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Motivation comes by achieving great results and 

obtaining great feedback from our customers 

 

 

 

 

Which Quality standards did you come across in Valamar when you joined the company? What 

are your first impressions of Croatia and Valamar? 

To my surprise, the Quality standards are very high throughout all properties. As you know, I spent my 

past 10 years with Starwood Hotels & Resorts which only have 5 star properties, but I was really 

surprised with the Quality standards in Valamar. This is not just my opinion, but the opinion from our 

guests, otherwise we wouldn’t have such a high rate of returning guests, so this forms the proof, that 

we are on the right track and we carry out our work correctly. However, there is always room for 

improvement and naturally there are some areas which we can strengthen and enhance. We are 

aware of this and this is one of my key responsibilities - to point these areas out and together as “one 

team” to make the wrongly "anticipated impossible – possible". Prior to the first meeting I had with 

Valamar in 2009, I hadn’t been to Croatia before. Unfortunately, my vacation plans had never lead me 

and my family to Croatia. If I had known before how beautiful the country, the sea, the people and the 

food were, I certainly would have travelled much earlier to Croatia. 

Many will say that the economic crisis finally crystallized the meaning of the concept value for 

money. What do quality and value actually represent for the hospitality industry? 

Quality and value are the most important key indicators for our guests. Not only for our guests, but 

also for us. Value for money is the decision for the customers – leaving our properties happily and 

satisfied, coming back in the future and doing a lot of promotion for us by recommending Valamar as a 

place to experience. When we have an economic crisis, not only will the guests’ pockets be hit, but us 

also. Therefore, we have to think even more about what kind of products and services we are able to 

offer to our guests. We also have to save on the cost side, but by mistake we are very often comparing 

quality with cost and this is not right. When we do want to add more quality to our products and 

services for our guests, this is not for free and we need to see, when and how we can obtain our ROI 

from that. My opinion is that we need to continue further to approach the quality that is aligned with the 

Valamar vision and mission.    



According to the Valamar Management Board, one of the main strategies for the company's 

development was to invest in quality. Did you notice this and in which segments was it most 

apparent? 

This definitely is the right strategy - the only question is, for how long, since the competition is strong 

and they also do their homework in order the get an even bigger slice of the cake. Unfortunately, the 

market is not growing to such an extent as we all would like to see and would need to get the ROI on 

our investments. So, one of the options we have is to take something from the competition. From my 

relative short period in Valamar, I can conclude that the strategy of investing in quality, is visible 

everywhere. For instance, friendliness of the employees – highly rated from our guests. Furthermore, 

we invest a lot in training and selecting the right team members, food quality and quality of F&B 

service. Our restaurants really make the guests feel comfortable. So, in a vast amount of segments 

investments have taken place and continue to do so. 

In which way can every Valamar`s employee contribute the quality standard, regardless of their 

position?  What are the first signals of decreasing quality and how to prevent them? 

I always say: no matter the hotel category we work in (2 star, 3 star or 4 star) – our intention always 

should be to make the guests feel happy and satisfied with everything we have in our power 

regardless of our job position. Even if someone is working in the kitchen, washing the pots and 

perhaps never has an opportunity to make direct contact with guests. This is the key to success and 

when we are able to create such awareness in all of our associates, no matter if it is the General 

Manger or the Gardener with everybody contributing, we will reach our goals. Every single person 

represents an important link in the chain of satisfaction. When only one single link in the chain breaks 

– the entire chain will cease to function and we are no longer able to deliver the quality we wanted. 

There are several signals which exist, but one of the key signals are the scores we see on a weekly 

basis from our guest questionnaires which enable us to react quickly. But, the initial concept on what 

everything is build up on is not to react on happenings, rather to have a preventive action plan in place 

which was put together based on our previous experiences and mistakes. And not to forget - at the 

same time us being highly motivated by achieving great results and obtaining great feedback from our 

customers. 

 


