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Work productivity customized rewards, significantly increases employee motivation, team bond-

ing and productivity. Based on secondary data, previous scientific research on
tourism incentives and motivational theories is presented. The empirical part
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1. INTRODUCTION

In the modern business environment, characterized by high dynamics and increasing competi-
tion, organizations are faced with the need to continuously adopt innovative approaches in order
to maintain high levels of performance and satisfaction of their employees.

Employee satisfaction has become a key factor that directly affects productivity, loyalty, and overall
organizational success. For this reason, employers are increasingly recognizing the importance of
investing in strategies that aim to ensure a high level of satisfaction among employees, while the
need for a holistic approach to human resource management is increasingly being recognized. In
this context, incentive travel appears as one of the most effective tools for employee motivation,
offering them unique and unforgettable experiences that go beyond traditional forms of reward.

The aim of the paper is to show how incentive travel, as an innovative approach to employee
motivation, can contribute to the creation of a positive and engaged work environment, and how it
affects employee motivation, efficiency, and work performance. Accordingly, the main hypothesis
is set, which refers to the assumption that participation in incentive tourism programs signifi-
cantly increases motivation, job satisfaction, and work efficiency of employees, in this paper on
the specific example of the Rijeka hotel, Hilton Costabella Beach Resort Spa.
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2. INCENTIVE TRAVEL

Incentive trips are designed as a reward for a specific achievement, such as reaching certain sales
goals, improving productivity, or building strong professional relationships. This type of travel is
not only about recreation, but about creating unforgettable experiences that will influence moti-
vation and work performance. According to research, travel incentives are more motivating than
monetary rewards because they create a positive feeling towards the company and strengthen the
relationship between employees and the organization (Robson et al., 2017; Jeffrey, 2015).

The key objectives of the travel incentive include: employee motivation (1), strenghting relation-

ships (2) increasing loyalty (4), brand promotion (5).

(1) Travelis used as a means to motivate employees to achieve better results in their work (Fenich
et al., 2015; Mair, 2015).

(2) Travel allows employees to get to know each other better and build stronger professional and
private ties (Severt, 2013; Kazandzhieva, 2019).

(3) Incentive travel can increase employee loyalty to the company and reduce turnover (Sheldon,
1995; Jeffrey, 2015).

(4) Travel can be part of a brand promotion strategy, especially if it includes activities that pro-
mote corporate culture or social responsibility (Muszynska & Ostrowska Tryzno, 2020).

Incentive trips are characterized by a number of unique characteristics that distinguish them from
other types of trips: program design (1), choice of destinations (2), activities and experiences (3),
service quality (4).

(1) Programs are usually planned in detail to ensure maximum participation and participant
satisfaction. This includes the choice of destinations, accommodation, activities and special
events (Davidson & Cope, 2003; Lee & Chiang, 2017).

(2) Choice of destinations: Popular destinations for travel incentives include exotic places, cities
with a rich history, or places with unique natural beauty. For example, Iceland, Scotland
and southern Europe are often chosen for their attractiveness and opportunities to create
memorable experiences (Robson et al., 2017; Davidson & Cope, 2003).

(3) Activities and experiences: Travel includes a wide range of activities, such as team building, net-
working, culture and entertainment. These activities are designed to ensure interaction between
participants and to create long-lasting records of the trip (Gracan etal., 2019; Davidson et al., 2011).

(4) Service quality: Incentive travel requires a high level of professionalism and service quality
to ensure that all aspects of the trip run smoothly (Yoon & Shim, 2011; Huang et al., 2015).

The success of the travel incentive depends on numerous factors, which include: destination (1),

program and activities (2), participation and activities (3), Corporate Social Responsibility (CSR) (4).

(1) The choice of destination is crucial for the success of the trip. The destination must offer unique
experiences, easy accessibility, and a high level of security (Potgieter et al., 2016).

(2) The travel program should be diverse and adapted to the needs of the participants. This includes
activities that consider motivation, team building, and networking (Lee & Chiang, 2017,
Gracan et al., 2019).

(3) Participant satisfaction is a key indicator of success. According to research, participants who
are satisfied with the trip are more motivated to achieve better results in their work (Severt,
2013; Jeffrey, 2015).

(4) Modern travel incentives often include activities that promote CSR, such as volunteering or
supporting local communities. These activities help build a positive image of the company
and strengthen relations with employees (Muszynska & Ostrowska Tryzno, 2020).
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As in other forms of tourism, trends are changing, so when the previously mentioned factors are
met, today’s trends in this form of tourism can be divided as follows: executive design (1), tech-
nology (2), sustainability (3), generation Y requirements (4).

(I) Travel is increasingly personalized, with a focus on creating unique experiences for partic-
ipants (Gracan et al., 2019).

(2) Theuse of technology, such as social networks and mobile applications, is becoming increas-
ingly important for the organization and promotion of travel (Gracan et al., 2019).

(3) Companies are paying more and more attention to sustainability and CSR activities, to ensure
that travel has a positive impact on local communities and the environment (Muszynska &
Ostrowska Tryzno, 2020).

(4) Young employees are looking for different types of experiences, which affects the design
and organization of travel (Davidson et al., 2011).

Trying to respect the trends, the organizers of this type of trip naturally face a number of chal-
lenges. By reviewing the literature, they can be divided into the following: budget (1), safety (2),
logistics (3), (4) regulatory obstacles.

(I) Cost control is a key challenge. Companies often look for cheaper destinations and accom-
modation, but at the same time, they want to provide innovative and interesting experiences
(Robson et al., 2017).

(2) The safety of the participants is a priority. Destinations must be safe and stable, especially in
the context of global challenges such as terrorism and political instability (Robson et al., 2017).

(3) The coordination of travel, including transportation, accommodation and activities, requires
a high level of organization and communication (Yoon & Shim, 2011; Huang et al., 2015).

(4) Changes in regulatory frameworks can affect the organization of travel, especially in the
case of international destinations (Robson et al., 2017).

The following schematic diagram illustrates the above.

Objectives and Challenges in
characteristics Incentive the organizing

Successful trip

= satisfaction
of an
employees

of an incentive travels trends incentive
travels travels

Figure 1. From the theory of the importance of motivating trips to satisfied employees
Source: Own research

3. HILTON COSTABELLA BEACH RESORT & SPA CORPORATION

Hilton Hotels & Resorts is the flagship brand of Hilton Worldwide. Hilton Worldwide is an inter-
national hotel group, one of the largest and fastest-growing, and is at the top of the global hotel
industry. This includes hotels that Hilton Worldwide directly owns, as well as those that it franchises
and manages. The mission of the Hilton Group is to be the world’s most hospitable company by
creating exceptional guest experiences, meaningful opportunities for employees, value for owners
and a positive impact in its communities. Hilton’s vision is to fill the earth with the light and
warmth of hospitality, providing exceptional experiences in every hotel, every guest, every time.
It is interesting that behind the name “Hilton” are hidden the core values of this hotel chain, which
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are: hospitality — Passion for providing exceptional guest experiences, integrity — Always doing
the right thing all the time, leadership — Being a leader in your own industry and communities,
teamwork — Being a team player in everything you do, ownership — Being the owner of your own
actions and decisions, and now — Acting with a sense of urgency and discipline.

The Hilton Costabella Rijeka project is the work of the company JTH Holding d.o.o., which
launched the business of a luxury hotel resort in Rijeka. This project, built in 2021, is one of the
largest Czech investments in Croatia, which built a 5* hotel resort and as such became a sign of
prestige and luxury, but also the only high-class hotel in Rijeka.

The investor is the Czech company JTH Costabella, and Hilton did not lease or buy the Rijeka
resort, but only took over the management, i.e., the intellectual capital of this resort. What makes
this hotel special, apart from the location itself, is that it is a family-friendly resort that can accom-
modate up to 560 guests.

Given the prestigious name it bears, that of the famous global hotel chain Hilton, this move has
provided the Rijeka area with a new tourist attraction.

3.1. Human Resource Management Strategy at Hilton

Hilton Costabella, as part of the global Hilton family, is recognized as one of the best places to work,
as confirmed by prestigious awards from Fortune magazine and the Great Place to Work organiza-
tion. These recognitions place Hilton Costabella among the best employers globally, emphasizing
excellence in human resource management and commitment to employee development. Hilton offers
outstanding benefits to its employees, rewarding them for their efforts and contributions. This was
confirmed by the results of the research conducted for this work. Hilton Costabella particularly
excels in creating a positive work environment through various initiatives, including team-building
activities, birthday parties, parties for team members, and education and training programs. Employ-
ees have the opportunity not only for professional growth but also for personal development, which
significantly contributes to their satisfaction and engagement. This approach motivates employees,
strengthens their loyalty, and is reflected in the performance of the entire hotel chain.

Hilton stands out as a committed employer that invests significant resources in the career devel-
opment of its employees, providing them with a wide range of opportunities for professional and
personal growth. Central to Hilton’s career development strategy is Hilton University, a platform
that offers a comprehensive education and training program. This program includes a variety of
training essential for success in the hospitality industry.

As part of the initial hiring phase, Hilton provides onboarding training based on Standard Oper-
ating Procedures (SOP). This training ensures that new employees quickly and efficiently master
the basic processes and work standards, which allows them to be successful in integrating into the
team and organization. After initial training, Hilton continues with ongoing training, providing
continuing education opportunities that allow employees to advance their skills and knowledge
throughout their careers. This approach encourages constant professional development and adap-
tation to the changing needs of the industry. Hilton also places special emphasis on improving
the skills and knowledge of managers. Specialized training programs for managers are focused
on the development of leadership skills, strategic thinking, and team management, ensuring that
leaders within Hilton can effectively lead their teams and contribute to the overall success of
the organization. In addition, Hilton offers innovative training, such as coffee training and wine
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tastings. These specialized trainings not only enrich employees’ knowledge about the products
they offer, but also enable employees to better understand and communicate with guests about
the latest trends in the food and beverage industry.

This approach to career development at Hilton not only encourages professional growth but also
contributes to the creation of a positive work environment and a high level of engagement among
employees. Hilton’s commitment to the education and development of its employees is clearly
reflected in their success as a global leader in hospitality.

3.2. Evaluation and Awarding

Within the Hilton hotel chain, the employee progress monitoring system is carried out through a
semi-annual evaluation process called the Personal Development Report (PDR). This evaluation system
is key to identifying and developing talent within the company. Employees are evaluated according to
categories that include exceed expectations, meet expectations, and below expectations. Employees
who are rated in the highest category of exceed expectations are recognized as the hotel’s top talents.
These talented employees undergo further development, which includes programs such as Cross Expo-
sure. Every 6 months, 2-3 individuals are selected to be rewarded for their work under this program.

The Cross Exposure program provides employees with the opportunity to expand and share knowl-
edge within different Hilton hotels globally. For example, one form of reward and professional
development may include a two-week stay at the Hilton Hotel in Paris, where employees have the
opportunity to gain new experiences and skills, while at the same time being rewarded for their
contributions. Such programs not only provide development opportunities but also encourage
international cooperation within the group. Each Hilton hotel implements this program as part of
its strategic approach to human resources development.

On a global level, Hilton also monitors employee results through precisely defined criteria and
standards set for specific positions. Circle of Excellence, as one of the most prestigious reward
programs, is awarded to the best employees within specific regions. Those who achieve exceptional
results win a prize trip for themselves and another person, where all expenses for a stay in luxury
destinations are covered. This prize package includes not only accommodation and transportation,
but also additional benefits such as gifts and exclusive content at the destination.

It is important to emphasize that only top talents recognized by Hilton through the PDR system are
recognized for participation in such programs. In addition to individual recognition, Hilton also
fosters a culture of teamwork. Prize gatherings and team activities, such as evening outings and
socializing in other hotels within the group, are regularly organized. These gatherings encourage
collaboration, strengthen team cohesion, and contribute to creating a positive work environment. All
of these initiatives have long-term goals not only in motivating employees, but also in their continu-
ous professional development, which contributes to the success of the organization on a global level.

4. EMPIRICAL ANALYSIS - HILTON COSTABELLA

As part of the empirical analysis, research, more precisely an in-depth interview, is being con-
ducted, which, using the example of the Hilton hotel chain, seeks to explore the connection between
incentive travel and employee motivation, as well as their impact on productivity. The goal of
the research is to better understand how incentive travel contributes to employee motivation and
engagement in the hotel industry.
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For this paper, research was conducted using the in-depth interview method with hotel management,
provided that the participants had participated in some form of incentive travel. The analysis of
the responses led to the conclusion that three employees — the sales director, the human resources
director, and the sales executive — participated in incentive programs.

Every six months, an employee evaluation is conducted within each Hilton hotel, within which
individuals who particularly stand out with their work and professional achievements are selected.
These employees, recognized as key talents, are rewarded with various forms of recognition and
development opportunities, including incentive travel. The interview results were summarized
in five groups: general information about the employees and their job satisfaction before partic-
ipating in the incentive trip, the experience of the trip itself, motivation before and after the trip,
the impact on work performance after returning, and finally, the advantages and disadvantages
of incentive trips, with suggestions for possible improvements.

The respondents are employees of the Hilton Costabella Beach Resort & Spa, who started their
work at the hotel right from the opening, or pre-opening. The first respondent took on the role of
Director of Sales, while the second respondent began her career in the Finance department and
later joined the Sales department. The third respondent took on the position of Director of Human
Resources from the very beginning at Hilton. All three respondents emphasize that working in
this environment has been extremely satisfying from day one. The Hilton brand culture, which
places special emphasis on employee care and offers a variety of rewards, has played a key role in
creating an extraordinary atmosphere in the office. This makes Hilton a place where every team
member feels valued and motivated to achieve excellence. The experience of the second respondent,
who worked in two different departments, is particularly noteworthy. She emphasizes that this
time, through different departments, has enabled her to acquire a wide range of skills. Each step
in her career within Hilton has further confirmed her satisfaction and enthusiasm for working in
this dynamic and stimulating environment.

All three respondents highlighted their incentive trips and described the experiences, emphasizing
how they significantly contributed to their professional development and personal satisfaction. The
first respondent won the “Circle of Excellence” award as the best sales director for the Europe,
Africa and Middle East regions, which for her represented not only a great professional success,
but also an unforgettable experience. The award included a trip to Mexico, where every aspect was
carefully designed, which further strengthened her satisfaction and pride in working at Hilton.
The second respondent participated in the Flavors and Flair event in Qatar, which exceeded all
her expectations. The trip was not only an opportunity to relax but also a source of inspiration and
knowledge, which enriched her professional skills and personal growth and left a lasting impact
on her career. This trip was a competition in which the second respondent, together with her col-
leagues from the HIP department and the Michelin restaurant Nebo, won the award for presenting
the flavors of Kvarner. The third respondent, on the other hand, felt extremely proud of the award
she received, which provided her not only with a vacation but also with the opportunity to further
enrich her business experience. Traveling to Hilton Prague as the best sales director, she had the
opportunity to learn about examples of good practice, which was particularly useful and enrich-
ing for her. All three trips left a strong positive impression on the respondents, confirming the
value of incentive programs in encouraging employee satisfaction and professional development.
After returning from the incentive trips, the respondents shared their observations on motivation
and work performance. The first respondent emphasized that seeing her efforts recognized and
rewarded further strengthened her motivation, encouraging her to make even greater efforts and
achieve greater success. Although she did not notice a significant change in her work performance,
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she noticed a positive impact on her team, who were inspired by her achievement and encouraged
to strive for similar goals. The second respondent emphasized that her motivation after returning
from the trip not only remained high but also increased. She learned how to apply the acquired
knowledge in her daily work and upcoming challenges. She also highlighted the positive impact
of travel on her work performance, as meetings with numerous colleagues broadened her hori-
zons, providing her with new insights and opportunities within the profession, which further
strengthened her ambition to achieve greater achievements. The third respondent noted that her
motivation did not change after returning from the trip, as it is always at a high level, thanks to
her constant dedication and enthusiasm for work. However, the trip had a positive impact on her
work performance, especially with regard to her work in the human resources department. The
third respondent uses each trip as an opportunity to broaden her horizons, observing people and
the organization of work, and noticing new practices that she can apply upon her return, bringing
fresh ideas and improvements to her work.

When it comes to suggestions for improving incentive travel and its long-term impact on careers,
the interviewees provided the following insights: All three interviewees agree that Hilton already
successfully manages the organization of incentive travel, emphasizing that the current standards
are very high and that they do not see the need for significant improvements. They believe that
the reward system at Hilton Costabella already works excellently and that all employees will be
rewarded for their efforts.

In terms of long-term impact, incentive travel has a significant positive impact on the career of the
respondents. The first respondent believes that further opportunities for development and reward
should be provided to her colleagues, while the second respondent relies on the fact that incentive
travel will enrich her professional reputation, enable networking, acquire new knowledge, and
encourage innovation. The third respondent emphasizes that such trips significantly contribute
to her professional development in the field of human resources, providing an opportunity to
acquire new ideas and best practices that she can apply in her work, improving talent management
strategies, and creating a positive work environment.

The research data showed that incentive travel had a positive impact on all of the above aspects:
participation in incentive tourism programs significantly contributes to improving team dynamics
and cooperation among employees, as well as to the personal and professional development of
employees, and results in increased work efficiency. Incentive travel contributes to professional
and personal development, as well as greater work efficiency.

However, to reach more general and comprehensive conclusions, it is necessary to expand the
research to a larger number of respondents who have had the opportunity to participate in incen-
tive trips. It would also be useful to compare the effects of incentive trips with other traditional
methods of motivating employees, to gain a deeper insight into the similarities and differences
between different approaches to motivation, and their specific effects on the work dynamics within
the Hilton Costabella Beach Resort & Spa.

5. CONCLUSION

This paper highlights the importance of business tourism, with a special focus on incentive
travel, as an innovative approach to employee motivation. Incentive travel, as a specific segment
of business tourism, represents a significant tool in stimulating work motivation and employee
engagement. The relationship between motivation and incentive travel is based on the assumption
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that these forms of reward act as a strong motivator for work. Incentive travel provides employees
with the opportunity to feel recognized for their efforts and contributions through unforgettable
experiences, which results in increased motivation, productivity and loyalty to the employer. The
example of the Hilton Costabella company shows how a successfully implemented employee
reward strategy can become a key factor in creating a positive work environment. Hilton Costa-
bella recognizes the importance of incentive travel and other forms of reward as essential items
in business, paying great attention to its employees, their working conditions, and the work envi-
ronment. This business decision contributes to creating a work atmosphere in which employees
enjoy coming to work, do what they love, and in the process, earn a well-deserved income. The
research carried out within this work confirmed the effectiveness of incentive travel as a powerful
tool in human resources management. This paper emphasizes that, with proper management and
application of motivational strategies such as incentive travel, they can achieve not only better
work results, but also long-term satisfaction and loyalty of their employees, which is crucial for
success in a competitive business environment.
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