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The employees have to maintain high level of professionalism in the contact with the guests. One of the most important factors for successful functioning of a hotel is the motivation of the employees.

In order to determine the level of the motivation of the employees in Ohrid region, a field research was done in the hotel properties on the shore of the Lake Ohrid.

The role of manager in the process of motivation should be highlighted.

With the determination of the different job aspects, the managers and the other employees can determine the level of importance of different motivational factors.
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Introduction
The motivation is a very complex phenomenon. The motivation is being considered as managerial activity which incentives the others to act in a useful manner for the organization. Considering the fact that managers manage the people, it is analog that they also manage the motivation. Motivation affects the human behavior, and doing so, it influences the satisfaction of the needs by active affection of the organization. (Teodosijevik et.al. 1994). The people responsible for designing the system of up-building will only be successful if they are familiar with the motivation theories. The motivation theories have psychological background which explains what motivates the human resources. To discover the subtle motivation lawfulness means to explain of the numerous reasons for working as well as for not-working of the individuals. 
In order to achieve competitive advantage and to survive in the global economy, the managers should motivate the human resources. Basically, every behavior comes from a certain need, for which the man becomes aware and tends towards its satisfaction. The motive, i.e. the motivation is something which derives action. It can be a need, a wish or a feeling, but in any way it has certain action or behavior as a result which through satisfying their needs, contributes to achievement of determined goals.

The manager can motivate the subordinates (to incentive the wish for doing that), only if he sees the world the same way as they do. The managers who know how to motivate the human resources are a wealth for each organization. 

Motivating the employees is a base of many motivation theories. Different approaches in these theories have common task to make a background for motivating as activity of managing the company, and are based upon the principles of management (Teodosijevic et.al. 1994).
The work of the manager within the domain of motivation is being described as creating a situation in which the actions of enabling satisfaction of certain members of the organization are at the same time actions which contribute to achievement of organizational goals.

The motivation has two basic aspects: motivating the managers and motivating the other human resources. The managers who are on higher managerial levels, can be motivated with satisfying the higher level needs, and the workers can be motivated by satisfying the lower level needs.
The motivation and motivating, influence the conscious human behavior. Good working conditions, i.e. quality of work life should be provided for application of any principle in the process of motivation. It can be achieved by fulfillment with the job, flexible working hours (if there is possibility to do so), job share, mutual determination of goals, opportunity for promotion and professional development etc. But, besides all, the money has strategic meaning for most of the people. Anyway, if there are not in sufficient quantity, the money express huge power as de-motivator (when people are not getting their salaries, they have no will for anything). In that meaning the money is very important but still not crucial factor.

Other researches for the motivation in broader surroundings
The motivation had bee studied theoretically, and there are also various empirical researches. Upon the base of the results gained form different researches, the permanent skills improvement of the tourist workers is often a factor of motivation. Actually, it enables the human resources to deliver their working tasks skillfully and professionally. As a result of that, they expect to be suitable awarded (by raise of their salaries, promotion, paid annual leave etc.). The skilled education is necessary for human resources of all profiles (starting from the guardian up to the chief manager). In that context, the permanent education of human resources who are in direct communication with the guests - it is of special importance.
During 1969, a survey of the motivation was conducted over the workers in several companies on the territory of SFRJ (Guzina, 1980). The results of that survey (besides the other information) give some indications for the basic reasons of dissatisfaction, as well as for what the employees are fond of at their job positions. Most of the examinees are dissatisfied with the organizational elements and first of all with: distribution, organization of the work, management manner, opportunity for participation in decision making, as well as the opportunity for promotion. The most important things for the examinees are the following: the need for liberation of the personality, the need for up-building of skilled education, and promotion.

The results of the research show the placement of the motivation factors on the rang list (table 1)
Table 1: Rang –list of motivation factors (Guzina, 1980)
	
	Motivation factors
	Managers and experts
	Workers in production

	1
	Success in work
	1
	3

	2
	Salary
	5
	1

	3
	Opportunities for additional skilled education
	2
	2

	4
	Good interpersonal relations
	3
	4

	5
	Interesting job
	4
	6

	6
	Opportunity to be part of decision making process
	6
	5

	7
	Free time
	7
	7


The conclusion from the presented data in the table is that there are noticeable differences in assessment of the importance of certain factors. The most important motivation factor for the workers is salary, while the managers and experts prefer the successful working. Although minor, the opportunity for participation in decision making has greater meaning for the workers in production then for the managers. The possibility of additional skilled education as motivation factor gains high grades in both groups of examinees. The interesting job, motivation factor that in some American researched gained very high grades, in this research belongs to the less important motivation factors both for the managers and for the workers. 
The data from this research give interesting rang-list of motives associated with the satisfaction at job (Table 2).
 Table 2: Factors important for pleading on a job position (Guzina, 1980)
	Motives
	%
	Sum %

	1
	Salary
	Greater income
More fair distribution
	31,9
24,0
	55,9

	2
	Interpersonal relations
	Better relationship with the manager

Good friends
	8,9
5,6
	14,5

	3
	Technical conditions for work
	Better organization

Better conditions ( protection)
	9,7
4,8
	14,5

	4
	Fulfillment of the personality
	Opportunity for promotion
Greater acceptance of suggestions

Job with greater respect

Being more informed 
	6,6
3,0

1,1

0,6
	11,3


As it can be seen from the table 2, the dominant position of the material moment can be noticed immediately. The most expressed is the dissatisfaction from the salary. It is already known that the need for larger or more-fair personal income is as higher as the standard of the worker is lower. For the workers who have lower living standard, lower income, the salary is dominant motive. Younger workers are more interested in income, i.e. in larger salary, while fair distribution is a priority for the older workers. 
The data from the researches show dominant role of the salary, i.e., that is what workers like mostly at their job position. Other significant need is the wish for further development and skills improvement. It can freely be said that the material moment is not without significance because usually further improvement and promotion offer greater salary. Besides income, the worker status can be the most important factor of motivation for work. The worker status is very important in management theory.

The manager should know the workers needs and wishes, to offer them feeling that they have achieved something, that their work is appreciated and respected. This theory is being confirmed by Western Electric Studies, one of the most quoted researches of the motivation and interpersonal relations. The productivity at work was examined on a chosen group of 6 women. Special effort was made to receive full cooperation from all those women during the research for changed working conditions (holidays, duration of working hours etc.) The changed working conditions caused increase of productivity of the experimental group. The level of productivity was maintained even when the working conditions were changed again because that group of women felt themselves as they were special; they acquired special reputation, and feeling of being important. 
The research conducted by the departments of the Union of workers in hospitality in SFRJ, pointed out the following reasons for weak motivation: relatively small awards compared to other industries, insufficiently recognized status of hospitality workers compared to workers from other industries, unfavorable working conditions and organization of the working hours (Ravkin, 1983).

Regarding the education as a factor for motivation for work, the researches of R.M.Champlin (Champlin, 1979) are interesting. He conducted a survey to determine the structure of workers in hotels and his conclusion was the following; 85% of the people who were looking for a job in a hotel had changed their job positions four or more times in previous year; those who got the employment in average had changed the job three times in previous year (Ravkin, 1983). The following reasons were pointed out for which the people stay on certain job position: suitable education, personality and identity of the worker. That means that the education, the qualification and skills improvement are connected with the status because they enable affirmation of the individual at work. The employee can feel that he had done something if he is suitably skilled for the job he is doing, and if that job has certain reputation in working and living surroundings.
Upon the base of the research of Spasovska (Spasovska, 1940), it was determined that the motivation-emotional characteristics of the manager’s character influence the successfulness of their managerial performance. The manager who successfully conducts the managerial performance, in most case successfully manages his employees too. Essentially, the manager should take care of his people in a company in order for them to be able to achieve the determined goals. Each manager should conduct his duties and develop interpersonal relations-the successful manager completes both these tasks. 
The issue of motivation is treated within the empirical research executed in the field of tourism and hospitality in Republic of Macedonia, (Rakichevikj, 1999). The research was conducted in all hotel of highest category, on the whole territory of the country. Upon the base of the managers’ answers on question how they motivate the employees, several conclusions can be made. The analysis of the collected data had shown that praises and financial awards were dominant attributive categories participating with 77,79%. That means ¾ of the examined managers in companies in hospitality, use praise and financial awards for motivation of the employees. 
Distribution of frequencies for each attributive category presents the following situation:
· In the process of motivation of subordinates, 60 managers or 41,67% of all examinees stand out for praise as dominant attributive category 
· The financial award follows , chosen by 50 managers or 36,12% of the examinees

· The promotion as means for motivation is applied by 11,11% of the examined managers

· The number of the managers who motivate their workers by giving them various privileges is not large, only 6,94%

· The smallest percentage of 4,16 has the fifth attributive category : the other and combined. 

The small participation of the promotion in the process of motivation of the employees, points to the fact that managers are afraid of competition by the subordinates. The fear from internal competition shows that managers do not believe enough in their own capabilities.
Motivation of the employees in the hotel capacities in Ohrid region
Basic problem of this paper is getting information about the motivation of the employees in the hotels in Ohrid Region, and which factors affect their motivation.

In order to determine this, the influence of the following elements was analyzed: salary, opportunity for promotion, working hours and shifts schedule, existing working conditions, managers’ behavior etc.

The basic goal of the executed empirical research is to determine the possibility of increase of the motivation level of employees by identification of factors that act as incentive, or disincentive. 

The survey was used during the research for collection of necessary information. The employees in the hotel got the opportunity to express their opinions by fulfilling the questionnaire. The survey questionnaire consisted of questions of closed and open type and combined.
The motivation of the employees is a psychological category and is closely connected with the psychological and social profile of the individual. The survey covered different group of examinees upon the base of gender structure, place of work, from various department with various educational level.
Since the main problem comprises the Ohrid Region, the terrain research was directed towards hotel objects in the town of Ohrid, and Ohrid Riviera. The hotels of highest categories (4 and 5 star hotels) were included in the research.
Analysis of the gained results

In the continuation, the analysis of the most significant results of the conducted empirical research follows.

Regarding the opportunity for promotion in the company, 47% of the total numbers of examinees consider the promotion as significant motivation factor. In other words, they are ready to leave the company in case of not having the opportunity for promotion. Within that context, the number of male examinees is larger, i.e. 54% are men. 
If this factor of motivation is being analyzed on different job position, the situation is the following: chambermaids would not leave the job if they don’t have opportunity for promotion. This opinion prevails at chefs too with 80%, and at waiters with 67%. From the other side, 71% of the receptionist and 60% of the barmen are ready to leave their job position if they consider they do not have opportunity for further promotion.

Depending on the level of education, the employees with university degree are more ready (59%) to leave the job position if they do not have opportunity for promotion compared to employees with high school education (29%).

When the motivation of the employees is being considered in dependence of opportunity for promotion on a job position, in separate departments, it can be concluded that the employees in housekeeping, kitchen and restaurant would not leave their job positions, while the employees from reception show the greatest readiness for leaving the job position depending on the opportunity for promotion. 
The influence of the salary over the motivation of the employees also resulted with different opinions.

Out of the total number of examinees, 53% would not leave the job position, while 47% who are ready to leave it unless their salary changes.

It is noticeable that the male employees do not consider salary as motivation factor of great significance, and even 77% of them would keep the job regardless of raise in salary. For comparison, the raise in salary is significant motivator for 64% of the female examinees. 

Regarding the job positions, even 80% of the chefs show the unique readiness to leave the job position if the salary does not change. There are not significant divergences at examined chambermaids, waiters, barmen and receptionists.

There are also not significant divergences if the analysis of the employees is conducted according to the level of education.

The working hours are very important factor for motivation of the   hotel employees. The largest parts of the total number of examinees (74%) in the hotels of Ohrid region are satisfied with the working hours and schedule of shifts.
The female employees express greater satisfaction (82%) compared to male employees (69%).

From the aspect of the job position, the chambermaids are completely satisfied with the working hours, and also the larger part of the receptionists (86%), barmen (80%), and waiters (67%). Working hours and layout of shifts have negative influence at 60% of the waiters.
The satisfaction of existing working hours is present both at employees with university education (82%), and employees with high school education (71%). 

Regarding the influence of this factor over departments, there is a negative influence in the restaurant, i.e. in the working unit-kitchen (at 60% of the chefs).

By analyzing the influence that working condition have over the employees’ motivation , it can be concluded that even 50% of the total number of employees consider working conditions as very significant for employees’ motivation .According to the gender , percentage  of the men is little higher then that of the female examinees (54% versus 45%).

The chambermaids and barmen are basically satisfied with the working conditions, while even 72% of the receptionists consider this factor as vary motivating one. Also this factor has positive affect over 83% of the waiters. The working hours have disincentive affect on chefs. 

It the employees’ motivation is being considered  per departments, it show the same motivation regarding the certain job positions, excluding the restaurant hall where the huge and small stimulation influence of the working conditions are equalized,  and there is no disincentive influence, and only in 9% of the cases the working conditions have no influence at all.
When the influence of working conditions over the employees’ motivation is being compared according to their level of education, it can be said that stimulation influence is equal (88%), with variations in the level of influence (less or more).

The manager’s behavior and practices motivate the larger number of employees (85%), while only on 9% of the employees their practices have no affect, and 6% of the employees are de-motivated by the acts of their superior. The manager’s behavior has positive influence on female examinees (90%), and on male examinees (77%).
The managers’ behavior has great influence on barmen and chambermaids.  The same influence on reception workers is 79%, and the acts of the managers have greatest de-stimulating effect on chefs (17%). The rest of 83% of the employees are incentives by the managers’ behavior.

There are minor differences from the aspect of educational structure.

According to the importance of the various factors for the employees’ motivation, it can be said that factors of greatest importance are: the salary, good interpersonal relations and good working conditions, the interesting job and good managers are in the middle, opportunity for promotion and appreciation are less important, and possibility for participation in managing the company is the less motivating factor.

The following factors can be pointed as factors that cause satisfaction at work: salary (19%), safety at work (11%), challenge at work (11%), responsibility (10%), appreciation, achievement and success (all three by 8%). And the following factors can be pointed as factors of dissatisfaction: company’s policy (16%), supervising and control (13%), disrupted interpersonal relations (12%), unsuitable working conditions (12%), status (10%) and personal life (9%). 
Conclusion
The employees in the private companies are not organized and protected. At contrary, presence of several violations: the workers are working unregistered; they are working longer hours then working hour prescript by law. At the same time, they do not get anything, and also there are other companies and other ways for misuse of the employees. That concerns the employees not only in hospitality but also in other areas, sectors and branches on territory of whole country. 
The highly developed countries did not get rich due to their industrial, mineral and other natural wealth. Their prosperity is a result of highly motivated and quality human resources.

The research results show globally that employees are loyal to the organization and have no great ambitions, and they consider their reward real for the invested labor. But, there are differences regarding the salary. According t that, the manager should put attention to certain categories of employees. So, the opportunity for promotion at work should always be open for reception workers, and employees with university education. They are employees who would leave the job position if their ambitions are not met. If the manager wants to keep these employees , he should pay them bonuses from time to time for good finished work, or for extra work; he should give them more financial awards then verbal praises, as well as to consider the possibility for timely raise of salary. 
The employees in Ohrid hotels are satisfied with the existing working hours and shifts schedule. Since ¾ of the employees are satisfied, and these satisfaction is present at all employees’ profiles, its influence would be a stimulation and motivation for the employees. Therefore the managers should try to not make changes of working hours and shifts schedule. The measures should be undertaken only in the kitchen, and they consider the chefs. The managers should try to motivate the employees in the kitchen by application of the method of flexible working hours.

The managers had already provided the basic working conditions, even improved them and they had created pleasant working atmosphere which in total causes greater motivation of the employees. That means more flexible, more effective and more productive work of the employees. This trend should continue. 

The conclusion from the conducted research is that for the larger part of the examinees (85%) the manager’s behavior is very important. All profiles of employees are motivated by the managers’ behavior. Certainly this is a positive trend. That means the managers should continue to behave as they do because the employees valued their acts as positive. But from the other side, they should be aware that their acts are continuously monitored and valued ad each their behavior has certain effect over the employees’ motivation.
Since the most motivating factor of the employees are the salary, good interpersonal relations and good working conditions, the managers should pay special attention to them. If the managers’ want to have employees motivated to execute their obligations, they should provide them certain award for the invested labor depending on the heaviness of their duties, to create good interpersonal relations within the hotel, to create cooperation and readiness of the employees to help each other, and to take care the employees to have little better conditions then those necessary for execution of working duties. 
The managers should pay attention to their own behavior, both with the employees and regarding the seriousness of approach of addressing problems they face. 

The effective leaders have cooperative relations with the subordinates, which characterize with significant mutual trust and respect. According to conducted researches, it can freely be said that the strongest determinant for satisfaction of the subordinates is when the superior takes care for and helps the employees.
According to Spasovska (Spasovska 1994), the effect of manager’s behavior of helping will probably be stronger when the subordinate person has stressful job, lack of self-esteem and experience to manage that.

The managers should pay more attention to factors that cause dissatisfaction of employees. In that context the most significant is the company’s policy. The successful management in largest part depends on the company’s policy. 
In order to achieve that, it is essential for professional, skilled and affirmed managers to be engaged on crucial management positions. That mean application of the concept so called human resources transplantation (Kocankovski , 1999).
This concept has the following advantages:

· These human resources would bring with them their business connections which will enable easier and more efficient entrance on the world market;

· They will bring with them and use the modern technology

· They will apply modern methods of organization and leadership

· They will apply modern marketing and design

· They will introduce new working style

· They will promote objective mechanisms of "positive" human resources selection 

· They will transfer their knowledge and experience to the domestic human resources
· They will be a bridge for communication with the developed countries

· They will attract the foreign capital

· They will increase the market price of the companies with their presence, i.e. image

· The most important of all, the realized profit would not outflow from the country

That experience is already known in other spheres of development in Macedonia. In that context the human resources help practice by other republics had been realized by engagement of experts affirmed in their area, for instance music, medicine, techniques etc.

It can be concluded that the employees’ motivation in hotel objects in Ohrid region has still not reached the desired level. They are motivated but not in sufficient amount in order to conduct their tasks impeccably good and on time. Because of that, special attention should be paid to improvement of certain factors previously mentioned in this discussion. 
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