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Abstract: Based on the specifics of the selected service sectors - hospitality and public, it is clear that 
the role of leaders significantly varies. Antecedents for achieving organizational and individual goals 
include a quality relationship between leaders and followers (supervisors and subordinates), making 
it possible for an organization to be functional and successful and employees satisfied at work. Al-
though the concept of leadership is as old as human civilization, numerous multi-annual researches 
and thousands of studies have not yielded with a clear idea of   what the leadership is and how best the 
organizational and individual goals could be achieved. This paper focuses on the effects of the quality 
of leaders - followers exchange to organizational commitment and turnover intent (intention to leave).
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1. INTRODUCTION

Leadership is an extremely complex issue and therefore viewed from different aspects of so-
cial life, power, politics, trust, groups or organizations. As concluded by Northouse (2001) 

leadership can be categorized into two groups. The first group focuses on the characteristics and 
behaviour of leaders and followers, while the other group focuses on the interaction and relation-
ship between leaders and followers. The definitions of leaders and the theories of leadership have 
changed over time, depending on variable that is taken for analysis. Among them there is a certain 
degree of cohesion and researchers are trying to form a theory in which all the positive aspects 
will be maximized and possibly negative aspects will be minimized (Graen & Ulh-Bien, 1995).

Depending on the type of sectors in which the research is conducted a number of specificities 
may arise due to various approaches applied by leaders towards their employees. Many re-
searchers conclude that the quality of LMX relations depends on many factors. However, the 
specificity of the service sector is not highlighted sufficiently in those researches. 

The hospitality sector consists of production and sales in hotels and restaurants on the one side, 
and travel agencies and tour operators on the other side, but also of public activities such as 
providing the necessary conditions and infrastructure for a variety of leisure activities (munic-
ipal services, museums, cultural or historically valuable buildings, theme parks, etc.). Due to 
many factors (working conditions, promotion, communication skills, relations between users 
and services - treatment of the service part of the job, good manners, etc.) tourism is character-
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ized by frequent changes in staff members. Human resources in the hospitality sector are most 
important, and their specificity is reflected in the fact that they have a long-term effect on the 
organization’s business operations, they have the development capacity and are associated with 
all business functions. 

The government or public administration, or only the administration, is the term that implies 
regular activities carried out by the state or province or local government (municipality). The 
public sector is a very complex system that involves the participation and coordination of nu-
merous entities in achieving common goals - the functioning public sector.

2. LITERATURE REVIEW 

2.1. LMX

In the early 1970s, the trends in the study of the process of leadership were revised and it was sug-
gested that the impact of a two-way process between leaders and followers should be recognized 
as the implication of trade relations (Hollander & Julian, 1969). In contrast to the earlier theories, 
the new study was presented that was called the theory of leaders and followers exchange. The 
significance of LMX theory as one of the most influential theories of leadership is suggested by 
a number of studies that have been carried out over the past four decades (see more in Day & 
Miscenko, 2015). From vertical dyadic relationship (Dansereau, Grean & Haga 1975; Grean & 
Cashman 1975; Grean 1976) and the theory of social exchange (Wayne & Green, 1993) to the 
relational leadership (Uhl-Bein, 2006), the analysis of quality of leaders-members exchange has 
passed several phases from the standpoint of individual and organizational correlates.

LMX theory research began with the analysis of the role of the exchange, where the focus was 
on a variety of two-member interactions (dyadic) between the leader and follower in which the 
leader did not develop the same connection (relation) with each of the employees. In earlier 
literature, the research of antecedent’s pre-establishment model of leader-member exchange 
was at the level of individual characteristics (personality, similar characters, etc.). The initial 
phase of LMX development was also confined to variable individual characteristics (Dienesch 
& Liden, 1986). Grean and his associates (1995) base the development of LMX on the character-
istics of employment, because the nature of work has a certain influence on the development of 
exchange between the leaders and followers, which results in different outcomes. For example, 
a high level of LMX improves the sense of mutual obligations, reciprocity (Liden et al., 1997) 
and emotional attachment between the leader and follower, and such connections are social. 
Labour relations are based on social exchange (Erdogan, Liden, 2002) characterized by loyalty, 
commitment, support and confidence (Cropanzano & Mitchell, 2005), as opposed to economic 
exchange, characterized by employment contracts (Blau, 1964). 

Studies that relied on social exchange argued the nature of the relationship between the quality 
of LMX and its outcome (Erdogan, Bauer, 2015). Numerous LMX studies focus on the outcomes 
(Graen & Uhl-Bien, 1995; Liden, Sparrow & Wayne, 1997; Schriesheim, Castro & Cogliser, 
1999), that is, the positive organizational and individual outcomes result in a high-quality ex-
change between leaders and followers. Positive results include higher personal performance and 
operational performance, but also ascendants for commitment to the organization, job satisfac-
tion, organizational behaviour, as well as a weaker desire to leave the organization (Gerstner & 
Day, 1997; Schriesheim et al, 1999; Wayne et al., 1997). LMX theory describes the relationship 
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of employees and their supervisors in a continuum from low to high exchange, and it is therefore 
measured as a continuous variable, because numerous studies have shown that it is more likely 
established either high or low exchange relationship with followers (Yukl, 2006). A high-quality 
exchange requires both parties to accept their mutual interests and have the agreement to carry 
out common goals. In contrast, low-quality exchange characterized by a follower has a limited 
level of communication with their leader and a limited scope of responsibility.

2.2. Organizational commitment and turnover intent 

Organizational commitment is extremely useful because it has a major impact on the successful 
performance of an organization. It is a measure of the strength of identification of the employ-
ee with purposes and values   of the organization (Mowday et al., 1982; Meyer & Allen, 1997), 
which is defined as a psychological condition for the relationship of an employee with the or-
ganization that influences the decision of the employee to stay in a specific organization (Meyer 
& Allen, 1993). The importance of this construct is reflected in the ability to predict, based on 
the level of its value, the concrete results such as the results of employees and their behaviour, 
which has practical significance for the organization.

The three-component construct is composed of emotional (affective), normative and continuous 
commitment. Affective commitment is defined as the emotional attachment, identification and in-
volvement the individual employees feel towards the association, the trust in the organizational 
values, readiness to help the organization to achieve its objectives and to develop high quality and 
rational relationship with the management (Porter et al, 1974; Meyer & Allen 1991). Normative 
commitment is based on Weiner’s (1982) study of internalization of norms of loyalty to organiza-
tions and it is more theoretical than empirical but depended on social circumstances and external 
pressures (family, environment), as well as on the sense of obligation to their workplace (loyalty). It 
is defined by a strong emphasis on social obligations and the tendency of individuals (Yang, 2008). 
Continuous commitment is the willingness to stay in the organization because of the lack of other 
available alternatives, i.e. employees do not stay in the organization because they want to, but be-
cause they have to (Meyer & Allen, 1991, 1997). Some scholars (Stinglhamber et al, 2002; Bentein 
et al, 2005) divide continuous commitment into two sub-dimensions - the experience of great sacri-
fice associated with leaving the organization and the lack of alternative employment opportunities.

In most studies commitment as a determination is treated as a statistical variable (Bentein et al, 
2005). Wayne and his associates (2002, 2009) make a positive correlation between LMX and 
commitment in the sense that high-quality relationships promote employee’s commitment to 
the organization and building good relations with followers in order to increase loyalty to the 
leaders. Affective commitment is considered as the strongest and most powerful form of organ-
izational commitment (Jax, 2002), while all three constructs correlate negatively with turnover 
intent (Cooper-Hakim & Viswesvaran, 2005; Golden and Veiga, 2008). 

Changing staff members has serious consequences on the efficiency of the organization. The 
time necessary to find the right employees and the time it takes for new employees to reach the 
maximum level of operational performance can sometimes be an obstacle in achieving organiza-
tional goals. The intention to leave an organization is a psychological process which an individ-
ual goes through when considering alternative employment opportunities due to dissatisfaction 
with the current organization (Martin, 2011). This is a process that precedes realization – quitting 
a job. Most research studies focus on the very intention of changing jobs because it is easier for 
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employees to express their intention to leave the organization than to really quit (Kim et al., 
2010), regardless of the type of organization. A key challenge to organizations is to retain skilled 
workers (Griffeth et al., 2000). The individual predictors and organizational predictors (organi-
zational commitment, job satisfaction, etc.) show a significant relationship with turnover intent.

The correlation between turnover intent and the level of LMX relationships gave inconsist-
ent outcomes. Collins (2010) suggests that the nature of the relationship between leaders and 
followers and intention to leave „remains ambiguous”. Some studies noted a linear relation-
ship between LMX and employee turnover intent (Morrow et al., 2005). Also, empirical find-
ings showing a significant negative correlation between the quality of leaders and followers 
exchange and intentions to leave were recorded by Sparrow (1994), Wayne and his associates 
(1997), Erdogan and Liden (2002) and Sparr and Sonntag (2008), while others did not find any 
correlation (Vecchio et al., 1986). In summary, an employee who has a weak relationship with 
his/her superior(s), is more likely to indicate the intention to leave, than those employed with a 
high quality of exchange (Gerstner & Day, 1997; Schyns et al., 2007).

H1:  There is a significant correlation between the level of LMX and organizational commit-
ment in the hospitality and public sectors.

H2:  Construct LMX is negatively correlated with the turnover intent in the hospitality and 
public sectors.

H3:  Dimensions of organizational commitment as predictors of the level of LMX in hospitality 
and public sectors.

H4:  Predictor’s turnover intent negatively affects the level of LMX in hospitality and public 
sectors. 

3. METHODOLOGY

3.1. Instruments

Leader-member exchange questionnaire (LMX-7) - measuring the quality of the employee rela-
tionship with the superior according to Graen and Uhl-Bien (1995) is most commonly used to 
study theoretical questions, and it is filled by both the leaders and followers. The quality of lead-
ers and followers exchange was measured by the LMX-7 questionnaire with the standard five-
point Likert’s scale (strongly disagree - strongly agree). Respondents were offered seven state-
ments (items). The questionnaire is homogeneous and has a single dimension. Scores obtained 
by LMX-7 have the following meaning: very high from 30-35, high from 25-29, medium from 
20-24, low from 15-19, and very low from 7-14. Results in the upper range point to a stronger, 
better exchange of leaders and followers, and results in lower ranges indicate the exchange of 
lower quality. Cronbach alpha for this questionnaire is very high (at α = .94).

Organizational commitment (OC) questionnaire – measuring the dimensions of organizational 
commitment according to Porter and his associates (1974) - affective (emotional), normative and 
continuous commitment - consists of five items (15 in total) which were measured on Likert’s 
scale (1-strongly disagree to 5-strongly agree). It contains seven reverse-coded items. Emotional 
commitment has the highest alpha reliability coefficient (α = .82).

Turnover Intent (TI) - the measurement of intention to leave the organization by Mobley, Horner 
and Hollingsworth (1978). The turnover intent was measured with three questions on a five-
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point Likert’s scale (1-very bad to 5-excellent). The minimum score is 3 and the maximum is 
15. Higher scores indicate a high intention of leaving the current job. Cronbach alpha for ques-
tionnaire is high (α = .88).

We also used control variables such as gender, age, years of service with the current employer, 
total years of service and level of education.

3.2. Procedure

The paper examined the quality correlates of the relationship between the employees and their 
superiors, as well as the regression model in the hospitality and public sector according to the 
LMX model. We also examined the relationship between the leaders and followers and de-
termined its connection with the dedication to work and willingness to leave the job. Testing 
the organizational factors that have a predictive effect used organizational commitment and 
turnover intent. The results of performance test of those relationships are shown separately for 
hospitality and public sector, bearing in mind that organization in the hospitality sector is char-
acterized by a high level of entrepreneurial orientation and a high level of competition on the 
market. The sample size included 200 respondents from hospitality (travel agencies, hotels, res-
taurants, coffee bars and wineries) and public sector (city and municipal administration, tour-
ism organizations, public utilities, health centres, hospitals, elementary schools and colleges) 
in Serbia. The resulting data were analyzed using the SPSS 22.0 statistical package. Cronbach 
alpha was calculated for all instruments in order to confirm the reliability of the questionnaire.

3.3. Sample

Women accounted for 64%, i.e. they made the majority of subjects in the sample. The largest 
number of respondents (94) were aged from 30 to 44, while 27.5% of respondents were older 
than 45. A total of 8 respondents (4%) did not comment on their age (four from each sector). The 
questionnaires were offered to persons with six levels of education: elementary school, high 
school, college, university, Master (MSc) and Ph.D. The most common level is university edu-
cation with 111 or 55.5% of the respondents. Only one respondent has an elementary school and 
has been employed in the hospitality sector (coffee shop). Also, most employees with secondary 
education are in restaurants and coffee shops, while in hotels (reception) most employees are 
with the university education. The average length of service with the current employer for the 
hospitality sector is 5.3 years, and in the public sector, it makes 10.4 years. One employee in the 
hospitality sector and four employees in the public sector have more than 30 years of service in 
the current organization.

4. RESEARCH RESULTS

Descriptive statistics and correlation of variables are shown in Table 1 for both sectors. Employ-
ees in both sectors have characterized the efficiency of their working relations with superiors as 
good, and stated that the superior recognize their potential and is ready to help them get „pulled 
out of the pulley”. Distribution results in the hospitality sector in this dimension are negatively 
skewed, and employees have higher scores for specific answers regarding the level of LMX. On 
the other hand, public sector employees have a normal distribution, i.e. have relatively uniform 
answers regarding the level of LMX. Employees in the hospitality sector show greater emotion-
al attachment to the organization in which they work, as opposed to the public sector employees 
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who are not fully emotionally attached to the organization. Based on the results of continuous 
commitment it can be concluded that there are no significant differences between the sectors 
surveyed. Such responses could be explained with general conditions on the labour market and 
the economic crisis in which Serbia is. Other reasons may be that employees are unsure or un-
decided whether they want to stay in the current organization. It may be also assumed that em-
ployees do not feel comfortable discovering their true perception, especially when it comes to 
public sector employees. Considering that continuous commitment is based on benefits, people 
stay in their organization since they need to. The results for the normative commitment indicate 
that respondents in the public sector are not willing to commit to staying with the organization 
because of obligation or loyalty; this can be connected with an announcement of rationalization 
in the public sector made quite a long time ago. 

Employees in both sectors have expressed different views on three findings of turnover intent, 
which indicates the range value of 4.00. One of the assumptions is that it is the result of the 
influence of external factors (economic instability, insufficient number of available alternatives 
and others). Although the hospitality sector is characterized by frequent job changes and highly 
extensive changes are being prepared in the public sector, the deviations in the perception of 
employees show minor differences. According to the results, the t-test (Table 2) showed that data 
obtained for hospitality were higher than for the public sector, and the size effect was medium 
for LMX and emotional commitment, and for the normative commitment it was small, accord-
ing to the following:

- LMX hospitality (M = 3.40, SD = 1.00) higher than public (M = 2.89, SD = 1.02), 
t(198) = 3.54, ρ ˂ .05, d = .06;

- AC hospitality (M = 3.68, SD = .89) higher than public (M = 3.22, SD = .90),  
t(198) = 3.63, ρ ˂ .05, d = .06;

- NC hospitality (M = 3.16, SD = .54) higher than public (M = 2.84, SD = .55),  
t(198) = 4.21, ρ ˂ .05, d = .01;

Table 1. Mean, SD, correlation
Variables M SD LMX
Hospitality
Age 33.67 9.69
Gender .58 .50
LMX 3.40 1.01 1
AC 3.68 .89 .49**
NC 3.16 .54
CC 3.20 .67
TI 2.36 1.08 -.60**
Public
Age 42.63 9.25
Gender .70 .46
LMX 2.89 1.02 1
AC 3.22 .90 .63**
NC 2.84 .55
CC 3.28 .74
TI 2.41 1.18 -.44**

*  Correlation is significant at the 0.05 level; **Correlation is significant at the 0.01 level; LMX-Leader 
member exchange; AC-affective commitment; CC-continuous commitment; NC-normative commitment; 
TI-turnover intent; M-mean; SD-standard deviation, N=100 for each sector. 

Source: Authors‘ calculations
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The test showed that there were no sectoral differences when it comes to turnover intent. Deter-
mining the size effect between the groups was calculated using t-test (Rosnowo et al., 1996), and 
was interpreted according to the guidelines suggested by Cohen (Cohen, 1988). 

Table 2. T-test
Variables F ρ t df ρ

LMX .29 .59 3.54 198 .00
AC .04 .84 3.63 198 .00
NC .27 .61 4.21 198 .00
CC .36 .55 -.76 198 .45
TI .90 .35 -.31 198 .76

F-statistics; ρ-value (Sig.)>.05; t-value of t-test; df-degrees of freedom; ρ-value (Sig)< .05. 
Source: Authors‘ calculations

Multiple regression model shown in Table 3 where LMX is the criterion variable, and predictor 
of organizational commitment and intention to leave the current organization.

Table 3. Multiple regressions model
Variables R² F ρ β t ρ

AC Hospitality .24 30.16 .00 .49 5.49 .00Public .39 63.04 .63 7.94

NC
Hospitality .00 .02 .88
Public .02 1.69 .20

CC
Hospitality .02 1.54 .22
Public .00 .08 .78

TI Hospitality .36 54.96 .00 -.60 -7.41 .00Public .19 23.51 -.44 -4.85
Dependent variable is LMX; significant at the 0.05 level ; R² - coefficient determination; ρ-value < .05;  
β-beta standard regression coefficient.

 Source: Authors’ calculations

5. DISCUSSION

A significant correlation coefficient in both sectors was recorded in an emotional commitment 
to the level of exchange between leaders and followers. In hospitality sector Pearson’s corre-
lation coefficient was moderate - r (100) = .49, ρ ˂ .01, while in the public sector it was high - 
r(100) = .63, ρ ˂ .01. The first reason is that superiors know that the employees who enjoy their 
confidence respond favourably or respond positively to the requests, which increases the total 
commitment to the organization (Cogliser et. al, 2009). Another reason is that employees who 
have a high commitment to their work, have a good relationship with their superiors (Graen, 
Scandura, 1987). Fisher’s z4 transformation of emotional commitment and level of LMX be-
tween hospitality and the public sector has shown that there is no statistically significant differ-
ence (z = -1.43). Hypothesis one was partially supported.

4 The comparison of the difference between the correlation coefficients for hospitality and public sector is 
calculated using the Fisher’s Z transformation test, namely by calculating the Z value for assessment of 
significant differences between the two correlation coefficients r (a) and r (b) in two independent samples. If 
r (a) is larger than r (b), the resulting value of z has a positive sign, otherwise it will be negative. If the 
value in absolute values is greater than 1.96 the differences between correlation coefficients are statistically 
significant.
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The main objective of this paper was to determine correlates of quality at the organizational 
level in leader-follower exchange and compare the obtained results in the studied service sec-
tors. The affective commitment to the organization shows a correlation with the level of leaders 
- members exchange in both sectors. Working in travel agencies, hotels, restaurants or cafes 
indicates that employees are willing to assist the organizations in achieving their objectives, and 
thus to develop good relations with superiors. In the public sector, employees showed a signifi-
cantly higher relation between emotional commitment and level of LMX. Consequences arising 
from such integration can enable employee advancement, different benefits and preferential 
status in the organization in relation to others. 

The connection between the level of leaders - members exchange and turnover intent was highly 
negative in the hospitality sector - r (100) = -.60, ρ ˂ .01, while in the public sector it was mod-
erately negative - r (100) = -.44, ρ ˂ .01. When employees have a low quality of LMX exchange, 
turnover intent is stronger than that of employees with higher leaders and followers exchange 
(Gerstner & Day, 1997). On the other hand, in some studies, the researchers reported that the 
ratio may be „circular” between the levels of LMX and turnover intent (Morrow et al., 2005; 
Collins, 2007). Both extremes of low and high quality of exchanges between leaders and em-
ployees tend to increase the intention of changing jobs. In the first case, a sense of „negligence” 
in the organization, and the second, a sense of great importance in the organization. However, 
according to Collins (2007), employees with a very low quality of exchanges are less likely to 
change jobs or quit because of the lack of alternatives for a new job. Fisher’s transformation 
with turnover intent and the level of LMX between the hospitality and public sector showed no 
statistically significant difference (z = 1.53). Hypothesis two was fully supported.

The cause for intention to leave can be the work environment, management, salary system, 
dissatisfaction, and personal or organizational problems. If employees feel they have the op-
portunity to leave the current organization and find another job that will probably stimulate the 
turnover intent. In many cases, the researchers (Mobley, 1977; Mitchell, 1981; Kim et al., 2010) 
examined the actual turnovers. For this sample, the respondents from the hospitality sector 
have shown to have a significant negative correlation between turnover intent and the level of 
exchanges with their leader. Similar ratios are in the public sector. In the hospitality sector, the 
advancement inability, length of the working week and working hours are predictors of inten-
tion to leave the organization. On the other hand, public sector employees have the pressure 
of rationalization that was announced a few years ago and among older responders, this is in-
creased by the absence of available alternatives, which is likely to cause the results to be higher 
for individual statements in the questionnaire.

Based on the results for the hospitality sector, there is a correlation between criterion and pre-
dictor variables (organizational commitment). The dimension of emotional commitment shows 
statistically significant coefficient of the beta with LMX (R² = .24, F(1,98) = 30.16, ρ < .05), 
i.e. medium intensity and positive sign. This indicates that hospitality sector employees have a 
favourable treatment which leads to affective commitment to the organization. However, a very 
small number of employees in some organizations have no other alternatives for employment in 
other organizations with similar working conditions. In three-dimensional model of organiza-
tional commitment in the public sector only emotional commitment has a statistically signifi-
cant contribution to the prediction of LMX (R² = .39, F(1,98) = 63.04, ρ < .05), i.e. high intensity 
and positive sign. This shows that despite numerous advantages (length of annual leave, paid 
leave, various fees, etc.) public sector is still under the constant pressure of changes that should 
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follow in the form of important public sector reforms. This is indicated by 39% of the criterion 
variability, and that is one of the indicators that the superiors will decide on redundancies. Hy-
pothesis three was partially supported in both sectors.

The analysis shows that emotional attachment is a predictor of the quality level of exchanges 
between leaders and followers in the hospitality sector. The majority of the hospitality organi-
zation has a relatively small number of employees and strong relationships that are established 
among employees, including the relationship with the superiors. Therefore, the affective com-
mitment to the organization in this sector is largely based on a good relationship with co-work-
ers, including the superiors. Thus, the growth of affective commitment is accompanied by the 
growth of quality of the relationships with superiors. In the public sector, affective commitment 
is also a predictor of the LMX level. Numerous factors affect this result of the regression anal-
ysis. Primarily, the advantage of the public sector as compared to other organizations with 
respect of usual salary, the length of annual leave, sick leave or paid leave, reimbursement of 
transport costs to and from work and other things. Some of those benefits are the responsibility 
of leaders (for example, training, education, business trips, etc.).

Also, the results indicate that the turnover intent (high intensity and negative sign) affects the 
level of LMX quality in the hospitality sector (R² = .36, F(1,98) = 54.96, ρ < .05), but it is not 
caused by a poor relationship with superiors in all cases. This paper points to the problems of 
leaving a job in the hospitality sector. The intention to leave affects negatively (smaller intensity) 
the level of LMX quality in the public sector (R² = .19, F(1,98) = 23.51, ρ < .05) and employees 
are more influenced by the announced layoffs, but the real desire of change and the percentage 
of variability criterion variable is low (19%). Hypothesis four is fully supported.

In this sample size taken for the hospitality sector, the turnover intent variable significantly 
contributes to the prediction of negative results of the leaders and employees exchange. This 
can be attributed to the fact that the relationship that employees have with their superiors in the 
hospitality sector has a certain quality, but also that there is a higher degree of tolerance for the 
overall market situation. In the same sample, the public sector also showed that the intention to 
leave contributes significantly negatively to the quality level of LMX, as confirmed by studies 
in the US and Europe (Erdogan, 2002; Shirley, 2003; Sparr & Sonnentag, 2008; and others). In 
the case of the public sector, the situation is somewhat different. Years of work in the „safe 
area” of public administration or public companies have been brought into imbalance by the 
announced numerous dismissals and reorganization of the public sector.

6. FUTURE RESEARCH DIRECTIONS

The leader is the one who stands in front of his/her followers. The contribution of this research 
is the development of LMX theory in the hospitality and public sector from the point of quality 
of the leader-follower exchange correlations. We selected the correlations we assumed to have 
a significant predictive value for the LMX relation quality, as well as those that will result in a 
high or low LMX value. Also, the presented results can be used to avoid all the negative conse-
quences of organizational performance.

Organizational commitment and turnover intent are important factors in service sectors. The 
number of samples and constructs (such as job satisfaction, organization justice, personal traits, 
etc.) should be increased, in order to examine the relations more closely in future research. 
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7. CONCLUSION

The hospitality sector belongs to the private sector where the managers or owners organize the 
work in accordance with their capabilities and knowledge. In addition to many external factors 
(economic power of service users, free time, length of vacation, lifestyle), the development of 
the team of followers also affects the achievement of organizational goals. Although the large-
scale organizations such as hotels, restaurants and tour operators are the leaders in this sector, in 
organizations with fewer employees, the leader plays an important role. On the other hand, the 
public sector has its own functioning characteristics and its most important feature is to serve 
the citizens. We are witnessing many complaints that citizens have regarding the functioning 
of the public sector, from providing administration services (taxes, personal documents, etc.) 
to the functioning of public and public utility organizations. In order to increase accountability 
and raise the quality of services provided to citizens, it is necessary to reorganize and depoliti-
cize the public sector in Serbia. 

Employees should be able to respond effectively to the requirements and deliver quality ser-
vices. This largely depends on the ability and capacity of the leader to support and influence 
his/her employees in achieving the organization’s objectives. The quality of the relationship 
between leaders and followers produces a range of consequences such as a positive correlation 
with the organization while minimizing the intention among the employees to change or leave 
the organization. Resources (people and money) in the service sector and business conditions 
are essential for the survival of the organization in today’s market. The indicator of the quality 
of the relationship with the superiors is the emotional attachment of employees to the organiza-
tion, which indicates that employees in both sectors are willing to help the organization. In the 
case of the public sector, employees appear to be very restrained although they have significant 
advantages compared to other organizations. 

As a consequence of the lower quality of the relationship with a leader, some respondents point-
ed out that they are thinking about changing the job. The intention to leave is negatively corre-
lated with LMX in both sectors. Employees in the hospitality sector strive for better working 
conditions (salary, promotion, working hours), whereas employees in the public sector are in an 
uncertain position because the reorganization plan has not been adopted yet. According to the 
type of organizations it has been shown in both service sectors that employees have significant-
ly different relationships with their superiors, because different rules of conduct are in place and 
because systems of functioning of the organization are different.
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