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MEASURING TOURIST SATISFACTION AND DESTINATION
IMAGE WITH HOLSAT

Abstract: HOLSAT instrument measures tourist satisfaction by comparing tourists'
expectations and experience regarding various destination attributes. Destination image
influences tourists' expectations, while experience in the destination modifies tourists'
image perceptions, creating differences between pre-visit and post-visit images. Based on
these relationships, which are theoretically explored in its first part, this study argues that
HOLSAT may be used for destination image research. The second part of the study
represents a demonstration of how HOLSAT may be used for measurement of both tourist
satisfaction and destination image, whereby the research was conducted in Belgrade, a
developing urban destination. The city's tourism industry and destination image were
severely damaged in the 1990s, whereby they have started to slowly recover since 2000.
Based on the results of the conducted survey, satisfactory and unsatisfactory destination
attributes were identified, as well as positive and negative components of city's pre-visit
destination image. The most important positive components are related to the
destination's affordability, while the negative components are related to safety, cleanliness
and the arrival station. Modifications of destination image caused by the visit were also
identified. The biggest image improvement after the visit was registered in attributes
related to safety and the friendliness of the local residents, while the negative
modifications related to the public transport were identified as the most important ones.
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Introduction

Tourist satisfaction and destination image have both been extensively researched as
crucial components of business success in the contemporary market and individual
behavior in tourism, respectively (Del Bosque & San Martin, 2008). Kozak et al. (2005)
recognised customer satisfaction as one of the core concepts of marketing. Lee et al.
(2014) pointed out the important role of image in the destination marketing, particularly
in the processes of differentiating from the competitors and leaving a positive impression
on the potential tourists. In other words, destination image influences the decision
making process which results in visiting a specific destination (Chi & Qu, 2008; Dolnicar
& Huybers, 2007).

HOLSAT (HOLiday SATisfaction) was introduced by Tribe and Snaith (1998) as an
instrument for measurement of tourist satisfaction with a holiday experience in a specific
tourist destination. The instrument utilises attribute approach, whereby it measures
tourist satisfaction with various elements of the tourist experience in the destination, both
positive and negative. The first aim of this study is to theoretically explore the
relationship between destination image and tourist satisfaction, particularly the
relationship between destination image and both components of the HOLSAT instrument
— expectations and experience. Namely, influence of destination image on expectation
formation has been acknowledged in tourism studies (Del Bosque & Martin, 2008; Ozturk
& Qu, 2008; Wang et al., 2016), as well as the fact that tourist experience has modifying
effect on image perceptions (Beerli & Martin, 2004; Echtner & Ritchie, 1991; Jenkins,
1999). The second aim of this study is to demonstrate how HOLSAT may be used for
measurement of both satisfaction and destination image, particularly modifications to it
caused by the tourist visit. For that purpose, a HOLSAT survey was conducted in the
developing urban destination of Belgrade.

Belgrade is the capital of Serbia and its largest city, located at the confluence of the
Sava and Danube rivers. In 1970s and 1980s Belgrade was "one of the trendiest and most
cosmopolitan centers of Europe" (Hirt, 2009). Tourist flows to the city peaked in 1985,
when it was visited by total 1.69 million tourists (Joksimovi¢ et al., 2014). Events that
followed dissolution of Yugoslavia in the 1990s (wars, international isolation, economic
collapse) left devastating consequences on Belgrade’s international tourism and
destination image (Goler et al., 2012). In 1999, the total number of tourists was 72.67%
smaller compared to 1985 levels, while the number of foreign tourists decreased for
81.44% (Joksimovi¢ & Stankovié, 2012). After political changes in 2000, the share of
foreign tourists in the total tourist flow began to steadily increase, growing from 11.12% in
2000 to 80.53% in 2015, when the city was visited by total 807607 tourists. Nowadays,
city’s vibrant nightlife and cultural heritage form the main part of its tourist attraction
base, whereby its status of a large business and transport hub majorly contributes to the
tourism development. City’s destination image has been reported to be mainly neutral
and positive with positive perceptions of locals’ hospitality, monuments and the nightlife
(Armenski et al.,, 2009), or moderately positive (Todorovi¢, 2015). Terms such as
"friendly", "beautiful”, "history", "fun" and "cheap", as well as "nationalism", "traffic jam"
and "dirty streets" were also reported to be associated with city’s image (Markovi¢, 2016).
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Literature review
Tourist satisfaction

Pizam et al. (1979) defined satisfaction as "an affective response to the comparison
between the tourist’s expectations and his actual experience". Spreng et al. (1996)
stressed that overall satisfaction is an affective state resulting from an experience with a
product or a service. Other authors incorporated the cognitive aspects of satisfaction into
their definitions, regarding it as cognitive-affective state caused by the cognitive
evaluations of the experience and the emotions provoked by these evaluations (Del
Bosque & San Martin, 2008; Kozak et al., 2005). Together with higher service quality,
tourist satisfaction positively influences destination’s reputation, which is considered to
create positive word-of-mouth, acclaim from the media and public support for
government investments (Baker & Crompton, 2000).

Prayag (2006) labeled visitor satisfaction as "central concept in tourism", pointing
out the disconfirmation theory as crucial in measurement of the concept. Agyeiwaah et al.
(2016) stressed that the expectancy-disconfirmation paradigm represents the basis of the
cognitive approach to satisfaction, labeling it as "focal tourism satisfaction paradigm".
According to the cognitive approach, consumers evaluate services by comparing their
performance to the expected standard (Agyeiwaah et al., 2016). As fundamentally
cognitive, expectancy theory corresponds to the motivational pull factors, which are
generated by tourist’s knowledge about the desired destination attributes (Gnoth, 1997).

Expectations are "tentative representations of future events" and may be positively or
negatively inclined (Gnoth, 1997). According to Tribe and Snaith (1998), expectations are
what people anticipate regarding their experience. Del Bosque et al. (2006) reviewed
previous literature about expectations, concluding that "anticipation” is the common idea
of these conceptualizations and defining expectations as consumer’s anticipation of the
product’s performance. Expectations may also be defined as consumer’s "pre-conceived
belief" about a product or a service, while disconfirmation is defined as "post-experience
awareness of performance compared to expectations” (Agyeiwaah et al., 2016). After
comparison, expectations may be either confirmed (anticipated performance) or
disconfirmed whereby the performance may be worse or better than expected (Baker &
Crompton, 2000). Based on that, tourist satisfaction with the destination may be
considered (Korzay & Alvarez, 2005).

Measuring tourist satisfaction

Since tourist satisfaction is considered to be one of the main research subjects in tourism
studies, the question of valid measurement of this evaluative construct has also been
extensively researched. Different approaches to the concept of satisfaction, data
acquisition methods and instruments, and use of appropriate set of destination attributes
have been the key issues in these debates.

Pizam et al. (1978) stressed the importance of measuring satisfaction with each
component of the product, i.e. destination attribute. Information regarding performance
of destination attributes allows the destination managers to address specific attributes
based on their performance. Therefore, evaluation of diverse destination attributes is
needed in order to ensure comprehensive measurement of tourists’ satisfaction with the
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destination. Accordingly, respondents in their study rated satisfaction with specific
destination attributes on 5-point Likert scales. As an alternative to Likert scales, Dann
(1978) suggested unstructured observational methods. However, broad range of social
science methodology and satisfaction literature stated that Likert-type scales are
characterised by reliability, simplicity and possibility to capture high range of different
responses (Pizam et al., 1979).

Measuring satisfaction only with services delivered by individual providers in the
destination is not considered a holistic approach, because it fails to capture performance
of those attributes which are not related to a specific organization, but rather to the
destination as whole (Truong & Foster, 2006). Criticizing the majority of satisfaction
measurement studies, Alegre and Garau (2010) suggested that they tend to exclude the
negative destination features from the list of attributes which are to be rated. Their
inclusion is advised for achieving more accurate results. Also, they pointed out that a
single attribute, although able to produce satisfaction if present, does not necessarily
cause dissatisfaction if absent, and vice versa.

Overview of pre-HOLSAT approaches to satisfaction measurement

The importance-performance analysis (IPA) was introduced by Martilla and James
(1977). Its primary purpose in tourism is assessment of tourist satisfaction regarding
destination attributes by taking into consideration not only the tourists’ perception of the
attribute’s performance, but also the importance they assign to it. Based on the ratings
obtained through 5-point Likert scales, attributes are placed on a four-quadrant grid, with
their positions serving as guidelines to the decision-makers in the process of policy
creation.

Parasuraman et al. (1985) developed the SERVQUAL instrument, which utilises
Likert scales for comparison of the customer’s perception of the currently used service’s
performance to that of an excellent service. The gap between the ratings is interpreted as
service quality, which is a construct different from satisfaction. While perceived service
quality is based on multiple encounters with the service, satisfaction relates to a specific
transaction.

Cronin and Taylor (1992) created SERVPERF instrument, which only measures
performance of a service, dropping the two-dimensional approach of IPA and
SERVQUAL. By not taking into consideration neither importance nor expectation of what
an excellent service should provide, perceived performance of the currently used service
remains the sole indicator of customer’s satisfaction.

Tribe and Snaith (1998) criticised IPA for fusing expectations with importance of
attributes, SERVQUAL for assuming that all tourists expect excellence, and SERVPERF
for measuring only service’s performance, which may all lead to inaccurate conclusions.
While a tourist could perceive an attribute as generally important, they may not expect it
to perform highly at the given destination. Also, while an attribute’s performance could be
perceived as less than excellent that may not indicate dissatisfaction, because a tourist
does not necessarily expect excellence from the service. For example, using SERVQUAL
for comparing Belgrade’s performance to an excellent one would most likely indicate
dissatisfaction, while the tourist may actually be content with the experience. To address
these issues, Tribe and Snaith (1998) created an instrument which draws conclusions
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about satisfaction by comparing performance to previously held expectations, instead of
comparing it to importance (IPA), the best possible performance (SERVQUAL) or being
one-dimensional (SERVPERF).

HOLSAT instrument

HOLSAT views satisfaction as the difference between tourist’s expectations and their
perception of destination attributes’ performance after the tourist experience (Truong &
Foster, 2006). If actual performance of a positive attribute exceeds tourist’s expectations,
the tourist is satisfied with that specific element of the holiday experience. However, if
attribute’s perceived performance fails to match the corresponding expectations, it is
considered unsatisfactory. With negative attributes, performance lower than the
expectations indicates satisfaction, and vice versa.

Expectations and experience regarding each of the selected destination attributes are
rated on 5-point Likert scales (-4, -2, 0, 2, 4). Based on the obtained results, destination
attributes are placed on an expectation/experience matrix, where average expectation
ratings are presented on the vertical axis and average experience ratings are presented on
the horizontal axis. The matrix is split into two segments by a diagonal line. In cases of
positive attributes, position below this line indicates satisfaction, while position above
this line indicates dissatisfaction. On the contrary, negative attributes positioned below
this line indicate dissatisfaction, while those positioned above it indicate satisfaction.
Further position from the diagonal line indicates higher levels of satisfaction or
dissatisfaction, while position on the line itself indicates matching expectations and
experience regarding the attribute.

There are several key features of HOLSAT which distinguish it from the other
instruments for measurement of tourist satisfaction. HOLSAT goes well beyond
measuring satisfaction with individual services from specific providers and also includes
attributes which are related to the destination in general (Truong & Foster, 2006), e.g.
architecture and communication in English. Also, HOLSAT does not offer a fixed set of
destination attributes which should be evaluated in each destination and allows inclusion
of destination-specific attributes. By taking the negative features into account and
introducing the expectation dimension into satisfaction research, HOLSAT provides
solutions for both problems pointed out by Alegre and Garau (2010).

Truong and Foster (2006) stressed that HOLSAT simply "adds a graphical dimension
to a basic disconfirmation model". They also criticised it for ignoring the importance
dimension of satisfaction. Namely, some attributes have a greater influence on the overall
satisfaction and its further implications than the others. However, Turner and Reisinger
(1999) established a relationship between importance and expectations of attributes and
stressed that satisfaction surveys should focus more on the expectations dimension.

Since its original application by Tribe and Snaith (1998) in the beach resort of
Varadero, the instrument was utilised in case studies of Australian tourists in Vietnam
(Truong & Foster, 2006), Japanese tourists in homestays of rural Malaysia (Meimand et
al., 2013), international and domestic tourists in seaside destination of Penang (Omar et
al., 2015) and others. Well-established resorts and rural destinations were the subjects of
the cited studies. Contrarily, the focus of the current study is on Belgrade as an urban
destination in development, which makes it suitable for demonstration of utilization of
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HOLSAT for measurement of image modifications caused by the experience in the
destination.

Destination image

Crompton (1979) defined tourist destination image as the "sum of beliefs, ideas, and
impressions that a person has of a destination". Del Bosque and San Martin (2008)
defined it as "representation of the tourist destination in the individual’s mind". Lee et al.
(2014) stressed that destination image has recently been defined as "an individual’s total
impression of cognitive and affective evaluations of a particular destination". Based on
these definitions, it may be concluded that destination image consists of the tourist’s
personal perceptions of that particular destination.

Based on Gunn’s (1988) seven phases of the travel experience, Echtner and Ritchie
(1991) and Jenkins (1999) identified three states of destination image formation,
indicating that it is in a constant state of modification. Organic image (first state) consists
of information about a destination acquired through individual’s life from different
sources (media, education, stories of friends/relatives). Induced image (second state) is
formed when organic image gets modified through commercially promoted information
(travel agents, advertisements). Modified induced image (third state) is the result of
further modification caused by the tourist experience in the destination.

Beerli and Martin (2004) designated personal factors and information resources as
major factors influencing individual’s perception of destination image. Information
resources can be primary (experience of visiting the destination) or secondary, consisting
of induced (advertising and promotion), autonomous (media) and organic sources
(familiar individuals).

Echtner and Ritchie (1991) stressed the importance of distinction of images held by
those who visited the destination and those who did not, because of the modification
caused by the experience. According to Beerli and Martin (2004), image perceptions of
individuals after they have visited a destination are often more "realistic, complex and
different” than the ones previously held. Chi and Qu (2008) agreed that personal
experience leads to a more realistic perception of image.

It is clear from the provided literature review that the act of visiting the destination
(tourist experience) is recognised as a major factor in the process of destination image
formation. The tourist experience modifies the previously held image perceptions which
were acquired through other, secondary information sources that an individual was
exposed to prior to the visit.

Structured methods for measurement of destination image utilise a list of destination
attributes, which are rated on a standardised scale. Echtner and Ritchie (1991) stressed
that development of structured methodologies should be based on a "fairly extensive
research" to ensure that the set of destination attributes is complete. For that purpose,
they suggested conduction of qualitative studies with focus groups or open-ended
questions.
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Destination image and tourist expectations

According to Turner and Reisinger (1999), expectations are based on previous knowledge,
marketing efforts and destination image. It should be noted that previous knowledge or
information acquired through individual’s life correspond to the concept of organic
image, while marketing or advertisements lead to the formation of induced destination
image (Gunn, 1988). Therefore, the role of destination image in formation of tourist
expectation appears to be bigger than Turner and Reisinger (1999) originally stressed.

Del Bosque et al. (2006) studied the factors forming the expectations regarding
services of a travel agency and concluded that travel agency’s perceived image was the key
factor in expectation formation. It was more important than tourist’s past experience with
the agency, established communication and tangible features of the agency. While this
study was focused on a single service provider, several studies indicated a link between
destination image and expectations regarding the destination attributes.

According to Bigné et al. (2001, p. 609), destination image "moulds the expectations
that individual forms before the visit". Truong and Foster (2006) argued that perceived
destination image forms part of tourists’ expectations. Del Bosque and San Martin (2008)
determined that perceived image positively influences individual’s expectations regarding
the destination. Ozturk and Qu (2008) established a connection between all of the
destination image factors and tourist expectations, whereby accommodation and
food/beverage facilities, overall environment and hygiene/cleanness, and hospitality and
customer care had the biggest impact on the tourist expectations. Wang et al. (2016)
concluded that both cognitive and affective image components influence the expectation
formation.

Pre-visit and post-visit perceptions of destination image

Gathering new information, including personally experiencing the destination, modifies
tourists’ destination image perceptions (Bigné et al., 2001; Chi & Qu, 2008). Lee et al.
(2014) explored destination image of South Korea by surveying one group of tourists who
rated their pre-trip and post-trip perceptions of various destination attributes, whereby
favorable differences between these images were reported. These improvements were
linked to the fact that tourists’ experience was better than they expected. The tourists with
the highest satisfaction were also the ones whose image perceptions changed the most.
Ben-Dalia et al. (2013) explored pre-visit and post-visit image perceptions of Tel Aviv.
Results indicated major image improvements caused by the tourist experience.

Jani and Nguni (2016) explored differences between pre-visit and post-visit
destination image of Tanzania. The study used one sample of respondents to achieve
accuracy and single statements with words "after" or '"before" to capture image
modifications. The results indicated significant changes between pre-visit and post-visit
images, which was was dubbed as the consequential image, derived from the experience
of visiting the destination.

Manhas et al. (2016) identified three components of destination image, each
corresponding to a specific stage of consumption. Image perceptions in the pre-
consumption stage are created by the destination marketers and the word-of-mouth of
previous tourists, representing a set of quality expectations. Image perceptions in the
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during-consumption stage are created by the tourist experience itself. The third image
component is based on the first two components and encompasses post-consumption
responses of satisfaction/dissatisfaction, intention to revisit and positive/negative word-
of-mouth. The latter further influences the pre-consumption image of the destination as
perceived by new tourists. Importance of this study lies in the recognition of the
relationships between tourists' expectations and their pre-visit image perceptions and
between tourists' experience and their image perceptions during the visit.

Methodological similarities betwveen HOLSAT and image measurement
studies

Lee et al. (2014) and Jani and Nguni (2016) measured image modification caused by the
tourist experience by using one sample of respondents to achieve accuracy. HOLSAT also
uses one sample of respondents, but lacks the commodity of the single statement
approach (Jani & Nguni, 2016). However, by not using this approach and separately
measuring expectations and experiences as two components of satisfaction, HOLSAT
acquires additional data and offers broader possibilities for their interpretation.

As in structured methodologies of image research, attribute approach is also used in
HOLSAT instrument for measurement of tourists’ expectations, experiences and their
satisfaction with various elements of the destination. From a practical standpoint, the fact
that both image measurement and HOLSAT studies are focused on destination attributes
allows the possibility of drawing parallels between their results. For example, Joppe et al.
(2001) provided some conclusions regarding destination image in the interpretation of
the results of their importance-satisfaction Toronto case study. Destination attributes
scoring high on both scales were pointed out as key elements in further image
improvement strategies.

Application of HOLSAT for measurement of both tourist satisfaction and destination
image has several positive and negative aspects. The main advantage is the fact that it
allows simultaneous measurement of both constructs and therefore saves valuable
resources needed for conduction of two separate surveys. Also, if t-test results do not
show significant difference between expectation and experience ratings of a certain
attribute, that means that valid conclusions regarding tourist satisfaction with that
attribute may not be drawn. However, if expectation ratings are also considered
separately from experience ratings in order to explore pre-visit image of that destination
attribute, results that would not offer significant implications for the originally intended
purpose of the instrument still serve as basis for reaching useful conclusions.

When it comes to image measurement, HOLSAT has two main disadvantages,
whereby the first one is shared with other structured methodologies of image research.
Since it utilises a closed type questionnaire, it does not allow the respondents to state
their own image perceptions, but only to express their opinion regarding the provided
destination attributes. In that way, attributes that the researchers failed to identify and
include in the instrument remain unexplored. However, to compensate for this problem,
unstructured research could be conducted prior to the main survey in order to identify the
most appropriate set of destination attributes. The other disadvantage is related to the
fact that HOLSAT is based on expectancy theory, which is essentially cognitive. Therefore,
it only provides basis for research of cognitive destination image.
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Methodology

Application of the HOLSAT instrument was described in detail in the provided literature
review. Subsequently, the link between tourists’ perceptions of destination image and
their expectations regarding the destination was acknowledged, as well as the modifying
impact that tourists’ experience in a destination has on their perceptions of the
destination’s image. Based on these considerations, a modified methodology in form of an
extended interpretation of the results is proposed. Average expectation ratings of a
destination attribute will also be interpreted as indicator of that attribute's presence in
tourists’ perceptions of the destination image prior to the visit, while experience ratings of
attributes will be linked to the image perceptions held by tourists after visiting the
destination. Accordingly, statistically significant differences in average ratings of
expectations and experience regarding specific destination attributes will not only be
viewed as indicator of tourist satisfaction, but also as image modifications caused by the
tourist experience.

Acquisition of data was executed via questionnaire which contains two parts,
whereby the first part comprises questions about respondents’ socio-demographic
characteristics, while the HOLSAT instrument with 30 destination attributes was featured
in the second part. While 18 attributes were drawn from studies by Tribe and Snaith
(1998) and Truong and Foster (2006), 12 attributes which were not previously used in
HOLSAT studies were created specifically for the current study. These attributes were
based on the features of the destination in subject and, considering the aim of the study,
on the destination image literature. Seven new attributes based on destination’s specific
features are related to the Belgrade fortress, activities on the rivers, signs of destruction of
war, access to information about public transport, public transport ticketing system, taxi
services and affordability of accommodation. The remaining five attributes
(communication in English, access to information about the city, ease of getting around
the streets, quality of accommodation, and diversity of the activities) were based on
attributes used in destination image research (Echtner & Ritchie, 1991; Jenkins, 1999;
Beerli & Martin, 2004). Apart from the attribute related to the Belgrade fortress, all of the
new attributes are generic and may be used in research of other destinations.

In order to check the created questionnaire’s suitability for image research, results of
three more relevant studies were taken into consideration. It was determined by
comparison that all of the attributes pointed out by Joppe et al. (2001) as most important
in urban destinations (safety, accommodation, value-for-money, food service and cuisine,
cleanliness, variety of attractions and activities, and hospitality of the locals) were also
encompassed by the questionnaire. The same applies to the attributes pointed out by
Hernandez-Lobato et al. (2006) as the key components of cognitive destination image
(natural, scenic and cultural resources, accessibility, safety, nightlife and entertainment,
and value-for-money). As final checking procedure, all 30 of the selected attributes were
compared to the factors that influence image assessments from the framework of Beerli
and Martin (2004). Either direct or indirect link of every attribute to the framework was
established, except for one, which is related to the ease of changing money and was taken
from the study conducted by Truong and Foster (2006).

The survey was conducted during the summer of 2013 in Belgrade. In order to
capture tourists’ post-visit perceptions of their experience, survey had to be conducted at
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the end of their stay. As one of the main traffic terminals in the city, Main Railway Station
was chosen for its accessibility. Tourists completed the questionnaires personally and
total of 328 questionnaires were collected. Responses were coded and entered into the
database. Subsequently, statistical analysis in SPSS was carried out. In order to determine
if expectations and experience regarding each destination attribute significantly differed,
t-tests were performed.

Results and discussion

Respondents’ socio-demographic characteristics are presented in Tab. 1. Majority of the
respondents came from a European Union member state and were in the age category of
18—29, which means that the sample mainly consisted of youth tourists (Carr, 1998).
Students comprised more than three quarters of the sample, while almost half of the
respondents had already acquired a university diploma.

Tab. 1. Socio-demographic characteristics of the respondents

Characteristic Categories Results in % Sample
18-20 36.35
21-25 47.51
Age 322
26—29 713
30+ 9.01
European Union 84.45
Country of -
residence Other European countries 7.93 328
Non-European countries 7.62
Male 56.10
Gender 328
Female 43.90
Bachelor degree 35.58
. Master’s degree 14.10
Education - 312
Secondary education 38.14
Other 12.18
Students 76.49
Employment Employed 22.46 285
Unemployed 1.05
<5000 19.42
Household 5000—-30000 44.24
annual income 278
in euros 30000—60000 21.95
>60000 14.39

Main results of the study are presented in Tab. 2. Attributes which received the
highest average expectation ratings will be interpreted as the most present in Belgrade’s
pre-visit destination image (Tab. 3). Two attributes with the highest ratings were both
price-related, indicating the perception of Belgrade as a destination with cheap
restaurants and shopping. The third highest rated attribute was good value-for-money,
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thus reinforcing the affordability component. Such image perceptions could help Belgrade
attract tourists who look for an inexpensive destination for their holiday.

Tab. 2. Results of the HOLSAT measurement

Expect. | Exper. Difference

I was expecting that... (mean) | (mean) | Mean | SD | t-test "
Appearance

1. The city would be clean -0.437 | 0.516 -0.954 | 2.537 | -6.822** | 328
2. The city would be pretty 0.501 1.253 -0.752 | 2.195 | -6.197** 326

3. The city would be built in socialist

style of architecture 1.333 0891 0.442 1895 | 4182 320

4. The city would show destruction of

%%
war and poor economy (n) 0.990 | 0.354 0.636 | 2.378 | 4.837 326

5. The climate would be pleasant 1.148 1.495 -0.346 | 1.700 | -3.696** | 328
Attractions

6. I would be able to visit historical

sites, monuments and temples 1.245 1441 ~0-196 | 1.987 | -1.784 325
7. There would be a lot of interesting ) _ .

things to do in the city 0.981 1.362 0.380 | 2.093 3.280 325
8. It would be worth spending a

significant amount of time in 0.386 0.877 -0.490 | 2.186 | -4.053** | 325
Belgrade fortress

9. I would be able to partake in ) _ %
activities on the river banks 0.237 0787 0.550 | 1.906 5-161 319
;ﬁég?e city would have a variety of 0.697 1.510 -0.813 | 2.228 | -6.599** 326
11. I would be able to enjoy local

cuisine 1.460 1.417 0.042 | 2.270 | 0.342 325
12. There would be interesting

venues and unique experience in 0.866 1.177 -0.311 1.904 | -2.930** | 320
Belgrade nightlife

Safety

13. The city would be safe and secure | -0.425 | 1.538 -1.963 | 2.224 -16 008** 328

14. There would be many beggars

* %
and street vendors (n) 0.963 0.582 0.380 2.252 | 3.049 325

Communication

15. I would find the locals to be

- - *%*
friendly and approachable 0.535 1781 1246 | 2.422 9-330 328

16. I would be able to effectively
communicate in English with the -0.189 0.512 -0.701 | 2.742 | -4.631%* 327
locals

Services

17. I would be able to access
information about the city during the | 1.088 1.221 -0.133 | 2.096 | -1.157 328
visit

18. Changing money would be easy 1.217 1.700 -0.483 | 2.054 | -4.253** | 326

19. The arrival airport/rail/bus
station would be modern and -0.526 -0.660 0.134 2.392 | 1.017 326
efficient

20. I would spend time in quality

- - * %
accommodation 0.086 0.676 0.590 | 1.712 6.218 324

Transportation

21. I would be able to easily navigate

- - *%*
city streets 1.185 1.586 0.401 | 2.137 3.404 328

22, Local transport would not limit
me to travel to different districts of 0.472 0.607 -0.134 | 1.948 | -1.251 325
the city
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23. I would be able to easily get ) %
information about public transport 0.165 0.116 0.281 2311 | 2.201 326
24. Public transport ticketing system ) x

would be practical 0.091 0.311 0.403 1.842 | 3.962 326
25. Taxi services would be

accommodating and cheap 0.273 0.242 0.031 1.590 | 0.350 321
Affordability

26. Shopping would be cheap 1.780 1.518 0.262 2.013 | 2.359* 327
27. Restaurants would be cheap 1.810 1.945 -0.134 | 1.881 | -1.293 326
28. Nightlife would be cheap 1.086 0.944 0.141 1.707 | 1.497 323
29. Accommodation would be cheap 1.254 1.242 0.012 1.602 | 0.139 321
ilo(;nli;hday would be good value-for- 1.663 2.055 0391 | 1.424 | -4.968* | 326

(n) — negative attribute; * — significant at 0.05; ** — significant at 0.01

Results indicate presence of several negative image components. Some positive
destination attributes received low expectation ratings, indicating that Belgrade was
perceived as lacking these attributes. Perceptions of the arrival station, cleanliness and
safety were all negative. The question of safety particularly stands out, because it confirms
that consequences of the events from the 1990s are still somewhat present in the city’s
image. Although these attributes may be interpreted as positive or negative, the fact that
none of them scored average expectation ratings above +2.0 needs to be considered.
Given the fact that the results were obtained on a scale from -4.0 to 4.0, it is clear that
ratings between 0 and +1.0, do not indicate strong positive or negative image
connotations, but more neutral ones instead. This is in accordance with the results
reported by Armenski et al. (2007).

Tab. 3. Components of the pre-visit cognitive destination image of Belgrade

Positive components Negative components
Cheap restaurants
Cheap shopping
Good value-for-money
Local cuisine Signs of destruction of war and poor economy
Cheap accommodation Presence of beggars and street vendors
Diverse historical sites, monuments and temples Not modern and inefficient arrival station
Socialist architectural style Dirty city
Ease of changing money Unsafe city
Ease of navigating city streets Ineffective communication in English
Pleasant climate
Ease of accessing information about the city
Cheap nightlife

Note: Attributes with expectation ratings >1.0 are listed in positive components. Positive attributes
with expectation ratings <o and negative attributes with expectation ratings >0 are listed in negative
components.

Tourists’ experience differed significantly from their expectations in cases of 21 out of
30 attributes (70%). These differences will be interpreted both as tourist satisfaction
/dissatisfaction (Fig. 1) and as image modifications caused by the visit (Tab. 4). The
biggest improvements were established regarding the safety of the city and the
friendliness of the locals. Both negative attributes received significantly lower experience
ratings, which indicates tourist satisfaction. However, only six of 17 satisfactory attributes
received experience ratings higher than 1.5, whereby good value-for-money was the only
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attribute with ratings higher than 2.0. Since the highest possible rating is 4.0, there is still
large room for improvement. The fact that experience ratings were low and that tourists
were still satisfied indicates that they had low expectations of their visit, which is related
to their pre-visit image perceptions.

04 gia 7

®2 @15
e3
®9
®24 ®20

EXPERIENCE

81 ®13

-2

EXPECTATIONS

Fig. 1. Expectation/experience matrix of the statistically significant results

Note: Positive attributes (filled dots) positioned below the draw line indicate satisfaction, while
those positioned above this line indicate dissatisfaction. Both negative attributes (empty dots)
are positioned above the draw line, which indicates satisfaction.

Dissatisfaction occurred in only four cases, whereby two of them were related to
public transport. The negative word-of-mouth regarding the public transport could cause
tourists to exclude the remoter attractions from their visit plans. These attractions are
already visited by less tourists than the attractions in the city centre (Todorovi¢ &
Dedanski, 2016). The third attribute was related to shopping, which was perceived as
slightly more expensive than it was expected. This mild dissatisfaction could negatively
reflect on the prospects of Belgrade’s shopping tourism. The fourth attribute was related
to the socialist architectural style, which may be attractive to some segments. This
attribute was less present than it was expected by the tourists.
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Tab. 4. Largest differences between pre-visit and post-visit destination image of Belgrade

Positive modifications Negative modifications
Friendlier locals
Cls:;:igrc lctl}jcy Less practical public transport ticketing
Prettier city . system ‘
Larger variety of shops More difficult access to information about
public transport

More effective communication in English
Less sign of destruction of war and poor
economy
Greater quality of accommodation
Bigger offer of activities on the river banks

Smaller presence of the socialist
architectural style
More expensive shopping

Note: Attributes with mean differences >0.5 are listed in the positive modifications. All negative
modifications are listed in the table.

Conclusion

In the theoretical part of this study, literature review was performed in order to explore
the relationship between destination image and tourist satisfaction. Based on it, several
conclusions were drawn. Firstly, expectations which tourists have of a certain destination
are influenced by their perceptions of the destination’s image. Secondly, destination
image is dynamic, meaning that it changes with each new piece of information. The role of
the tourist experience in the process of image modification is particularly important,
because it leads to the more realistic perceptions of the destination’s image. Thirdly, there
are some methodological similarities between HOLSAT and structured methods of image
measurement.

Based on theoretical considerations, the empirical part of this study demonstrated
how HOLSAT may be used for measurement of both tourist satisfaction and destination
image. The results provided valuable insight into tourist satisfaction in Belgrade and city’s
destination image. Overall conclusion is that tourists are mainly satisfied with city’s offer.
Destination managers may address three of four unsatisfactory attributes (the presence of
the socialist architecture being the exception), whereby the necessity of improvement of
some elements of the public transport particularly stands out. Otherwise, lack of
information about the public transport and complexity of its ticketing system may act as
inhibiting factors on tourists’ spatial behavior in the destination.

Regarding the positive pre-visit image perceptions, the attributes related to the
destination's affordability particularly stand out. Destination managers should consider
more intensive use of these image components in the destination marketing. Although the
biggest image improvement is related to the safety attribute, it is a fact that tourists
considered Belgrade an unsafe city before their visit. Considering the city's recent history,
i.e. the influence of this attribute on the tourist flows to Belgrade in the past, it may be
concluded that destination marketers must carefully address this issue.

The results also indicate that visiting Belgrade had a predominantly positive
influence on tourists’ image perceptions. This could result in positive word-of-mouth,
which could further positively influence the pre-visit perceptions of other, potential
tourists. Improvements of negative and neutral image components, as well as
reinforcement of the positive ones, should put the city in a better position in the tourism
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market, where it could attract more tourists, speeding up the recovery of tourist flows
which were devastated during the 1990s.

Certain limitations of the study should be acknowledged. The list of destination
attributes included in HOLSAT was developed based on a literature review and
considerations of destination’s specific characteristics. Since this process did not include a
qualitative research, it is possible that some important destination attributes remained
unidentified. Also, the study contained only two negative destination attributes. The
research sample mainly consisted of youth tourists, which indicates that managerial
implications of the results should be limited to this tourist segment. Further studies of
tourist satisfaction in Belgrade and city’s destination image should use different research
samples that would provide wider utility of the results.
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MEPEIBLE 3A/IOBO/bCTBA TYPUCTA 1 JECTUHAILINNJCKOI'
NMMWIIA IIOMORY HOLSAT MTHCTPYMEHTA

Ancrpakt: HOLSAT HHCTpyMEHT MepH 3aJJ0BOJBCTBO TypHCTa INOpelermeM HHXOBHX
OuYeKHWBama M HCKyCTaBa y Be3W Ca pPasJUYUTAM JIEeCTUHAIUjCKUM aTpubyTuma.
JleCTUHAIMjCKU UMUII yTHUYE HA OYEKHBama TYPUCTA, TIOK UCKYCTBO y JIECTHHAIM)HU Mema
I UXOBY IEepIeNIujy UMuUIia, crBapajyhu pasiuke uamel)y umuiia npe u nocje nocere. Ha
OCHOBY OBHX OJJHOCA, KOjH Cy TEOPHjCKH HCTPa’K€HH y IIPBOM JIeJIy Paja, IpeuIaxe ce
moryhuoer kopunrherma HOLSAT vHCTpYMEHTA 32 UCTPAsKUBAbE IECTHHALIM]CKOT UMUIJA.
Jpyru Jnieo paja IpeAcTaB/ba IIPHKA3 KOpHUIIhema OBOT HHCTPYMEHTa 32 Mepeme
3a/10BOJBCTBA TYPUCTA U JECTUHALM)CKOT UMHIIA, IIPU Y€MY je HCTPaKUBAIbe CIIPOBEJIEHO Y
Beorpazy, ypbaHoj AecTHHAIUjU Yy Pa3Bojy. TypucTuuka MpUBpeAa U IECTUHAIIV]CKU UMHII
rpajia cy IpeTpIeNd BeJIHKa olTehema TOKOM 1990-UX, a IbHXOB CIIOPH OIIOPABAaK je
[I0Yeo HAaKOH 2000. rofuHe. Ha 0CHOBY pesysiTaTa ClipoBe/ieHe aHKeTe, UIeHTH(UKOBaHU
cy 3a/10BoJbaBajyhul ¥ He3a[0BOJbaBajyhu JecTUHAIMjCKU aTPUOYTH, KA0 U MO3UTHUBHE U
HeraTHBHE KOMIIOHEHTE JIECTHHAIMjCKOT HMHIIa mpe mocere. Mel)y mo3UTHBHUM
KOMIIOHEHTaMa ce II0Ce0HO HCTHUYy OHe Be3aHe 3a (UHAHCHjCKY IPUCTYHNAYHOCT
JleCTHHAIM]e, IOK Ce HajBa)KHHje HeraTHMBHE KOMIIOHEHTe TU4y 6e30eIHOCTH, yrcTohe u
nonasHe craHune. Takohe cy wuneHTHOHKOBaHe H3MeHe JIECTUHAIMJCKOT HMHMIIA
poy3pokoBaHe noceroM. Hajeehe mo6ospiiiarhe MMHUIIa HAKOH TIOCETE je 3a0eJ1eKeH0 KOJ
arpubyTa Be3aHUX 3a 6€30€HOCT U MPUjaTe/bCKy HACTPOjEHOCT JIOKAJTHOT CTAHOBHUIIITBA,
ok Mel)y HeratTuBHUM MoAubUKanjaMa JOMUHUPAjy OHE Be3aHe 3a jaBHU IIPEBO3.

K/byuHe peum: 3a/I0BOJBCTBO TypucTa, AectuHanujcku umuil, HOLSAT, ouexkuBarba
TypHUCTa, MOAUDUKAI[Hja UMHUTIA

! nikolatodorovic.gef@gmail.com (ayrop 3a kopecriouzeHIHjy)
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YBoj

3a/10BOJBCTBO TYPHCTA U JIECTUHALV]CKH MMHII KOHTHUHYUPAHO INPEACTaBJbajy MpeaMeT
JIETaJbHOT TIPOyYaBarhba Ka0 K/bYyUYHE KOMIIOHEHTE IIOCJIOBHOT YCIIEXa Ha CaBPEMEHOM
TPZKHUIITY, OHOCHO TOHaIamka nojequnara y typusmy (Del Bosque & San Martin, 2008).
Kozak u zip. (2005) cy npemno3Haau 3aJ0BOJ/BCTBO IOTPOIIAYA KAa0 jeZlaH Off CPEIUIITHUX
KOHIleNIaTa y MapkKeTuHry. Lee u zap. (2014) cy yKa3aji Ha BaXKHY YJIOTy UMHUIA Y
JIECTUHAIIN]CKOM MapKeTHHTY, ToceOHO y mporecuMa audepeHnnjanuje o/ KOHKypeHara
U OCTaB/hatha IIO3UTHBHOT YTHCKAa HA IIOTEHIUjaJIHe Typucre. JIpyrum peduma,
JIECTUHALM]CKX HUMHUIl yTUYe Ha IPOIleC JOHOIIEHA OJJIYKEe UMjHU je pe3ysTaT IoceTra
onpehenoj necrunanuju (Chi & Qu, 2008; Dolnicar & Huybers, 2007).

HOLSAT (HOLiday SATisfaction; cpir. 3a7J0BOJbCTBO OAMOPOM) Ccy ocMucawiau Tribe
u Snaith (1998) ka0 HHCTPYMEHT 3a Mepewe 33/I0BOJFCTBA TYPUCTA OIMOPOM Y Ofipel)eHOj
TYPUCTUYKO] JAEeCTHHAIUjU. VIHCTPYMEHT KOPHCTH aTPUOYTCKU IMPHUCTYI, IPH YeMY Ce
MepH 3a/I0BOJBCTBO TYPHCTA PA3JIMUYUTUM €JIeMEHTHMAa TYPUCTUYKOT HCKYyCTBa Y
JIECTUHAIINjH, KaKO IMMO3UTHBHUM, TaKO W HeraTUBHUM. IIpBH /b OBOT pajia je jna
TEOPHUjCKUA HCTPaKH Be3y H3Mel)y /MeCTHMHAIMjCKOT WUMHUIIA U 33JJ0BOJBCTBA TYPHCTA,
moceGHO Be3y JeCTUHAIMjCKOT uMuiia ca obe xommoHente HOLSAT uHCTpymMeHTa —
OueKHBaKbUMa M HCKyCTBOM. HamMe, yTHIaj JEeCTHHAIUjCKOT UMUIIA Ha (GOpMHUpae
oueKHBama je mo3Hat y Typusmortoruju (Del Bosque & Martin, 2008; Ozturk & Qu, 2008;
Wang u ap., 2016), a HUCTO BaKM U 3a UYHUIHEHHIy /a TYPUCTHUKO HCKYCTBO HMa
monudukyjyhu ebekar Ha nepreniujy umuna (Beerli & Martin, 2004; Echtner & Ritchie,
1991; Jenkins, 1999). [lpyru Iu/b OBOTI pajaa je mnpukasz kopumhema HOLSAT
WHCTPYMEHTa 3a Mepeme 33JI0BOJbCTBA U JECTHHAIMjCKOT HMHUIIA, IMOCeOHO
MoauduUKaja UMUA MO/ YTUIIAjJEM TYPUCTHYKE IOceTe. Y Ty CBPXY je CIIpOBeleHa
ankera ca HOLSAT unctpymenToM y Beorpaay, yp6aHOj TypHCTUYKO] JECTHHALUH Y
pasBojy.

Beorpaz je riaBuu rpaa CpOuje u meH Hajpehu rpaj, a Haymasu ce Ha yiihy Case y
Hynas. TokoM 1970-ux u 1980-ux roguHa Beorpaz je 6uo "jenan ox HajuomyJIapHUjUX U
HajBHUIIlE KOCMOIMOIUTCKUX meHTapa Eppome" (Hirt, 2009). TypuCTHYKH IIPOMET je
JIoOCTUTa0 BpXyHal| 1985. TrofuHe, Kaja je Ipaj MOCETWIO 1,69 MUIMOHA TypHUCTa
(Joksimovi¢ u ap., 2014). Jlorahaju Koju cy ycjieIiiv HAKOH pacraza JyrocjaBuje TOKOM
1990-ux (paroBu, MeljyHapoaHa H30JaNKja, TPUBPEAHU KpPax) OCTABWIHA Cy pPasOpHE
nocsieavile Ha MehyHapoauu typusam Beorpazia u meros gecrunanujcku umun (Goler u
Iip., 2012). YKynHu 6poj TypucTa je 1999. 61o 72,67% MarbH y OMHOCY Ha HUBO U3 1991.
rofiviHe, ZIOK je 6poj cTpaHuWX TypucTa omao 3a 81,44% (Joksimovi¢ & Stankovié, 2012).
HakoH MOJIMTHYKUX IPOMEHA 2000. TOAUHE, YEO CTPAHUX TYPHUCTA Y YKYITHOM IIPOMETY
TYpHCTa je moueo Jja cTabwiIHo pacTe, moBehasmu ce ca 11,12% 2000. Ha 80,53% 2015.
TOAVHEe, Ka/ia je Tpaj IMOCeTWIO YKYIMHO 807607 TypucTa. JlaHac AMHAMHUYHU HONHU
JKUBOT Tpajia M KyJATYpHO Hacjelle IpezicTaB/bajy IJIABHH JE0 HHErOBE aTPaKI[HjCcKe
OCHOBE, IIPU YEMy CTaTyC BEJUKOT IOCJIOBHOI U caoOpahajHOT LEeHTpa 3HAYajHO
JIONIPUHOCKA PasBojy TypuaMa. JleCTHHAIWMCKM HMHUIl Tpaja Cce CcMarpa YrjlaBHOM
HEYTPAJIHUM M IO3UTHBHUM Ca IO3UTUBHUM IEPIENUjamMa ToCTOJbYOUBOCTH JIOKAJIAIA,
cioMeHHKa M HOhHor xuBota (Armenski M Ap., 2009) WIM yMepeHO NO3UTUBHUM
(Todorovi¢, 2015). IlojmoBu momyt "mpujatesbcku”, "nen", "ucropuja”, "3abaBan" u
"jebrun", kao u "HanmoHanmuzam", "Ty:kBe y caobpahajy”’ u "mpspaBe yauie" ce Takohe
JTI0BOJIe y Be3y ca umurioMm rpazaa (Markovié, 2016).
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Pizam u ap. (1979) cy AeduHMICATN 33]0BO/HCTBO Kao "adeKTHUBHU OITOBOP Ha mopehere
OUYEKHBaba TYPUCTE U HETOBOT CTBApHOT HCKycTBa". Spreng u zp. (1996) cy UCTakIu /ia
VKYIIHO 33/I0BOJBCTBO IIPE/CTaB/ba a(heKTUBHO CTarbe HACTAJIO KA0 PE3yJITaT UCKYCTBA ca
MPOUBBOIOM WM YCIyroM. JIpyrd ayTopu Cy YK/bYYWIM KOTHHUTHBHH AaCIIEKT
3a/I0BOJBCTBA Yy CBOje JeduHHUIMje, ToBopehu 0 HBeMy Kao KOTHUTHUBHO-a()eKTHBHOM
CTaly Y3POKOBAaHOM KOTHHUTHBHHM OIleHaMa HCKYyCTBa U eMolldjaMa M3a3BaHUM OBUM
onenama (Del Bosque & San Martin, 2008; Kozak u mp., 2005). 3ajeHo ca BHIIUM
KBINTETOM YCJIyTa, 3aZI0BOJBCTBO TYPHCTa [O3UTHUBHO YTUYE HA pemyTauujy
JIeCTHHAIIHje, Koja JIOBOJIH JI0 MO3UTHUBHOT MapKeTHWHTa "of ycra 10 ycra", HAaKJIOHOCTH
Meziija U IOZPIIKe jaBHOCTH Jp;KaBHUM nHBecTuIjaMa (Baker & Crompton, 2000).

"

Prayag (2006) je 03HAUMO 33/I0BOJBCTBO IOCETHJIANA KAO "IEHTPAJIHU KOHIENT Y
TypusMy', usBajajyhu Teopujy AucCKOHGUpMaIHje Kao KpYIHjaJHy y Mepemy OBOT
koHIenTa. Agyeiwaah wu gap. (2016) cy wucrakiM [a MapajurmMa OYeKHBambe-
AucKoHGUpMaIVja IMpPeACTaB/ba OCHOBY KOTHHTHBHOI IIPUCTYIA  33JJ0BOJBCTBY,
o3HauaBajyhu je Kao 'JIOKaJHy MapajnurMy 3a/0Bo/bcTBa y Typusmy'. IIpema
KOTHHUTHBHOM IIPUCTYILY, IOTPOIIAYH OIEHY]y YCIIyTe TAKO IITO IOPeZe IHUXOB YIHHAK ca
ouekuBaHUM craHaapaoMm (Agyeiwaah u mp., 2016). Kao pyHAaMEHTaTHO KOTHUTUBHA,
TeOpHja OYeKHBama ozropapa moruBarmonum pull haxkropuma, Koju HacTajy Ha OCHOBY
3HAba TYPHUCTE O KEJHEHUM JieCTUHAIMjCKUM aTpubyTrMa (Gnoth, 1997).

OuekuBama Cy "TeHTaTHBHE mpeacTaBe Oyayhux morahjaja" u Mory 6UTH MO3UTHBHA
win HeratuBHa (Gnoth, 1997). Ilpema Tribe u Snaith (1998), ouekuBarba Cy OHO IITO
JbyOU AHTHUIUIINpPAJy V Be3u ca cBojuMm wuckyctBom. Del Bosque um gp. (2006) cy
pe3uMupany OPETXOAHY JINTEPATypy O OdYeKHBakbMMa U 3aK/byddid Ja  je
"aHTHIUIANKjA" 3ajeJHUYKA H/Ieja OBUX KOHIENITyaTu3anuja, reduHurnyhn oueknBama
Kao MOTPOINAaYeBy AHTHLMIANKjY YJIHMHKA mpousBoza. OuekuBama ce Takolje Mory
nepuHMCaTH Kao TMOTpoIayeBa '"TIPETXOMHO CTBOPEHA YBepema' O IPOU3BOAY WU
yCIIy3H, JIOK ce AMCKOH(UpMaIluja JepUHUIIE K0 "MOCT-UCKYCTBEHA CBECT O YUIHHKY
yrnopehennm ca ouekuBamuma' (Agyeiwaah u zap., 2016). Hakon mopelera, oueknBarba
Mory 6utu morBplieHa (aHTHIMIHPAHH YYMHAK) WA Of0adYeHa, MPU YeMy OCTBAPEHH
YYMHAK MOXKeTe OuTH ropu win 60s5pu of odekuBaHor (Baker & Crompton, 2000). Ha
OCHOBY TOra ce MOXKe Da3MaTpaTH 3a/0BOJECTBO TypucTe aectuHarujom (Korzay &
Alvarez, 2005).

Mepemwe 3a00680.bcmea mypucma

C 003upoM Ha TO /ia Ce 3aZl0BOJBCTBO TYpHCTA CMarpa jeHUM O] IJIABHHMX IPeIMera
HCTPa)KMBaha TypU3MOJIOTHje, TPOOJIEM BaJUAHOT MeEpPEHhAa OBOT E€BAIYyaTHBHOT
KOHCTpYKTa je Takohe JeTa/bHO MpOy4aBaH. PasjuuWTH IIPUCTYIU KOHIIENTY
3a/10BOJbCTBA, METOJIE M WHCTPYMEHTH 3a MPHUKYIUbAIE IOATaKa, Kao M KOpHIIheme
MPUKJIAIHOT CKyIla JECTHHAIMJCKUX aTpuOyTa IPE/CTaB/bajy K/by4HA MUTAEha Y OBUM
nebaTama.

Pizam u zip. (1978) cy ucTakIn BaXKHOCT MePEeba 33/10BOJBCTBA CBAKOM KOMIIOHEHTOM
IIPOMBBO/IA, OFHOCHO CBAKUM JECTHHAIUjCKUM aTpubyroM. WHdopmarnuje o yduHKY
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JECTUHALMJCKUX aTpubyra omoryhyjy MeHallepuma JeCTHHAI[Hje Ja Cce IIOCBETe
oapehenuM arpubyTrMa Ha OCHOBY BHXOBOT yunHKa. CTora je eBasyaijija pa3HOBPCHUX
JIECTHHALM]CKUX aTpuOyra moTpebHA Kako OU ce OCHIypasio CBeOOYXBaTHO MeEpEHe
33/I0BOJBCTA TYPUCTA MAECTUHAIUjOM. Y CKJIay ca THME, HCHUTAHULIU Y IHHXOBOM
HCTPaKUBAKY Cy OLEHUBAIIN 33/0BOJBCTBO OZ[pe)eHNM JIeCTHHALIM]CKUM aTpubyTHMa Ha
nerocrerneHoj JlukeproBoj ckanu. Kao anrepunaruBy JlukeproBoj ckanu, Dann (1978) je
IIPeJJIOZKUO HECTPYKTypHcaHe o63epBanuoHe MeTozie. Mnak, IHUPOK CIIEKTAp JIUTEPATYPE
0 METOZIOJIOTHjU JPYLUITBEHUX HAayKa U 33/I0BOJBCTBY HCTHUE J]a CKaJle MOMyT JIMKepTOBe
OJUIMKYjy IOY3[aHOCT, jeJHOCTABHOCT U MoOryhHOCT Oejexxerba BEJIMKOT OIICETa
pasnuunTux oarosopa (Pizam u ap., 1979).

Mepeme 3370BOJBCTBA CaMO yojIyramMa Koje IpyXajy IOjeJUHAYHU HOCHOIU
JIECTHHALIM]CKE MOHY/IE ce He CMaTpa XOJIMCTUYKUAM IIPUCTYIIOM K3 Pa3jIora IITO Ce TaKO
U30CcTaB/ba OeJie’Kerhe YYMHKA OHUX aTpuOyTa KOju HUCY IOBE3aHU Ca KOHKPETHOM
opranusarjoM, Beh ce ogHOoce Ha mecTuHanujy kKao renudy (Truong & Foster, 2006).
Kputukyjyhu Behuny pamoBa o Mmepemwy 3a10B0beTBa, Alegre u Garau (2010) ¢y yKazaau
Ha TEHJIEHIIN]y U30CTaBJbatha HETAaTHBHUX /JECTUHAIMjCKUX OJJINKA U3 JICTe aTpubyra
KOjU Ce OIEWmYjy. YK/bYUHBAakhe OBUX aTpUOyTa ce CaBeTyje pajgy IOCTHU3ama TAYHHjUX
pesynrara. Takohe, ykasasim cy Ha TO fAa Heku arpubyT, MaKO MOMKE H3a3BaTU
3a/I0BOJBCTBO CBOJUM IIPHCYCTBOM, HE MOPA HYKHO M3a3BaTH He3a/I0BOJHCTBO YKOJIHUKO je
OJICyTaH U OOpPHYTO.

Ilpeened npucmyna mepewy 3adosoncmea koju cy npemxoouau HOLSAT
UHCTPYMEHMY

AHayn3y BayKHOCTH U y4uHKa (eHruI. importance-performance analysis; IPA) ocmucivim
cy Martilla u James (1977). IlpumapHa cBpxa OBe aHAJIW3e y TYPU3My je IIpPOIEHA
3a/I10BOJHCTBA TYPHUCTA JIECTHHALM]CKUM aTPHUOYTHMA IIyTeM pa3MaTparba He CaMo BUXOBe
MEPIENNUjy O YYHHKY aTpubyTa, Beh u BakHOCTH KOje mM mpuzajy. Ha ocHOBY oleHa
[IPUKYIUbEHUX y3 IOMOh merocrenene JInkepToBe ckaje, aTpubyTH ce yHoce y rpaduk ca
YETUPHU KBA/PAHTA, IIPU YEMY IHUXOBE [TO3HUIMje [PELCTaB/bhajy YIIyTCTBO JOHOCHOLMMA
OJUIyKa Y MPOIeCY KPEUPAHha IMOJIUTUKA.

Parasuraman u zp. (1985) cy pazBwin SERVQUAL HHCTPYMEHT KOjU KOPHCTHU
JIukepToBY CKaly 3a nopelerme nmoTpoliayeBe MepLeije yInHKa TPeHyTHO KopuiitheHe
yCJIyTe ca YIMHKOM OZJTHYHE YCIIyre. Pasyinka y oreHaMa ce TyMadd Kao KBINTET YCIIyTe,
IITO IPEZCTaB/ba KOHCTPYKT PYTaurjy Of] 33J0BOJBCTBA. [IOK ce MepIUIUpPaHy KBAIUTET
yeayre 6asupa Ha BeheMm 6Opojy HCKycTaBa ca yCIyrOM, 3aZ0BOJBCTBO Ce OJHOCH Ha
KOHKDETHY TPAHCAKIIH]y.

Cronin u Taylor (1992) cy kpeupasim SERVPERF HCHTpYMEHT KOju MepH caMoO
VUYMHAK YCJIyre, M30CTaB/bajyhu [BOAMMEH3WOHAJIHU HPHUCTYH Koju Kopucre IPA u
SERVQUAL. He y3umajyhu y 063Up HH BaXKHOCT HH OYEKHBaWkha O YIMHKY OJJINIHE
ycJIyre, NIEPUUIIMPAHN YINMHAK TPEHYTHO KOpHINhEeHe YCJIyre OCTaje jeAWMHH WHIUKATOP
33/10BOJBbCTBA [TOTPOIIAYA.

Tribe u Snaith (1998) cy kputukoBanu IPA 360r criajama OUeKHUBama ca BaXKHOLIhy
arpubyra, SERVQUAL 360r mpeTnocraBke Zja CBU TYPHCTH OUYEKYjy OJJIMYHY YCIYTY, a
SERVPERF 3aro mrTo Mepu caMO yYHWHAK YCjIyre, IITO MOXKE JIOBECTH JO HETAYHUX
3akJbydaka. JJOK TypucTa MoKe IIepPIUIHUPATH aTPUOYT Ka0 TeHEPAITHO BaXKaH, OH MOXKZa
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He oueKkyje mo6ap yuymHaK TOT aTpubyTa y /1aToj AecTHHanuju. Takohe, Mako y4rMHAK
HeKor arpubyTa Moke OUTH IepIUINpaH Kao cjaabuju of OJJIMYHOr, TO He Mopa Ja
yKasyje Ha He3aJJ0BOJbCTBO 3aTO LITO TypPHCTa He oueKyje Hy»KHO Jia ycayra Oyze ofTndHa.
Ha nmpumep, xopumnthetbe SERVQUAL nHCcTpyMeHTa 3a mopeljere yunHka Beorpaga ca
OJUINYHUM YYMHKOM he BpJIO BEPOBATHO yKAa3aTH Ha HE3aJZI0BOJBCTBO, JIOK TypHUCTa
3aIpaBO MOXXe GUTH 33/70BOJbAH HCKycTBOM. Kako 6u peurwin ose mpobieme, Tribe u
Snaith (1998) cy cTBOpwIM HHCTPYMEHT KOjHU BaK/byUKe O 3a0BOJBCTBY MpyXkKa
mopehemeM yunMHKa ca NPETXOMHUM OUEKHBAaKUMa, YMECTO Jia YYMHAK IIOPEfd ca
Baknomnrthy (IPA), Haj6ossum wmoryhum yumakom (SERVQUAL) wim ga  Gyme
jennonumensuonanaH (SERVPERF).

HOLSAT uncmpymenm

HOLSAT mocMartpa 3a70BOJbCTBO Kao pas3iuKy uaMmel)y oueKkHBarmba TyPHUCTE U FHETOBE
MEPLENIVje YINHKA IeCTUHAIU]CKUX aTpUOyTa HAKOH TypucTUYKOr uckycrea (Truong &
Foster, 2006). VYKOJIWKO CTBapHH YyYMHAK IO3UTHUBHOr aTpubyTa TNpeBa3wIa3u
OUYEKUBAIE TYPUCTE, OH je 3a/I0BO/baH THM KOHKPETHHM €JIEMEHTOM HCKYCTBA Ha
myToBamy. Ca Jpyre CTpaHe, YKOJIMKO IMEPIMIMPAHU YYMHAK aTpuOyTa HE J[OCTUTHE
oxroeapajyha ouekuBama, aTpuOyT ce cMmaTpa HesamoBosbaBajyhuM. Koa HeraTHBHHX
aTpubyra yYuHaK c1abuju 071 OUeKHBambha YKa3yje Ha 3a/I0BOJHCTBO U OOPHYTO.

OueknBamba U UCKYCTBO y BE3U CBAKOT 07 0fa0paHUX JECTUHAIUjCKUX aTpubyTa ce
OIlerbyjy Ha merocreneHnoj JInkeptoBoj ckanu (-4, -2, 0, 2, 4). Ha OCHOBY NPUKYIIJbEHUX
pe3yJsTata, IeCTHHAIUjCKU aTPUOYTH ce YHOCe Ha MATPUILy OUeKHBamkha M UCKYCTaBa, I7ie
ce TMpOceYHe OlleHEe OUeKHBaba MPEICTaB/hajy Ha BEPTUKAIHO] OCH, & MPOCEUHE OlleHE
HCKyCTaBa Ha XOPHU30HTAJTHOj OCHU. MaTpuna je TOJileJbeHa Ha [iBa CerMeHTa
JIUjaroHAJTHOM JIMHUjoM. Ko/ MO3UTHBHUX aTpubyTa MO3UIIM]ja UCTIOZ OBE JINHU]jE YKa3yje
Ha 33/I0BOJbCTBO, JIOK TMO3HUIHja U3HAJ b€ YKa3yje Ha He3a0BOJbCTBO. CYyIIPOTHO Off TOTA,
HEraTUBHH aTpHUOYTH MO3UITHOHUPAHU HCIIO/ OBE JIMHHjE YKa3yjy Ha HE3a/I0BOJHCTBO, 0K
OHM MO3WIIMOHUPAHU W3HAJ e YKasyjy Ha 3a0BOJbCTBO. Beha ymasseHOCT off
JlijaroHaJIHe JIMHUje yKasyje Ha BUINM HHUBO 3370BOJbCTBA WJIM HE33/I0BOJBCTBA, JOK
MO3UIIMja Ha caMOoj JIMHUjU yKa3yje Ha IMOKJIanaibe OYeKHBaha U UCKYCTaBa y BE3U ca THM
aTpubyToM.

Tloctoju Hekomuko kbydHux omnuka HOLSAT wHCTpyMeHTa Koje ra pasjiuKyjy Off
JIpyTUX HHCTpyME€Hara 3a Mepeme 3afoBosberBa Typucra. HOLSAT He Mmepu camo
3a/I0BOJBCTBO IOjeAMHAYHUM ycIyrama ozipeljeHux Hocwitana, Beh ykipydyje u aTpudyre
KOjU Cy yOIIITeHO Be3aHM 3a AectuHarnyjy (Truong & Foster, 2006), HIIp. apXUTeKTypa U
KOMyHHKaIlja Ha eHrieckoM. Takohe, HOLSAT He mnoapasymeBa (GHUKCHH CKyII
JIECTHHAIIMjCKUX aTpubyTa Koje Tpeba OIe’hHUBaTH Y CBAKO] ZleCTUHANM]jH, Beh 103BosbaBa
VK/byuUHMBale aTtpubyra croeludUUHUX 3a JaTy JecTHHANHjy. Ys3umajyhu y o063up
HEeTaTHBHE OJUINKE JleCTHHALMje M YBOJENM IMMEH3Hjy OUEKHUBaWma y INPOyYaBarbe
3amoBosbeTBa, HOLSAT mpy:ka pelrierba 3a 06a mpobiiema koja cy ucrakiu Alegre u Garau
(2010).

Truong u Foster (2006) cy ucrakiau na HOLSAT camo "nomaje rpaduuxy AuMeH3ujy
jemHocTaBHOM Mojeny auckoHbupmanuje". Takohe cy ra KPUTUKOBAIM 32 UTHOPHCAELE
JIMEH3Hje Ba)KHOCTH Y 3a/10BOJbCTBY. Hanme, Heku aTpubytu umajy Behu yrunaj on
JPYTUX Ha YKYITHO 33/I0BOJGCTBO U EErOBe Jjajbe uMiutnkanuje. nak, Turner u Reisinger
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(1999) cy ycnoctaBmiu Be3y H3Mel)y BaKHOCTH M OUEKHUBambha aTpubyTa U UCTAKIU Aa 6u
HCTpa’kKMBama 3a/10BOJbCTBA Tpebaso Aa ce y Behoj mepu dokycupajy Ha AUMEH3H]y
OUYEKUBamha.

On mweroBe mNpBOOWTHE TpUMeHe oA cTpaHe aytopa Tribe u Snaith (1998) y
MIPUMOPCKO] JeCTUHAIUjU Bapasiepo, HHCTPYMEHT je KopuirheH y cTyaujama ciiydaja
aycrpanujckux Typucra y BujerHamy (Truong & Foster, 2006), jamaHckux Typucra y
pypanHoj Masne3uju (Meimand u ap., 2013), MehyHapoaHuX U AomMahux Typucra y
IPUMOPCKO] AectrHanuju Ilenanr (Omar u fp., 2015) u Apyrux. IIpeaMer HaBeJeHUX
CTyAMja Cy TIPEJICTAaB/hAJIM Pa3BHjeHa JIETOBAJIHINTA U pypayiHe JecTHHanuje. Hacympor
ToMe, y dokycy Tekyhe cTyauje Hanasu ce Beorpan kao ypbaHa AecTUHanUja y pasBojy,
LITO ra YWHU IOTOJHMM 3a JeMoHcTpanujy kopumihema HOLSAT wuHCTpyMeHTa 3a
Mepewe MoudUKalyja UMHUIIA MO/ YTUIajeM UCKYCTBA Y IECTHHALIH]H.

Hdecmunayujcku umuy

Crompton (1979) je meduHHCA0 UMHUII TYPHCTUUYKE JIECTHHAIMje Kao "CKyIl BEpOBarba,
Hjeja u yTrcaka kKoje ocoba uma o gecruHanuju”. Del Bosque u San Martin (2008) cy ra
nmebuHNCcATd Kao "TIpeACTaBy TYpUCTHUKE JeCTHHANMje y yMmy mojemuHna’. Lee u ap.
(2014) cy ucrakIu Jja ce IECTUHAIIMjCKA UMHUII Y HOBHje BpeMe ZieUHUIIE Kao "yKyIIHA
yTHCAK IOjeJIUHIIA 0 KOTHUTUBHUM U apeKTUBHUM IpolieHaMa ojipeljeHe ecTuHanuje".
Ha ocHOBY oBUX ZilebUHHUIIM]A ce MOXKe 3aK/bYUHTH /A C€ JECTUHAIIM]CKA UMHUIL CACTOjU OF
JINYHUX MEPIENINja TYPUCTE O TOj KOHKPETHOj IECTUHAIIH]H.

Ha ocHoBy cezjam ¢daza TypUCTHUKOT MCKycTBa ayropa Gunn (1988), ayropu Echtner
u Ritchie (1991) u Jenkins (1999) cy uzeHTHGUKOBAIN TPU CTaka y HACTAHKY
JIECTUHAIIM]CKOT MMHIIA, yKa3yjyhu Ha TO JAa ce OH HajJa3d y CTAJIHOM CTamby
moxudukanuje. OpraHcku umun (IpBO cTame) ce cacroju of wuHbopManuja o
JIECTUHAIIM}H KOje je MOojeuHAll IPUKYIHO TOKOM KHMBOTAa W3 Pa3JIUUYUTHX H3BOpA
(menuju, obpazoBame, IpHUe NpujaTesba/pohaka). MHAYKOBaHU HUMUIl (APYTO CTame)
HacTaje Kajja KOMEPIHjaHO IutacupaHe uHbopManuje (TypUCTUYKH areHTH, peKIame)
Mozaudukyjy opraHcku umuil. MoaudukoBaHu WHAYKOBaHU UMUIl (Tpehe crambe) je
pe3yaTart fajbe MoaudHUKanuje MU Y3POKOBAHE UCKYCTBOM TYPHCTE Y IECTUHAIIH]H.

Beerli u Martin (2004) cy uzasojuiu jinuHe dakTope v nHGOPMAIHjCKe pecypce Kao
miaBHe (aKTOpe KOjUu yTHYy Ha MepUEeNniujy IAeCTUHAIMjCKOT HMHUNIAa O] CTpaHe
mojenuuiia. MHbOpMAaNMjCKK pecypcu MOry OUTH TpUMapHU (MCKYCTBO IIOCETE
JIECTUHAIIM]W) WA CeKyHJApHH, KOjU Ce CacToje Off MHAYKOBAHMX (peKJaMHUpame U
mpoMoIiija), ayTOHOMHHUX (Menuju) M OpraHcKux wu3Bopa (ocobe Koje TOjearHaI
II03Haje).

Echtner u Ritchie (1991) cy Hammacuwiu BaXKHOCT pPa3JMKOBalkha HMHIIA KOjU
MIEPITUIUPAjy OHU KOjU CY IECTUHAIIN]Y TOCETHJIN U OHU KOjU TO HUCY YIMHWIH, 3aTO IITO
moceTa y3pokyje moaubukanujy umuna. I[Ipema ayropuma Beerli u Martin (2004),
Ieplennyje UMHIAa Koje IOojeIMHAI] MMa HAKOH IIOCETe JECTUHAIUjU Cy YecTO BUIIE
"peaycTUYHE, KOMIUJIEKCHE U pa3jIndyuTe” 07 OHHUX Koje je mperxogHo umao. Chi u Qu
(2008) cy ce cOKWIN A TMYHO UCKYCTBO BOJIU /10 PEATUCTUYHUjUX TEPIEMIHja HMHUIIA.

V3 oBoOT mperJieia JIUTEPATYPE je jaCHO Jia ce aKT IOCeTe JEeCTUHAIMH (TYPUCTHUKO
HCKYCTBO) TIPENO3Haje Kao 3HavajaH (akTop y IPOLEeCYy HACTAHKA JECTHUHAIIM]CKOT

109



umura. TypUCTHYKO HCKYCTBO MOAUGUKYje MPETXOZHO CTBOPEHE MepIeNluje HMHUIIa
HacTaje Ha OCHOBY JPYTHX, CeKyHAapHHX M3Bopa HMH(OpMaIyja KojuMa je MojeuHal]
610 U3JI0XKEH IIpe MOCeTe.

CTpyKTypHcaHe MeTO/le Mepelha JeCTUHAIMjCKOT KMHIIa KOPHCTE CIIHCAaK
JIECTUHAIIM]CKUX aTpUOyTa KOju Ce Olelbyjy Ha CTaHaapAu30BaHoj ckanu. Echtner u
Ritchie (1991) ¢y ucraxiu ga 61 pa3Boj CTPYKTYpUCAHUX METOZ0JI0THja Tpebasio fa 6y/e
3aCHOBAaH Ha "IPWINYHO JIETAJbHOM HCTPAKUBAKY' KaKO OU ce OCHUTYypasio /a CKyI
JECTUHALM]CKUX aTpubyTa Oyfe MOTIyH. Y Ty CBPXY Cy IPEAJIOKUIN CIPOBOheme
KBJINTATUBHUX CTy/Hja ca (HOKyc rpymnama Uil MUTambUMa OTBOPEHOT THIIA.

JlecmuHnayujcku umuy u ouexusarba mypucma

IIpema ayropuma Turner u Reisinger (1999), ouekuBama ce 6azupajy Ha IPETXOAHOM
3Haby, MAapKETHHIIKHM aKTUBHOCTMMAa M JIECTHHAIIMjCKOM HuMMUILy. IloTpebHO je
MPUMETUTH Ja IPETXO/HO 3Hame WiId HUHOpMaluje HIPUKYIUbeHE TOKOM KHBOTA
MI0jeINHIA O/IT0Bapajy KOHIIENTY OPTaHCKOT UMHUIIA, 0K MapKETUHT WIH PEeKJIaMHpPabe
JTOBOJTU 710 HACTAHKA WH/IYKOBAHOT JlecTHaIjckor umuiia (Gunn, 1988). Crora ce ysora
JIeCTUHALMjCKOT uMuna y GopMHUpamy OUeKHBama TypuhcTa YHHU BehoM Hero mrro cy
Turner u Reisinger (1999) NpBOGHUTHO HCTAKJIH.

Del Bosque u ap. (2006) cy mpoydaBanu (GakTOpe KOjU CTBapajy OYEKUBAEba O
yeayramMa TYpHUCTUYKE areHIMje W 3aK/bYyYH/IH J1a je TEepPIUNUPAHM WUMUI TyPHUCTUYKE
areHiuje 6Mo KbYUYHHU (HPAKTOpP y HACTAHKY OUEKHBarba. BHO je Ba’KHUJU O MPETXOAHOT
HCKYCTBa TYPHCTE Ca TOM areHI[HjoM, YCIIOCTaB/beHE KOMyHHUKAIHje U GUBHUKUX OZJTHKA
arennuje. Mako je oBa cryauja 6miaa (okKycupaHa caMO Ha jeJHOT IMpY’Kaolja yCyTe,
HEKOJINKO HCTPpa)KHUBarha je yKazajo Ha Be3y H3Mel)y [IeCTHHAIHjCKOT HMHUIIa |
OUEKHBarba O IECTUHAIN]CKUM aTPUOyTHMA.

IIpema ayropuma Bigné u ap. (2001), AecTHHAIUjCKU UMUIl "0OJIHUKYyje OUEKUBAIba
Koje mojepwHan] ¢dopmupa mpe mocete”. Truong u Foster (2006) cy ucrakim aa
MEPIUIUPAHU JeCTUHAIIN]CKA UMUIl popMupa Zieo ouekuBama Typucra. Del Bosque u
San Martin (2008) cy yTBpZu/IH /1a IepIUNUPAHA UMUII IO3UTHUBHO YTHUYE Ha OUYEKUBAIha
mojenuHIia o AectuHanuju. Ozturk u Qu (2008) cy ycraHOBWIM Be3y HM3Mely CBHX
MUMeH31ja JeCTHHAIMjCKOT MMHIIA U OYeKHUBarbha TYPHUCTA, MPU YeMy Cy CMEIITaj U
objexTH 3a ucxpaHy/muhe, OIIITe OKPYKEIE U XUTHUjeHa,/yricroha, Kao U TOCTO/bYOUBOCT
u Opura o oTpolady uMase HajBehu yTunaj Ha ouekuBama Typucra. Wang u ap. (2016)
Cy 3aKJBYUWIN Jla ¥ KOTHUTHUBHE U adeKTUBHE KOMIIOHEHTe MMHIIa YTUYYy Ha HACTaHAK
OUeKHMBamba.

Tepuyenuuje decmuHayujckoe umuya npe u nocae noceme

IIpukymwpame HOBUX HHObOpManyja, YKBYy4yjyhn JIHYHYy IOCETY JeCTHHAIUjH,
MoznuduKyje Iepuennuje TypucTe O JecTHHANMjckoM umuny (Bigné u ap., 2001; Chi &
Qu, 2008). Lee u ap. (2014) cy ucrpaxkuBain gectuHanujcku umun JyxHe Kopeje
aHKeTHpAameM jelHe Tpylle TypHCTa KoOja je OLEemUBaja IepUelnuje pasInduTHX
arpubyTa IIpe U HaKOH II0CETe, IIPH YeMY CY YCTAaHOBJbEHE IIOBOJbHE PA3JINKe U3Mel)y oBa
nBa nvuna. OBa mobosblIamka Cy IOBEZEHA Y Be3y ca YUEEHUIIOM JIa je MCKYCTBO TYPUCTA
6110 60Jbe OZf OUEeKUBAHOT. TYPHCTH KOjU cy GMIIN Haj3aI0BOJPHUJU CY Takole OMiIn OHu
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Yypje Cy ce Meplennyje MMUIla HajBuire mpoMmeHwsne. Ben-Dalia u mp. (2013) cy
HCTPasKUBAJIU NepIieniuje nMuiia Tesr ABHBa Ipe U HAKOH IoceTe. Pe3yiTaTu cy yKazanu
Ha 3HavajHa Mo00JbIIakha UMHUIIA 110/] YTHIIajeM TYPUCTHUYKOT HCKYCTBA.

Jani u Nguni (2016) ¢y ucTpakuBaiu pasinke usMel)y JeCTHHAIU]CKOT HMHIIA
TauzaHwuje rpe u HakoH nocete. CTyMja je KOPUCTUIIA jeAaH y30paK UCITUTAHUKA KaKo Ou
ce MOCTHUIVIA TAYHOCT U M3jaBe ca peyrMa 'HakOH' wiH 'mpe" kKako 6u ce 3abesnexuse
MopuduKanuje UMua. PesynraTu cy ykasaaiu Ha 3HaUajHe pasjuke usMely umuna mpe
Imocere M MMHIIa HAKOH IIOCETe, KOjU je O3HAa4UeH Kao NOCJIEANYHU HUMHUII, HACTAO W3
HCKYCTBa IIOCETE JAeCTUHALN)H.

Manhas u ap. (2016) cy nneHTHGUKOBAIN TP KOMIIOHEHTE JIECTHHAIIM]CKOT UMUIJA,
O]l KOjHX CBaka oziroBapa oxpehenoj ¢asu morporibe. [lepuennuje umuiia y $hasu mpe
[OTPOILIE IPEACTAB/bAJy CKYIl OUEKHMBAHkA O KBAJIUTETY U HUX KPEUPajy HOCUOIU
MapKeTHUHTra JIeCTHHAIMje W MapKeTHHT 'O ycTa J0 ycra" MPETXOJHHUX TYPHCTA.
Iepueniiije umuia y ¢bazu TOKOM MOTPOIIEE KPEUPA CAMO TYPUCTUUKO HCKycTBO. Tpeha
KOMIIOHEHTa KMMIIa Ce 3acCHMBA Ha IPBe [Be KOMIIOHEHTe H OOyXBara MOCJIEAUIIE
[OTPOILe IOMYyT 33J0BOJBCTBA/HE33a/I0BOJHCTBA, HAMEPE 3a IIOHOBHOM IIOCETOM U
IIO3UTUBHY/HETATUBHU MapKeTHUHT "oj1 ycTa o ycra". Ilocieama craBka wma Jajbu
YTUI[Qj HA TPETHOTPOLIAYKH JECTHHAIMjCKM KMUIl IEPIUNUPAH Off CTpaHE HOBHUX
TypucTa. 3Hauaj OBOT HCTPAKUBAKA OIJIE/IA Ce ¥ IPEN03HABAY Be3e U3Mel)y OUeKBarba
TYPHCTA U BUXOBE IepIieniirje NMUIIA IIPe IT0CeTe, OJHOCHO HCKYCTBA TYPUCTA U IbIXOBE
TIepIIeNIyje UMHUIIa TOKOM ITOCETe JIECTHHALIV]H.

Memodoaowxe cauunocmu udmehy HOLSAT uncmpymenma u padosa o
Mmeperwy umuua

Lee u zap. (2014) u Jani u Nguni (2016) cy Mmepwin MoguduUKalije UMHUIIa Y3POKOBaHE
TYPUCTHYKHUM HCKYCTBOM KOpHIIThereM jeIHOT y3pOKa HCIUTAHUKA KaKo O ce MOCTHUIIa
tayHocT. HOLSAT Ttakol)e KopucTd jemaH y3opak WCIOHUTAaHHKA, ajd My HEIOCTaje
mpeaHoct kopumihema jemne usjaBe (Jani & Nguni, 2016). Wmak, xopucrehu cBoj
MIPHCTYI U 0Z{BOjeHO Mepehu OYeKHBara M HCKYCTBA KAo ABe KOMIIOHEHTE 3a/I0BOJbCTBA,
HOLSAT mnpukywba [ofaTHE IIOJATKE W HyJd IIUpPe MOTYNHOCTH 3a EbHUXOBY
WHTEpIIpeTaInjy.

TTomyT CTPYKTYpPHCAHMX METOMOJIOTHja 3a HcTpakuBambe mmura, HOLSAT Takohe
KOPHCTH aTpUOYTCKU HPUCTYI, M TO 32 Mepele OYEKHUBAIha, UCKYyCTaBa U 33/J0BOJHCTBA
TYpUCTa PpAa3JINYUTHM eJleMeHTHMa JectuHanyje. Ca IPAKTHYHOT CTAHOBHINTA,
YHUIbEHUIA Ja ce CTyJHje O Mepely HNMUIla U CTyAuje Koje ce 3acHuUBajy Ha HOLSAT
WHCTPpYMeHTy (okycupajy Ha JecTHHanujcke arpubyTe [J03BojbaBa MOTyhHOCT
IOBJIaYeha Mapasesa u3Mely BUXOBUX pesysarata. Ha nmpumep, Joppe u ap. (2001) cy
V3BeJIN HeKe 3aKJbydKe O JECTHHAIN]CKOM HMMHUILY YV HHTEPIIPETAlNju Pe3yJITaTa CBOje
IPA crynuje o TopoHTy. JlecTHHAIMjCKH aTPUOYTH KOjU CY BUCOKO OLIEE€HU Ha 00€e cKaje
Cy UCTaKHYTH Ka0 KJBYYHHU €JIeMeHTH y OyyhuM cTparerujama 3a yHanpeheme UMHUIia.

IIpumena HOLSAT wuHCTpyMeHTa 3a Mepeme 3a70BOJbCTBA TYPUCTA U JIECTHHA-
[MjCKOT MMUIIa UMa HEKOJIMKO O3UTUBHUX U HETATUBHUX acriekaTa. [J1aBHaA peAHOCT je
YHUbEHUIIA J]a ce OMOTyhyje HCTOBpEMEHO Mepere 00a KOHCTPYKTA U TAKO IITeZle BPEAHHU
pecypcu HEOIXOJHH 3a CIIPOBOEe OABOjEHHUX HCTpaKuBama. Takohe, YKOJIHUKO
pe3ysTatu t-TecTa He ITOKaXKy 3HaYajHe pa3jIuKe U3Mel)y oljeHa OUeKHBamba U UCKYCTaBa y
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Be3u ofpeheHOr arpubyra, BAIUAHU B3aK/ByYl O 33/[0BOJBCTBY TypHCTa JAaTUM
aTpubyTroM He MOry 6uTH foHeTH. MehyTuM, YKOIHMKO ce OLieHe OYeKUBamba Pa3Marpajy
OJIBOjEHO OJi OILleHA MCKYCTaBa KaKo OM ce HMCTpakuMo MMHUIl ofipeheHoOr arpubyra mpe
rmocere, pe3yJTaTd KOjU He OWU MOHYAWIN 3HAYajHe HMIUIMKAILMje 3a IPBOOUTHO
HaMeIbeHy CBPXy HHCTPYMEHTA Ce U JlaJbe KOPUCTE Ka0 OCHOBA 3a JIOHOLIEHe KOPUCHUX
3aKJbydaKa.

¥V norneny mepema umuia, HOLSAT nMma /iBa ryiaBHA HEJJOCTATKa, IPU YeMy je IPBU
3ajeJHUUKH Ca OCTAJIHM CTPYKTYPHUCAHHM METOZOJIOTHjaMa HCTpakuBamba umupa. C
0063UpoM Ha TO Za Ce KODHUCTH YIUTHUK 3aTBOPEHOr THUIIA, HCIHUTAHHINMA HUje
omoryheHo na W3Hecy COICTBeHe Iepllenuuje HUMHUila, Beh camMo Ja H3pase CBOje
MHUIUBEEHE O JIATUM JEeCTUHAIWjCKUM arpubyruma. Ha Taj HauwH, aTpuOyTH KOje
HCTPa’KUBAYU HUCY UAEHTUGDUKOBAIN U YKJBYUWIN Y HHCTPYMEHT OCTajy HEUCTPAKEHH.
Unak, kako GM ce KOMIIEH30BAO OBaj IPOOJIEM, MOMKE Ce CIPOBECTH HECTPYKTYPHUCAHO
HCTPaKUBAIbE IIpe IJIABHOT MCTPAKUBaKa KaKo OU ce HAeHTH(HUKOBAO HAJIPUKIATHUJU
CKYTI IECTUHAIjCKUX aTpubyTa. J[pyru HeZIOCTaTaK je Be3aH 3a ynmeHuIly a ce HOLSAT
3aCHUBA HAa TEOPUjU OYEKHBaMa KOja je CYIITHHCKU KOrHUTHBHA. CTOra OH Ipy’ka caMo
OCHOBY 32 UCTPa’KUBakhe KOTHUTUBHOT I€CTUHAIM]CKOT UMHUIIA.

MeTtoaoJ10oruja

IIpumena HOLSAT wuHCTpyMeHTa je /AeTa/bHO OIKMCAaHA Y TPY:KEHOM IIPErJIey
JUTepaType, HAKOH 4Yera je YCTAaHOB/b€HA Be3a u3Mel)y IepIeniyja TypUCTa o
JIECTUHAIIN]CKOM HUMHUIY U HbUXOBUX OUEKHBarba Off IeCTUHAIIM]je, Kao U Moaudukyjyhu
VTHIIQ) KOjU HCKYyCTBO TYPHCTa Yy JECTUHAIMjU HMa HA HBHUXOBY NEPIENIU]jy
JleCcTHHanMjckor uMmuiia. Ha oCHOBY OBUX pa3Marpama, Ipeayake ce MoaudbUKanuja
METOZOJIOTHje y Buay Inupe wuHTepnperanuje pesyarata HOLSAT wuHcTpymeHTa.
IIpoceuHe OIleHe OUEKWBama Be3aHUX 3a ofpelieHu fectuHaiujcku atpubyT he Taxohe
OUTH TyMaueHe Ka0 WHAUKATOP MPHUCYCTBA TOT aTpubyTa y Meplennujama TypHUCTa O
JIECTHHAIIN]CKOM UMUILY TIpe TOoCceTe, 0K Nie OlleHe MCKycTaBa Be3aHUX 3a aTpubyTe OUTH
IIOBe3aHe ca IepleniyjaMa UMHIJa Koje TYpUCTH MMajy HAaKOH IIOCEeTe JIeCTUHAIMjU. Y
CKJIQJly ca THMe, CTAaTHUCTUYKHU 3HAYajHE Pa3/IMKe Yy MIPOCEYHUM OIleHaMa OYeKHBama U
HCKYCTaBa y Be3H ca ofipe)eHNM JIeCTUHAIM]CKUM aTpubytuma he 6utu mocMaTpaHe He
caMO Kao HHAMKATOP 3aZI0BOJbCTBA TypuCTa, Beh U Kao MoauduKaiuje HWMHIIA
Y3POKOBaHE TYPUCTHIKUM HCKYCTBOM.

IIpukynbame IOAaTaKa je U3BPIIEHO y3 IoMoh YHUTHHKA KOjU Ce CacTOju U3 JiBa
Jleyia, IpU YeMy IPBU Jileo oOyxBaTa IUTama Be3aHa 3a COIHO-ZeMorpadcke OJIMKe
ucnuTaHuka, Mok ce HOLSAT MHCTpyMEHT ca 30 JAeCTHHAIUjCKUX aTpuOyTa Hajaaszw y
npyrom gaeny. W3 cryauja xoje cy cmpoBenu Tribe u Snaith (1998) u Truong u Foster
(2006) npeyseTo je 18 aTpubyTa, TOK je 3a TeKyhy cTyAujy moceOHO KpeHpaHO 12 HOBUX
aTpubyra koju HuCy Kopuithenu y nperxonauM HOLSAT cryaujama. OBu atpubyru cy
3aCHOBAaHM Ha O/JIMKaMa IIpe/]MeTHe JecTHHAIUje U, y3eBIIM y 003Up LWbH Daja,
JINTEPATYpU O JecTHHaIUjckoM umuity. CemaM HOBHX aTpHOyTa KpeHpaHHX Ha OCHOBY
crnenuUIHOCTH IeCTHHAIMje je Be3aHO 3a Beorpasicky TBpljaBy, akTHBHOCTH Ha peKaMa,
3HAKOBe paTHUX pasapama, NPUCTYNl uH@oOpManujamMa o jaBHOM IIpeBO3y, HaILJIaTy
Kapara y jaBHOM IIpeBO3Yy, ycjyre TaKcHja M IIOBOJBHOCT cMelnTaja. IIpeocranux mer
HOBUX aTpubyTa (KOMyHHKallMja Ha eHIJIeCKOM, NIPHUCTYN uHopMalnujama o Tpajy,
sjakoha CHalaxewa IO Y/IMIAMa, KBaJHUTET CMeEINTaja, Pa3HOBPCHOCT aKTUBHOCTH)
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3aCHOBAHO je Ha aTpubyTHMa KOjU Ce KOPHCTE Y MCTPaXKUBAY JECTHHALM]CKOT MMHUIIA
(Echtner & Ritchie, 1991; Jenkins, 1999; Beerli & Martin, 2004). Ocum atpubyTa Koju ce
oxHocu Ha Beorpazcky TBphaBy, CBM HOBU aTpUOYTH Cy TEHEPUUYKH U MOTY C€ KOPUCTUTHU
y HCTPaKUBatbUMa APYTHX JeCTUHAIH]A.

¥V 1usby npoBepe MPHUKJIATHOCTH CACTAB/HEHOT YIIMTHUKA 33 HCTPAKUBAK€ UMUIIA,
y3€eTH ¢y y 003Up pe3yJITaTH joll Tpu pesieBaHTHe cryauje. Ilopehemem je yrBpheno na cy
ynuTHUKOM obyxBaheHu cBH aTpubyTu Koje cy Joppe u ap. (2001) H3ABOjUIH Kao
HajBaKHUje y ypOaHUM JlecTrHanujama (6e30eHOCT, CMEIITa]j, BPETHOCT 3a JIATH HOBAIJ,
yCIyre HCXpaHe U KyXWiba, uyncroha, pasHOBPCHOCT aTpakuuja M aKTHUBHOCTH U
TOCTOJbYOMBOCT JIOKAJTHOT CTAHOBHMINTBA). MCTO ce OfHOCHM M Ha arpubyre Koje cy
Hernandez-Lobato u gp. (2006) W3ABOjIIM Ka0 K/ByYHE KOMIIOHEHTE KOTHUTHBHOT
UMUIlla JAecTuHaIyje (MPUPOAHU, MEj3KHU UM KYJITYPHH PECYpPCH, IPUCTYIAYHOCT,
6e30eHOCT, HONHM KUBOT U 3a0aBa ¥ BPEAHOCT 3a JaT HoBall). Kao mocyieqmu Kopak
mpoBepe, cBUX 30 omabpaHux atpubyra je ymopelieHo ca ¢dakTopuma KOjU yTHUy Ha
eBasyalijy MIMHUIIA U3 OKBHPa KOju cy cactaBwin Beerli 1 Martin (2004). YcranoB/beHa je
JIUPEKTHA WIN WHIUPEKTHA Be3a CBUX aTpUOyTa ca OBUM OKBHUPOM, OCHM jeJTHOT KOjU ce
O/THOCH Ha jeTHOCTABHOCT pa3MeHe HOBIA, a IMPEY3ET je U3 CTYAHje KOjy Cy CIPOBETH
Truong u Foster (2006).

TepeHCKO HCTpaKUBAIbe je CIIPOBEIEHO TOKOM JieTa 2013. rofuHe y Beorpany. Kako
O0u ce 3abesiexkuwie IepLENIMje TYpHUCTa O CBOM HCKYCTBY HAKOH IIOCETe, OWIO je
HEOIIXO/THO /1A Ce UCTPAKUBAKLE CIIPOBE/IE Ha KPajy BbUXOBOT O0paBKa y necTuHanuju. Kao
jemaH oj miaBHUX caoOpahajHux TepMuHAIA y Tpaay, [J1aBHA Kele3HHYKA CTAaHUIA je
onabpaHa 3060r CBOje NMPHCTYIIAYHOCTH. TYpHUCTH Cy JIMYHO IOIYHAaBAJIM YIUTHUKE U
MIPUKYIUbEHO UX je YKYIHO 328. OAroBOpH Cy KOAMPAHU U yHETH Y 6a3y moAaTaka, HaKOH
Yera je CIpoBe/IeHa BhUXOBa CTaTUCTHYKA 06paza y codprepy SPSS. Kako 6u ce yrBpAmIo
Jla JIU ce OYEKHMBakha U FCKYCTBA Y BE3U €A CBAKUM JIECTHHAIIM]CKUM aTPUOYTOM 3HAYAjHO
Pa3JIHKY]y, CIPOBEZEHHU CY t-TECTOBH.

PesysTraTi U JUCKyCHja

Commo-ziemorpadcke  OJTMKe HCIHUTAHWKA Cy TMpeacTaB/beHe y Tab. 1. Behuna
WCIIUTAaHUKA je U3 HeKe 3eMJbe WIAHHuIEe EBpOICKe yHUje W IPUIaZla CTapOCHO]
KaTeropuju 18—29 roAuwHa, IITO 3HAYM Ja Ce y30pak HajBehuM JeioM cacTtoju of
omsaguHckux typucra (Carr, 1998). CTy/ileHTH YHHE BUIIIE Of] TPU YETBPTHHE Y30PKa, 0K
j€ TOTOBO MTOJIOBMHA UCIUTAHUKA Beh CTeK1a yHUBEP3UTETCKY AUILIIOMY.

[1aBHU pe3ysITaTH HCTpaXKMBamba Cy MpefcraBbeHd y Tab. 2. ATpubytu Koju cy
J0OWIM HajBUIIlE MIPOCEYHE OLlEHe OUEKHBarba e GUTH TyMadyeHU Kao HAjIPUCYTHUJU Y
JlecTUHANMjckoM umunly beorpazma mpe mocete (Ta6. 3). /IBa arpubyra ca HajBUIIAM
olleHaMa Cy Be3aHa 3a IeHe, ykadyjyhu Ha mepuenuujy Beorpaza kao mectuHauumje ca
jebruHNM pecropaHuMa u monuHroMm. Tpehu Hajbose ouemeHH arpubyr je mobpa
BPEZHOCT 3a [aTH HOBall, AOJATHO [ajyhu Ha 3HA4Yajy KOMIOHEHTH IPUYIITHBOCTU.
OBakBa nepuennyja uMuga 6u Morsia Aa nomorse beorpay y npuBiadersy TypucTa KOju
JKkeJie GUHAHCH]jCKY NIPUCTYIIAYHY AECTUHAIM]Y 32 CBOj OJIMOP.
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Tab. 1. Coyuo-demoepaghcke 00auke ucnumaHuka

Opinka Kareropuje Pesysitatu y % Y3opak
18—-20 36,35
21-25 47,51
Crapoct 322
26-29 7,13
30+ 9,01
EBporicka yauja 84,45
3emsba
e — OcraJie eBpOIICKe 3eMJbE 7,93 328
BaneBporicke 3eMibe 7,62
My1kapuu 6,10
Ilon YIrap 5 328
Kene 43,90
OCHOBHO aKaZIEMCKO 35,58
Macrep akaieMCcKO 14,10
O6paszoBame 312
Cpenme 38,14
Ocraio 12,18
Crynentu 76,49
Paymau cratyc 3arnocyieHu 22,46 285
Hesanociienn 1,05
<5000 19,42
Tomummsu
IIPAXOL 5000—30000 44,24 8
nomahumcTBa y 30000—-60000 21,95 7
eBpuMa
>60000 14,39

Pesysratu yKasyjy Ha HEKOJIMKO HETATUBHUX KOMIIOHEHTH uMua. Heku MO3UTHBHEI
JIECTUHAIIM]CKY aTPUOYTH Cy JOOWIIM HHCKE OIleHe OUeKHBarha, yKasyjyhu Ha mepueniujy
na Beorpazy oBu aTpuOyTH HeIOCTajy.

Tab. 2. Pesayanmamu HOLSAT mepera

OuexuBao cam 1a he Ouek. HUck. Pasnuka n
(mean) | (mean) | Mean | SD | t-test

W3sriaen

1. Cpag 6urtu yucr -0,437 0,516 -0,954 2,537 | -6,822** | 328

2. I'pajt 6utu sien 0,501 1,253 -0,752 2,195 | -6,197** 326

3. I'pax 6utu usrpahen y

COIMjAJT. K APXUTEKTOHCKOM 1,333 0,891 0,442 1,895 | 4,182** 320

CTUILY

4.Y rpajty 6GUTH BU/IJbUBU 3HAIIN

paTHUX pa3apama 1 0,990 0,354 0,636 2,378 | 4,837** 326

crpomarTsa(H)

5. Knuma 6utn npujatHa 1,148 1,495 -0,346 1,700 | -3,696** | 328

Arpakiuje

6. Buru moryha nocera

HCTOPHjCKUM JIOKAJIUTETHMA, 1,245 1,441 -0,196 1,987 | -1,784 325

CIIOMEHUIIMMa 1 XpaMOBHUMa

7. buru JA0CTa 3aHUMJ/bHUBUX

AKTHBHOCTH Y TPAJY 0,981 1,362 -0,380 2,093 | -3,280%** | 325

8. BpezeTn mposecTH focTa

BpeMeHa Ha Beorpazickoj 0,386 0,877 -0,490 2,186 | -4,053** | 325

TBphaBu

114



9. Buru moryhe 6aBiberbe
aKTHBHOCTHMA Ha ofajlaMma peKa
10. Y rpazy mocrojatu
PasHOBPCHE IIPO/IABHUIIE

11. Butu mMoryhe y:kuBare y
JIOKAJIHOj KyXUIbU

12. buTh 3aHUMJPUBHX MecCTa U
JEMUHCTBEHMX UCKYCTaBa y 0,866 1,177 -0,311 1,904 | -2,930** | 320
HohuoM xuBoty Beorpaza
Be3begHocT

o Outi GeaGenar u 0425 | 1538 | 1963 | 2,224 | j6 0 oaue | 328
14. BuTi MHOTO TIpOCjaka u
YJIMYHUX pojiaBana ()

0,237 0,787 -0,550 | 1,906 | -5,161*% 319

0,697 1,510 -0,813 2,228 | -6,599** | 326

1,460 1,417 | 0,042 | 2,270 | 0,342 325

0,963 0,582 0,380 2,252 | 3,049** | 325

KomyHukanuja

15. JIOKaJIHO CTAHOBHUIITBO he

OUTH [IPUjaTEIbCKU HACTPOjEHO U 0,535 1,781 -1,246 2,422 | -9,330** | 328
NPUCTYIIAYHO

16. Buru moryha edexTuBHA

KOMYHHKAI[Fja Ha €HIJIECKOM ca -0,189 0,512 -0,701 2,742 | -4,631%* 327
JIOKQJIHUM CTAaHOBHUIIITBOM

Ycayre

11; qlfg;ﬁ;\:&?fwzipg)cg;mn 1,088 1,221 -0,133 2,096 | -1,157 328
18. PazmeHna HoB1A GuTH 1,217 1,700 0,483 | 2,054 | -4,253** | 326
jemHOCTaBHA ’ ’ ’ > ’

19. [loy1a3HU aepoApOM WU

ayrobycka/>keJle3HHYKA CTaHUIA | -0,526 -0,660 | 0,134 2,392 | 1,017 326
61/ITI/I CaBpEMEHU U e(i)I/IKaCHI/I

20. CmernrTaj OGUTH KBUIUTETAH 0,086 0,676 -0,590 1,712 | -6,218** | 324
Caoopahaj

21. CHaaXkeme 110 yIuiama OuTu

jeAHOCTABHO Y 1,185 1,586 -0,401 2,137 | -3,404** | 328
22, HpeBos Hehe orpaHuvaBaTyu

IIOCETY Pa3IMYUTHM JIeJIOBIMA 0,472 0,607 -0,134 1,948 | -1,251 325
rpaza

23. buru moryhe jegHocraBHO

MPUCTYNUTH UHDOPMaIjaMma o 0,165 -0,116 0,281 2,311 2,201* 326
jaBHOM IIPEBO3Y

fapton mpenosy G mpareaan | ©091 | 031 | 0403 | 1842 | 3,962 | 326
ig;&fgg;z ;a;‘eig‘;;?jm 0273 | 0242 |0031 |[1590 | 0350 321
IIpuymrTuBOCT

26. KynoBuHa 6uru jedprrHa 1,780 1,518 0,262 2,013 | 2,359* 327
27. Pecropanu 6utu jedpTiHN 1,810 1,945 -0,134 1,881 | -1,293 326
28. Hohuu skuBoT 6uTH jedpTHH 1,086 0,944 0,141 1,707 | 1,497 323
29. Cmenrraj 6ury jepTuH 1,254 1,242 0,012 1,602 | 0,139 321
30. Onmop npy>xutu A06py 1,663 2,055 -0,391 1,424 | -4,968** | 326

BPEJIHOCT 32 JIATH HOBAI|
(H) — HeratuBHU aTpuUbyT; * — 3HAYAJHO HA HUBOY 0,05; ** — 3HAUajHO HA HUBOY 0,01

Iepueniuje monasHe craHune, yucrohe u Oe3befHOCTH Ccy HeraTHBHe. IIuTame
6e30emHOCTH ce MOCeOHO M3/[Baja 3aTO IITO MOTBphyje Aa cy mocienuiie morahaja us
1990-UX U Jiajbe ¥ ofipeljeHoj Mepu MpHUCyTHE Y UMUILY rpajia. Flako oBu aTpubyTH MOTy
OUTH TyMaueH! Kao MO3UTUBHU WM HETATUBHH, MIOTPEOHO je Pa3MOTPUTH YUIHEHHUILY J]a
HUje/laH Of BbUX HUje OIeHheH IPOCEYHOM OIIEHOM OUeKHBama U3HAM +2,0. Y3umajyhu y
003Up YMHEHUILY /1A Cy pe3yJITaTh OOUjeHH Ha CKaIu off -4,0 /10 4,0, jaCHO je Aa OIeHe
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usMehly 0 u +1,0 He yKasyjy Ha CHa)KHe NO3UTHBHE IJIM HEraTHBHE KOHOTAIlVje HUMHIIa,

Beh Ha HeyTpasHMje KoHOTanuje. OBO je y CKIajly ca pe3yITaTuMa Koje cy [IPe3eHTOBaIN
Armenski u zp. (2007).

Tab. 3. Komnonenme xoeHumueHoz decmurayujckoe umuya beoepada npe noceme

ITo3uTHBHE KOMIIOHEHTE HeraTtupHe KOMIIOHEHTE
Jedrunu pecropanu
JedTuHa KynoBuHa
Jlo6pa BpeiHOCT 3a JJaTHU HOBAIY
JlokasHa Kyxumbha

JedTHH cMelnTaj 3HaAKOBY PaTHUX pa3apama U CHpOMAIITBa
Pa3iMuuTH UCTOPHjCKU JIOKATUTETH, IIpucycTBO IpocjaKa U yINIHUX IpoiaBara
CIIOMEHHWIIN U XPAMOBH 3acrapesna 1 HeepuKacHa /Ioy1a3Ha CTAaHUIIA
CoLujayuCTUUKN APXUTEKTOHCKH CTHIT IIpsbaB rpag
JegHocTaBHOCT pa3MeHe HOBLIA OmacaH rpaj
JeTHOCTaBHOCT CHaJIaXKeHa yJIunama HeedukacHa koMyHHKanMja Ha €HIJIECKOM

IIpujaTHa KIUMAa
JeZHOCTaBHOCT IIPUCTYNA HHpOpManujamMa o
rpany
JedTrH HOhHY JKUBOT

HanomeHna: AtpubyTu ca oljeHaMa OYeKHBama >1,0 Cy HaBeAEHH y IMO3UTHBHUM KOMIIOHEHTaMa.
ITo3uTHBHU aTpUOyTH ca OIleHaMa OYeKHBarha <O U HEraTUBHU aTpUOYTU ca OlleHaMa OYEKHBAha
>0 Cy HaBeJleH! Yy HETaTUBHIM KOMIIOHEHTaMa.

04 g1s 7

®2 @15
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®24 ®20

HCKYCTBA
o
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JTHJATOHAJTHA
JTHHHJIA

2

OYEKHBAIbA

Ca. 1. Mampuya ouexusara u UCKycmasa 3a Cmamucmuyku 3Hauajie ampubyme

Hanomena: ITosuTuBHU aTpubyTH (IIONyH€HE Tauke) KOjH ce Hajase HCIOJ AMjarOHAJIHE JIMHUje
yKasyjy Ha 3a/I0BOJBCTBO, ZIOK OHHM H3HAJ JIMHHje YKasyjy Ha He3a/0BoJbcTBO. O0a HeraTHMBHA
arpubyra (IIpa3He Tauke) ce HaJIa3e U3HA/L IWjarOHAaJIHE JIMHMU]E, IIITO yKa3yje Ha 3a7J0BOJbCTBO.
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VckycTBa TypUCTa Cy ce 3HaYajHO PA3JIMKOBAJIA OJ] IbUXOBUX OYEKHBAIha ¥ CIIyUajy 21
on 30 artpubyra (70%). OBe pasnuke he OUTH TyMmMadeHe Kao 3aJ0BOJHCTBO
/He3anoBosbeTBO TypHcta (Ci1. 1) u Kao MoAudUKaIje UMUIIa y3poKkoBaHe mmocetoM (Tab.
4). HajBeha mno6ospmiarba Ccy ycTaHOB/b€HAa y Be3u ca 6esbemnorrhy y rpaay u
pHjaTesbCKOM HacTpojeHolrhy jokanana. O6a HeraTuBHA aTpubyTa cy 700MIa 3HAUYAjHO
HIKe OIleHe HCKYCTaBa, LITO yKa3yje Ha 3a/I0BOJbCTBO Typucra. Mmnak, cBera IIecT of 17
3a710BosbaBajyhux aTtpubyTa je mo6MIIO OlfeHe UCKycTaBa Behe of 1,5, mpu ueMy je mobpa
BPETHOCT 32 JIaTH HOBAIl jeJUHU aTpubyT ca orieHoM BehoMm o7 2,0. C 063upoM Ha To /1a je
Hajuma Moryha oueHa 4,0, W JAajbe IOCTOjU BEJIMKH IIPOCTOP 3a I000JbLIAIbE.
UnibeHHUIIA []a CY OLIEHe UCKyCTaBa O1le HHUCKE, a []a CY TYPUCTH U [TOPe]] Tora 3a/10BOJbHU
yKasyje Ha TO /ia Cy UMaJIl HHUCKA OYEKUBAaa O] IIOCETE, IIITO je IIOBE3aHO Ca HUXOBUM
HepLENIyjaMa HMHIIA IPe IOCeTe.

Tab. 4. Hajeehe pasauxe usmehy decmunayujcxoe umuya beoepada npe u nocae noceme

Ilo3utnBHE MoiudUKaIIIje HeratuHe Monudukanyje
IIpujaTes/bCKUjH JIOKAIN
Besbennuju rpag,

Yucruju rpag, Mame npakTH4aH cCUCTEM HaIlIaTe Kaparta y
Jlemu rpajn jaBHOM IIPEBO3Y
Beha pa3HOBpCHOCT IpOAABHUIIA Texxu npuctyn uHbOpMaIjama o rpagy
EdukacHuja KOMyHHKAIMja HA €HIJIECKOM Masbe IPUCYCTBO COLHjaTUCTHYKOT
Mambe 3HaKOBa PaTHHUX pa3apama U apXUTEKTOHCKOT CTHJIA
CHpOMaIITBa CkyIyba KyIOBHHA

KBasiureTHUjU cMeIITaj
Beha nmonyza akTuBHOCTH Ha obaslama peka
Hamomena: AtpubyTy ca CpeAUM pasjnkama >0,5 Cy HaBe/leHH y MO3UTHBHUM MoauduKaryjama.
Cge HeraTtuBHe Mo/ UKaIMje Cy HaBe/leHe y Tabest.

He3a0B0JbCTBO je 3a6esiexeHo y ueTUpH ciay4daja (23,53%), IpH ueMy Cy iBa Be3aHa
3a jaBHU MpeBo3. HeraTBHU MapKETHHT ,,071 yCTa /10 yCTa“ y Be3H ca jABHUM IIPEBO30M O
MOTa0 /1a HaBe/ie TYPUCTE Jla U3 CBOjUX IJIAHOBA MPUJIUKOM IOCETE UCKIbYUe YAaJbeHUje
arpakigje. OBe arpakiuje Beh mocehyje mambu 6poj Typucra HEro ImITO je cjiydaj ca
arpakiujama y neHtpy rpaga (Todorovi¢ & Dedanski, 2016). Tpehu atpubyT je Be3an 3a
IIOMUHT, KOjU je TMepIUIUpaH Kao HE3HAaTHO CKYIUbM Of ouekuBaHOr. OBO 6Jaro
HEe3a/I0BOJbCTBO O MOTIJIO /1a ce HETaTHBHO OApa3W Ha MOTYNHOCTH pa3Boja IIOMUHT
TypusMa y Beorpagy. UeTBpTu aTpuOyT ce OHOCU HA COIHjATUCTUYKHU apXUTEKTOHCKH
CTHJI, KOjU MOKe OUTH aTpaKTHBAH IOjeIMHIM CETMEHTHMA, a IPUCYTAH je y Mamb0j MEPH
O]T OUEeKHBaHe.

3ak/pyuyak

Y TeopujckoM feily OBOT pajia U3BpIeH je IperJies] IuTepaType Kako 61U ce MCTpa)Kuiaa
Beza u3Mel)y fAecTHHanUjcKOr MMHIAa M 3370BOJbCTBA Typucra. Ha ocHOBY Tora je
u3Be/leHO HeKOJIMKO 3ak/bydaka. [IpBo, meplieniuje TypucTa 0 UMHUILy HeKe JlecTUHALHje
yTUUy Ha HBUXOBAa OYeKUBama Of Te JecTHHanuje. J[pyro, JeCTHHAIUjCKH UMHUIl je
JUHAMHU4YaH, IITO 3HA4YU Ja ce Mema ca CBAaKOM HOBOM HHopMamujoM. Yiora
TYPHUCTUYKOT HCKyCTBa y Ipollecy MopuduKalije UMHUIA je MoceOHO BaskHA 3aTO IITO
JIOBOJYM ZI0 HACTAHKA PEATMCTUYHUJUX Ieplennyja uMuna fAectuHanyje. Tpehe, mocroje
H3BECHE METOZAOJIONKe cnyHocTH u3Mely mHcrpymeHnTa HOLSAT M CTpyKTypHCAaHHX
MeTOZia Mepemha UMHIIA.
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Ha ocHOBY TeopwjcKUX pasMaTpama, y €MIHPHjCKOM eIy OBe CTyAHje je
neMoHcrpupaHo Kako ce HOLSAT Moke KOPHCTHTH 3a Meperbe 33/10BOJbCTBA TyPUCTA U
JIECTHALIM]CKOT MMHIIa. Pe3ynTaTu cy HMpY:KWUIH BpeJaH YBUJ Y 3a7l0BOJBCTBO TYPUCTA
Beorpazom u fectuHanujcku uMun rpaaa. OMIITH 3aKJby4ak je Jia ¢y TYPUCTH YIJIaBHOM
33/I0BOJHHU HOHYZIOM Ipazia. MeHayepu ZieCTUHALMje MOTY [ja YTUUy Ha TPH Of] Y€THPHU
He3a/i0Bo/baBajyha aTpubyTa (M3y3€eTaK je MPUCYCTBO COIHUjATUCTHYUKE aPXUTEKTYPE), IPH
yeMy ce HOCeOHO HCTHYE HEOIXOZHOCT YHampelema IMOjeANHUX ejeMeHaTa jaBHOT
IpeBo3a. Y CyIPOTHOM, HefocTaTak WH(OpManuja o0 jaBHOM IPEBO3y U CJIOKEHOCT
cHucTeMa HaIIaTe Kapara y MCTOM Morid Ou a Jeiyjy kKao orpaHumuasajyhu daxropu
IIPOCTOPHOT MTOHAIIAKA TYPUCTA Y IECTUHAIIH]H.

YV morsiefny MO3WUTHBHUX IepleNnyja HMHUIIA Ipe IoceTe, MOCEOHO ce HCTUUY
arpubyTu Be3aHW 3a (HUHAHCHJCKY TMPUCTYIAYHOCT JIeCTHHANMje. JlecTHHAIM]CKU
MeHallepu 6u Tpebaso /a pa3MOTpe WHTEH3UBHHUjE KOPHUIIThere OBUX KOMIIOHEHTH
MMWIIA Y JECTHHAIIMjCKOM MapKeTuHTy. Mako ce HajBehe mobosplaibe UMHUIIA Be3yje 3a
6e3beHOCT y Tpajly, UMI-EHHUIIA je Jla Ipe IOceTe TYPUCTH Nepuunupajy beorpaz xao
Hebe30esaH rpaj. Y3eBIIM y 0O3UpP HOBWjY HCTOPHjy Tpajia, OAHOCHO VTHIAj AATOT
aTpubyTa Ha TYPUCTUUKE TOKOBe Ka Beorpajy y mpoIuIocTH, MOXKe Ce JOHETH 3aK/by4aK
Jla HOCHOLM MAapKeTHHTra [eCTHHAIMje MOpajy NaK/bHBO /Ja IPHCTYIe HABEIEHOM
rpobJiemMy.

Pesynratu Takohje ykasyjy Ha To za je moceta Beorpaay umasna y HajBehoj mepu
IIO3UTUBAH YTUIIAj HA MEPIEIIN]Y UMHUIIA 0] cTpaHe Typucta. OBo 61 MOTIJIO /1a IOBEJIE 10
IIO3UTUBHOT MapKeTHUHTA ,,07] yCTa JI0 ycTa®, IMTO O aske MOIJIO MTO3UTHUBHO /Ia YTHYE Ha
Iepleniyje JpyruX, MOTEHNHMjaJITHUX TYpUCTa IIpe HHUXoBe mocere. IloGospiiara
HETATHBHUX ¥ HEYTPAJIHUX KOMIOHEHTH HMHUIA, y3 [a/be jadare I[TO3UTHBHUIX
KOMIIOHEHTH, Tpebasio 61 /a yHampe/ie TO3UIHjy rpaZia Ha TYPUCTHIKOM TPIKUIITY, TIE
6u morao a mpuByue Behu 6poj Typucra, yop3aBajyhu omopaBak TypHCTUYKHMX TOKOBA
KOjHY Cy MIPEKUHYTH 1990-HX.

ITorpebHO je ykazatu Ha oxpelleHa orpaHuYerma OBOT HCTpakuBama. CKym
JIeCTUHALMjCKUX aTpubyra kKoju cy ykbyueHu y HOLSAT je cacraBjbeH Ha OCHOBY
[peryiefia JINTepaType W pa3MaTpama crequdUIHHX OAJIHKa JecThHanuje. Kako oBaj
[poIleC HUje YK/bYyYMBAO KBAJINTATHUBHO HCTPa)KUBame, Moryhe je Aa HEKd BasKHU
JIECTHHAIIM]CKKM aTpuOyTH HHCY uaeHTHUKoBaHu. Takohe, cryauja je oGyxBaThia CBEra
JIBa HETAaTHBHA JIECTUHAIIM]CKa aTpUOyTa. Y30paK Ha KOjeEM je CIIPOBEIEHO UCTPAKUBAHE
Ce €acTojao yIJIaBHOM OJf OMJIAZITHCKUX TYPHCTA, IITO yKasyje Ha TO Jja Ou MeHalepcke
MMIUIHKanyje pe3yiarara Tpebaso ma Oyay orpaHUYeHe HA OBaj TYPUCTHUYKH CETMEHT.
Bynyha ucrpaxuBama 3a/10BOJbCTBA TYpHCTa Y Beorpajy u lecTHHANM]CKOT UMUIIA Irpaja
6u Tpebao Jja KOpUCTe Apyravrje y30pKe UCIUTAHIKA KaKo O IPYKUJIa pe3ysITaTe Koje
je moryhe mupe mIpuMeHUTH.

3axeaaHocm

OBaj pajx npezcTaB/ba pe3ysITaT UCTPAKUBAKHA Ha MPOjeKTy Op. 176017, Koju ¢puHaAHCHPa
MuHucTapcTBo 00pa3oBama, HayKe M TEXHOJIOIIKOT pasBoja Pemybsimke CpoOuje.
3axBasbyjeMo ce pelleH3eHTHMa Ha KOPUCHUM KOMeHTapuMa U cyrecTdjaMa KOjUu cy Ham
IIOMOIJIH /1A YHAIIPeIUMO KBAJIUTET paja.

JIuteparypa (morsesaTi y €HIJIeCKOj BEP3UjU TEKCTA)
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