotels).

Most of the hotels with three and four stars determine the prices of their products and services on
the basis of comparison with competition rather than on the basis of costs and their own business
policy (69% of three-star hotels and 53% of four-star hotels). Only 33% of three-star hotels and
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45% of four-star hotels determine the prices of their products and services on the basis of an
analysis of their own costs and business policies.

Complaints and objections of guests in hotels with three and four stars in terms of reasons are rarely
practiced in only 21% of 3-star hotels and 43% of four-star hotels. Not even the practice of financial
analysis in terms of losses occurred as a result of objections and complaints are present in 87% of
three-star hotels and 52% of four-star hotels. The practice of three- and four-star hotels in
Macedonia points out that they do not pay attention to the analysis of the costs of quality due to
ignorance which results in their products / services being expensive and uncompetitive on the
market.

The conclusions are quite different when it comes to five-star hotels. Namely, based on the data
from Table 6, it is noted that more than half of the surveyed managers of five-star hotels claim that
they make anonymous questioning of the guests regarding their satisfaction / dissatisfaction with
the services (67%), they make an analysis regarding the complaints and objections by guests (79%),
accept complaints and objections by guests (87%), make financial analysis in relation to losses

occurred as a result of objections and complaints (85%), and 88% of managers claim they have
supervisors to control all operations, which means that most of them have full business process
management. Five-star hotels determine prices based on costs and business policies (88%), and a
small proportion of them claim to do so based on copying of competition prices (36%). The
findings of the survey are that five-star hotels have supervisors for control of all operations (88%)
and internal control in the input of raw materials and intermediate goods (93%) and apply methods
and techniques for faultless operation resulting in raising the level of quality in all business
processes, reducing all types of costs, reducing the price of products, creating trust among buyers /
users, raising employee knowledge.

Table 7 presents the aggregate results obtained from the answers to the questions from the third part
of the questionnaire referring to the indicators for estimating the system for analyzing the cost of
quality in hotels.

Table 7: Indicators for estimating the system for analyzing the cost of quality in hotels

. . Hotels Hotels with Hotels Total
Indicators for assessing the level of Internal . * s
standardization with 3 4 with 5
Indicators for assessing the level of implementation | Average | Average Average | Average
of internal standardization grade grade grade grade
There are supervisors to control all operations 2,9 3,4
It uses the technique of a "blind" guest to make 34 3,4
self-assessment of employees and operations
The prices of their products and services on the 18 2,9
basis of costs and their own business policy
The prices of their products and services on the 38 3,9
basis of comparison with competition
They make an analysis regarding the complaints 1.8 38
and objections by guests
It makes financial analysis in terms of losses 1,9 2,7
occurred as a result of objections and complaints
It makes internal control at the input of raw 4,2 3,8
materials and intermediate goods
It makes anonymous questioning of the guests 34 34
regarding their satisfaction / dissatisfaction with
the services
It accepts the objections and complaints from the
guests
Arithmetic mean of values
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The impact factor is presented visually with color according to the following legend:

1.00-1.80 1.81-2.60 2.61-3.40 3.41-4.20
(no, they do not (activities are (they are at initial (they are at
plan at all) planned) phase) advanced phase)

Overall, in Table 7, it is noted that the cost estimation indicators for the management of the system
for analyzing the cost of quality are assessed with a medium and advanced impact factor, i.e. they
are in the initial and advanced phase or have implemented a system for analyzing the costs of
quality. Managers of all types of hotels in Macedonia assess that they have supervisors for
controlling all operations (3.7 average), use "blind" guests to make self-assessment of employees
and operations (3.7 mean). Hotels of all categories determine the prices of their products and
services on the basis of costs and their own policy (2.96 in average), while comparing with the
competition in terms of prices is the assessment with 4.0 average values. Hotels of all categories
make internal control at the input of raw materials and intermediate goods (4.3 average values)
which level indicates that they are in an advanced phase.

Table 7 shows that there is also a large number of indicators where the system for analyzing the cost
of quality is low, and it refers to hotels with three and four stars. These indicators are related to the
questions about the anonymous surveys of the guests regarding their satisfaction / dissatisfaction
with the services (3.4 average value), analysis of complaints and objections of the guests (1.8
average value), acceptance of complaints and objections by the guests (4.3 average value), financial
analysis in relation to losses incurred on appeals and complaints (1.9 average value), use of "blind"
guest technique to make self-assessment of employees and operations (3, 4 mean value), the
presence of supervisors for controlling all operations (2.9 average for three-star hotels and 3.4
average for four-star hotels). These indicators show that hotels plan activities related to the
improvement of business processes. Surveyed hotels with four stars and lower ranked three-star
hotels are at some advanced stage, although realistic from our experience can be freely stated that
they are in some initial phase of planning activities.

Namely, it can be noted that five-star hotels show significant care in relation to issues related to the
analysis of quality costs, the implementation of integral quality system control and the design and
implementation of total quality management. Thus, they own a large number of supervisors for
controlling all operations, use a "blind" guest technique to make self-assessment of employees and
operations, anonymous questioning of guests regarding their satisfaction / dissatisfaction with the
services, analyze and accept complaints and objections which means that they continuously work on
the improvement of business processes. Five-star hotels determine their prices based on their own
cost analysis, and very few of them determine prices by comparing themselves with competition.

What Macedonian hotels should aim for is to minimize costs, which means that for a given level of
production, no more sources are used than necessary. For hotels, this will mean higher profits, as
there is a greater difference in the cost of production and the selling price at minimal cost.

What the hotel industry managers need to do is to identify points for identifying and analyzing weak
spots in the whole company, and to analyze the costs of complaints, errors, defects, or costs
occurred because quality requirements are not met. Due to the lack of statistical approach in data
processing, quality assessment and information transfer, there are many problems that Macedonian
hoteliers are facing. The use of statistical process control (SPC) is present in a small number of
hotels.

Guidelines on the meaning and use of the SPC and the improvement of the quality of products /
services must be made available in all fields: marketing, sales, production, finance, human
resources, but it requires regular training for all employees. In doing so, the conclusions indicate
that the higher the hotel is, the perception of different standards in terms of quality, environment,
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occupational safety, information management, energy and food safety is greater in terms of its
implementation.

The technical and technological equipment of the Macedonian hotels is approximately satisfactory
and to some extent meets the current requirements of the customers / users. The problems mainly
come from poorly organized business processes and the inability to meet the required quality
standards. With Macedonian hotels, the same technology produces lower business results.

The reasons are not only in lacking modern technology, but also in weaker managerial skills,
qualifications and employee performance, as well as the quality of business process management.

There is an example of integrated control and self-control in the investigated hotels that existed on
the Macedonian tourist market for more than 15 years. Their consistency on the market is the result
of the integrated quality control applied, which is based on the participation of all employees in the
promotion of quality. They achieved this by changing their awareness and attitude towards work,
depending on their knowledge, learning, desire and motivation for such work. The application of
the Total Quality Management model does not require investments in equipment, new technology,
but only a different approach to work, performance of tasks, mutual communication, unity in
achieving quality, as well as correctness and high responsibility for work and customers.

Our tests have shown that companies that have only formally certified a product / service quality
assurance system do not meet the requirements of 1ISO standards and have no benefits from the
formal quality system.

6. CONCLUSION

From the data obtained from the survey, three-star hotels are in the initial phase of implementation
of the system for analyzing the costs of quality (3.0 average), four-star hotels are advanced (3.5
average), while five-star hotels have implemented a system for analyzing the cost of quality (4.64
average).

Five-star hotels show a clear definition of the rights, duties and responsibilities of each individual
and are fully committed to the customers / users for long-term satisfaction of their desires and
needs. With the definition of rights, obligations and responsibilities, employees have received
greater participation, responsibility and power in identifying and solving problems, able to correct
mistakes, outline quality problems, creating standards and in the efforts invested in continuous
improvement.

By involving employees in problem-solving processes, their motivation is increasing in order to
further enhance the processes they perform.

The experience in the world shows that many hotels have significant difficulties in implementing
the TQM (Total Quality Management) system. Its principles, although in theory are well built, are
in practice it is implemented with great difficulty, so it is not a rare case for numerous hotels for a
variety of reasons to give up its introduction, even though they accepted it. Namely, in hotels very
often, the management only declares about the introduction of this system, and then shows
unwillingness to develop broad support for its implementation. Many managers are simply not
ready to make the decision to implement TQM because they are not capable of upgrading the
quality system. There is a large number of managers who do not have enough enthusiasm to transfer
it to other employees when it comes to improving the quality system. There are also a number of
managers who do not want to transfer some of their powers to a lower level. This should be added
to the unwillingness of the employees to change the habits acquired over the years in the
performance of their tasks. These are just some of the reasons for unsuccessful attempts to establish
a quality system. It is logical to conclude that if the management of an organization is not interested
or unable to continuously improve quality, it is difficult to expect employees to do it. The
management before making the final decision on the introduction of the TQM system should check
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for its own readiness and possible problems that may arise in the process of establishing the quality
system and its implementation.

The conclusion is that the hotels in Macedonia have to measure constantly the satisfaction of the
user of the services, which means using different methods and techniques that serve as the basis for
continuous improvement of the quality of the hotel product and providing pleasure to tourists. Top
management must build an integral quality control system aimed at monitoring the whole
production-service process, indicating deviations and mistakes that may affect product quality and
take timely measures if there are reasons.

Based on the results of the research, there are recommendations for the managers of the hotels in
Macedonia to implement successfully and develop a system of total quality management; it is
necessary for the top management to make a clear and unambiguous decision, while determining
the development of the quality through practical action. If the answers to these assumptions are
satisfactory, the organization can be assured that it is on a good path to success. In doing so,
appropriate procedures must be used in the process of setting up a quality-oriented, market-driven
quality system by the consumer, with an exceptional emphasis on the role of employees.

Hence, as a general conclusion, the need for the necessary application of the methodology of
analyses of the cost of quality as a segment of the integral model of total quality management is
required, which does not require investments in equipment, new technology, but only a different
approach to the work, in the performance of tasks, in mutual communication, togetherness in
achieving quality, as well as correctness and high responsibility for work and customers. By
undertaking such type of activities, the results can be measured, which directly reduces the
operating costs of the hotels operations.
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