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I. ObBIIIA XAPAKTEPUCTHUKA HA
JUCEPTAIIMOHHUA TPY [

JlucepTauoOHHUAT TPYX ,,YIPABICHUE HA YOBEIUIKUTE
pecypcu B JIyKCO3HUTE XOTenu Ha ocTpoB Kput“, usciensa
NPaKTUKHUTE MO YIpaBieHHWe Ha doBemkure pecypcu (YUP) u
TAXHAaTa Bpb3Ka C YJOBIETBOPEHOCTTA, MOTHBALUUATA U
TPYJOBOTO NPEICTaBSHE Ha CIYXKUTEIUTE B KOHTEKCTa Ha
JIYKCO3HUTE MET3BE3IHU ce30HHM Xorenu B Kput. Temara ce
HaMUpa Ha IpeceyHaTa TO4YKa MEXAy YIpaBICHHETO Ha
TypU3Ma, XOTEJIMEPCTBOTO M YIPABICHUETO HA YOBEIIKUTE
pecypcu U e MO3UIKMOHMpaHa B HayyHata obnact ,,JIkoHomMuKa
U ynpaBieHue Ha TypusMma“. M3cieaBaHeTo oOTroBaps Ha
HEOOXOMMOCTTa OT CHUCTEMaTHYHO mpoyuBaHe Ha YYP B
PErMOHH, CUITHO 3aBUCHUMHU OT CE€30HHUS TYPU3IBM.

Karo Bogema typucrtuyecka aecTUHauus B ['bpuus,
0COOCHO M3BECTHA ChC CBOMTE JYKCO3HH KYPOPTHH XOTEJH,
octpoB Kpur npenocrass cnenuduyHa eMrnupuyHa cpena 3a
aHaJIM3 Ha MpPEIU3BUKATEICTBAaTa IIpeJ] YIPaBICHUETO Ha
YOBELIKUTE  PECypCH,  CBBpP3aHU  CbC  CE30HHOCTTA,
HecTabUITHOCTTa HAa paboTHATA CUJjla, KAYECTBOTO HA YCIYTHTE U
npo¢eCHOHATHOTO pa3BUTHE. JucepTanusra pasriiexaa KakTo
CTPYKTYpHUTE XapakTepucThuku Ha YYP B xorenure, Taka u
IIPEKMBSIBAaHUATA M HArJJaCUTE HA CE30HHUTE CIIyXKUTEIH.
W3cneaBanero mpensara LsIOCTHO pa3dupaHe Ha NMPAKTHKUTE
110 YIIpaBJICHWE HA YOBEUIKUTE PECYPCH OT TJIEAHA TOUKA KAKTO
Ha MEHUKbPUTE, TaKa U Ha CIIYKUTEIIUTE, KaTO CE OCHOBaBa Ha
TEOPETUYEH aHAIN3 U EMIIMPUYHO U3CIIEBAHE.

e, 3a1a4u ¥ U3CI€A0BATEICKH BHIIPOCH
Hacrosimata aucepranuss uMa 3a OCHOBHA 1ell Ja
u3cieBa, U3MepHU U 00SICHU yI0BJIETBOPEHOCTTA OT TPY/ia Cpel
CIIY)KUTEIUTE B JYKCO3HM CE30HHU XOTeNu Ha ocTpoB Kpwur,
KaKTO U J1a OLIEHHW BB3JICHCTBUETO HAa Pa3jJW4YHU MPAKTUKHU I10
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yIpaBJIEHUE HA YOBEUIKUTE PECYPCH BbPXY TEXHUTE TPYAOBU
Harjacy, aHTaXHPAHOCT, MOTHBAIMs M  TpPEACTaBSHE.
N3cnenBaHeTo ce ocHOBaBa Ha pa3OMpPaHETO, Y€ CITyKUTEIUTE
NPEJCTaBIsABAT KIIOYOBOTO KOHKYPEHTHO MPEIHMMCTBO B
JYKCO3HOTO XOTEIUEPCTBO. I'ocronpuemcTBoOTO,
NPEXHUBSIBAHETO HA KIUEHTa, KAaKTO M pemyTanusara Hu
PEHTAOMJIHOCTTa Ha XOTejla C€ BIUSAAT INPSAKO OT TIAXHOTO
TPYAOBO MpEACTaBsSHE, EMOLMOHAIEH TPy, KOMYHUKAIMOHHU
YMEHHS M HAAEKAHOCT IpU  TNPEAOCTaBIHETO  Ha
MEPCOHATM3UPAHH YCITYTH.

B T03u koHTekcT aucepranusTa (HopMyIHpa HIKOIKO
OCHOBHHM M3CJIEIOBATEJICKH 33/1a4M. Ts CH IOCTaBs 3a/ayaTa Jia
IPOEKTHpPa U peain3upa LSJIOCTHO EMIMPUYHO H3CIE/IBAHE,
CocoOHO naa oO0XBaHE MHOTOM3MEPHHS XapakTep Ha
YIOBJIETBOPEHOCTTA OT TPYy/la B YCIOBUATA HA CE30HHA U CUIJIHO
HaToBapeHa paboTHa cpena. Llenra e nma ce aHanu3upa
BB3IPUATUETO HA CITY>KUTEITUTE OTHOCHO KJIFOUOBU KOMIIOHEHTH
Ha  YOpPaBJICHHETO HAa  YOBEIIKMTE  PECypCH,  KaTo
BBb3HAarpaXJCHUS M COLUUAIHU HPUIOOMBKH, HEMaTepUaTHU
CTUMYJIY, YCIIOBHUS Ha TPYyJX M HACTaHsABaHE, BH3MOXHOCTH 32
npodeCHOHAIHO DPAa3BUTHE M MPOLEIypud 3a OLEHKa Ha
TPYAOBOTO  MpenacTaBsiHe. JOMBIHUTENHO  JHMCepTaLusTa
u3cieBa BIMSIHUETO Ha JeMOrpa)CKu MPOMEHIIUBH, KaTo I0JI,
BB3pacT, 00pazoBaTEeIHO PaBHHUIIIE, IPEIUILIEH MpodecuoHateH
ONMUT W 3aeMaHa JIBXKHOCT, BBPXY BB3NPHUATHATA 32
e(eKTUBHOCTTA Ha MpakTukuTe o YYUP. Upes Te3u aHanuTH4IHU
LIETTM U3CIICIBAHETO Ce CTPeMH Ja uacHThudurpa GhakTopure,
KOUTO B Haii-rojisiMa cterneH (opMHUpaT yIOBIECTBOPEHOCTTA OT
TpyZAa, U Ja pa3paboTy TEOPETUUYEH U MPHIIOKEH MOJEN, KOUTO
71a TOJIIOMOTHE XOTEJICKUTE MEHUKBPHU MPU U3TPAXKAAHETO HA
no-e()EeKTUBHU CTPATETMU 3a YNPABIEHUE HA YOBELIKHUTE

pecypcu.



CTpyKTypa Ha IMCEePTALMOHHUSA TPYI

JHucepranusTa € CTpyKTypUpaHa B TP OCHOBHU IJIaBH,
clle[] KOUTO Ca TPEACTAaBEHH 3aKIIIOUYEHUE, IPHIIOKEHUS H
noapobna  Oubmmorpadus. Beska rmaBa  Haarpaxaa
IpeaxoaHaTa, Karo ogopMs JOrMYHa M IOCIel0oBaTeIHa
CTPYKTYpa, KOSITO IIpEMHHABa oT TEOpETUYHA
KOHLENTyaau3auusi KbM €MIUPHYHO M3CIICIBAaHE M B KpaiHa
CMETKa KbM IPAKTHUYECKH MpenopbKu. braromapenue Ha
IIPUABPIKAHETO KbM aKaJEMUYHHUTE CTAaHIAPTU U SCHOTATa Ha
U3JI0’)KEHUETO, CTPYKTypaTa Ha TpyJa MO3BOJIABA HA YATATEIS
Jia TPOCIIEAN PA3BUTUETO HA OCHOBHUTE MJCH M U3IIOJI3BaHATA
n3ciea0BaTeNcka METOA0I0T .

IIppBa rnaBa nocraBs TEOPETUYHATA U KOHIICITyaIHATa
OCHOBa Ha u3cjienBaHeTo. TeKCThT 3amo4yBa C MCTOPUYECKU
Iperiael Ha  yOPaBIEHHETO HA  YOBEIIKUTE  PECYpPCH,
MpOCHIeAsIBAKE HETrOBOTO pa3BUTHE OT paHHUTE (OpMH Ha
MHIYCTPHAJIHO YIIPaBJICHHE HA IEPCOHANA JO CHBPEMEHHUTE
IPUHLMIIM HAa CTPAaTErMYECKOTO YIPABJICHUE HA YOBEILKHUTE
pecypcu. B riaBara ce aHanu3uMpar KJIACUYECKUTE TEOPUH 3a
MOTHBAIUATA, IPEIUIOKEHN OT Macnoy, Xepudepr, Makrpersp,
Bpym n Apamc, kato ce oOlEHsIBa TSAXHATa MPUIOKUMOCT B
KOHTEKCTa Ha XxoTenuepcTBoTo. Ilopagu penmanuoHHUS |
EMOLIMOHAIIHAA XapakTep Ha JIyKCO3HUTE YCIYI'W, TeE3H
TEOPETUYHH MOJENU NPUIO00HBAT OIIE MO-TOJISIMO 3HAYCHHUE.
OcBeH TOBa IylaBaTa pasiIekJa CHBPEMEHHU KOHLENIUHU B
YIPABJIEHUETO HA YOBEIIKUTE PECYPCHU, KATO AaHTAKUPAHOCT Ha
CIly>KMTEJIUTE, OPraHU3allMOHHA IPUBBP3aHOCT, OPUCHTALHUSA
KBbM OOCITy’KBAaHETO M €MOIIMOHAJICH TPYJ. AHAIN3UPAHU ca U
BBTPCIIHUTE  OpPraHM3allMOHHM paMKH Ha  XOTECIUTE,
BKJIIOUMTEHO OTJENHATA CTPYKTYpa, XapaKTEPUCTHKUTE Ha
OIIEpaTUBHUTE IIPOLECH U KJIIOUOBATA POJIsl HA KOOpAUHALMATA
MEXJly 3B€Ha KaTO peLenuus, 10MaKuHCTBO, XPaHU U HAIUTKH,
HOJIPBKKa M oOcimyxkBaHe Ha roctd. OTINYNTEIHUTE
XapaKTEPUCTUKU Ha JYKCO3HUTE XOTEIH, KAKTO U BUCOKHUTE
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M3UCKBAaHUS 32  WHIUBUAYAJIM3UPAHO  OOCIyXBaHE U
€MOIIMOHAIHA aHTAKUPAHOCT, ca MOJYEepTaHu KaTo (axkTopw,
KOUTO TMIOBHUIABAT CJIOXKHOCTTA HA YNpaBICHUETO Ha
YOBEIIKUTE PECYPCH B TO3U THIT OpTraHU3AIUH.

Bropa rnaBa npencrasst B Ae€Taisii METOA0JIOrMYECKaTa
pamKa Ha u3cienBaHeTo. JlucepramnusaTa nmpuiara KOJTHIeCTBEH
W3CIE0BATEICKH JU3aiiH, OCHOBaH Ha W3IMOJI3BAaHETO Ha
CTpYKTypUpaHa aHKETHa KapTa, paslpoCTpaHsBaHa IO
€JIIEKTPOHEH IIBT CPEJ CIYKUTEIH, paboTelmyd B MET3BE3AHU
CE30HHHM XOTeNu Ha TepuTopusita Ha ocTpoB Kput. IIpeasua
BpEMEHHHMSI W MOOWJIEH XapaKTep Ha Ce30HHaTa 3aeTocT,
METOABT ,,CHEXKHA TOMKA™ € OMpeAesieH KaTo MOAXOMSIl U
edekTUBEeH MoaXxoa 3a (opMupaHe Ha u3Bajkara. [ aBara
ONMMCBa Tpolleca HAa KOHCTPYMpPAHE Ha  BBIPOCHHKA,
MPOBEXKIAHETO Ha MPEABAPUTEIHO MHUIOTHO TECTBAaHE U
MOCIIEABAIIOTO YCHBBPIICHCTBAHE HA HMHCTPYMEHTa C e
rapaHTUpaHe Ha HeroBaTa SICHOTA, HAJIEKIHOCT U BaJUIHOCT.
[IpencraBenu ca ChIIO MPOILETyPUTE TIO CHOMpPAHE HA TAHHUTE,
KaKTO W MOJPOOHO OOSICHEHHWE HAa CTATHCTHYECKUTE METOIH,
M3IIOJI3BAHU 3a TAXHaTa o0paboTrka. Te BKIOUBAT onucaTeaHa
CTaTUCTHKA, KOpEJTallMOHEH aHalu3, t-TeCTOBEe, TUCIEPCUOHEH
anainn3 (ANOVA), HemapameTpuyHu TecTOBE KaTo MaH-YUTHH
n Kpackan-Yonuc, perpecuonen ananu3 u [lapero anamms.
N300pbT HA CTAaTUCTHYECKUTE TEXHUKU € apryMEHTHpaH
CHpSMO XapakTepa Ha JaHHUTE U IeJUTE Ha HM3CJE/IBAHETO,
KOETO JIEMOHCTPUPA METOAOJOTHYeCKa CTPOTOCT W HaydHa
000CHOBAHOCT.

B Ttpera rnmaBa ce WuHTepHpeTHpPAT EMIUPUIHHUTE
pesynratu U ce ¢opMyaupar TpPaKTHUYECKH HACOKHU 3a
YCHBBPIICHCTBAHE HA TNPAKTHKUTE [0 YIpaBJICHHWE Ha
YOBELIKUTE pPECYypCH B JYKCO3HHTE CE30HHU  XOTEIH.
IIpencraBen e ananu3 Ha geMorpadcekus mnpodun Ha
CIly’)KMTEJIUTe, KaKTO MU OOCHKJaHe Ha 3aKOHOMEPHOCTHTE,
OTKpOSIBalll C€ B JAHHWUTE [0 OTHOIICHHE HAa MOTHUBAIIUSATA,
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YIOBJIETBOPEHOCTTA, Bh3HATPAKICHUETO, YCIOBHATA HA TPY/ U
OILICHKaTa Ha TPYJOBOTO MpeacTaBsiHe. [ maBaTa uaeHTUdUIIIpA
cepute, B KOUTO CIIY)KUTESIUTE JIEMOHCTPUPAT BHCOKA CTEIICH
Ha YJOBIIETBOPEHOCT, KaKTO U TE3W, IPU KOUTO Ce HaOJI0/1aBa
W3pa3eH0  HEJOBOJICTBO. JIOMBJIHWTENIHO Ce€  HM3CieaBar
BB3MPUATUATA HA MEHUDKBPUTE U C€ CHIIOCTABAT C TE3W Ha
CIy’)KUTEIIUTE, KAaTo IO TO3W HAYMH C€ pPa3KpUBaT KaKTO
CXOJCTBA, TaKa W Pa3UYMs MEXAY JIBETE TPYIH, OKa3BaIlH
BIMSIHUE BBPXY HauWHA, [0 KOWTO cleiaBa na Objae
CTPYKTYpUPAHO CTPATETHYECKOTO yMpPaBICHUE HA YOBEIIKHUTE
pecypcu. B kpas Ha riaBata e mpenacrtaBeH ESPA mopenbt
(Environmental, Support, Performance, Appreciation) — HOBa
KOHIICTITyaJTHa ~ pamKa, pa3paboTeHa BB3 OCHOBa Ha
EMIIUPUYHUTE pe3ynTaTd. MoAenbT CHUHTE3Upa KIIOYOBHUTE
€JIEMEHTH, KOUTO BIUSAT BBPXY YAOBJIETBOPEHOCTTA OT TPYHA,
W Tpenjara HWHTETPUPAH TMOAXOA 3a TOJANOMaraHe Ha
XOTEJICKUTE MEHH DK BPH IPU IPOSKTHPAHETO U IPUIIATAaHETO HA
CTpaTeruu 3a YMpaBJICHHE HAa YOBEIIKUTE PECypCH, HACOYCHU
KbM  OJaromojy4ueTo Ha  CIY)KUTCIUTe W  TAXHATA
npodecroHalHa aHTAKUPAHOCT.

IIpakTHyecka 3HAYMMOCT U MPUIOKHUMOCT

JHuceprarusta WITFOCTpUpa 3HAYEHHETO Ha
CHpaBGI[JII/IBI/ITe nu HpOSpa‘-IHI/I CUCTCMHU 3a B’b3Hana)K,Z[eHI/I€,
KOUTO  OOXBamlaT OCHOBHOTO  3aruiamiaHe, OOHYCHTE,
OaKIIUIINTE M HEMaTepUaTHUTE NPUIOOMBKH. Bb3mpustusra
Ha CIY)KUTEIHUTE 3a CIPaBEJIMBOCT OKAa3BaT ChHIIECCTBEHO
BIIUAHUC BT;pxy TAXHaTa MOTHUBaAIlUA H aHFa)KI/IpaHOCT KbM
opraHm3anusaTa. PesynraruTe TMoka3BaT, dYe Ipo3payHaTa
KOMYHHUKAIUs OTHOCHO CTPYKTypaTa Ha Bb3HArpaXkKIACHUATA,
CTUMYJIUTE, OOBBP3aHH C TPYJOBOTO MPEACTABSIHE, KAKTO H
BB3MOXXHOCTUTE 32 KApUEpPHO pa3BUTHE, MOXE Ja 3aCHIH
JIOBEPHUETO U J1a HAMAJIH YCEIaHETO 32 HEPABHOIIOCTABCHOCT.



Ot ympaBneHCKa TJeJHA TOYKA  H3CIEIABAHETO
noJ4epTaBa HEOOXOJUMOCTTa OT M3rpaxJaHe Ha €(PEKTHUBHH
JUICPCKU TIPAKTUKA M CHUCTEMH 3a OIIEHKAa Ha TPYJIOBOTO
NpEJCTaBIHE, OCHOBAHM HAa CIPABEAJIMBOCT, OOCKTHBHOCT H
HelpeKbcHaTta oOpaTtHa Bpb3ka. CIOyXWUTEnUTe pearupar
MOJIOKUTETTHO Ha MPO3payHU METOAM 3a OLEHSBaHE, KOUTO
NPU3HABAT ITOJIOKEHNTE YCHIIUS, HOAKPEIST MPO(pECHOHATHOTO
pa3BUTHE U MPEIOCTaBAT Bb3MOKHOCTH 32 YCHBBPILICHCTBAHE.
MeHumKbpUTe MOTaT Ja U3MOJI3BaT TE3W pe3yiTaTH 3a
nofo0psiBaHEe Ha BBTPEIIHATA KOMYHHUKAIUs, HAChpYaBaHe Ha
npodecHoHaTHUS PACTeX M Ch3/aBaHE Ha MO-TOAKpEIsIa
OpraHu3aloHHa Cpefa.

JlucepTanmoHHUAT TPyX WMa 3HAauYCHHE U 32
HAIlMOHAJIIHUTE M PETHOHAIHUTE OpraHu, OTIOBOPHU 3a
TypHCTHYECKaTa MOJIUTHKA. N3Bomute OTHOCHO
NpeIu3BUKATENICTBATa Ipel padoTHaTa cujla B CE30HHUTE
XOTEJIM MOTaT Ja MOJIOMOTHAT pa3pabOTBAaHETO Ha MOJUTHKH,
HAaCOYEHM KbM IOBHUIIIABaHE HA CTAaOMIIHOCTTA Ha 3a€TOCTTA,
YCBBBPIICHCTBAHE Ha MPOrpaMuTe 3a 00yYeHNE U TOBHIIIABAaHE
Ha OOIIOTO KauecTBO Ha paOoTHaTa cuia B TYPHUCTUYECKHS
cektop Ha ['spums. Upe3 anpecupaHe Ha CHUCTEMHUTE
npoOJeMH, CBBP3aHU ChC CE30HHOCTTA, MOJOOHU MOJUTHKH
Morar na JONpUHEcaT 3a HOBHUINIABaHE Ha
KOHKYPEHTOCIIOCOOHOCTTA M yCTOMYMBOCTTA HA TYPUCTUYECKUS
CEKTOp.

MeTono/siornyecka 000OCHOBKA W OrpaHUYeHHMs] HaA
U3CJIeIBAHETO

W3cnenBanero OeMOHCTpUpAa BHCOKA METOJOJIOTHYECKA
CTPOTOCT 4pe3 BHHUMATEITHOTO cHu MPOEKTHUPAHE,
CTPYKTYpUPAHOTO CBHOMpaHe Ha JaHHH W  OOCTOMHWMS
CTAaTHUCTUYECKH aHanu3. 3Mmon3BaHeTO Ha KOJIWYECTBEHA
METOJIOJIOTHS T03BOJIsIBA M3CJIEBaHE HA BPB3KUTE MEXIY
NPpOMCHJIMBUTC B TOJIsIMa MH3BaJiIKa OT CIIYKHUTCIHU, KaTo
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IPEeJOCTaBsl M3BOJM OTHOCHO (AKTOPUTE, BIUSEIIU BBPXY
YAOBJIETBOPEHOCTTA OT TPYJa B JIYKCO3HUTE CE30HHU XOTEIIH.
[lonxonbpT, NpPUIOKEH B JHCEPTALMATA, JONPUHACA 34
HAJIeKIHOCTTA U BB3IPOU3BOAUMOCTTA HA PE3YJITATUTE.

B cpmoro Bpeme amcepranmATa OTYUTA PaA3INYHH
OrpaHUYCHUS, NPUCBHIIM HA HEHHUA JAU3alH U KOHTEKCT.
ITopanu MoOOMIIHOCTTA M pPa3NpPbCHATOCTTA HA CE30HHUTE
CIIy>)KMTEJIM, W3IOJI3BAaHETO HAa METOJa ,,CHE)KHA TOIKA™ ellle
HE00XOMMO; BBIIPEKH TOBA TO3U METOJ MOXE J1a OTrpaHUYU
NpEeJCTaBUTEIIHOCTTa Ha wu3Bajakara. [lopaam reorpadcekus
¢dokyc Bbpxy ocTpoB Kpurt, peaynrarure Moke 1a He 0Tpa3sBar
HAITbJIHO YCJIOBUATA B IPYT'Y TYPUCTUYECKU PETHMOHHU, BBIIPEKU
4ye OOHMTE 3aKOHOMEPHOCTH BEPOSITHO Ca IPUIOKUMH B
CXOJHU KOHTeKCcTH. OCBEH TOBa ChOMpAHETO Ha JaHHUTE ce
IIPOBEJE B PAMKHUTE Ha ONPEICIIEH INEPHOA OT BpEME, Karo
OBIeI NPOMEHH B MKOHOMHMYECKAaTa cpelia, Pa3BUTHETO Ha
razapa Ha TpyJa WM CIEACTIMAEMUYHN CTPYKTYPHHU IPOMEHHU
O1xa MOTJIM Ja MOBJIMSAAT HA BB3MPUATHUATA HA CITY>KUTEITUTE.

AKa/leMUYHHM M HAYYHH CTAHAAPTH

JlucepramusTa OTroBapsi Ha akaJeMHUYHUTE CTAaHIAPTH,
M3MCKBAaHU 3a M3CJe/BaHE HAa JOKTOPCKO HUBO. TS mpezacrass
SCEH apryMeHT, MOJIKPENeH OT OOIIMPHU TEOPETHYHHU
M3TOYHUIIM, COJMICH HW3CIENOBATEICKH JHU3aiiH, CTPUKTHA
CTaTUCTHYECKA OIIEHKA M J0Ope CTPYKTYPHPAHO IMPEICTaBSIHE
Ha pesynrature. CTUIBT Ha THCaHEe € CboOpaseH ¢
aKaJIeMUYHATE HOPMH, KaTro TapaHTHpa SCHOTA, JIOTWYHA
MOCJIeIOBATEIHOCT U TOuHOCT. L{uTnpanero n Oubnuorpadusita
ca OOIIMPHU, KOETO JEMOHCTPHUPA 33TBIO0YCHO aHTAKUPAHE C
MEXIyHapoJHaTa U MECTHATa JUTeparypa IO yrpaBlieHHEe Ha
YOBEIIKUTE  PECYpCH,  XOTEIHEPCTBO,  OPTraHU3aIMOHHO
MOBEJICHUE U KAYeCTBO Ha yCIyTHUTE.

JlormueckoTo  NMpeMHHaBaHE  OT  TEOPHS  KBM
METOAONOTHA ¥ OT  EMIHMPUYHUTE  Pe3yiaTaTd  KbM
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MIPAKTUYECKUTE NMPENOPBKU OTPA35BA 3PsUT U METO0JIOTMYECKU
000CHOBaH  W3Clle[IoBaTelICKKM  mpouec.  Jluceprammsirta
JOTPHUHACS 3a aKaJEeMUYHUTE 3HAHMS, KAaTO ChIIEBPEMEHHO
npejjara KOHKpETHa CTOMHOCT 3a MPAaKTULUTE, U3II'bIHABANKU
JBOMHATa IeJl Ha NPWIOXKHOTO JTOKTOPCKO H3CIEABAaHE B
o0racTTa Ha YIpaBJICHUETO HA TypU3Ma.

AKTYaJIHOCT HA THCEPTAIMOHHUS TPYA

HacrosmaTa qucepranus npeacTaBiisBa 3HAYUM Hay4eH
U TpPaKTUYECKH TNPUHOC B 00JacTTa Ha YNpaBICHHETO Ha
YOBELIKUTE PECYPCH B XOTEIUEPCTBOTO, C 0OCOOEH aKIEHT BHPXY
JYKCO3HUTE CE30HHU XOTeNU. Upe3 KOMOMHAIUS OT TEOpETHYEH
aHaJlM3 W eMIHUPUYHM JAaHHU C€ U3SICHSIBA CJIOXHATa
B3aUMOBpPB3Ka MEXIY [IPAaKTUKUTE II0 YIPaBJICHHE Ha
YOBELIKUTE PECYPCH U YJOBJIETBOPEHOCTTA Ha CIIY)KUTEIUTE B
cpcau ¢ BUCOKH OYaKBAHUA U CUJIHU U3HUCKBAHUA. HonyquHTe
pe3ysTaTu MpEeACTaBisABAT IIEHEH pecypc 3a XOTEJICKUTE
MEHHJDKBPH, KOUTO CE€ CTPEMAT Ja YKpemsT CTaOMIIHOCTTa Ha
paboTHaTa cuia, la MOBHUIAT KAYECTBOTO HAa YCIYTHTE U Ja
HacbpyYaT OPraHUu3allMOHHOTO CHBBPIICHCTBO. Te mpeaoCTaBiAT
OCHOBa 3a ObJenu u3cienBaHus uU 3a (QopMynupaHe Ha
IIOJIMTNYCCKHN MCPKH, HAaCOUYCHHU KbM YKpPCIIBAHC Ha
TYpUCTHYECKUSI TpyAoB mazap B ['bpuus. ucepraumsita ce
YTBbp)KJaBa KaTO u3yepmarteJeH u Jo0pe 00O0CHOBaH
aKaJieMHuYeH TPy, IEeMOHCTPUPAILL UHTEEKTyalHa IbJI00YNHA,
METOA0JIOTHYecKa CTPOTOCT U MPAKTHUECKa 3HAYUMOCT.



II. CbABPXKAHUE HA TUCEPTAIIMOHHUSA TPY I

I''TABA I. KOHIEIITYAJIHA PAMKA HA YIIPABJIEHUETO
HA YOBEHIKUTE PECYPCHU B XOTEJIMEPCTBOTO

1. PASBBUTHUE HA TEOPUSATA 3A YIIPABJIEHUE HA
YOBEUIKUTE PECYPCHU

KoHnenryansata pamka Ha  yOpaBJIEHHETO  Ha
goBemkure pecypcu (YUP) B xorenckata WHIYCTpHS €
MPETHPISUIA 3HAYUTENIHA E€BOJIOLUS OT HCTOPUYECKUTE CH
KOpPEHU JI0 ChbBpEMEHHATa CH cTpaTeruiecka opueHramus. Tasu
IJIaBa Ipejiara IeTaljieH Mperyie]l Ha pa3BUTHETO HA TEOPUATa
3a YYP, kaTro akLEHTBT € IOCTABEH BBPXY HMCTOPUYECKUTE
KOpPEHHU, TEOPETHUYHUTE OCHOBH UM  MPAKTHUYECKOTO U
IIpUJIOKEHNE B XorenuepcTBoTo. PaszButnero nHa YYP ce
mpociesiBa  OT  NPEAMHAYCTPUAIHMS  [EpUOA,  Ipe3
WHJyCTpUAJIHATA PEBOJIOLMS W PAHHUTE MPAKTUKU 110
yIIpaBJI€HUE Ha IEPCOHAIA, 10 CTPATErMYECKOTO YIIPaBICHUE Ha
YOBEIIKUTE PECypCH, 000CHOBAHO Ha MOBEACHUECKUTE HAYKH, 1
HaKpas 10 CbBPEMEHHUTE MPakTUKHU 0T XXI BeK, OpUEHTUPAHU
KbM JUTUTATH3AIMS U pa3HOOOpasue.

B xoremmepcrBoro YUP e ocobGeHo BaxHO mopamau
WHTEH3UBHUS ~ XapakTep Ha  YCIyrure, NpU  KOWUTO
B3aUMOJICHCTBUATA HA CIYKUTEIUTE MPSAKO BIUAAT BBPXY
YIOBJIETBOPEHOCTTa Ha KIMEHTUTE U penyTalusaTa Ha
opranuzanusaTa. CTpaTernuyeckoTo yIpaBICHUE HA YOBELIKHUTE
pecypcu MHTErpupa IUIaHHUpaHETO Ha paboTHATa CHIIA,
MPUBJIMYAHETO Ha TajaHTH, OOYy4YEHHUETO, YNPaBICHHETO Ha
MPEACTABSIHETO U CUCTEMUTE 3a Bb3HAIPAXKICHUE C LEIUTE Ha
opraHu3anmsaTa, Karo MO TO3W HAaYMH  HachpyaBa
MPEBH3XOJCTBOTO B  OOCIY)XBAaHETO ¥  KOHKYPEHTHOTO
npeauMcTBO. OCBEH TOBa MHUIIMATHBU KaTo ,,3eneHo* YUP,
JUTUTAIHO MOBUIIABaHE HA YMEHMSITA, MOTAISIIU TEXHOJIOTUU
U I'bBKABU ITOJIUTHKM 32 IEPCOHANA ca C€ YTBBPIAWUIU KaTo
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LEHTPAJIHU 3a aJanTanusaTa KbM [a3apHUTE IPOMEHH,
nemorpadckute TpaHchopMmanmMM W MHOTOIOKOJIEHYEecKaTa
pabotna cuna (Aydin et al., 2024).

PazButnero Ha YYP B XOTenckusi CEKTOp ITOKa3Ba
MIPEMUHABAHE OT COLMUAIHO OPUEHTUPAHU NPAKTUKH KbM
CTPATeTUYECKH, TEXHOJOTMYHO TMOANOMOTHATH  IOJXO/IH,
ChCPEIOTOYEHU BBPXY YOBEIIKUTE MOTPEOHOCTH.
CeBpemenHoro  YYP nogo0psiBa  OPraHU3aIMOHHOTO
MpEACTaBsHE, KayeCTBOTO HA YCIYIMTE M JIBJITOCpOYHATa
KOHKYPEHTOCIIOCOOHOCT, KaTO TpHU3HABa CIYXHUTEIUTE 3a
CTPATETMYECKH AaKTHBH, BHEIPSBA B3EMAHETO Ha pEIICHUS,
OCHOBAHO Ha JIaHHU, ¥ HaChpuyaBa MPUOOIIABAIIH, YCTOHYHBY U
MHOBaTHUBHU IMpPaKTUKWA. 3a T[OCTHraHe Ha e(QEeKTUBHO
YIPaBJIEHUE HA YOBEUIKUTE PECYPCH B XOTEJIUTE € CHIIECTBEHO
Jla ce BBb3MPUEME XOJUCTHUYEH MOJX0J, KOWTO mocTtura OajgaHc
MEXJy oOlepaTHBHaTa €(QEKTUBHOCT, aHTAKUPAHOCTTa Ha
CIIy’KUTEJIUTE U ChIIaCyBaHOCTTA C OPraHU3AMOHHUTE LIETH B
KOHTEKCTa Ha ObP30 MPOMEHSIIA C€ COLMOTEXHUYECKA Cpea.

2. PEKPYTUPAHE, MOTHUBALIMSA, OLEHKA HA
MN3ITBJIHEHUETO U 3AABPKAHE HA CJNYXKXKUTEJIUTE B
XOTEJIMEPCTBOTO

XoTenuTe MOrar Ja ce BB3IMOJ3BAT OT BBTPEIIHOTO
HaOMpaHe Ha IEPCOHAN, KaTO M3IOI3BAT HACTOSAIIN CITYKHUTEIH,
KOUTO Beye MO3HABAT KyJITypaTa M MpaBUiIaTa Ha KOMITAHUATA.
ToBa momara 3a HaMmajsiBAaHE Ha pa3XxoIUTE 3a OOydUeHHE H
yllecHsIBA WHTerpauusTa. MneHTHQUUUpaHETO HAa CUIHH U
cmabu CTpaHM, KaKTO W Ha MOTEHIMAJa 3a IOBHIICHHE B
ChlIecTByBallaTa paboTHa cuja, MOXe Ja Ob/ie yIeCHeHO upe3
KaprorpadupaHe Ha KOMIETECHIMUTE M OLEHKAa Ha yMEHHATA.
Beopeku TOBa, MOBHUIABAHETO HAa BBTPEHIHU KaHIAUJATH
MOHSKOTa MOXeE J1a TOPOAN KOHKYPEHIIUS MEKIY CITYKUTEIIHTE,
Jla HaMaJld KpPEaTHBHOCTTA M Ja H3MCKBA I0-OpraHU3HpaHH
nporpamu 3a o0ydeHue. MeTonu 3a NpUBINYaHE HA BTPEIIHH
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KaHAWJATH BKJIIOYBAT BBTPEIIHU OOpmoBe 3a 0OsBH,
CJIEKTPOHHU CHOOILICHHs, 0a3u JaHHU M TPEHOPBKH OT
CITy’KUTEIN.

Ot pgpyra cTpaHa, BBHIIHOTO HaOupaHe LEIH
IPUBINYAHETO HA KBAIM(DULIUPAHU CIIEUUATUCTH OT TPYIOBHS
maszap 4pe3 OHJaiH I1uiar¢popmu, mMopraiu 3a pabota u
WHCTPYMEHTH 3a eJIeKTpOHHO HaOupaHe karo Skywalker,
Monster u Totaljobs. To3u noaxon npenoctass 10CThI 10 TO-
HIMPOK HAOOp OT TaJaHTH U pa3LIMPEHH BB3MOXKHOCTH 3a
non6op (Mistry, 2022).

CTpyKTypuUpaHUTE CHUCTEMH 3a OLIEHKa, KOWTO
OOMKHOBEHO C€ MPOBEXKIAT BEAHBXK TOAUIIHO B TOJIEMHTE
XOTENM, MPEJOCTaBAT Ha CIy)XKUTeIuTe oOpaTHa Bpb3Ka,
UACHTUGUIMPAT HYXKAUTE OT oOyueHHe U MOoAIoMarar
pelIeHNsITa OTHOCHO IOBUIICHHUs, NPOMEHH B 3aIUIaTUTE U
KapuepHo pasButue. ChlmecTBYBaT TpH TOAXOHa  3a
KaTeropusauuss Ha OLIEHBYHUTE MHTEPBIOTA: ,[OBOPU H
yOexnaBaii®, ,,rOBOpY U CIyIIail“ u ,,penraBane Ha MpoOIeMu*.
Upe3 HacbpyaBaHe Ha JIByNOCOYHA KOMYHUKAIUS, METOABT
,pelIaBaHe Ha MpoOieMu™ MO3BOJSBA HA PBHKOBOJUTEIHUTE U
CIY)XUTEIUTE 3aeAHO Ja WJACHTUPHUIUpAT TPoOIeMH B
MPEJCTaBSIHETO U J1a pa3padoTAT pElIeHus, KaTo 10 TO3U HAYMH
ce yBeJIM4aBa IpueMaHeTo u MoTuBanusara. [locienoBareaHoTo
npujaraHe Ha OLEHKaTa Ha TPEACTaBSHETO IOoJAroMara
B36MaHETO Ha pEIIEeHUs OTHOCHO OOydeHHue, IOBUIIEHUE,
Bb3HArpaXJCHUE W IUIAaHMpaHe Ha paldoTHaTa CUJIa, KaTo
CBILIEBPEMEHHO HachpyaBa CIPaBEAIUBOCTTAa M IPO3PAYHOCTTA
B yIpaBlIeHCKUTe NpakTuku (Jannah, 2023).

Teopuute 3a MOTHBaLMs OCUTYpsSBAT KOHLENTyaJlHaTa
OCHOBA 32 TMOJ00psIBaHE Ha MPEACTaBIHETO U 3abP)KAHETO Ha
CIly’)KUTENIUTe B XoTenure. Teopusta 3a CIpaBeIMBOCTTA
MOYEPTaBa, Ye CIY>KUTEITUTE OLEHSIBAT YCHIIUATA CH CIPSMO
BB3IPUETUTE HArPaIl U CPAaBHEHMSTA C KOJIETUTE, KOETO BIIMsE
BBHPXY YIOBJIETBOPEHOCTTAa M MPOAYKTHBHOCTTA. MepapxumsaTa
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Ha noTpebHocTUTE HA Macnoy npeamnosnara, 4e UHIUBUIUTE ca
MOTHBHUPAHU OT YAOBIETBOPSBAHETO HA MOCIIECOBATCITHN HHUBA:
¢buzmonornyHn, OE30MACHOCT, COIMAIHU, MOTPEOHOCT OT
MpU3HAHUE W CaMOAKTyallu3alus, KaTo C€ akKIEHTUpPa BBPXY
BaKHOCTTA Ha yJOBJETBOPSIBaHE KaKTO Ha 0Aa30BHUTE, Taka U Ha
MO-BUCOKHTE MOTPEOHOCTH Ha ciyxkutenute. Teopusita X H
Teopusita Y Ha Makrperbp KOHTpacTHpa aBTOPUTAPHUS U
YYaCTHUYECKUS CTUJI Ha YIIPABJICHHE, KaTO 3aCThIIBA HJIEATA, Ue
noAkpensimaTa U ydactuuuecka cpena (Teopus Y) yBenumuara
aQHTKUPAHOCTTA M CAMOCTOSITEIHATA MPOIYKTUBHOCT Ha
ciyxurenute. JIBypakropHata Teopus Ha  Xepubepr
pasrpaHn4yaBa XWTHUEHHHUTE (DAKTOPH, KOUTO TMPEAOTBpATIBAT
HEYJIOBJIETBOPEHOCTTa, OT MOTHBATOPHUTE, KOWUTO AaKTUBHO
CTUMYJIUpPAT TPEICTaBSIHETO, KAaTO IMOKa3Ba HEOOXOAMMOCTTA
XOTenuTe JAa OamaHcHpaT aJeKBaTHOTO BBb3HArpaXkJICHUE H
YCIIOBUS Ha TPYJ C BE3MOXKHOCTH 32 MOCTHKCHHUS, IPU3HAHUE U
npodecuonanno pazsurue (Laloumis, 2015).

3. OCOBEHOCTH HA JYKCO3HMTE XOTEJIM HA
OCTPOB KPUT

Xorenuepckara HHIYCTPHs, YECTO ONpeZeNsHa Karo
CEKTOp ,,[IbTYBAaHUS U TYPU3bM®, € €Ha OT Hall-roJeMuTe U
JVUHAMUYHUA MHIYCTPUU B cBeTa. Ts BKIIOYBA MET KIIOUOBH
KOMIIOHEHTA: TYPUCTHYECKO HACTAHSBAaHE, TPAHCIOPTHU
YCIIyTH, YCIYTH B 00JIaCTTa Ha XpaHEHE U HAIIUTKHU, ThPrOBCKU
O0eKTM U  TypucTHuecku  akTuBHocTH. Cpen  TiX
TYpPUCTHUYECKOTO HACTaHJIBaHE 3a€Ma OCOOEHO BaKHO MIICTO,
KaTo Tpejajara yciIyrd 3a HacTaHsABaHE, XpaHEHe, OTIUX H
JOI'BJIHUTENTHU YCIYTH, UTPAEHKH POJIITA HA OCHOBEH CTBHJIO B
MO-IIMPOKATa TYPUCTHUECKA EKOCUCTEMA.

B I'spums xorenuepckaTta HMHIYCTPUS € 3HAYUM
ukoHoMuuecku cextop. Cnopen nanau Ha Hellenic Statistical
Authority, ipe3 2019 1. B T03u cekTop ca GhyHKIMOHUpATH 29
695 1opUAMYECKH JIUIA, KOUTO ca TeHepupaIn 000pOT OT Hax
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€7.2 Munuapia 1 ca OCUTYpHUJIM 3aeToCcT Ha noseue ot 181 000
Nylid, TpeacTaBisBaiiku cboTBETHO 2.1%, 2.3% u 4.1% ot
MKOHOMHMYECKUTE TTOKA3aTeNId Ha CTpaHaTa.

Bobnopekun pacrexxa Ha JIYKCO3HUTE HACTAHUTEITHU
o0eKkTH, cTerneHTa Ha 3aeTocT B KpuT e mokaszana cmaja mpes
MOCJIEAHUTE TOAUHU — 0T 62% npe3 2015 r. 1o 51% npe3 2021
r., KaTo BCHUYKM PETHOHAJIHU €IWHULHU OTYUTAT TOAOOHU
namanenus (INSETE, 2022). UkoHoMmuueckusT ananu3 Ha 541
xorena B Kput nmoka3a, ye meT3Be3HUTE XOTENIU pealu3upaT
MO-BHCOK OOOPOT, PEHTAOMIIHOCT U CTOMHOCT HAa aKTHBHUTE B
CpaBHEHHUE C XOTEJH C MO-HUCKA KaTeropusi, KOETO MoayepTaBa
TSAXHaTa KJIIOYOBa pOJsl B pEruoHajHaTa HMKOHOMHKA Ha
xorenuepctBoTo (INSETE, 2022). HWHamekcbt Ha 00mOTO
yaosnerBopenue (GSI) Ha rocture Ha xorenute B Kput ocrasa
BUCOK — &87.1% mpe3 2021 r., Koero aeMOHCTpupa, ue
JYKCO3HUTE XOTEIM MPOABKaBaT Ja MOAAbPKAT BUCOKHU
CTaHJapTH Ha KayecTBO BBIIPEKH MPEIU3BUKATENICTBATA,
cBbp3anu ¢ mo-uuckara 3aeroct (INSETE, 2022).

CexTopbT Ha JIYKCO3HOTO XOTeNMepcTBO B KpuT nmokaspa
JUHAMUYHO CbUETAHHE Ha BHCOKOKJIACHO HAaCTaHSBaHE,
KyJITYpHO TIOTamsiHe, YyeJHeC YCIYyrM W WHUIMATHBH 3a
ycroiunBocT. MHaycTpusta Bce IOBEUE €€ XapaKTepusupa ¢
€MOLIMOHAIHU, €KOJIOTHYHO OCH3HATHU U KYJITYPHO HHTErpPUPAHU
TYPUCTHUYECKH TMpEAJIOKEeHUsI. BHCOKOKIaCHUTE TYpUCTH
THPCIT aBTEHTUYHU MPEKUBSIBAHUS, WHTErpalus Ha yelHec
YCIIYTH Y MOTAIISIIU KYJITYPHH CPEILH, KOUTO CE€ OYEpTaBaT KaTo
KJIFOYOBH 32 OBJIEHIOTO pa3BUTHE Ha JYKCO3HMS TYpH3bM Ha
octpoBa (Belias et al., 2024).
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I'TABA 1I. METOAOJIOI'Us1 HA U3CJIEABAHETO

1. NIPOEKTUPAHE n PABPABOTBAHE HA
N3CJIEIABAHETO

Hacrosmoro wu3cnenBaHe wu3cienBa HHUBOTO Ha
YIOBJIIETBOPEHOCT Ha CIIY>)KUTEJIUTE B TET3BE3THH XOTEJICKH
obektu B Kput, kaTo U3mos3Ba KOJU4YECTBEHA U3CIIEe0BATENICKa
Mmetozponorus. [IpoyuBaneTo ce 6a3upa Ha YUCIEHHU, TUCKPETHH
1 00CKTHUBHO M3MEPUMU JTaHHU, aHanu3upanu upe3 IBM SPSS
Bepcusi 24. OCHOBHUAT MHCTPYMEHT 3a ChbOMpaHe Ha JIaHHH €
CTpyKTypUpaHa aHKeTa, W30paHa 3apaiu aJanTHUBHOCTTA CH,
SCHOTA U CIIOCOOHOCTTA J]a TEHEpUPA TOYHU U HEABYCMHUCICHH
otroBopu. CTpyKTypupaHaTa aHKeTa € pa3paboTeHa ¢ IOMOIIITa
Ha mpeaBapuTenHo ¢opmarupan madnon B Google Forms u e
MPWIOKEHAa OHJIAH C LeJ OCUTYpsiBaHE Ha HKOHOMHS Ha
pecypcH, TOCTBITHOCT U 0bp30 chOupane Ha nanHu (Evans &
Mathur, 2018).

W3cnenBaHero oOXBalia €IWHCTBEHO  II€T3BE3/IHU
JYKCO3HH XOTEJH, pabOTeIH CE30HHO B YETUPHUTE TTPedEeKTYpH
Ha Kput (Upakimuon, Perumuo, Xaus, Jlacutu). 3a nenra e
U3MON3BaH IEJIEBU METOJ Ha M3BaJKa, 3a Ja C€ rapaHTupa
MPEJCTaBUTEIIHOCT HAa BHCOKOKATETOPUIHM OOEKTH, KaTro ce
CTpEMH Jla BKIIIOYM 10 YETHPHU XOTeja OT BCsKa mpedeKTypa;
mopajy ONEpPaTUBHH W JIOTHCTUYHU orpaHudeHus B Jlacutu
Y4acTUETO € OTPaHUYEHO JI0 TpU XoTesa. ToBa OTKIOHEHHE He
3acTpaiiaBa IEeN0CTTa Ha W3BajKaTa, Thi KaTo H30paHUTE
XOTeIHM HWMaT CpPaBHUMHU OPraHU3AllMOHHU  CTPYKTYpH,
XapaKTepUCTHKA Ha TIEPCOHANIa ¥ MOJICTM Ha MPEAOCTaBsSIHE HA
yCIIyTH, KOETO 3ala3Ba BaJUJHOCTTA 3a MEXIypEerdOHaTHU
cpaBHeHHMs. MoTuBUTE 3a M300p HA MET3BE3THH XOTEIH ca
MHOTOIUIACTOBH: XOTEIH C IMO-HHUCKA KaTeropuss 0OMKHOBEHO
MMaT TMO-MaJIKO MEePCOHAJ, MHOKECTBO KOMOMHUPAHU POJIA U
no-HepopMamHU B3aUMOOTHOILIEHUS MEXAY PBHKOBOJIUTENH M
MOJMYMHEHN, KOETO MOXKE Ja BbBEIE H3KPUBSABAHHUS U Ja
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orpanndn oOoOmeHoctta Ha pesynrarure (Bryman, 2016).
OcBeH TOBa MET3BE3AHUTE XOTENH Pa3IoJiarat ¢ BUCOKA CTEIICH
Ha CHCNMANIM3alvs Ha TIEPCOHaNa, KOETO OCHUTYpsIBa
W3ueprmaTeTHo  pa30upaHe Ha  yIOBJIETBOPEHOCTTa  Ha
CITy’)KUTEITUTE B PA3INYHATE PYHKIIMOHATHA O0JIACTH.
W3cnenBaHeTro €  CTPYKTypUpPaHO OKOJO  J100pe
dbopMyIHpaHH W3CIIEIOBATEIICKA BBIIPOCH W IEJIH, KOUTO
MIPEIOCTABST MOCIEIOBATEIHA paMKa 32 ChOMpaHe W aHalu3 Ha
naHHUTE. J[M3aliHBT Ha aHKETaTa OCUTYpsIBa ICHOTA, CTETHATOCT
U CbOTBCTCTBUC C TCOPCTUYHHUTC KOHCTPYKTH, MHUHUMHU3UPA
MOTEHIMATHUTE W3MEPBATEIIHU TPEIIKA W MaKCHMH3Hpa
HagekKaHOCTTa. [IpoBeeHO € MHIOTHO TEeCTBaHE 3a
YCHBBPIICHCTBAaHE Ha (OPMYJIHMPOBKHTE Ha BBIIPOCHUTE,
MPOBEpKa Ha MPOLEIYPUTE 32 aIMUHUCTPUPAHE M OICHKA Ha
BPEMETO 3a TOMBJIBaHE, KAaTO CE€ TapaHTUpa, Y€ BCHUYKH
PECIIOHACHTHU MOIr'aT TOYHO [1a UHTCPIIPECTHUPAT U OTTOBOPAT HaA
Bberpocute (Brace, 2018). AHKeTaTa BKIIIOUBa KaKTO 3aTBOPEHU
BBIIPOCH, HAITPUMeEP IO cKaia Ha JIMKbPT, ¢ U300p OT HAKOJIKO
OINIIMU W TIOIPSKIAHE, Taka W W30paHH OTBOPEHU BBIIPOCH,
MMO3BOJIABAIll YJIaBAHC HaAa HIOAHCHUPAHHUTC IICPCIICKTUBHU Ha
CITy’)KUTEITUTE U OCUTYPSIBAIIIM KAYECTBCHHU JaHHHU.
MGTOI[OJIOFI/I‘-IHI/I}IT noaxoa nmoaducpraBa nmpecauMCTBaTa
Ha OHJIAMH, CaMOYIpAaBSIEMUTE aAHKETH, BKJIFOYUTEIHO
y100CTBO 32 YUaCTHHUIIMTE, HAMAJICHU PECYPCHU M3UCKBAHHS U
aBTOMATH3MPAaHO BBHBEXKIAHE HAa JTaHHW, KOCTO MHHHUMHU3UPA
IpeLIKU NpU TpaHcKpunuus. IIpwiaraHu ca crTpareruu Karo
HATIOMHSIIIA HM3BECTHS, TapaHIMM 32 AaHOHUMHOCT U SICHH
HHCTPYKIMU, C LCJI NMOBHUIIABAHC HA CTCIICHTA HA y4YaCTHUC U
HaMaJlisiBaHe Ha ceJeKTUBHOTO ydactue (self-selection bias).
Jlornueckara mociie0BaTEIHOCT, TEMAaTUYHATA CTPYKTypa U
BHUMATEITHOTO TMOAPEXKIAHE Ha YYBCTBUTEIHU BBIPOCH
JOII'BJIHUTECIIHO rmoamnomarart AHTAKUPAHOCTTA Ha
pecnoHAeHTUTE 1 KadecTBOTO Ha AaHHUTE (Krosnick, 2018).
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2. TPEJBAPUTEJIHO TECTBAHE, JM3AMH HA
N3BAJJIKATA U CbBUPAHE HA JTAHHHA
[IpakTHKkHUTE 1O yHpaBlIeHHE HA YOBEIIKUTE PECYpCH
(YYP) urpadar kpuTu4Ha poJisi 3a OlepaTUBHATA €PEKTUBHOCT U
YIOBJIETBOPEHOCTTa Ha CIYXKUTEIUTE B JIYKCO3HUTE XOTEIH,
oco0eHo B ce30HHM ecTuHanmu kato Kpur, ['epuuns. Beopeku
3HAYEHUETO Ha cucremute 3a YUP B XoTenuepcTBoTO,
EeMIIUPUYHUTE H3CIEABAHUSA, KOUTO pasriexiaar MoApoOHO
CTPYKTYPUTE, MIPOLECUTE U BB3NPUATHUATA HA CIIYy>KUTEIUTE B
CE30HHU JIYKCO3HHU XOTENIM, OCTaBaT orpannyeHu. Hactosmiara
JOKTOpCKa JAMCepTalusl IMpuilara KOJIMYECTBEH OIUCATENIeH
M3CJIEIOBATENICKH TOAXOJ 3a M3CJIEJBaHE HA NMPAKTUKUTE IO
YUP B pa3nuyHu OTAEIM Ha TMETHANECET JYKCO3HU CE30HHHU
xotena B Kput, ¢ Qokyc Bbpxy oOmactu karo oOydeHue,
Bb3HAarpaXJeHWe, MOTHBAallMs Ha TpyJa U OLEHKa Ha
npeacTaBsHeTo. M3cimenBaHeTo MMa 3a LN Ja NPelIoCTaBU
u3uyepnaTegHa OLEHKAa Ha IPaKTUYECKOTO IpuilaraHe M
Bb3IIpUeMaHara e(eKTUBHOCT Ha mnoiutukure mo YYP, karo
oOXBalla KaKTO ONEpPATUBHU, Taka U  METOA0JIOTUYHU
U3MEpEHUS.
3a rapaHTUpaHe Ha HAAEKAHOCTTA, BaJIMJIHOCTTa M
MpaKkTUYecKaTa MPHIOKUMOCT Ha MHCTPYMEHTA 3a MPOyYBaHe,
U3CJIEeI0BATENICKUAT AU3aliH BKJIIOUM NMUJIOTHO TECTBaHE MpPeau
I'BIHOMAIIA0HOTO CHOMpPaHe Ha JaHHU. 3a TO3U IIPEBAPUTEIICH
etan € wu3bpaHa yaoOHa wW3BagKa OT JIEBET YYaCTHHIH,
BKJIIOYBAI]A  IIECTMMA  XOTEJICKU  MPO(ECHOHAIUCTH  C
M3IIBJIHUTENHU U TIOMOLIHH POJIM, KAKTO U TpUMa €KCIEPTH ¢
BHCOKa KBaTH(HKALKS B IPUIOKHATA CTATUCTUKA U (PHHAHCH.
[Tn10THOTO TecTBaHEe MO3BOJIM OLICHKA HA SICHOTA, CTPYKTYpa U
PENEeBaHTHOCT Ha BBIIPOCHHUKA, KaTO CHIIO TaKa UACHTUDHUIIMPA
MPAaKTUYECKH IPOOIEMHU, CBbP3aHU C BPEMETO 3a MOMbJIBAHE U
pa3bupanero Ha BbHpocute oT pecnonaeHTtute (Creswell &
Creswell, 2023). Ilomyuenara oOpaTHa BpB3Ka ITOBEAC 0
3HAYUTEIHA TOAOOpPEHHs, BKJIIOUUTEIHO OINPOCTSBAaHE Ha
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TEXHUYECKaTa TEPMUHOJIOTHS, IpeMaxBaHE Ha H3JIUIIHU
BBIIPOCK W J00aBsHE Ha HOBH, OOXBallalmld MpeId TOBa
nponycHatu  acnektd Ha  YYP, karo Bb3npueMaHa
CIpaBeJIMBOCT IIPH MPOIEAYPH 32 MOBUIICHUE U Bb3MOXKHOCTH
3a o0y4JeHue.

[TunoTHUSAT eTar ChIO MO3BOIH OLIEHKA HAa BAJTMJHOCTTA
Ha MHCTpyMeHTa. Tpuma oOnuUTHU (UHAHCOBH MEHUKBPHU
OLICHMXa H  BaJluAMpaxa JIOTHYECKaTa CTPYKTypa H
MOCJIEZI0BATETHOCTTA Ha BBIIPOCHHKA, IOKATO ChAbpIKaTeIHaTa
BaJIMIHOCT € TPOBEPEHA OT EKCHEPTH OT Pa3IUYHU OH3HEC
CEKTOpH, 32 JIa C€ rapaHTHpa ChbOTBETCTBUE C TeopusiTa Ha YUYUP
Y TIPAaKTUYECKUTE OpraHu3allMoOHHU KOHTeKcTH (Saunders et al.,
2019). MeTtononornyeckara CTpOrocT Ha KpailHUSI BBIIPOCHUK €
MOACHJIEHA OT TO3H JIBOEH MPOILIEC Ha OIIEHKA, KOWTO ChLIO TaKa
MOTBBPAM MPUTOAHOCTTA MY 3a H3MOJ3BaHE B OCHOBHOTO
U3CIIE/IBAHE.

OCHOBHOTO U3CIEABaHE U3IMON3BA CTpaTUPHUIMPaH
IU3ailH Ha W3BaJKara, 3a Ja C€ OTpa3u XETEpPOreHHOCTTa Ha
XOTEJICKUSI TMEepPCOHAN B pazNu4HHUTE (YHKIMOHAIHHU OTAEIH,
BKJIIOYUTEIIHO PELeNIus, JOMAaKUHCTBO, KyXHs, OTAEI ,,XpaHu
Y HAIUTKU, YOBEIIKH PECYpCH, Clla U TEXHUYECKa MOJAPHKKA.
[TponmopuioHAIHOTO MPECTaBsSHE HAa IOATPYHUTE ce Oa3mpa Ha
OLIGHKHUTE 3a pa3Mep Ha OTAENUTE, MOJYyYeHU OT OTAEITUTE IO
VYYP u mammonanuu panHu ot Hellenic Chamber of Hotels
(Laerd Statistics, 2023). B oTaenuTe ¢ mbieH CIUCHK Ha
CIIY)KUTEIUTE € MNPUIIOKEHO MPOCTO CIy4yalHO B3eMaHe Ha
U3BaJIKa, TOKATO MPH MO-MaJIKU UM TPYAHO AOCTHITHU OTHAEIH,
KaTo TexHuyecka nomapbxkka u IT, € u3nosnsBaH MeTOABT
,CHexkHa Tomka*“ (Bryman, 2021). To3um xubpumeH momaxon
OCUTYpU TIpEICTaBUTEIHA M pa3HooOpa3Ha wu3Bagka oT 306
BaJIMIHU OTroBopa oT mnpubmuszutrenso 1 900 xoTencku
CIIY)KUTEIH, TMPEAOCTAaBSIMKA pPEATUCTUUYEH TIOTJIEl BBPXY
npaktukute o YYP mpe3 nukoBus ce3oH ot 11 ronum mo 30
okToMBpu 2024 1.
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Jlanuute ca cbOpaHU upe3 CTPYKTypHpaHa aHKeTa,
pasmpocrpanena upe3 Google Forms, kosiTo ocurypu rbBKaBoCT
3a MOIbJIBaHE OT YYACTHUIINTE, KaTO ChIIEBPEMEHHO rapaHTupa
ctporata aHOHUMHOCT cbriacHo GDPR. OchHoBhHara vact Ha
BBIIPOCHUKA BKJIIOYBAIle 3aTBOPEHH BBIPOCH, a CAMUSIT
BBIIPOCHUK € pa3felieH Ha YeTUPH CEKIUU: JIMYHU
XapaKTePUCTHKH, YCIOBUS Ha TPYI U KUBOT, Bb3HArpakJeHUE
U MPUAOOMBKH, KAKTO M MOTHBAIMS HA TPyJa U OIEHKAa Ha
npeacraBsiHero.  To3W  OHU3allH  MO3BOJM  CUCTEMATHUYHO
W3MepBaHe, HaMaJId yMOpaTa Ha PECIOHACHTUTE U TrapaHTHupa
CPaBHUMOCT MeXAy (PyHKIMOHAIHUTE OTAETU. AHAIU3BT Ha
JaHHWUTE € U3BBPIIEH ¢ momonITa Ha Statistical Package for the
Social Sciences (SPSS), mmpoko mpusznar codryep 3a
KOJIMYECTBEHU WU3CJeNBaHUs B coruannure Hayku (Liveris,
2008).

Metononoruara Ha ~ HM3CJIEIBAHETO  IOJYEpTaBa
CTPOTOCT, MPHJIOKUMOCT U KOHTEKCTyajHa pEJIEBAHTHOCT.
CrparudunupaHoro CiiydailHO B3eMaHE Ha W3BaJKa Hamalld
TpEeIIKUTe Tpu u300pa ¥ TMOBHIIKA OOOOIIEHOCTTa Ha
pe3yaTaTuTe, 10KaTo KoMOMHANMATa OT (JOPMAIHU KaHAIM 3a
JIOCTBIT JI0 NepcoHaa U HeopMaTHH TPOPECUOHATHE MPEKHU
aZipecupa TMOTCHIIMAIIHUTE W3KPUBSIBAHUS B OTTOBOPHUTE H
TPYJHOJIOCTBIIHOCTTa B CE30HHUTE XOTEJCKHU OINepaluu.
W3cnepBaneTo ChINO MOMIbpPKA BUCOKU ETHYHU CTaHAAPTH,
MPeOCTaBsIiiKn HMHQOPMHUPAHO ChIJIACHE HA YYACTHUIUTE,
OCUTYpSIBalKM ~ JOOPOBOJIHO  y4yacTHEe ©  3allUTa Ha
AHOHMMHOCTTA, 0COOEHO 10 YYBCTBUTEIHHU BBIIPOCH, CBbP3aHU
C BB3HarpaxjacHue, paOOTHO HATOBApBaHE U OIICHKAa Ha
MIPE/ICTAaBSIHETO.

Hacrosmoro U3CIIeIBaHE MPEIOCTaBS [[eHHA
uH(popMalus 3a CTPYKTypaTa, IPUIaraHeTo U Bb3NPUATUATA Ha
cuctemute 3a YYUP B iykco3Hute ce3oHHu xorenu B Kput. Upes
MHTErpUpaHe Ha MUJIOTHO TECTBAHU, METOJOJIOTUYECKH 3/IpaBU
aHKeTH CbC BHHUMATENHO  CTpaTu(UIMpaHa  HW3BaJKa,
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JucepTanusaTa Npeulara HaIeXkAeH W ACTaljIeH Iperiel Ha
npaktukure no YYP B paznuunHuTe (YHKIMOHAIHH OTICIH,
NpefocTaBsAiiku  umHpopMalMs  KakTo 32  aKaJeMUYHH
U3CJICIBAHMS, TaKa M 3a YIPAaBICHCKH PELICHUsS B IPBLKUSA
XOTEJICKH CeKTOop. Pesynratute mnomuepraBaT KpUTHYHATA
B3aUMOBPB3Ka  MEXAY  OPraHHU3alUOHHUTE  CTPYKTYpH,
pa3sHOOOpa3ueTo Ha OTAENUTE M OIMUTA HA CITYyKUTEIUTE, KaTo
CBILEBPEMEHHO  AaKLEHTUpAT  BbPXY  3HAYECHHETO  Ha
KOHTEKCTyaJIHO CHEeUU(UYHM EMIHUPUYHU H3CIE]BaHUS 3a
pasmupsiBaHe Ha pa30upaHeTo 3a mpakTukuTe 1nmo YYP B
WHIYCTPHH, OPUEHTUPAHU KbM YCIIYTH.

3. KOHIUEIITYAJIHU U NMPUJIOKHNU ACIIEKTHU HA
CTATUCTUKATA B U3CJIEJIBAHETO

Craructukara € oOmmpHa 00JacT, KOSTO oOXBaimia He
caMO YHWCJICHH JaHHU, HO U METOJIOJIOTMHTE, W3IMOJ3BAaHU 3a
OllCHKa Ha HAJISKTHOCTTa Ha WHQPOpPMAINMATA, MOIyYeHA OT
u3Bagku. Xopara ce CONBCKBAaT ChC  CTATUCTUYECKA
uHbOpMaNKs B €KEIHEBHETO CH, YECTO HECH3HATEIHO, 4pe3
MEIWH, peKJIaMu, CIHOPTHH  pPe3ydTaTh, MOJIUTUYECKH
MpOyYBaHMs Ha OOIIECTBEHOTO MHEHHE M B Pa3IUYHU JIPYTH
koHtekctu (Norris et al., 2012). M3yyaBaneTo Ha cTaTHCTUKATa
MTO3BOJIsSIBA HA U3CIICIOBATENHNTE J]a 000011aBaT, MHTEPIPETHPAT
M KOMYHHUKHpAT  cloXkHa  HH(oOpManuss  epeKTHBHO,
MPEOCTaBSIIKN MHCTPYMEHTH 33 UACHTU(DUIIMPAHE HA MOCIH,
B3aMMOOTHOIICHUS U TeHAeHIMH B ganHute. Criopen Norris et
al. (2012) crarucTuueckuTe TEXHUKU MOTaT Ja ObJaT MIUPOKO
KaTerOpU3UpaHu B JECKPUNITUBHU, HHIYKTUBHU M METOAH 32
no6uB Ha nanau (data mining).

HacrosmaTa tokTopcka qucepTaius OCHOBHO M3II0JI3Ba
JIECKPUTITUBHA CTATHCTHKA, KOSATO 0000IaBa W TPEACTaBs
JAHHY TI0 SICEH M CTETHAT HAYWH 4Ype3 TaOIHIM, AUarpaMud U
MIPOCTH YUCIIOBH (pOpMYIH, TpaHCHOpMUPANKH CI0KHUA HAOOpH
OT JaHHHU B pa3Oupaemu mokazarenu. Metoaw 3a AOOUB Ha

19



JaHHW CBINO C€ MpwiaraT ¢ Mel HICHTUPHUIUPAHEe Ha
TEH/JICHIIMM U ONpPOCTABaHE Ha OOIIMPHUM HAOOPH OT JAaHHHU,
YIJICCHSBAMKU CMHCJICHHS aHAJIM3 M MHTEPIpEeTaIys. 3a pa3jinKa
OT TAX, WHAYKTUBHAaTAa CTAaTUCTHKA, KOATO 0000IIaBa
pe3ysiTaTUTe OT W3BaJKaTa 3a IsUlaTa IOIMyJalus, He ce
M3I0JI3Ba B TOBa M3CJICABaHE, Th KaTO HE CHOTBETCTBA Ha
KOHKPETHHUTE U3CIICOBATEIICKH TICITH.

N3cnenBanero oOxBalia meTHaaeceT TyKCO3HU CE30HHU
xotena B Kput, karo 306 cioyxXuTenud NMOMbIBAT aHKETH. 3a
aHaJIM3 Ha yJIOBJIETBOPEHOCTTA HA CITYKUTEIUTE Ca U3MOJI3BAHU
JNCCKPHUIITHBHA W HEMapaMETPUYHU CTATUCTHUYCCKH TEXHHKH,
BKIJIFOUUTETHO Ta0JUIU, TpauKu, XHCTOTpaMH, CKalIl OT THIA
Ha JIUKBPT ¥ MEpPKH 3a IEHTpaIHa TECHICHIMS U JIUCIICPCHSI.
Upes TO3W MOIAXOJ CYpOBUTE JaHHH MOTaT €pEKTUBHO Ja Cce
CHUHTE3UPAT B CMHUCJICHH HW3BOJHU, JEMOHCTPHUPAMKH KOJIKO
BOXHU  ca  JECKPUNTHUBHUTE U  WH(EPCHIIMATHUTE
CTaTUCTUYECKH MeToAu B comuanHute Hayku (Norris et al.,
2012). B 00o01ieHre, H3IM0I3BAHETO HA TE3M CTAaTHCTHYCCKHU
METOJIM TapaHTUpa, Ye PE3yJITaTUTE OT W3CICABAHETO ca
CTPUKTHH, HAJICKIHU U HHTEPIPETHPYEMH.

I'JIABA I1II. IIPEIIOPBKHU 3A IIOJOBPABAHE HA YYUP B
JIYKCO3HUTE XOTEJIN

1. PE3VYJIITATH OT WU3CJIEJIBAHETO: AHAJIU3,
OIEHKA U HHTEPIIPETAIIA
CeBpeMeHHHUTE  UW3ClelBaHMsS B o0iacTta  Ha
VIPABICHUETO Ha XOTEIUEPCTBOTO BCE IMOBEYE pa3yUTaT Ha
YCHBBPIICHCTBAHU CTATUCTHYECKH TEXHUKU U CHEIHATU3UPaH
codpTyep 3a 00pabOTKa, BU3yadU3alMs W aHAIW3 Ha CIOXHHU
Habopu ot nanau. CodryepHu makeru karo SPSS, Statistica,
SYSTAT, Jamovi, Minitab, SAS u Statgraphics ynecHsBar
YIPaBIEHUETO HA TOJIEMU MACHUBH OT JIAHHU, TTO3BOJISIBAWKHN Ha
W3CIIEIOBATEINTE Jla W3BBPIIBAT aHAIM3U E(PEKTHBHO U C
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MUHUMAQJIHU  W3YUCIUTENHU  TpemKkd. Bwopeku  ToBa,
e(pEeKTUBHOCTTa Ha CTaTUCTHYECKUs COPTyep 3aBHCHU OT
pazOupaHeTo Ha TMOTpPEOUTENST OTHOCHO  TOJIXOJSIINATE
AQHAIMTUYHA ~ METOJHU, TMOAYEPTaBAKUH  HEOOXOJAMMOCTTA
U3CleIoBaTeINTe Ja MPUTEX)aBaT COJIMIHA CTAaTUCTUYECKa
TPaMOTHOCT, 3a Ja W30erHarT HEeMpaBUIHOTO MpUIaraHe Ha
texuukute (Field, 2018). B mnHacrosmoTo wu3cinenBane 3a
CTaTHCTUYecKaTa o00pabOTKa Ha JJaHHUTE OT AaHKETUTE €
n3non3BaH SPSS, koeTo oTpa3saBa MIMPOKOTO My MPUIIOKEHUE B
COLIMAJTHUTE HAyKW ¥ OPTaHU3AIMOHHUTE U3CIICABAHUS.

JdeMorpa)cku XapaKTepUCTHKH HA PECIIOHICHTHTE

N3Bankara BkitouBa 306 XOTEJICKU CIY>KUTENH, C JIEK
npeBec Ha xeHute (51,96%) copsimo mbxere (48,04%). Tosa
pasnpeneneHue ce o0yciaaBs OCHOBHO OT ¢akTa, 4ye OTACIBT
,»JIOMAaKHHCTBO® € W3IS0 >KEHCKH, KOETO OTpassiBa IIo-
IIMPOKUTE TEHJIEHIUU IO TOJ B XOTEJICKUTE OIlepaluu.
Bb3pacToBoTo pasmnpenencHue moka3pa npeodiagaBaHe Ha Io-
MJIQJIATE CIy>XKUTENH, Kato 44,12% ca Ha Bb3pact 18-25 rogunu
u 36,93% na BB3pact 26—33 rogunu. CpenHata Bb3pacToBa
rpyna (34-41 ronunu) mnpencrasisiBa 11,11%, nokarto mo-
Bb3pacTHUTEe Tpynu (42-49 romunum u 50+) cbcraBigBar
cb0oTBeTHO 4,25% u 3,59%. O6pa3oBaTeTHUAT NPOoPHII Bapupa:
MHO3WHCTBOTO Ca 3aBBPIIWIN MPOPECHOHATHH YUHIUIIA
(56,86%), cnenBanum ot 3abpmmian  guneit (18,95%) u
IIPUTEKABAIIN YHUBEPCUTETCKA CTEIEH (18,30%).
[IputexxaBamyre MarucTbpcka CTENeH U 3aBbPIIMIIUTE CPETHO
YUMIUIIE MpeacraBisBaT cboTBETHO 5,23% u 0,65% ot
M3BaJIKaTa.

Cnyxxutenure 0sXa JOMBIHUTEIHO KIACU(DUITUPAHU 110
OTJIeJH, KaTO Hal-TOJISIM JIsT pabOTH B OTACH ,,PecTopanT u 6ap*
(24,18%), ,,JdomakurcTBO“ (21,90%) u ,Kyxusa“ (17,32%).
Otnen ,,Peunenmusa® npeacrasnasBa 11,76%, nokato apyru
OTJIENIH, BKIIOYUTEIHO TEXHUYECKA MOAIPHKKA, CUTYPHOCT,
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YOBEIIIKH PECYpPCH, 0010 yrpaBlieHHEe, CHa0IIBaHe, aHUMAITHs,
Cra yCIIyT¥, MapKeTHHT M MPOJaX0H, pyMChpBU3, (PMHAHCU U
CUETOBOJICTBO M CIICIIMAIHUA CHOWUTHUS, UMAT 3HAYUTETHO II0-
HUCKO TpeacTaBuTenctBo (ot 0,65% mo 4,90%).

General Manager|
Supplies]
Ammat\an'
Spa Services-]
Special Evem{@
Room Service=[1,31%|
Restaurart and Bar|
Ktchen]
Mairtenance
Marketing and Sales]

Human Resources|  [261%)

Finance and Accounting D 98%

Securiy-| 392%

Reception-] 11,76% ‘

Housskseping] 21 50%

Hotel department that each employee belong to

Count

Quzypa 1. Omoenu, KoM KOUMO NPUHAONEHCAM CIYHCUMENUME 8 XOmend
H3Tounmk: aBTOpOBa pazpadboTKa

Pa3snpenenenuero Ha n3BagKarTa Mo JUIbKHOCT € pa3JIeIeHO
Ha yeTupH (4) KaTeropuu: HHUCII MEPCOHAI, aIMUHUCTPATHBEH
MepCOHAJI, PHKOBOJICH TEPCOHAN M 00O ympasieHue. Haii-
rojsiM TPOLEHT 3aeMa KaTeropusiTta HHUCII MEepCcOoHall, KOSATO
npeacraBinsiBa  64,05%.  IlpoueHTsT 32 KareropusTa
aAMMHHUCTpaTHBEH nepcoHan € 29,91%, a 3a xareropusra
pBKOBOJIeH niepcoHan — 6,21%. KareropusTa o010 ynpapieHue
chOrpa Hali-HUCHK MPOLIEHT, KOITO € 2,29%, KaTo B abCONIOTHH
yucia camo cefeM (7) reHepaiHu MEHUDKBbPU ca OTTOBOPUIIU
Ha U3cjeloBaTeNIcKaTa aHKeTa.
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Graph

Hotel staff
category that
each employee
belong to

M Lower Staff

I Administrative Staff
ClExecutive Staff

W General Manager

Duczypa 2. Kamezopuu na xomenckus nepcoHal
M3TounuK: aBTOpOBa pazpaboTKa

Daxkmopu, enuseuiu Ha y0061€MEOPEHOCMMA HA
cayycumenume

AHkerara wuwaeHTU(UIEpPAa MHOXECTBO  (akTopw,
BJIVSICIIIN BBPXY HEYIOBJICTBOPEHOCTTA OT YCIOBHSTA HA TPY/I U
JKUBOT B XoTenuTe. HacTaHsBaHeTo Ha mepcoHalia ce oka3a Haii-
3HaYUMUSAT (pakTop, KaTo 49,35% OT pecrnoHIEHTUTE OCOYBAT
HE/IOCTaThbUHO WJIM MIPEHACENICHO JKWIMIIE KaTo KIII0UOBa
rpwxka. [IpakTrkara 1a ce mpenoynTar KaHIuaaTH, KOUTO Bede
uMaT COOCTBEHO HACTaHABAaHE, OTpa3siBa CTpPATErHMH 3a
CIIeCTSIBAaHE Ha pa3Xxogd OT CTpaHa Ha YIPaBICHUETO Ha
XOTeNnuTe, 0COOEHO B KOHTEKCTa Ha BHCOKOTBPCEH TPY/IOB
masap, KbJETO XOTEJIUTE HaeMaT KaKTO MECTHH, Taka H
qyKJIECTpaHHU pabOTHULM. Pe3ynTarhT € mpeHaceneHocT U
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JIOIIM KWINIIHU YCJIOBHS, KOETO HEraTWBHO BIHUSiE BBHPXY
YAOBIETBOPEHOCTTA U OJIArOChCTOSHUETO HA CITY)KUTEITTUTE.
KauecTBOTO Ha XpaHara € OmpeneneHo KaTo BTOPH IO
3HaunMocT Qaktop oT 23,20% ot pecnonaeHture. Tosu
npoGsieM ce OTHAacs KOHKPETHO J0 XPaHEHETO Ha IMepcoHala,
KOETO OOMKHOBEHO € C MO-HUCKO KauyeCTBO B CPABHEHHE C TOBA,
MpeIoCTaBsiHO Ha roctuTe. Pa3nukara B Ka4ecTBOTO Ha XpaHaTa
MoYepTaBa pa3mpoCTPaHECHA MPAKTUKA B TYKCO3HUTE XOTEIH,
KbJIETO ONEpPaTUBHUTE OIOJKETH OTJABaT MO-TOJIIMO 3HAYEHUE
Ha  YJOBJETBOPEHOCTTa HAa TOCTUTE, OTKOJKOTO Ha
O5arochCTOsSIHUETO Ha nepcoHana. [lpenngaraneTo Ha XpaHeHe
Bapupa MEXIY XOTEIUTE — HIKOM MPEIOCTaBIT CaMO €IIHO
XpaHeHe Ha JIeH, JOKaTO OJ1 MHKIY3UB XOTEJIUTe OOMKHOBEHO
OCHUTYpsIBAT TpH XpaHeHus. ToBa TOKa3Ba JUIICa Ha
CTaH/IaPTU3UPAHU MOJUTUKHU 32 XpaHEHETO Ha MIepcoHana.
PaboTHOTO HaroBapBaHe € mocodeHo oT 12,75% ot
CIIy’)KMTEJIUTE, OTpa3siBallku OINEpaTUBHU HEEPEKTUBHOCTU U
HeZoCTUI Ha nepcoHan. Hampumep B otaenu ,,Penenuus® c
BHCOK OOOpOT Ha TOCTH, CIYXHUTEIUTE MOXe Aa Obaar
3aJIBJDKEHU J1a U3ITBJIHSIBAT 3a/Ia4NTE HA HAKOJIKO AYIIH TOPATH
HeZocTur Ha mnepcoHad. [lo momobGeH HayuH OTAENUTE IO
JOMaKMHCTBO C€ CON'bCKBAT C WHTEH3WBHO HATOBAapBaHE IO
BpEME Ha BHCOKHS CE€30H, C MHOXECTBO MPHUCTUTAHUS U
3aMHHABaHUS, H3UCKBAIIM ObP30 OCBOOOKIaBAHE U IMOATOTOBKA
Ha craute. Pesydarature moayepraBaT BaKHOCTTa Ha
€(EeKTUBHOTO OPraHU3alMOHHO YMpaBICHUE M aJeKBAaTHOTO
HUBO Ha IepcoHaNa, 3a Ja Cce€ HaMmalud HPEeKOMEPHOTO
HATOBApPBaHE U JIa CE MO AbPKa KaueCTBOTO Ha OOCITy)KBaHE.
JocThI'bT 10 MEAUIIMHCKA TpHKa € mocoueH oT 4,25%
OT PECIOHJCHTHUTE, KaTO € YCTAHOBEH OTPAHUYEH JIOCTHII O
3paBHU YCIyTM Ha MACTO B Ce30HHHUTE XoTenu. lloBeueTo
XOTEJH Pa3yuTaT Ha BHHIITHA MEAUIIMHCKH CIIECIIUAIUCTH, KOETO
Ch3/laBa 3a0aBsHUS W YyCeIlaHe 3a MPEHEOPEKEHHUE Cpej
ciyxurenuTe. UncroTara B PECTOpPAHTUTE 3a MEpCcoHana €
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MIPUYMHA 32 HEYAOBIETBOPEHOCT NpH 3,59% OT aHKETHpaHUTE,
KaTo ce oTOens3Ba, 4e MOMIPHKKATA HA TE3U MOMEIICHUS HE
CbOTBETCTBA Ha CTaHJApTUTE, MpUIaraHd 3a TOCTHUTE.
KauectBoTro Ha mnpodecnonannure yaupopmu (3,27%) u
npodecrnoHanHoTo obopyasane (2,29%) Osxa AOMBIHUTETHH,
Makap W TO-pSAKO CIOMEHaBaHW, (aKTOpH, BIUSCIIH Ha
BB3NPHUATHATA 32 Ka4ecTBO Ha paborara. Hakpas, paGoTHOTO
BpeMe € ITOCOUEHO KaTo Hal-Malko mpobiaeMeH (akTop — camo
1,31% wu3pa3sBaT HEYIOBIETBOPEHOCT, KOETO IMpeArnosara, 4e
rpapunTe M pabOTHUTE CMEHH ca Owid o0l B3ETO
MPUEMJTUBHU.

Graph
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®@urypa 3. PakTopH, BIHASCIIN BbPXY YAOBICTBOPEHOCTTA HA CIYKUTEIHUTE
N3TouyHuK: aBTOpOBa pazpaboTka

Buw3nacpasicoenusn u npuooouexu
Nzcnenpanero pasraexnaa CBHIIIO Taka
BB3HATPAKICHUATA U NMPUIOOUBKUTE HAa CE30HHHUTE XOTEJICKHU
CIIy)KHTENH, KaTo ce (QoKycupa BBPXY OCEM KOHKPETHH
BhIIpoca. CripaBeNIMBOTO U MOTUBHPAIIIO Bb3HATPAXKIEHUE € OT
CHILIECTBEHO 3HAUCHUE 32 €PEKTUBHOCTTA HA CIIY)KHTEITUTE U

25



TAXHOTO 3aabpiKaHe, KakTo mpennonara Teopusita 3a
cupaBequBoctta Ha Adams (1963). Cnopen Tasu Teopus,
BB3IpHEMaHaTa HECHPaBEUIMBOCT MEXAy TpUHOCA Ha
CIIy)XHTENuTe (BpeMe, YCWIHS, YMEHHS) € pe3yJTaTHTe
(3amaTa, MpUIOOMBKHM) MOXKE Ja HaMaJld MOTHBAIMATA WM,
KaTo 'Y MOJATUKHE WK J1a HAMAJIST YCUJIHSTA CH, UITU J1a ThPCAT
MTO-BUCOKH Bb3HATPAKICHUS.

AHanu3bT Ha JAaHHATE OT aHKeTaTra IIOKa3Ba, uYe
IMOBEYETO CITY)KUTETH BB3IpHEMaT cHCTeMaTa 3a
Bb3HArpaXJCHUE KAaTO YMEpPEHO crpaBeinBa. KOHKpeTHO,
54,25% otroBopuxa ,,manko*, a 37,91% - ,,MHOro mMajnko* mno
OTHOILIEHNE Ha CbOTHOIIEHUETO MEXK/Ty YCHIIUS U KOMITCHCALIHSI.
CamMo MagbK TPOLEHT OT PECHOHACHTHTE H3Pa3sBaT BHCOKa
CTENEH Ha YJOBJIETBOPEHOCT OT CBOETO Bb3HArpPaXJACHUE.
OTHOCHO U3BBHPEIHUS TPY, 3HAYUTETHA YACT OT CITYKUTEITUTE
ChOOIIaBaT 3a HEIUIAIlaHE WM YaCTHYHO IUIAIaHe, KOETO
nmoAdepTaBa TMPUTECHEHHS 3a CHa3BaHE Ha TPYAOBOTO
3akoHogarenctBo. OOpartHo, noOaBKHWTE 3a HOMmHA pabdoTa,
paboTa MO Tpa3HUIM W Hemens OOWKHOBEHO CE€ CIia3Bar,
OTpa3sBaiiKu YaCTUYHO MpHUJIaraHe Ha 3aKOHOBUTE U3MCKBAHMSL.

[IpakTukuTe 3a JgaBaHe Ha OakmIWIl, Makap H
HEYHHBEPCATHH, CITy’KaT KaTO BAKEH JOMBIHUTENCH U3TOYHHUK
Ha JOXOJM W MOTHBATOp 3a CIY)KUTEIUTE B OOCITY>KBaHETO,
0COOEHO B OTJIENH C JUPEKTCH KOHTAKT C TOCTH, KATO PEIETITHS,
pecropant u Oap. B wu3Bagkara 75,25% oT ciyxutenute
MIOCOYBAT, Y€ POJIUTE UM MTO3BOJISIBAT MOJTyuyaBaHe HAa OAKIIIUIIIH,
kaTo moBeuero monydaBaT nog €100 Ha mecen. OcBeH ToBa,
XOTEIUTE TMPEAOCTABAT PANMUYHU (OPMU Ha TPHU3HAHUE U
JON'BJIHUTENIHA Harpaad, Karo ,,COy)KUTEI Ha Mecena’,
MOAPBIH WIH MPENOPHYUTEITHU MHUCcMa. Te3u HeMaTepuaTHH
CTUMYJIM MOTaT Ja MOBUIIAT MOTHBAlUATA M JIOSJIHOCTTa Ha
CIIy)KHTETUTE, ChOTBETCTBAMKN HA MOTUBAIIMOHHATA TEOPUS HA
Herzberg m mopuepraBaliku MHOTOIUIACTOBUS XapakKTep Ha
YAOBIETBOPEHOCTTA MPU PadOTa B TYKCO3HH XOTEIIH.
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®@urypa 4. Cuctema 3a Bb3HarpaxJIeHUe B X0Tela
M3TouHuK: aBTOpOBa pa3paboTKa

Momueauusa u yoosinemeopenocm om pabomama

W3cnenBaHeTo MOMBIHUTENHO pa3riiekJa OCHOBHUTE
MOTHMBAIIMOHHU  (DAaKTOPH, KOWUTO TIOJATHUKBAT XOTEJICKUTE
CIly’)KUTENU J1a padoTAT ePEeKTHBHO M Ja OCTaHaT B OpaHIa.
M3nomsBaiiku  nBydakTopHata Teopusi Ha Herzberg xaro
KOHIIENTyaJTHa paMKa, pe3yJTaTuTe OT aHKeTaTa MOKa3Bar, 4ye
BB3MOXXHOCTUTE 3a MOBHUIICHHE M MPO(ECHOHATHO Pa3BUTHE
IIPEICTaBIsABAT Hal-3HaYMMHUS MOTUBaTop, kKarto 44,55% ot
PECHIOHJICHTUTE TO OINpEeAeNsT KaTo KpPUTHYEH. 3ariaTaTta
(21,12%) wu pabornata cpena (14,52%) cpmo Osxa
UISHTU(DUIIMPAHA KaTO KIIOYOBH (akTOpu. AHAIM3BT IO
Mmetona Ha [lapero mokasBa, 4ye Te3u TpH (akTopa Gopmupar
80,19% ot obmara MoOTHUBAIUS HA CIYXKUTEITUTE, KOETO
npearnoiara, 4ye ynpaBIeHUETO clieBa 1a ce (OKycupa BbpXY
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TIX 3a IIOCTUTaHe Ha HaW-CHIIECTBSHU HO,I[O6peHI/I$I B
NpEACTAaBAHCTO U 3aAbPIKAHCTO HAa ICPCOHAJIA.
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Quzypa 5. Momusayus Ha cayxcumenume

N3TounuK: aBTOpOBa pazpaboTKa

Bb3MokHOCTUTE 3a TOBHIIEHHWE W TPOGECHOHATHO
pa3BUTHE KOPECIIOHANPAT C MOTPEOHOCTHTE 32 CAMOOIICHKA U
Macnoy (1943), TBH KaTo
CIy’)KUTENIUTE THPCAT MPU3HAHUE, PECTUK U MpodhecuoHaneH
pacTeiK, CJICA KaTO OCHOBHUTC M COLHUATIHHUTC MM HYXIU Ca

camMopealii3anmsi  CIope;t

YIOBJIETBOPEHH. 3ariaTara,

Makap W CbIICCTBCHA, €

orpaHMdeHa oOT (uHAHCOBAaTa CTPYKTypa Ha CE30HHHUTE
JYKCO3HU XOTENH, KOHTO YeCTO MMAaT BUCOKH (UKCUPAHU
ThpceHe. PaboTHara cpena,
BKJIIOUUTEITHO MEK Ty THIHOCTHUTE OTHOIICHUS "
YIpaBICHUETO Ha OTJICIUTE,

pa3xoaM U IPOMEHIIUBO
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YIOBJIIETBOPEHOCTTAa HA  CIYXKUTEIUTE W  ONEPATUBHOTO
NpeJCTaBsgHE, TOJYEpTaBaliku poisita Ha ePEeKTUBHOTO
JUAEPCTBO 32 CH3JABaHE HaA IOJIOXKUTEIEH OpPraHU3allMOHEH
KJINMAT.

Ilpogpun u demozpaghcku xapakmepucmuku Ha 2eHepaIHume
MEHUOIHCBPU

JlemorpadckuaT aHamu3 pasKpd XOMOTeHEH mpodui cpen
TreHEpATHUTEe MEHWDKBPH. Benuku pecrionaeHTy Osixa Hag 42
TOJVHY, TIPUTEXKaBaxa 3HAYUTENECH MpodecroHalleH OMUT Hal
JIeBeT TOAMHM M BUcLIe oOpa3oBaHHME — TeTHMa C
VHUBEPCUTETCKA CTEMEH W JIBaMa CbhC CJCIIUIUIOMHA
kBasnukanys. ToBa CbOTBETCTBA HAa MPEIUIIHH U3CIICABAHUS,
CHIOpE KOWTO PHKOBOJHHU TO3UIIMH B JYKCO3HHS XOTEIICKH
CEeKTOpP M3UCKBAaT OOIIMPEH KaphepeH OmuT, (GopMaaHO
o0Opa3oBaHHMe M CTPATErMYECKH KoMIeTeHIH. OTroBopuTe Ha
reHEepaHUTEe MEHUKBbPU OTpa3sBaT MIHUPOKOTO UM pa3dupaHe
3a OpraHU3aI[MOHHUTE ONepanuu, UHAHCOBOTO YIIPABJICHUE U
CTpaTEernyecKOTO IUIAHWPaHE Ha YOBEIIKUTE PECYpPCH, KOETO
KOHTpacTupa ps3Ko ¢ NpeJuMHO MianaTta (Ha Bb3pact 18-33
TOJINHU) U OTHOCHUTEITHO HEOMUTHA 0a3a OT CITYKUTEIIH.

3a cpaBHeHUe, caMo 3,59% OT nepcoHana uMariie JeBeT
WM TOBEYE TOJWHU MpeAuileH NpodecuoHaleH OMUT, KOETOo
MoJuepTaBa 3aBUCMMOCTTA Ha JYKCO3HHTE XOTenu B Kput ot
OTHOCUTEJIHO HEONMHUTHU CIIY)KUTEIU 32 OINEPATUBHU POJIH.
[ToBedero ciyxuTenu Osxa Ha HaYaJeH WIH paHEH eTam OT
Kapuepara cH, karo 36,6% nmaxa mo-mMajako OT €lIHa roJuHa
ornut, a 37,25% - mexnay 1 u 3 ronunu. Toa pasnpenencHue
MOTBBPXK/IaBa CTPYKTYPHOTO IMPEAU3BUKATEICTBO, MPE]l KOETO
ca W3MPaBEHU XOTEIUTE MPU HAEMAHETO W 3aIbpKAHETO Ha
ONUTEH CE30HEH TMEePCOHAN, OTpa3siBAliKu  MO-IIUPOKUS
HEJOCTUT Ha pabOTHA PhKa B IPBIKUS XOTEICKH CEKTOP.
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2. MOAEJ ESPA 3A VYJIOBJIETBOPEHOCT HA
CIOY/XKUTEJUTE B JIYKCO3HUMTE CE30HHU XOTEJIN

Hacrosimoro uscnenane npexacraBs ESPA mopena —
Cpena, Ilogkpema, IlpencraBsne wu IlpusHanue, xkaTo
MHTETpUpaHa aHAIWTUYHA paMKa 3a pa3OupaHe Ha TOBa Kak
pa3NUYHUTE  KaTeropuu  pabOTHU  ycloBHs  (opMHUpaT
HarjlacuTe, MOTHMBALMATA W 3aJbpPXKAHETO Ha CIYXKUTCIINTE.
Benpeku ue nureparypata B o0nacTTa Ha XOTEIHEPCTBOTO
OTJaBHA NIOYEPTaBa LIEHTPAJIHATA POJII HA YOBCIIKHS KalluTall
32 KauyecTBOTO HAa YCIYyruTe, CHeUUu(UYHUTE YCIOBUS B
CC30HHMUTE JIYKCO3HM XOTEIM — BKIIOYUTEIHO WHTEH3WBHH
KosiebaHus B pabOTHOTO HAaTOBAapBaHE, BHCOKO Pa3sHOOOpa3HH
OTJIENH, MYJTUKYJITYPEH CbCTAB HAa IEPCOHANIA U KPATKHU LIUKJIH
Ha OLICHSBAaHE — U3MCKBAT KOHTEKCTYAIHO Cleln(UYHa paMKa.
W3cnenBaHero uAeHTHU(GULIUPA KPUTHYHM PA3NIUKH  MEXIY
YOPABIEHCKUTE MPEANOIOKEHUSI U peajlHus ONMT Ha
CIly’)KMTeIuTe. BpIpeku ye aurepaTypara 4ecTO MOAYEPTABA
poJIsiTa Ha BB3HArPAXKICHHUATA, 00YUYEHHETO U YIPABICHCKOTO
MIOBEICHHE, ITPOMEH/IMBATA MPUPOJA Ha CE30HHHUTE XOTEJICKH
Olepaliy Hajlara mo-KOMIUIEKCHA paMKa, CIIOCOOHa J1a yJIOBU
CIIO)KHOCTTAa Ha  pabOTHUTE YCIOBUA B  JIYKCO3HHUTE
TYPUCTHUYECKH CpE/IU, XapaKTepH3Upalld ce ¢ Kojebaemo ce
ThpPCEHE, pa3HOOOpa3Ha M BpEMEHHa pabOTHA CHUJIa M BHUCOKHU
W3HUCKBaHUS 32 00CTy>KBaHE.

Koncrpykrure , IIpeacrassue® u ,,Ilpuznanue B ESPA
MoOJIelIa c€ 0Ka3BaT 0COOCHO 3HAYMMH, ThH KaTo pa3KpuBaT Haii-
SCHO W3pa3CHUTE PANIMKU MEXKIy HauyMHA, II0 KOMUTO
TEHEpAJIHUTE MEHUKBPU  BB3IPUEMAT OPIraHU3ALMOHHUTE
CUCTEMH, W PEAJHUS ONMUT Ha CIY)KUTEIUTE HA IIbpPBa JIMHMUSL.
Te3u creia0oBe oTpa3siBAT HE caMO aJIMUHHCTPATUBHU U
MEXIYJIMYHOCTHA IPOLECH, HO U CHUMBOJHOTO 3HAa4YCHHE Ha
CIPaBEUIMBOCTTA, YBAJKEHUETO U NMPU3HAHUETO B PAMKHUTE Ha
OpraHu3alloHHaTa KyJaTypa. BausHuero uMm oOxBala BCUUKU
acCleKTH Ha  YAOBIETBOPEHOCTTa M  3aAbpXKAHETO Ha
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CIIy’)KMTEIUTe, OCOOEHO B CE30HHHUTE XOTENH, KBbJETO
IOBITOCPOYHATa CUTYPHOCT € OrPaHMYEHA, a EKEIHEBHUTE
MEXIYIUYHOCTHH  B3aUMOJEWUCTBUA  CHJIHO  (opMupar
MICUXOJIOTUYECKHUS IOTOBOP MEX1y pabOTONATENs U CITYKHUTEJIS.

Pabommna cpeoa

[TbpBUAT cTHIO, ,,pabOTHA cpeaa’, aKkLEHTHpPa BBPXY
MaTepuagHuTe, GU3NYECKUTE U OPTraHU3aLUOHHHUTE YCIIOBHS,
IpU KOUTO CIYXHUTEIUTE H3INBIHABAT CBOUTE 3aJbJDKCHUS.
[IpoMeHIMBHUTE BKIIIOUBAT a/IEKBATHOCTTA HA HACTAHSIBAHETO HA
NepcoHaja, KauyecTBOTO M XpaHUTENHATa CTOMHOCT Ha
MIPEIOCTaBsIHUTE XpaHEHUS, eproHOMHUATa Ha YHUDOpPMHUTE U
o0OpyJBaHeTO, JOCTBIIa J0 MEIUIMHCKa TIpuXa U
BB3NPHUATHATA 32 PabOOTHOTO HATOBapBaHe W TpadUIHMTE Ha
cMeHU. Pesynrature OT aHKeTaTa TIIOKa3BaT ChILECTBEHU
pa3MHHaBaHUs MEK/y OLIEHKUTE Ha TeHEPATTHUTE MEHUKBPU U
ONEPALMOHHUS TEPCOHAIL: JOKAaTO MEHHJDKBPUTE YeCTO
OLICHSBAT HACTAHSABAHETO, XpaHaTa M HUBaTa Ha EpCOHAIa KaTo
,,aJIEKBaTHHU, CIIy>)KUTEJIUTE Ha IIbPBA JMHUSA YECTO M3Pa3sBaT
HEYJIOBJIETBOPEHOCT, 0COOEHO MO OTHOIIEHHE Ha MPEHACEIEHO
HACTaHsBaHE, OTPAHMYCHO pPa3HOOOpa3ne B XPAaHEHETO H
MIPEKOMEPHO HATOBapBaHE MPe3 BUCOKUS CE30H.

ToBa pasMuHaBaHe MOAYEpTaBA CTPYKTYPHA aCUMETPHS
MEX/y B3€MAlllUTe PEUICHUS U CIIY>)KUTEIUTE Ha IIbpBa JIMHHUS,
JEMOHCTPUpAKN KaK HepapXuyeckara NMCTAHLUS MOXKE Ja
3aMbIVIM pEaHUsl OMUT B XOTEJCKUTE omnepauud. Te3u
pe3yaTaTd ca TEOPETHYHO CHBMECTHMM C Hepapxusara Ha
notpeOHocTUTE HA Macioy, copes, KosITo (M3UOJIOTHYHUTE U
NOoTPeOHOCTHUTE 32 CUTYPHOCT Ha CIYKHUTEIHUTE TpsiOBa 1a Obaar
YAOBJIETBOPEHHU, MpeAr Ja MoraT Ja JAeWcTBaT MO-BUCIIU
MOTHBAIIMOHHU (akTopH. ChIIECTBYBA U 3HAYUTEIHA BPB3Ka C
mozaena Job Demands—Resources (JD-R): HemocTtaTh4HOTO
HaCTaHsABaHE, IPEKOMEPHOTO HATOBAPBAHE U OTPAHUYEH JTOCTBII
710 3[paBHU YCIYTH IMpeJCTaBiIsBaT M3MCKBAaHUS Ha paboTaTta,
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KOUTO IOBHINIABAT PUCKAa OT OBPHAYT, JOKATO Ka4eCTBEHHUTE
yno0cTBa M CHpaBEAJUBUTE CMEHU JACUCTBAT KaTO PECypcCH,
KOUTO  TIOBHIIABaT  aHraxkwpanoctra.  CiemoBareiHo,
CIPaBSIHETO C HEJOCTaTBIIUTE Ha paboTHara cpema € 6a3oBa
MsIpKa 3a MMOBHIIABAaHE HA YJOBJIETBOPEHOCTTA, HAMAJIsIBAaHE HA
TEKy4eCTBOTO U TMOAIbpKAHE HA BHCOKO KAaueCcTBO Ha
00cITy>)KBaHETO.

Ilookpena

Bropust crwib, ,Ilonkpena™, o6xBama (UHAHCOBU H
CTPYKTYpHU MEXaHU3MH KaTO CIIPaBEAJIMBO Bb3HArpa’kJIcHHE,
KOMIIGHCAIUSI 32 W3BBHPENEH TPYyH, OOHYCH, HaBPEMEHHO
M3IUIAIIAaHe Ha 3aIljlaTH ¥ MPaKTUKY 3a Oakmuinu. Pezynrature
pa3KpuBaT  TOCTOSHHU  PA3MKH  MEXIy TEHEpaHUTE
MEHUDKBPU U CIYXKUTEIHUTE: MEHHKBbPUTE HU3pa3siBaT
YBEPEHOCT B CHPABEUIMBOCTTA W aJCKBATHOCTTA Ha TE3U
CUCTEMH, J0KATO ONEPATUBHUAT MEPCOHAN YECTO CHhOOIIaBa 3a
3a0aBeHU TUTANIAHUS 332 U3BBHPECH TPYI, HESICHU KPUTEPHUHU 32
OOHYCH W HECIpaBeJIMBH BB3MOXKHOCTH 3a Oakmumud. Te3u
BB3MPUATHS  TOAYEpTaBaT [EHTpaTHaTa  pPoJIA Ha
CIpPaBeUIMBOCTTa M IMPO3payHOCTTa Npu (OPMUPAHETO HaA
HarJIaCUTE Ha CITYKUTEIUTE.

Teopusara 3a coruaaHuss OOMEH MPEIOCTaBs CTaOWIHA
WHTEPIPETAaTHBHA paMKa: KOTAaTO CIYXKUTEIUTE YcCelar, 4e
MpUHOCA HAa OpraHu3alusaTa, KaTro 3ariiaTd, OOHYCH WIIH
CUCTEMH 3a MOJKperna, He ChOTBETCTBA HA TEXHUTE YCUIIHS WU
OYaKBAaHMS, IICUXOJIOTMYECKUAT JIOTOBOp C€ paspyllaBa U
aHTXUPAHOCTTa HamausBa. llomdepraBa ce 3HAYCHHETO HaA
BB3NpUEMaHaTa pa3NnpeeuTeNHa CIPaBeIMBOCT, MPU KOATO
YAOBIETBOPEHOCTTA ce (hopMIEpa upe3 CpaBHEHHUS C KOJIETH, a HE
ype3 aOCONIOTHUTE HUBAa Ha 3aruiamaHe. Pasnukure B
OaKIMIMIIUTE MEXKOY TNEepcoHalla Ha MbpBa JTUHUS W TO3U HA
3aJIHUTE TIO3UIIMH MOAYEPTaBAT BbTPEIIHN HEPABEHCTBA, KOUTO
MOraT Ja OTCIa0AT CHTPYAHHUYECTBOTO W EAMHCTBOTO B
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opranmu3anusaTa. CienoBaTenHo, KOHCTPYKTHT ,Ilomkpemna*
npeacTaBsiBa MOBCUC OT UKOHOMUYCCKA ITOMOI; T CIIYXKH KaTO
CUMBOJIMYEH WHJUKATOp 3a YBaXXEHHE, CIPABEIJIMBOCT U
OpraHu3aliOHHA YECTHOCT.

Ilpeocmagane

Tperusar crwib, ,Jllpeacrassue, ce okycupa BBPXY
MEXaHW3MH, KOUTO TMO3BOJIIBAT HA CIY>KUTEIHUTE Ja pa3oupar
OYaKBaHMSATA, J1a C€ pPa3BUBAT MPOPECHOHAIIHO U Ja CE€ UyBCTBAT
KOMITETCHTHH B poiuTe cu. [IpoMeHImBUTE BKIIOYBAT OLCHKH
Ha  TPEACTaBAHETO,  SICHOTaTa  Ha  JJIBKHOCTHUTE
XapaKTEePUCTHKH, BB3MOXXHOCTH 32 00y4EHHE U TIEPCIICKTHBH 32
KapHepHO pa3BUTHE, JOPH B PaMKHUTE HA OTPaHUYCHHUATA Ha
ce3oHHaTa pabora. JlaHHWTE OT aHKeTaTa IIOKa3BaT, de
CITy’)KUTENTUTE OT/AaBaT TOJIIMO 3HAYCHHE HAa KOHCTPYKTHBHATA
oOpaTHa Bpb3Ka, IPO3PAYHUTE CHCTEMH 32 OLICHSIBAHE U SICHUTE
OBbTUIIA 32 [OBHUIIEHHE. 3HAUYEHHETO Ha MPHU3HAHUETO H
pPa3BUTHETO HA YyMEHHATAa CHOTBETCTBA HAa MOTHBATOPHUTE
cniopen Herzberg, kouto moguepraBat, ue BHTPEIIHU aCIEKTH
KaTO MOCTIDKCHHUS, MPU3HAHUE M PACTEK Ch3JaBaT MCTHHCKA
Y/IOBJIETBOPEHOCT, HAAXBBPISAIIA XUTUEHHUTE (AKTOPH KaTo
3aIuTaIaHe ¥ yCIOBUS HA TPYI.

B ce3oHHMTE JYKCO3HM XOTeNH, KbIAETO Obp3ara
MHTErpanys Ha CKUIUTe M pa30MpaHeTO Ha ONEpPaTHBHUTE
CTaHJApTH ca OT CBHIIECTBEHO 3HAUYCHHE, MEXaHU3MUTE,
CBBP3aHM C NPEACTaBSIHETO, Ca KIIOYOBH 32 MOTHBAIMATA.
Cayxurenure, KOUTO ycellar, Ye OpraHu3aIsITa ce aHraKupa
C TSIXHOTO Pa3BHUTHUE, TPOSIBSIBAT TOBHUIIICHA TPUBBP3AHOCT U T10-
rojisiMa TOCJE0BAaTEIHOCT B MPeIoCTaBIHeTo Ha yciayrn. Ot
Apyra cTpaHa, HeepeKTUBHATA KOMYHHKAIUs HA OLECHKH MM
JUIIcaTa Ha MPO3PavyHOCT B MPOLIECUTE HA TIOBUIIIEHUE MOXKE Ja
HaMaJli MOTHBAIIMATA ¥ JIa HAPYIIN JBITOCPOYHATA CTAOMIHOCT
Ha MepcoHara.
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Ilpusnanue

YUeTBbpTHUAT CTBJIO, I [pu3Hanue, oOxBara
E€MOLIMOHAIHUTE U  MEXKIYJIUYHOCTHUTE H3MEPEeHUs Ha
YAOBIETBOPEHOCTTA, BKIIOYUTEIHO MpPHU3HAHUE, COIHMATHA
MOJKpENa, TOJOXKUTEIHU B3aUMOOTHOUICHHUSI B €KUIa |
ol00OpeHue OT CTpaHa Ha PHKOBOIUTENNTE. AHKETaTa IMOKa3Ba,
4e CIyKUTEIUTE, KOUTO Ce UyBCTBAT IIEHEHM, Ca 3HAYUTEIHO
MO-aHTQKHUPAaHU W TOTOBU JIa HAAXBBPIAT (opmamHuTe
W3UCKBaHUS Ha paboTarta — OCOOEHO IIEHEH pe3yiaTaT B
JTyKCO3HATa XOTEJICKa UHIAYCTPHS, KbAETO EMOLIMOHATHUSAT TPYI
U TEpPCOHAIM3UPAHOTO  OOCIy)XBaHe ca  ChIIECTBEHHU.
[Tpu3HaHUETO CIYKU KaTO KPUTHUYEH PECcypc CIOpes paMKara
JD-R, kato o6nexyaBa HATOBAPBAHETO OT BUCOKUTE N3UCKBAHUS
Ha paboTara ¥ HamaJsBa pucKa OoT ObpHAyT. Pe3ynraTtute chiio
Taka CbOTBETCTBAT Ha U3CIIeIBaHUATA BBPXY
OpraHM3aliOHHATa KyJITypa, KOUTO MOJYEpTaBaT poJsATa HA
MPU3HAHMETO 3a [OBUIIABAaHE Ha Mopaia, YKpelBaHe Ha
9YBCTBOTO 3a MPUHANICIKHOCT U TMOJIbPKAHE HA TOIKPEISII
OpraHu3aloOHEeH KINMar.

[Ipu3HanueTo ynaBs CONMUATHUTE ¥ EMOIMOHATHU
U3MEpeHUs Ha CITyKUTEJICKUS OIIUT: noxBaJa,
MEXIYJIMYHOCTHA OTHOIIEHUS M MOpaJHAa ToJKpena. 3a
pasnukKa OT 3ariarara Wil pabOTHOTO HAaTOBapBaHE, KOUTO
MOTaT J1a ce H3MepAT OOEKTUBHO, MPU3HAHUETO OTpa3sBa
CyOEKTHBHOTO BB3NpPUSATHE 32 TOBA Ja ObJEI [IEHEH, YBa)KaBaH
u npusHat. Ce30HHUTE TYKCO3HH XOTEIH pPa3yuTar B TOJIsIMa
CTETEeH Ha EMOLIMOHAIHUS TPy, KOETO MpaBu MPU3HAHUETO HE
MPOCTO KEJIATETHO, a HeoOXOauMO 3a MOJIbpKaHE Ha
aHTXKUPAHOCTTA U KAYECTBOTO HAa 0OCITY>KBAHETO.

3. HNPEINIOPBKM KBM HR MEHMJXKBPUTE B
XOTEJIMEPCTBOTO, BASUPAHU HA U3CJIEIBAHETO

VY IOBIETBOPEHOCTTa Ha CIYKUTEIUTE € pellaBall

dakTop, BIMSEIl BBPXY KAueCTBOTO Ha  YCIYyTHUTE,
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OpraHu3allioHHaTa e(eKTUBHOCT U IBITOCpPOYHATa
KOHKYPEHTOCIIOCOOHOCT B XOTEIHEPCKUs CeKTop. JIyKkco3HUTE
CE30HHM XOTEJH, KaTo MeT3Be3IHUTe 00eKTH Ha ocTpoB Kpwur,
ce cOmbCKBaT ChC crneuupUUHU TNPEAU3BUKATEICTBA B
ympaBieHHeTo Ha dYoBemkute pecypcu (HRM) mnopamu
WHTEH3WBHATA CE30HHOCT, BUCOKHTE OYaKBaHUS HA TOCTHUTE U
rojJsIMOTO HATOBapBaHE IIpe3 IHUKOBHUTE TYPUCTUUYECKH
nepuoau. Hacrosmoro u3cienBane uaeHTUGUIUPA KPUTUIHI
pa3aMKd  MEXAy BB3NPUATHSATA HA  MEHUKBPUTE U
OTIEpaTHUBHUTE CIY>XKUTEIH 10 OTHOIICHWE Ha pPaOOTHOTO
HAaTOBapBaHe, CIPaBEMAJIMBOCTTa HA  Bb3HArpaKJICHUSTA,
KaueCTBOTO  HAa  KOMYHHUKAIUATA, TMPUOPUTETHTE  HaA
MOTHBAIIUATA, [TOCTOBEPHOCTTAa HA OLICHABAHETO U OO
paboteH knmuMat. Te3u pe3ynTatu ChbOTBETCTBAT HA MPEAUIITHU
u3cleABaHMs, MOIYepTaBalll IEHTPaTHATA POJIS Ha YOBEIIKUTE
pecypcu 3a TpPEICTaBSIHETO B TypHU3Ma H XOTEIHEPCTBOTO
(Baum, 2015). EMOupuyHUAT MPUHOC HA TOBA U3CIEIABAaHE CE
ChbCTOM BBB BBbBEXJaHETO U Banuaupanero Ha ESPA monena
(Cpena, Ilomkpema,  Ilpeacrasne,  Ilpusnanme) —
KOHTEKCTYyallHO crienn(uIHa TeOpEeTUIHA paMKa 3a U3CIeABaHE
U TnoaoOpsiBaHE Ha YIOBJIETBOPEHOCTTa Ha CIYKHUTEIUTE B
CE30HHHTE JTYKCO3HH XOTEIIH.

Enno or kimodoBuUTE OTKpPUTHSL C€  OTHacs 10
BB3MPUATHATA 32 PaOOTHOTO HaToBapBaHe. OrepaTHBHUST
nepcoHal, 0coOEHO B OTJEIUTE HAa IbPBA JIMHUS KaTO XOTEJICKO
JOMaKMHCTBO W Penenims, mocouBa mpoOJieMd C XPOHUYEH
HEJOCTUT Ha TMEpPCOHa], IPEKOMEPHU 3aladyl U OCKbIHHU
BB3MOXXHOCTH 32 BB3CTAHOBSIBAHE Mpe3 MEPHOIN HAa BHUCOKO
HaTOBapBaHEe. 3a pa3liuKa OT TAX, FeHEPaTHUTE MEHUKbPHU
KaTo 1710 CMATAT HUBATa Ha MEePCOHANa 3a TOCTAThYHH, KOETO
oTpa3zsBa A00pe TOKyMEHTHpaHaTa pa3inKa MEeXKIY JIUJEPCKUTE
OILICHKHM W ONepaTUBHATA pearHocT. Ta3u pasnuka momyepraBa
HEe00XOIMMOCTTa OT CUCTEMATHYHO IJIAHUPAaHE Ha MepCcoHaa,
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0a3upaHO Ha NPOTHO3MpPAHE Ha THPCEHETO, MOJEIMpAHE Ha
OTAIIKH U aHAJIN3 HAa CE30HHUTE KOJIeOaHMs.

W3cnensaHero mnpeanara I'bBKaBM KaJpoBU IIYJIOBE,
MHUIMATUBY 32 KPBCTOCAHO OOYYEHUE M POTAIMs HA pabOTHH
MO3MUIIMU KaTO CPEJICTBA 32 MO-PAaBHOMEPHO pa3lpeiesicHUe Ha
HATOBApBAHETO, PA3IIUPABAHE HA YMEHHATA HA CIIy>)KUTEIUTE U
HaMajsiBaHe Ha ObpHayTa. HempekbcHaTOTO HaOMIO/IEHHE Ha
OTCHCTBHUS, TEKyUECTBO, U3BBHPE/CH TPy U 0OpaTHA BPH3Ka B
peasHO BpeMe € NPENopbUMTENIHO 3a MOJAbpKaHE Ha
JUHAMUYHA M JIOKA3aTEeJICTBEHO Oa3upaHu CTpaTeruu 3a
nepcoHana. Te3n MexaHM3MM OTpa3sBaT IO-IIMpPOKaTa
CTpaTernyecka TeHAEHUHS KbM aHaIUTUKa Ha XopaTta B HRM.

Jpyr = KIo4oB mpoOiieM €  BB3NPUATHETO 34
CIPABEIJIMBOCT HAa Bb3HArpaXKJIeHHUsTA. JJOKaTO MEHHIDKbPHUTE
OOMKHOBEHO CMATAT CUCTEMUTE 32 3aIUIAlAHE 3a CIIPaBeUINBH,
3HAYUTEIHA YacT OT ONEPAaTUBHUS IEPCOHAN M3pa3siBa HUCKO
HUBO Ha yJIOBJIETBOPEHOCT, HACHTUUIMPANKY 3a11aTaTa KaTo
OCHOBEH MoOTHBartop. ToBa pa3MHHaBaHe oOTpas3siBa J00pe
U3BECTHUTE MHEpapXW4HU DPA3IU4usd B  MOTHUBALMOHHUTE
npuoputeTd. Pe3ynrature MOAKpEnsAT NpUIAraHeTo  Ha
IIPO3payHy paMKH 33 Bb3HArpaXJ€HUE, CBbP3BAIIH 3aIjiaTara ¢
OTTOBOPHOCTH, KOMIIETEHIIMM M HU3MEPUMH TIOKa3aTeld 3a
NpeJCTaBsgHE, IOAXOJ, CBOTBETCTBAlll Ha Hal-700puUTe
npaktukn B crparerndeckuss HRM  (Armstrong, 2020).
PenoBHOTO cpaBHEHUE C JTOKATHUTE U MEXyHApOAHHU Ia3apu €
OT CBHIIECTBEHO 3HAYCHHE 3a MOJIbp)KaHE HAa KOHKYPEHTHHU
CTPYKTYpPH Ha 3aIuialjaHe, 0COOCHO B JECTHHALUM C HEJOCTUT
Ha KBUTM(UIIUPAHU KaJIpU U CE30HHU KOJIeOaHMsI.

3HayMM MpoOJeM € HATUYMeTO Ha KOMYHUKAIlMOHHHU
paspuBU U Pa3lMKU BbB BB3MPUATHATA 32 paOOTHHUSA KIMMAT.
JHokato MEHHUJDKBPHUTE OOMKHOBEHO OLIEHsBAT
OpraHu3aliOHHaTa KOMYHHUKAIlUs KaTo SiCHA U e(eKTHBHA,
ONEPATUBHUAT IEPCOHAN I0COYBa JIMIICA HA HH(pOpMaIys,
HUCKA MPO3PAYHOCT ¥ MEXTYJTMUYHOCTHU HAIIPEKEHUS B OTACIH
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C BHCOKO HaroBapBaHe. Te3um pe3yinraTd IOAKPETIST
KJIacM4ecKara JINTeparypa 3a YIpaBJIeHHE Ha YCIYTH, KOATO
MojyepTaBa 3HAYEHHETO Ha BBTPEIIHATa KOMYHHUKAIMs 3a
OMHUTA HA CIy>)KUTETTUTE, KAaKTO U CHhBPEMEHHH H3CIICABAHUS,
CBBP3BAIIN MCUXOJOrHYecKaTa 0€30MacHOCT ¢ Pe3yJATaTUTE OT
npencraBsHeTo. [IpenoprunTenHo € ykpenBaHe Ha BbTpenrHaTa
KOMYHHKAIUsl 4pe3 pPEIOBHU OTHEIHU CpEIIH, ITUTHTAITHU
KOMYHHUKAI[MOHHUA TUIAaT(GOPMHU, MHOTOE3MKOBH MaTepUai,
CTPYKTYpUpaHU CHUCTEMH 3a oOpaTHa Bpbh3Ka W OOyueHHE Ha
PHKOBOJIUTENNTE 32 pa3peliaBaHe Ha KOH(MIUKTH.

W3cnenaBanero MOAKpENs ChUIO BBBEXKIAHETO Ha
MEXaHM3MHU KaTO aHOHUMHH TOPTad 3a OOpaTHa BpPB3Ka U
YecTH MPOyYBaHHsS Ha pabOTHHUS KIMMAT 3a HachpyaBaHe Ha
Harope-HacoueHaTa KOMYHHKAIMS U y9acTUE Ha CITYKHUTEIUTE,
B CBOTBETCTBME C MpUHIMNUTE Ha ydactBami HRM wu
OpraHM3alliOHHATa CHPaBEUIMBOCT. T€3W  WHTEPBEHIIMH
JOTIPUHACST 3a HaMaJIAIBaHE Ha pa3pUBUTE BbB BBH3NPHUATHATA
MEXTy MEHUKBPHUTE U OTIEPATHBHUS MIEPCOHA, KATO YKPEIBAT
KyJTypaTa Ha OpraHH3aluAITa.

Cucremara 3a OIICHKA U yNPABJICHUE HA MPEACTABSIHETO
CBIIIO ce OKa3a npobiemHa. JlokaTo reHepaaTHUTe MEHUKbPH 5
CUMTAT 3a CIpPaBEJIMBA, YECTa M CBBP3aHA C TMOBUIICHUE WIH
3arjiaTa, MHOTO OMEpPAaTUBHU CIYXHUTENIU s Bb3MpHUEMaT Karo
cuMBOIMYHA (opmamHOCT Oe3 pealHu mociencTBus. Tosa
0Tpa3sBa MO-UIMPOKaTa KPUTHKA KbM CHCTEMHUTE 3a OL[CHKA Ha
MPEACTaBSIHETO, KOUTO HE CBBP3BAT OLEHKUTE C KOHKPETHU
neicTBUs. 3a peliaBaHe Ha Te3uW MpoOJeMu ce IpernopbyBa
yBeIMUYaBaHE Ha MPO3PAYHOCTTA HA KPUTEPUUTE 3a OICHSBAHE,
MHTETpUpaHE Ha HENpeKkbcHaTa oOpaTHa Bpb3Ka BMECTO
TOJUIIIHA ¥ CBBP3BAHE HA PE3YJITATUTE C KOHKPETHU Harpaju
KaTo KapuepHO pa3BUTHE, KOPEKLUMH Ha 3aruiarata Wi
noBuIIaBane Ha ymeHusita. OcBeH TOBa, OOy4YeHHE Ha
OLICHUTEIHUTE [0 TEXHUKHU 3a OLEHsABAaHE, HaMalliBaHE Ha
NPUCTPACTHATA ¥ KOHCTPYKTHBHa oOOpaTHa Bpb3Ka ce

37



MpernopbyuBa, ThH KaTO KOMIIETEHTHOCTTAa Ha OLICHUTEIHUTE €
KJIFOUOBA 3a JIOCTOBEPHOCTTA HA CUCTEMATA.

Pa3znukute B MOTUBaLIMSTA HA PA3IUYHUTE HepapXUUHU
HUBa IOJYEpTaBaT CJIOKHOCTTAa Ha YJOBJIETBOPEHOCTTAa Ha
CIIy’)KMTEJIUTe B JYKCO3HHUTE XOTenu. Jlokato MEeHUIKbpHUTE
OTJaBaT MO-TOJsIMO 3HAYEHHE HAa aBTOHOMMSITA, Pa3BUTUETO U
CTpaTErnyecKoTO ydacTue, MEepCOHANbT Ha MbpBa JIMHUSA CE
dokycupa BBpPXy 3amjarara, ycJOBUsATAa Ha Tpyd U
HemocpeAcTBeHaTa mojakperna. To3u Mojen MOTBbpXKAaBa
pasrpannueHuero Ha Herzberg mexxny xurueHHuTe GakTopu U
MOTHBATOPHUTE, TIOKa3BaKK HEOOXOAMMOCTTa OT JBOWHA
MOTHBAIlMOHHA CTpAaTerus. 3a ONEPATUBHUTE CIYKUTEIH ca
KJIFOUOBH ITPAKTHUYECKU MOJOOPEHUS KaTO MO-A00pHU yCIOBUS HA
Tpyd, OoHycH, Oa3upaHW Ha TMpEACTaBsIHE, MOJO00PEHO
HACTaHsIBaHE M JOCTBII JI0 KayeCTBEHM XpaHEHHUdA. 3a
MEHUKBPUTE MO-TOJIIMa MOTHUBALIMS MTPEIaraT Bb3MOXKHOCTH
3a KapuUepHO pa3BUTHE, OOY4YEHHE 3a JIMJIEPCTBO M ydacTHE B
cTpaTernuecku pemenus. Y 3a nBere rpynu NpU3HAHUETO,
Yy4acTUETO B PEllIeHUsATa U MHULIMATUBH, YKpENBaIly 00111a 1ed,
ca 3Ha4MMH 32 MOTHBALUATA.

PesynTarure nmomyepraBaT 3HaUEHHUETO HA (PU3UUECKOTO
U TICUXOJOTMYECKOTO ONarormoixydyne Ha CIYXKUTEIUTe B
Ce30HHaTa xoreiuepcka cpena. OnNepaTUBHUAT MEpPCOHAI
n3pazsiBa IPUTECHEHUS OTHOCHO HACTAHSBAHETO, KAYECTBOTO HA
XpaHaTa, TPaHCIOPTa W JOCThIA 10 3ApaBeora3BaHe, JT0KaTO
MEHHJDKBPUTE CYMTAT TE3U MPOOJIEMH 32 MO-MaJKO 3HAUYUMHU.
ToBa pazMuHaBaHe CHOTBETCTBA Ha MO-IIMpOKATa JIUTEpaTypa
3a GJIarOMOJYyYHETO Ha CIYXKHUTEIUTE B XOTEIUEPCTBOTO, KOSTO
MoJyepTaBa BIMSHUETO HA KHJIMIIETO, XpaHEHETo W OajaHca
MEXIy padoTa M JIMYEH XHUBOT BBPXY YJOBIETBOPEHOCTTA W
Ka4yecTBOTO Ha Yycnyrata. M3cnenBanero mnpenopbuBa HR
MEHHJDKBPHUTE Ja MHTEIPUPAT MHUIIMATHBH 32 OJIarornoixydne B
CTpaTerMyecKoTo  IUIaHUpaHE upe3  MoA0OpsBaHE  Ha
OOIIEKHUTHATA, OCHUTYpsIBAHE HA MHUTATeNHH  XPaHCHMS,
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MPEOCTaBsIHE HA MCUXO0JIOTHYECKa MOAKPENa U OpraHu3upaHe
Ha COLMAJIHM JCWHOCTH 3a yKpenBaHe Ha oOmrHocTTa. Tesu
MPENOPBKU CHOTBETCTBAT HA H3CJEIBaHUA, IOKAa3BaIllM, Y€
BHCOKOTO OJIarornoJrydre BOJIU 0 HaMallsiBaHe Ha HAMEPECHHITA
3a HaIlyCKaHe, MOoJ0OpsiBaHE HAa Mopaja M TOBHIIABaHE Ha
YIOBJIETBOPEHOCTTa Ha roctute. HempekbcHaTaTa OIleHKA Upe3
aHKeTH, (OKyC TPyNH M ydacTBAIlO IMPOCKTHUPAHE TapaHTHpa
IBITOCPOYHA YCTOWYUBOCT HA TIOJUTHKUTE 32 OJIaronoayJue.
N3cnenaneTo mnokas3Ba, 4e YIOBIETBOPEHOCTTA Ha
CIIY)KUTEIUTE B MET3BE3AHUTE XoTenu Ha Kput ce Bimsie oT
MHoromactoBu HRM npakTuku, KOUTO M3MCKBAaT BHUMATEIHA
koopauHanus. IlocrosHHMTEe mpobmemMu — aucOanaHc Ha
HAaTOBApBaHETO, HECMPABEVIMBOCT TIPU Bb3HArPaXKIACHUATA,
KOMYHHUKAIIMOHHU TPOOOWHU, CHMHEHHUS OTHOCHO OIICHKHUTE,
pa3nu4usi B MOTHBAlMATa W pa3MUHABAaHUS  MEXKIY
MEHU/DKBPCKA W OMNEpaTUBEH ONUT —  MoJAuYepTaBaT
HeoOXoauMocTTa OT ©OasupaHu Ha jgokazatenctBa HR
cTtparerud. Te3u  pe3ylTatd  MOJKPENAT  MO-IIUPOKHS
aKaJIeMUYEH KOHCEHCYC, Y€ YOBEUIKHTE pEeCcypcu ca Hau-
BOXHUAT aKTHB B XOTeNCKHUTe opranuzanuu (Baum, 2015).
CnenoBatenno HR wmenummxbpuTe TpsiOBa na mpeMHUHAT OT
aAMUHUCTPATUBHU KBbM CTPATETUUYECKU POJU, H3MOJI3BAUKHU
aHaliM3 Ha MEPCOHANIA, YYaCTHE B PEIICHUATA U UHTETPUPAHU
MIOJINTUKY 32 0JIaromonydre 3a mogo0psiBaHe Ha pe3yJTaTUTE Ha
CIY>KUTEJIUTE M KadyecTBOTO Ha Yyciyrarta. [locmencrBusita
HagxBbpaAT Kput, mNpenocTaBsiiku I[I€HHU MPO3pPEHHUs 3a
JIYKCO3HHU XOTEJIH B IPYTH CE30HHU TYPUCTUYECKHU JECTUHALINH,
KbJIETO KQUeCTBOTO Ha ycCiIyraTa € TSICHO CBbpP3aHO C OINUTa Ha
cinyxkutenute. M3non3Banero Ha ESPA monena nmo3BosisiBa Ha
XOTEJICKATE OpraHM3aluu ja pazpadorar mo-koxepeHTHH HR
CTpaTeruy, Ja HaMalAT TEKy4eCTBOTO Ha INepcoHaia, Ja
mofoOpSAT OpraHu3alMOHHATa KyJATypa W Jla OCUTYpST
YCTOMYMBO KOHKYPEHTHO MPEAUMCTBO B YCJIOBHUATA HA BCE T0-
B3UCKATEJIHA U JUHAMUYHA IJI00alTHa TYPUCTHYECKA Cpelia.

39



3AK/IIOYEHUE

PesynraTure oT TpUTE II1aBM Ha HACTOAIIATA JOKTOPCKA
JUcepTaIus MoauepTaBar pelaBaiara pojs Ha YIPaBICHUETO
Ha yoBemkute pecypcu (HRM) 3a oneparuBHata, coruanHaTa u
MKOHOMHYECKATa YCTOWYHBOCT Ha JTYKCO3HUTE CE30HHU XOTEITH.
Te chII0 Taka aKIEHTUPAT BBPXY CTPYKTYPHUTE OCOOEHOCTH Ha
XoTeJickaTa paboTHA Chjia, 0COOEHO B CE30HHU TYPUCTHYECKHU
nectuHanMu kKato KpuT, KbAETO ecTecTBOTO Ha pabora,
CTa0MIIHOCTTA HAa 3a€TOCTTa W TPYAOBUTE YCJIOBUS C€
pa3nuYaBaT 3HAYUTENHO OT TE3HW B IICIOTOAMIIHUS XOTEICKH
CeKTOp. EMIUpHYHOTO wH3clieiBAaHE OOXBaHA CIY)KUTENIH Ha
BCUYKM WepapXWYHH HHUBA — ONEpPATUBEH IEpPCOHAa,
CylepBai3bpH, pPhKOBOJUTEIN U T€HEPATHU MEHUDKBPH, KaTO
ca U3KJIIYEHH EIUHCTBEHO CTaXaHTU. DOKYyChT BBPXY
JYKCO3HU MET3BE3JHH XOTEIH BbB BCHUKH NpedekTypu Ha Kput
rapaHTdpa KOHTPOJIMpAaHA H3CIIEOBATEIICKa Cpella, cBOOOAHA
OT TWIMPOKO pa3NpOCTPAHCHH HApyIIEHUs Ha TPYIOBOTO
3aKOHOJATEJICTBO M HECHTYpHH IpPAaKTHKH 33 3aeTOCT,
XapaKTepHU 3a XOTEJNM C MO-HUCHK KJac, BBIPOC, IIHPOKO
JTUCKYTHpaH B JIMTEpaTypaTa 3a TYpUCTHUECKaTa pabOTHA CHUIIA.

Ilenta Ha wm3cinenBaHeTo Oe¢ Ja OICHM YCIOBUSATA Ha
KHUBOT U TPY[, CACTEMHUTE 32 Bb3HATPAKICHUE, MOTUBAIUATA 1
MPAaKTUKHUTE 32 OIICHKA Ha TPEACTaBIHETO B TO3H crenuduycH
CEKTOD. [TpoyuBaneTo U3I0JI3BA KOJIMYECTBEHA
W3CIIeIOBATENICKA CTPATEeTUs, TPWIATAWKH CTPYKTypHpaHa
aHkeTa, ch3faneHa upe3d Google Forms, chriacHO yTBBpACHU
METOAOJIOTHYHH MPETIOPHKHU 33 U3CIICIBAHUS B XOTEIUEPCTBOTO.
Jannute Osixa ananusupanu ¢ IBM SPSS Statistics 24, a 3a
UACHTUUIIMPAHE HA MOJICITH M WU3CJIeBaHe HAa B3aMMOBPB3KH
MEXIy TPOMEHJIMBHUTE OsXa W3MOJI3BaHU WH(PEPECHIIHMATHI
cratuctuuecku meronu. CTpykTypupanara popmMa Ha aHKeTaTa
rapaHTUpa HaJEXKTHOCT, TOYHOCT U CPABHIUMOCT Ha OTTOBOPUTE,
CBIJIACHO CTaHJAPTHUTE 3a U3CICABAHUS YPE3 AaHKETH.
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KonnyecTBeHUAT aHamu3 pa3kpu IOCIEJOBATEIHO
HEYJIOBJIETBOPEHHUE CpEJ CIYy)KUTEIUTE OTHOCHO OCHOBHUTE
YCIOBHMSI Ha JHUBOT, OCOOEHO KHWIMILNETO 3a IepcoHaia,
MOCJIeIBAHO OT KaueCTBOTO Ha XpaHara. 3HAYCHHETO Ha
HACTaHSABAaHETO B CE30HHATAa XOTEJIMepcka padoTa € LIMPOKO
JOKYMEHTHPAHO: Pa0OTHHUIIMTE YECTO ce MpeMecTiT 3a 4—6
Mecella, KOeTO IpaBU KadyeCTBOTO HAa JKWIMILIETO KIIIOYOB
¢dakTop 3a OIArOCHCTOSHUETO, MPOU3BOAUTEIHOCTTA U
3aJbpKaHETO Ha INepcoHana. Jlommre yclIoBUS Ha JKHUBOT
(GYHKIMOHMpAT KaTo ,,TPYIOBH U3UCKBAHUS ", JONPUHACIHKH 32
€MOLMOHAIHO W3TOLIEHHME M HamajleHa aHTraXHpaHOCT.
KagectBoTO Ha XpaHaTa 3a TIepcOHaJa, BBIPEKH UYe €
yYHHMBEpCaJleH Ipo0jieM BBB BCHUYKM HHIYCTPUM, CE€ OKasza
BTOpOCTENEHEH (haKTOp 3a HEYAOBIECTBOPEHHE, B ChOTBETCTBHE
C U3BOAUTE, Y€ 6a30BUTE (PU3NOJOTUYHU HYKAU CUIHO BIMSIST
BBPXY MOpaJjia Ha CIIy>KUTEIIUTE B XOTEIUEPCTBOTO.

MortuBanusTa, NOBUIIEHUATA U MPO(ECHOHATHOTO
pa3BUTHE c€ OKa3zaxa Hal-CUJIHHMIT MOTHBATOp, CIEABAH OT
3arutatata. ToBa ChOTBETCTBa Ha Teopusra Ha Herzberg 3a
MOTHUBAIUS U XUTHEHA, KOSITO pa3rpaHryaBa BHHIIIHU XUTHEHHH
(dakTopu (Hampumep 3arjiaTa) W BBTPEIIHHM MOTHBATOPH
(HampuMmep  pacTeX, NpHU3HAHHWE), KOUTO  CTUMYyJUpar
YIOBJIETBOPEHOCTTa M MNpeAcTaBsHETO. CIy)KUTEINUTE TBHPCAT
Bb3MOKHOCTH 32 KapuUepHO pa3BUTHE KaTo CPEICTBO 3a
YZIOBJIETBOPSIBAHE HA HYXKJUTE OT IIpU3HaHUE. B chI10TO Bpeme
3amiataTa OcTaBa KpUTHYEH (akTop, O0COOEHO B CE30HHH
YCIOBMSI, KBIAETO MPOABIDKUTEHOCTTA Ha 3aeTocTTa €
OrpaHUYEeHa. WzcnenBanusta MOTBBPIK/AABAT, qe
KOMIIEHCAIMATa CTaBa I[0-3HauuMa, Korato paborara e
MHTEH3MBHA, KPaTKOCPOYHA M M3UCKBA BUCOKHU (DU3MUYECKH H
€MOLMOHAIHU yCUIIHS.

AHanM3bT Ha TPAaKTUKUTE 3a Bb3HArpakaceHue
paskpuBa, ue MPUOIM3UTENHO MOJOBHHATa OT YYAaCTHHLIUTE
nosydyaBar Mexnay €1000-€1300 na wmecen, npokaro 36%
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nony4dasaT €700-€1000, kaTo Te3u CymMu ce M3IUIAIIAT CaMo 3a
orepaTUBHUS ce30H. VI3BBbH ce30Ha MPaBO Ha OOE3IICTCHHE 3a
Oe3paboThila 3aBUCH OT CIIa3BaHETO Ha  JIBbP’KaBHUTE
u3ncKBaHus. Te3m pe3ynraTd OTpa3sBaT  MO-IIHPOKUTE
mpoOJieMH ¢ HECTAOMITHOCT Ha JOXOJUTE W HECUTYPHOCT Cpel
CE30HHHUTE TYPUCTUYECKU PAOOTHUIIM B CPEAM3EMHOMOPCKHUTE
nectuHanuu. OcBeH ToBa camo 25% OTroBapsT, 4e MoJyyaBaT
MIPABIITHO 3aIlIalllaHe 32 U3BBHPENICH TPY/, KOETO MOTBBPKIaBA
CUCTEMaTUYHOTO  HemoIuvlamane —  ¢GeHoMmeH,  Jo0pe
JOKYMEHTHPAH B IPhIIKaTa XOTEIHEPCKA IPAKTHKA.
[IpakTukuTEe C OCTaBSIHETO Ha OAKIIUII BapUpaT CIOPE]
XOTEJICKUSI OTAEN, ChOTBETCTBAWKM Ha EMIMPUYHHU JaHHH,
MOKa3Ballld, Y€ CIYKUTEIUTE C TMPSK KOHTAKT C TOCTH
(pectopaHT, 6ap) Moy4aBaT MO-BUCOKU OAKIIUIIY B CPABHEHUE
C OCTaHaJus NepcoHal. B HacTosAI0TO N3cneABaHe MOJIOBUHATA
oT ywacTHuuuTe nonydasar nox €100 Ha mecen, 36%
nony4dasaT €100-€200, a mHoro manko HaaxBbpaar €300. Tezu
pa3nuuMs MOAYEepTaBaT ChHIISCTBYBAIlM HEPABEHCTBA B
XOTEIUTe M  ChOTBETCTBAT HAa  M3CIEABaHUATA  3a
pasnpeaeNeHHeTo Ha OAKIIUIIUTE B TYKCO3HUTE OOCKTH.
OOHMKHOBEHO ce CMsTa, Y€ MPaKTUKUTE 3a OlLEHKa Ha
CIIy’)KHTEITUTE C€ OCHOBABAT Ha 3aCIIyTH U padOTAT MpaBUIIHO. B
XOTEIHEPCTBOTO JOCTOBEPHOCTTA HA CUCTEMHUTE 32 OLIEHKA € OT
KPpUTUYHO 3HAUEHWE, Thil KATO TPSIKO BIHUSE BBPXY
BB3NPUSATUETO 32  CIPABEUIMBOCT,  AHTQKHUPAHOCT U
mpencraBsHe. Bce mak  KaueCTBEHUTE KOMEHTapud B
W3CIe/BAaHETO TI0Ka3BaT, Y€ OLEHKUTE MoraT naa ObaaT
momoOpeHu  Ype3  TOBWINABAaHE  HA  MPO3PAaYHOCTTA,
MOCJIEZIOBATETHOCTTa U MEXaHM3MUTE 3a oOpaTHa Bpb3Ka —
aprymeHr, yecto u3rbkBad B HRM nureparypara.
Creunanuzanusata 1 OOy4eHHETO C€ OTKpOsABAaT KaTo
3HAYUTENHA CTPYKTYpHU NIeUuuuTd. MHOTO CIYKUTEIU HE
nputexkaBaT (¢GopMaiHa MOArOTOBKA WM YY>KIOE€3HUKOBHU
YMEHHS, KOETO TIOJKOTaBa KayecTBOTO Ha  yclyrarta,
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MPOU3BOIUTEIIHOCTTA U KOHKYPEHTOCIIOCOOHOCTTA.
MexayHapoaHuTe U3CIIEeIBAHMS B XOTEIUEPCTBOTO
MmoAYepTaBaT BaXXKHOCTTAa Ha MPO(ECHOHATHOTO OOpa30BaHUE,
HENPEeKbCHATOTO O0y4YeHHE U MpoecHOHATHATA aKpEAUTAIHS
3a MOJAbpIKaHE Ha CTAHIAPTUTE Ha OOCITYBaHE B JIyKCO3HUTE
XoTenu. ['pBUKHUAT TYpUCTHUYECKH CEKTOp € KPUTHKYBaH 3a
HEJOCTAaThbUYHOTO  CHOTBETCTBHE  MEXJIYy CHUCTEMHUTE 3a
npogecroHaiHa MOAr0TOBKA U pealHuTe HYXKAM Ha ma3zapa Ha
TpyJa.

CpenHata TpPOXBIDKUTETHOCT HA 3a€TOCTTa € IIEeCT
Mecela, Kato ce HalnroJaBa TEHACHLMS Ha CIaj, Bojela 0
HEJIOCTUI Ha TMEPCOHaJ] W HECTaOMIIHOCT, XapaKTEepHU 3a
CE30HHHUTE TYpUCTUYECKH peruoHu mo ceera. llpemnoxenure
MEpKH BKJIIOYBAaT yBEJIMYaBaHE Ha OOe3lIeTeHusTa 3a
O0e3paboTuila, CTUMYyJIUpAaHE Ha Typu3Ma H3BBH CE30HA
(koH(epeHIIMN) M pa3UIMpsBaHE Ha CIEKThpPa HA MECTHHTE
UKOHOMMYECKU JeitHocTu. Te3n mpenopbKu CHOTBETCTBAT Ha
rJI00ATHUTE MOJUTUKH 33 CTA0OMIIN3UPaHEe Ha CE30HHUTE Ma3apu
Ha TpyJa 4pe3 Ibp>KaBHU U YaCTHU UHUIIMATHBU.

JucepramusaTa pasriiexaa W IOPUIOKHMOCTTa Ha
BB3HATPAXKICHHE, CBBP3aHO C IMpeAcTaBiHeTo. Makap ue
BHBE)KJAHETO Ha CIELMallHA CKaja 3a 3aIulaTH MOXe Ja €
HENpPAaKTUYHO, CUCTEMH  3a  OOHYCH, CBBpP3aHU C
NPOU3BOJUTEIIHOCTTa, C€ H3MOI3BAaT MEXKIYHAPOAHO H
JIOKa3aHO TOJM00psBaT aHTWKHUpPAHOCTTa W (PUHAHCOBUTE
pesyatatu. [IpoyuyBaHeTo ChIIO pas3riiefa 3aKbCHEHUSATA MPHU
U3IJIAIlaHe Ha 3alulaTd — €JHO OT Hal-MOCTOSHHUTE
HapylIeHUs] Ha TPYAOBOTO 3aKOHOAATEICTBO B ['bpIius.
3acunBaHe Ha KOHTPOJIHUTE MEXaHWU3MH, YBEJIUYEHHE Ha
CaHKIIMUTE H TmonoOpsBaHEe Ha KaJIpoBUS pecypc Ha
nHcnekimonaute opranu (SEPE, EFKA) ca ot cwiectBeno
3HayeHue. OrpaHudyeHuTe BB3MOXKHOCTH Ha TPYAOBUTE
MHCIEKIUU ca MPU3HATH KAaTo CTPYKTypHa Oapuepa 3a 3auura
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Ha TpaBata Ha paOOTHHIIUTE B  FOKHOEBPOIICHCKUTE
TYPUCTHUYECKH UKOHOMUKH.

Henocrarpuure B mepcoHalia OKa3BaT MPSKO BIMSHUE
BbPXY MOpaja ¥ KauyecTBOTO Ha yciyrara. Jlureparypata
MoKa3Ba, Y€ HEIOCTUI'BT Ha  [EpCOHAl  yBEIIMYaBa
HE/IOBOJICTBOTO Ha FOCTUTE M HaMaJsiBa MPOU3BOAUTEIHOCTTA,
Chb3/IaBaliki HH3XOMAII IUKBJI Ha CHaJ HAa KadeCTBOTO W
HamaJieHa  peHTa0miHocT.  V3cieaBaHeTo — MpemnopbhyBa
BBBEKJAaHC HAa MHHUMAIHU CHOTHOIICHHUS IEPCOHAJI-TOCTH,
BEUE MpWIAraHd B HAKOM [ABPKAaBU 3a 3alllUTa KakToO Ha
paboTHHMIIMTe, Taka W Ha mnorpedutenure. CUCTEMHHU
HapyIllIeHUs Ha MeTAHEeBHATa pabOTHA CeaMHIIA, ITpaBUjIaTa 3a
W3BBHPEICH TPYA W OCUTYPUTEIHUTE BHOCKH CBINO Osxa
uaeHtupunmpanu. [IpoyuBaHero noguepraBa JehUIUTH B
MaTepHATHUTE YCIOBHS HA TPYJ — XWTHECHA, HAJMYHOCT HA
o0opyaBaHe, HacTaHsBaHE, YHU(DOPMH U  JOCTBI [0
MEIUIMHCKA ToMoml. Te3n pe3yiaTatd ChOTBETCTBAT Ha
U3CJeIBaHMsl, TOKA3Ballll, Y€ CIIy’)KUTEIIUTE Ha IbPBa JIMHUS ca
HETPOIOPINOHATHO U3JI0KEHU Ha (PM3NYECKH HATOBAPBAHHS H
CTPECOBH YCIIOBUS, C IPSAK e(heKT BbPXY 3paBeTo.

Bb3HUKBaHETO HA CHHIMKATH CE OKa3Ba KIIOYOBO 3a
3amiMTaTta Ha IpaBaTra Ha pabOTHHLIUTE, OCOOEHO MpH ciad
Ibp)KaBeH  KOHTpos.  JluTepaTypara  mociieZOBaTEITHO
MOTYEePTaBa BaXKHOCTTA HA KOJIEKTHUBHOTO MPEICTABUTEIICTBO 32
MOBHIIIABAHE HA 3aIUIATUTE, HAMAISIBAHE Ha CKCIUIOATAIMSTA
no00psiBaHE Ha YCIOBHSTA HA TPYJ B TYPUCTHUYECKHS CEKTOP.
Otkputo e obade, ye Hamecara Ha cobctBeHunute B HRM
peleHust orpaHnyaBa e(EeKTUBHOCTTa Ha CyNepBail3bpUTE U
MEHHDKBpHUTE. V3crenBaHus TOKa3BaT, 4Ye KOHQIUKTUTE
MEXJY COOCTBEHMIIM M MEHHUKBPU Ca YECTH B CEMEHHO
VIpaBISIBAHU CPEAM3EMHOMOPCKH XOTEJIN U MOTAT J1a OTCIIA0ST
npodecnonanmaute HRM npaktuku.
3IpaBHOTO OCHTYpsIBaHE W MPABOTO HA TICHCHUS ca JIPYTH JBE
o0yiacTH, WM3UCKBAIIM JbpXkaBHa Hameca. [lopaam Kpartkus

44



NEpUOJT Ha 3a€TOCT CE30HHUTE PaOOTHUIM TPYIHO M3IBIHABAT
KpuTepuute 3a BHOCKU. B cTpanu kato Mcnanus u [lopryranus
MIPU3HABAHETO Ha MEPHOIUTE HAa Oe3padoTHIla KaTo MEHCHOHHO
OCUTYPUTEJIEH CTaK MOXKE Jla CTUMYJIMpa CTa0uiIHa 3aeTocT. B
apyru abpxkaBd oT EC, KbJETO COLMANHUAT JUATIOT MEXITY
paboToiarenu, CIy)KUTEIH U Jbp)KaBaTa € J00pe YCTaHOBEH,
MOTaT Jia c€ 00CHKIAT BBIIPOCH KaTO pabOTHO BpeMe, 3aIuTa
Opu  MaiumHCTBO,  OOE3LIeTeHUss  TNpH  yBpPEXKJaHe,
3/paBeorna3BaHe U npodecruoHamHo o0ydeHue.

JlucepTauMOHHUAT TPYX pa3KpuBa, 4€ yCTOWYMBOCTTA
Ha JIyKCO3HMTE CE30HHHM XOTEJIM € HEPa3pUBHO CBBP3aHA C
OarochCTOSIHUETO,  MOTHBAIMATa W HPOPECHOHATHOTO
pa3sBUTHE Ha YOBEIUKUTE pecypcH. YOBEIIKHUAT TpPyHA, KaKTO
IIOCTOSIHHO TI0J4YepTaBa H3CIEAOBaTeICKaTa JHUTEpaTypa, €
ChpILIEBUHATA HA CH3[aBaHETO HA CTOMHOCT B XOTEJIMEPCTBOTO.
Bcenuku 3amHTepecoBaHU CTpaHU — AbpiKaBa, paboTolATeNH,
CIly’)KUTEIM M 00pa3oBaTeIHM HHCTUTyUMH — TpsOBa a
IIPU3HAAT CTpaTerndeckoro 3HadyeHue Ha HRM B ce3onHure
XOTEJU U J]a CU ChTPYAHHUYAT 33 NOJ00psIBaHE HA YCIOBUSITA HA
TpyH, cTaOMIM3upaHe Ha 3a€TOCTTA, YKPEMBAaHE HA ITbTEKUTE 3a
o0yueHHe M M3TpaKJAaHe Ha ChbBPEMEHHA paMKa 3a TPYIOBU
oTHouIeHus. HecriazBaHeTo Ha T€3U MEPKHU NPOABIKABA LIUKBII
Ha HEJOCTUT Ha MEpPCOHANl, HUIChK MOpaJl, HAMAJIEHO KaueCTBO
Ha yciyraTa W Claj Ha KOHKYPEHTOCHOCOOHOCTTa, JOKAaToO
e(eKTBHATa Hameca MOXKE Ja IeHepupa TpallHU MOJ3U 3a
paOOTHUIIUTE, TPEANPUATUATA U TypUCTUYECKaTa MKOHOMHKA
KaTo Ls10.
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III. HAYYHU IPUHOCHU

Cp3naBaHe Ha 3abJ1004YEHA M KOHTEKCTYaJIHO aJanTupaHa
METOAOJOrMYecKa  paMKa 3a  H3cIelBaHe Ha
YAOBJIETBOPEHOCTTA HA CIYKUTEINUTE B JIYKCO3HU CE30HHU
XOTENM, H3MOI3BaKM KAKTO KOJUYECTBEHM, Taka U
KayeCTBEHM HWHCTPYMEHTH, CIIEHHAIHO pa3paboTeHu 3a
XOTEIUEPCKUS CEKTOP.

PazpaGorBane u Bamunupane Ha ESPA wmopena, koiito
npeylara  CUCTeMaTHMYeH W HOBAaTOPCKM IMOIXOA 32
u3cienBaHe W TOJO0OpsBaHE Ha YJOBIETBOPEHOCTTA Ha
CITy’)KUTEIIUTE B JTyKCO3HUTE X0Tenu Ha Kpur.

Emmupuuno wuaeHtupunmpane Ha (QakTOpUTe, KOUTO
BIMSISIT BBPXY YAOBJIETBOPEHOCTTa HA CIIY)KUTEIUTE,
o0XBamamno nemorpadcCku, OpraHMU3alMOHHU u
KOHTEKCTYyallHU IIPOMEHJIMBU 4ype3 CTPUKTEH
cratuctuiyecku ananu3 (ANOVA, perpecuoHeH aHanus,
HelapaMeTPUIHN METOIN ).

[IpyHOC KBM TEOPETUYHUTE IUCKYCUM UpE3 IpPUJIAaraHe u
UHTETpUpaHEe Ha KJIACMYECKHM TEOpUU 3a MOTHBALMs U
YAOBJIETBOPEHOCT B KOHTEKCTa Ha CE30HHMS JIYKCO3€H
XOTEJICKU OU3HEC.

PazpaborBane Ha mnpakTHuecku mnpenopbku 3a HR
MEHWJUKBPH B JIYKCO3HHM  XOTEJH, MPEJOCTaBsILU
NPUIIOKUMHU TIOJUTUKY 32 MOBHILABAHE HA MOTHBALUATA,
3aJbp)KAHETO M  YJOBJIETBOPEHOCTTAa Ha IIEPCOHANA,
0c00€HO Ha MO-MJIaJld ¥ CE30HHHU CITYKUTEIH.

IIperyiarane Ha mNpenopbkM Ha HHUBO IOJIMTHKA 32
TYPUCTHYECKHSI CEKTOp M JAbPKAaBHUTE HMHCTUTYIHUH,
CBBbpP3aHU CbC COLMAJHUSA JHUAJOr, IPU3HABAHETO Ha
CEe30HHATa 3a€TOCT U MOA0OPSBAHETO HA YCIOBUATA HA TPY /]
U J)KUBOT Ha XOTEJICKUTE CIIyKUTEIH.

[IpuHoc KBM aKaJeMHYHHUS JUCKypc B oOjacTra Ha
YIOPABICHUETO Ha YOBEUIKUTE PECYpCH U TypHu3Ma dYpe3
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IPEJOCTaBsIHE HA EMIHMPUYHU JaHHU OT JIyKCO3HHTE
xorenu Ha Kpur.
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I. GENERAL CHARACTERISTICS OF THE
DISSERTATION

The dissertation entitled Human Resources Management in the
Luxury Hotels on the Island of Crete investigates human resource
management (HRM) practices and their relationship to employee
satisfaction, motivation, and performance within the context of
luxury, five-star, seasonal hotels in Crete. The topic lies at the
intersection of tourism management, hospitality studies, and
human resource management, situated in the scientific domain of
Economics and Management of Tourism. The research responds to
a critical need for systematic investigation of HRM in regions
heavily dependent on seasonal tourism.

As a top tourist destination in Greece, especially known for its
luxury resort hotels, Crete offers a distinctive empirical setting to
explore HRM challenges related to seasonality, workforce
instability, service quality, and professional development. The
dissertation explores both the structural characteristics of hotel
HRM and the lived experiences of seasonal employees. The study
offers a comprehensive understanding of HRM practices from the
viewpoints of both managers and employees, drawing on
theoretical analysis as well as empirical research.

Purpose, Objectives and Research Questions

This dissertation aims chiefly to investigate, quantify, and
elucidate job satisfaction among employees in luxury seasonal
hotels on Crete, while also assessing the impact of various HRM
practices on their work attitudes, commitment, motivation, and
performance. The investigation is based on the recognition that
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employees form the essential competitive advantage in luxury
hospitality. The guest experience, as well as the hotel’s reputation
and profitability, are influenced directly by their performance,
emotional labor, communication skills, and reliability in providing
personalized services.

Within this framework, the dissertation sets out several major
objectives. It seeks to design and implement a comprehensive
empirical study capable of capturing the multifaceted nature of job
satisfaction in a seasonal and highly demanding workplace. It aims
to assess how employees perceive key components of HRM, such
as remuneration and benefits, non-monetary incentives, working
and living conditions, opportunities for development, and
performance evaluation procedures. Additionally, the dissertation
investigates how demographic variables, including gender, age,
education level, prior experience, and job position, influence
perceptions of HRM effectiveness. Through these analytic aims,
the dissertation aspires to identify the factors that most strongly
shape job satisfaction and to develop a theoretical and practical
model that can guide hotel managers in designing more effective
HRM strategies.

Dissertation Structure

The dissertation consists of three main chapters, after which
are concluding remarks, appendices, and a comprehensive
bibliography. Every chapter relies on the one before it, forming a
logical and unified progression that advances from theoretical
conceptualization to empirical inquiry and ultimately to practical
recommendations. With its adherence to academic standards and



its practical clarity, the structure guarantees that the reader can
trace the development of ideas and the research methodology.

The first chapter establishes the theoretical and conceptual
groundwork. The text starts with a historical overview of HRM,
following its development from early industrial personnel
management to the modern principles of strategic human resource
management. This chapter investigates traditional motivation
theories such as those proposed by Maslow, Herzberg, McGregor,
Vroom, and Adams, and assesses their applicability to the
hospitality context. Due to the relational, emotional, and
experiential characteristics of luxury service provision, these
theoretical ~frameworks become even more important.
Additionally, the chapter covers contemporary HRM ideas like
employee engagement, organizational commitment, service
orientation, and emotional labor. It delves into the internal
frameworks of hotels, examining the departmental organization,
characteristics of operational processes, and the critical role of
coordination among departments like front office, housekeeping,
food and beverage, maintenance, and guest relations. The
distinctive traits of luxury hotels and the elevated expectations for
individualized service and emotional involvement are underscored
as elements that heighten the intricacy of human resource
management in these settings.

The second chapter presents the methodological framework in
detail. The dissertation adopts a quantitative research design based
on the use of a structured questionnaire distributed electronically
to employees working in five-star seasonal hotels across Crete.
Given the transient nature of seasonal employment, the snowball



sampling method was deemed appropriate and effective. The
chapter describes the process of designing the questionnaire,
conducting preliminary pilot testing, and refining the instrument to
ensure clarity, reliability, and wvalidity. It also outlines the
procedures of data collection and provides a comprehensive
explanation of the statistical tools used to analyze the data. These
include descriptive statistics, correlation analysis, t-tests, ANOVA,
non-parametric tests such as Mann-Whitney and Kruskal-Wallis,
regression analysis, and Pareto analysis. The statistical techniques
are justified in relation to the nature of the data and the research
objectives, demonstrating methodological rigor and scientific
accuracy.

In the third chapter, the empirical findings are interpreted and
practical guidelines for enhancing HRM practices in luxury
seasonal hotels are developed. An analysis of the demographic
profile of employees is presented, along with a discussion of the
patterns that emerge from the data concerning motivation,
satisfaction, remuneration, working conditions, and performance
evaluation. This chapter points out the aspects of work where
employees are highly satisfied, in addition to those where
dissatisfaction is especially evident. In addition, it investigates how
managers perceive things and contrasts these perceptions with
those of employees. This investigation uncovers both agreements
and differences between the two parties, which affect how strategic
HRM should be structured. At the end of the chapter, the ESPA
Model (Environmental, Support, Performance, Appreciation) is
presented. This is a novel conceptual framework based on the
empirical findings. The model synthesizes the core elements that



influence job satisfaction and provides hotel managers with an
integrated approach for designing and implementing HRM
strategies that foster employee well-being and professional
commitment.

Practical Importance and Applicability

The thesis illustrates how vital it is to have fair and transparent
remuneration systems, which encompass salaries, bonuses, tips,
and non-financial benefits. Perceptions of fairness among
employees significantly influence their motivation and
commitment to the organization. The results indicate that
transparent communication about pay structures, performance-
related incentives, and prospects for career advancement can foster
trust and diminish perceptions of inequity.

On the managerial side, the study highlights the necessity of
developing effective leadership practices and performance
evaluation systems that are based on fairness, objectivity, and
continuous feedback. Employees respond positively to transparent
appraisal methods that recognize effort, support development, and
provide opportunities for improvement. Managers can use these
findings to enhance internal communication, encourage
professional growth, and create a more supportive organizational
climate.

National and regional tourism policy makers can also find the
dissertation relevant. Insights into workforce challenges in
seasonal hotels can inform policy strategies designed to bolster
employment stability, refine training programs, and elevate the
overall quality of Greece's tourism workforce. Policy interventions



can enhance the tourism sector's competitiveness and sustainability
by tackling systemic issues associated with seasonality.

Methodological Integrity and Research Limitations

The research demonstrates strong methodological rigor
through its careful design, structured data collection and
comprehensive statistical analysis. The use of quantitative
methodology allows for the examination of relationships between
variables across a large sample of employees, providing
generalizable insights into the factors affecting job satisfaction in
luxury seasonal hotels. The dissertation’s approach contributes to
the reliability and replicability of the results.

Nonetheless, the dissertation recognizes various limitations
that are intrinsic to its design and context. Due to the mobility and
dispersion of seasonal employees, reliance on the snowball
sampling technique was necessary; however, this method may
restrict the sample's representativeness. Due to the geographical
focus on Crete, findings may not perfectly represent conditions in
other tourism regions, although the general patterns are likely
applicable to similar contexts. Moreover, the data collection
occurred over a defined timeframe, and shifts in economic
circumstances, labor market developments, or post-pandemic
restructuring could influence future employee perceptions.

Academic and Scientific Standards

The dissertation conforms to the academic standards required
for a doctoral-level study. It presents a clear argument supported
by extensive theoretical references, a solid research design,



rigorous statistical evaluation, and a well-structured presentation of
results. The writing style is consistent with academic norms,
ensuring clarity, coherence, and precision. Citations and references
are extensive, demonstrating a thorough engagement with
international and local literature on HRM, hospitality management,
organizational behavior, and service quality.

The logical progression from theory to methodology and from
empirical findings to practical recommendations reflects a mature
and methodologically sound research process. The dissertation
contributes to academic knowledge while offering tangible value
to practitioners, fulfilling the dual mandate of applied doctoral
research in tourism management.

Overall Significance of the Dissertation

This dissertation constitutes a notable scholarly and practical
contribution to the field of human resource management in
hospitality, particularly concerning luxury seasonal hotels. The
complex relationship between HRM practices and employee
satisfaction in high-expectation, high-demand environments is
clarified through a combination of theoretical exploration and
empirical evidence. The findings serve as a valuable resource for
hotel managers aiming to strengthen workforce stability, enhance
service quality, and promote organizational excellence. They
provide a basis for forthcoming studies and policy measures
designed to bolster the tourism labor market in Greece. The
dissertation stands as a comprehensive and well-substantiated piece
of academic work, demonstrating intellectual depth,
methodological rigor, and practical relevance.



II. SUMMARY OF CONTENTS OF THE
DISSERTATION

CHAPTER 1. CONCEPTUAL FRAMEWORK OF HUMAN
RESOURCES MANAGEMENT IN HOTEL INDUSTRY

1. DEVELOPMENT OF HUMAN RESOURCES
MANAGEMENT THEORY

The conceptual framework of Human Resource Management
(HRM) in the hotel industry has undergone considerable evolution
from its historical roots to its present-day strategic orientation. This
chapter offers a detailed examination of the evolution of HRM
theory, emphasizing its historical roots, theoretical foundations,
and practical uses in the hospitality industry. The development of
HRM is tracked from the pre-industrial period, through the
Industrial Revolution and early personnel management practices,
to strategic HRM informed by behavioral science, and ultimately
to the current 2 1st-century practices focused on digitalization and
diversity.

In the hospitality industry, HRM is particularly crucial due to
the service-intensive nature of operations, where employee
interactions directly affect customer satisfaction and organizational
reputation. Strategic HRM (SHRM) integrates workforce planning,
talent acquisition, training, performance management, and reward
systems with organizational goals, promoting service excellence
and competitive advantage. Moreover, green HRM initiatives,
digital upskilling, immersive technologies, and flexible workforce
policies have become central in responding to market changes,



demographic shifts, and the multi-generational workforce (Aydin
et al., 2024).

The development of HRM in the hotel sector shows a shift
from paternalistic and welfare-oriented practices to approaches that
are strategic, technology-enabled, and centered on human needs.
Contemporary HRM improves organizational performance, service
quality, and long-term competitiveness by acknowledging
employees as strategic assets, incorporating data-driven decision-
making, and fostering inclusive, sustainable, and innovative
practices. To achieve effective HRM in hotels, it is essential to
adopt a holistic approach that strikes a balance between operational
efficiency, employee engagement, and alignment with
organizational goals in the context of a rapidly changing socio-
technical environment.

2. RECRUITMENT, MOTIVATION, PERFORMANCE
EVALUATION AND RETENTION OF HOTEL EMPLOYEES

Hotels can take advantage of internal recruitment to use
current employees who already know the company’s culture and
policies. This helps cut training costs and makes for easier
integration. Identifying strengths, weaknesses, and promotion
potential within the existing workforce can be facilitated by
competency mapping and skill assessments. However, the
promotion of internal candidates can occasionally foster
competition among employees, diminish creativity, and require
more organized training programs. Attraction methods for internal
candidates encompass internal job boards, emails, databases, and
referrals from employees. On the other hand, external recruitment
aims to draw in skilled professionals from the job market using



online platforms, job portals, and e-recruitment tools like
Skywalker, Monster, and Totaljobs. This approach provides access
to a broader talent pool and enhanced selection capabilities (Mistry,
2022).

Structured evaluation systems, which are usually carried out
once a year in large hotels, offer employees feedback, pinpoint
training requirements, and inform choices about promotions, salary
changes, and career advancement. There are three approaches to
categorizing evaluation interviews: speak and persuade, speak and
listen, and problem-solving. By promoting two-way
communication, the problem-solving method allows supervisors
and employees to work together to pinpoint performance issues and
devise solutions, thereby increasing acceptance and motivation.
Performance appraisal, when applied consistently, aids in decision-
making regarding training, promotion, compensation, and
workforce planning, while promoting fairness and transparency in
management practices (Jannah, 2023).

Motivation theories provide the conceptual foundation for
improving employee performance and retention in hotels. Equity
theory emphasizes that employees evaluate their effort relative to
perceived rewards and comparisons with peers, influencing
satisfaction and productivity. Maslow’s hierarchy of needs posits
that individuals are motivated by fulfilling successive levels of
physiological, safety, social, esteem, and self-actualization needs,
highlighting the importance of addressing both basic and higher-
order employee requirements. McGregor’s Theory X and Theory
Y contrast authoritarian versus participative management
approaches, advocating that supportive, participatory environment
(Theory Y) enhance employee engagement and self-directed
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productivity. Herzberg’s two-factor theory differentiates hygiene
factors, which prevent dissatisfaction, from motivators that actively
drive performance, illustrating the need for hotels to balance
adequate compensation and working conditions with opportunities
for achievement, recognition, and professional growth (Laloumis,
2015).

3. SPECIFICS OF LUXURY HOTELS ON THE ISLAND OF
CRETE

The hospitality industry, often referred to as the travel and
tourism sector, is one of the largest and most dynamic industries
globally. It encompasses five key components: tourist
accommodation, means of transport, food and beverage services,
retail outlets, and tourist activities. Among these, tourist
accommodation is particularly prominent, offering lodging, dining,
leisure, and related services, thereby serving as a cornerstone of the
broader tourism ecosystem. In Greece, the hospitality industry is a
significant contributor to the economy. According to the Hellenic
Statistical Authority, in 2019, 29,695 legal entities operated in this
sector, generating over €7.2 billion in turnover and employing
more than 181,000 individuals, representing 2.1%, 2.3%, and 4.1%
of the country’s corresponding economic indicators, respectively.

Despite the growth of luxury accommodations, occupancy
rates in Crete have shown a decline in recent years, from 62% in
2015 to 51% in 2021, with all regional units experiencing similar
reductions (INSETE, 2022). Economic analysis of 541 hotels in
Crete shows that 5* hotels achieve higher turnover, profitability,
and asset values compared to lower-star categories, emphasizing
their pivotal role in the region’s hospitality economy (INSETE,
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2022). The General Satisfaction Index (GSI) for hotel guests in
Crete remained high at 87.1% in 2021, demonstrating that luxury
hotels continue to maintain quality standards despite occupancy
challenges (INSETE, 2022).

The luxury hospitality sector in Crete demonstrates a dynamic
convergence of upscale lodging, cultural immersion, wellness
offerings, and sustainability initiatives. The industry is increasingly
characterized by experiential, environmentally conscious, and
culturally embedded travel experiences. High-end tourists now
seek authentic engagement, wellness integration, and immersive
cultural encounters, which are central to the future trajectory of
luxury tourism on the island (Belias et al., 2024).

CHAPTER II. RESEARCH METHODOLOGY

1. DESIGN AND DEVELOPMENT OF RESEARCH

This doctoral research investigates the level of employee
satisfaction in five-star hotel units in Crete, employing a
quantitative research methodology. The study relies on numerical,
discrete, and objectively measurable data, analyzed through IBM
SPSS Statistics Version 24. The primary instrument for data
collection is a structured questionnaire, chosen for its adaptability,
clarity, and ability to generate precise and unambiguous responses.
The structured questionnaire was designed using a pre-formatted
Google Forms template and administered online to ensure cost
efficiency, accessibility, and rapid data collection (Evans &
Mathur, 2018).
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This study looks only at five-star luxury hotels that operate on
a seasonal basis in the four counties of Crete (Heraklion,
Rethymno, Chania, Lasithi). A purposive sampling method was
used to guarantee representative coverage of high-end
establishments, aiming for four hotels from each prefecture;
however, only three hotels in Lasithi could participate due to
operational and logistical limitations. This deviation does not
jeopardize the integrity of the sample, as the chosen hotels possess
comparable organizational structures, staffing characteristics, and
service delivery patterns, thus preserving validity for cross-
regional comparisons. The rationale for selecting five-star hotels is
multifaceted: lower-category hotels typically exhibit smaller
staffing levels, multiple role assignments, and overly informal
superior-subordinate relationships, all of which can introduce bias
and limit the generalizability of findings (Bryman, 2016).
Moreover, five-star hotels feature extensive staff specializations,
ensuring that the research captures a comprehensive understanding
of employee satisfaction across various functional areas.

The study is structured around well-formulated research
questions and objectives, which provide a coherent framework for
data collection and analysis. The questionnaire’s design ensures
clarity, conciseness, and alignment with theoretical constructs,
minimizing potential measurement errors and maximizing
reliability. Pilot testing was conducted to refine question wording,
verify administration procedures, and estimate completion time,
ensuring that all respondents could accurately interpret and respond
to the items (Brace, 2018). The questionnaire included both closed-
ended questions such as Likert scales, multiple-choice items, and
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ranking formats and selected open-ended questions to capture
nuanced employee perspectives and allow for qualitative insights.

The methodological approach underscores the advantages of
online, self-administered questionnaires, including participant
convenience, reduced resource requirements, and automated data
entry that minimizes transcription errors. Strategies such as
reminder notifications, assurances of anonymity, and clear
instructions were implemented to enhance participation rates and
reduce self-selection bias. The questionnaire’s logical flow,
thematic structuring, and careful sequencing of sensitive questions
further support respondent engagement and data quality (Krosnick,
2018).

2. PRELIMINARY TESTING, SAMPLE DESIGN AND
DATA COLLECTION
Human Resource Management (HRM) practices play a critical
role in the operational efficiency and employee satisfaction within
luxury hotels, particularly in seasonal destinations such as Crete,
Greece. Despite the significance of HRM systems in the hospitality
industry, empirical research addressing the detailed structures,
processes, and perceptions of employees in seasonal luxury hotels
remains scarce. This doctoral dissertation adopts a quantitative
descriptive research approach to examine HRM practices across
multiple departments within fifteen luxury seasonal hotels in Crete,
focusing on areas such as training, remuneration, work motivation,
and performance evaluation. The study seeks to provide a
comprehensive assessment of the practical implementation and
perceived effectiveness of HRM policies, addressing both
operational and methodological dimensions.
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To ensure the reliability, validity, and practical applicability of
the survey instrument, the research design incorporated a pilot
testing phase prior to full-scale data collection. A convenience
sample of nine participants was selected for this preliminary stage,
including six hotel professionals occupying both executive and
support roles, as well as three experts with advanced qualifications
in Applied Statistics and Finance. Pilot testing served to evaluate
the questionnaire’s clarity, structure, and content relevance, while
also identifying practical issues related to completion time and
respondent comprehension (Creswell & Creswell, 2023). Feedback
from participants prompted substantial refinements, including the
simplification of technical terminology, removal of redundant
items, and addition of new questions to address previously
overlooked HRM dimensions such as perceived fairness in
promotion procedures and training opportunities.

The pilot phase also made it possible to assess the validity of
the instrument. Three seasoned financial managers assessed face
validity and validated the questionnaire’s logical structure and
coherence, while content validity was evaluated by experts from
various business sectors to guarantee conformity with HRM theory
and practical organizational contexts (Saunders et al., 2019). The
methodological rigor of the final survey instrument was reinforced
by this dual evaluation process, which also supported its suitability
for use in the main study.

The primary research involved a stratified sampling design to
capture the heterogeneity of hotel employees across different
functional departments, including Front Office, Housekeeping,
Kitchen, Food & Beverage, Human Resources, Spa, and Technical
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Maintenance. Proportional representation of subgroups was based
on departmental size estimates obtained from HR departments and
national-level data from the Hellenic Chamber of Hotels (Laerd
Statistics, 2023). Simple random sampling was applied within
departments where complete employee lists were available, while
snowball sampling was used to reach individuals in smaller or less
accessible units, such as Maintenance or IT (Bryman, 2021). This
hybrid approach ensured a representative, diverse sample of 306
valid responses out of an estimated 1,900 hotel employees,
capturing a realistic snapshot of HRM practices during the peak
operational season from June 11 to October 30, 2024.

Data were gathered wusing a structured questionnaire
distributed through Google Forms, which provided participants
with flexibility in completing it while ensuring strict anonymity in
accordance with GDPR regulations. Closed-ended items were the
main component of the questionnaire, which was divided into four
sections: personal characteristics, living and working conditions,
remuneration and benefits, and work motivation and performance
evaluation. This design enabled systematic measurement, reduced
respondent fatigue, and ensured comparability among functional
units. Data analysis was performed using the Statistical Package
for the Social Sciences (SPSS), which is a widely recognized
software for quantitative research in the social sciences (Liveris,
2008).

The research methodology emphasizes methodological rigor,
feasibility, and contextual relevance. Stratified random sampling
mitigated sampling error and enhanced the generalizability of
findings, while the combination of formal HR access channels and
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informal professional networks addressed potential response bias
and accessibility challenges within seasonal hotel operations. The
study also maintained high ethical standards, providing participants
with informed consent, ensuring voluntary participation, and
safeguarding anonymity, particularly in relation to sensitive
questions concerning remuneration, workload, and performance
evaluation.

This research contributes valuable insights into the structure,
implementation, and perception of HRM systems in luxury
seasonal hotels in Crete. By integrating pilot-tested,
methodologically robust survey instruments with a carefully
stratified sample, the dissertation offers a reliable and detailed
account of HRM practices across functional departments,
informing both academic research and managerial decision-making
in the Greek hospitality sector. The findings underscore the critical
interplay between organizational structures, departmental
diversity, and employee experience, while also highlighting the
importance of context-specific empirical research in advancing the
understanding of HRM practices in service-driven industries.

3. CONCEPTUAL AND APPLIED PERSPECTIVES ON
STATISTICS IN THE RESEARCH

Statistics is a comprehensive field encompassing not only
numerical data but also the methodologies used to evaluate the
reliability of information obtained from samples. Individuals
encounter statistical information in their everyday lives, often
unconsciously, through media, advertisements, sports performance
reports, political opinion polls, and various other contexts (Norris
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et al, 2012). The study of statistics allows researchers to
summarize, interpret, and communicate complex information
effectively, providing tools to identify patterns, relationships, and
trends in data. According to Norris et al. (2012), statistical
techniques can be broadly categorized into descriptive, inductive,
and data mining methods.

This doctoral thesis primarily utilizes descriptive statistics,
which summarize and present data in a clear and concise manner
through tables, charts, and simple numerical formulas,
transforming complex datasets into comprehensible indicators.
Data mining techniques are also applied to identify trends and
simplify extensive datasets, facilitating meaningful analysis and
interpretation. In contrast, inductive statistics, which generalize
sample findings to entire populations, are not employed in this
study, as they do not align with the specific research objectives.

This doctoral research involved a selection of fifteen luxury
seasonal hotels in Crete, where 306 employees filled out
questionnaires. To analyze employee satisfaction, descriptive and
non-parametric statistical techniques were utilized, including
tables, graphs, histograms, Likert-type scales, and measures of
central tendency and dispersion. By means of this approach, raw
data could be synthesized effectively into meaningful insights,
demonstrating how important descriptive and inferential statistical
methods are in social science research (Norris et al., 2012). In
summary, employing these statistical methods guarantees that the
research results are rigorous, trustworthy, and interpretable.
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CHAPTER 1II. RECOMMENDATIONS FOR ENHANCING
HRM IN LUXURY HOTELS

1. RESEARCH RESULTS: ANALYSIS, EVALUATION,
AND INTERPRETATION
Contemporary  research in  hospitality = management
increasingly relies on advanced statistical techniques and
specialized software to process, visualize, and analyze complex
datasets. Software packages such as SPSS, Statistica, SYSTAT,
Jamovi, Minitab, SAS, and Statgraphics facilitate the management
of large datasets, enabling researchers to perform analyses
efficiently and with minimal computational error. However,
statistical software is only as effective as the user’s understanding
of appropriate analytical methods, emphasizing the need for
researchers to possess robust statistical literacy to avoid
misapplication of techniques (Field, 2018). In the present study,
SPSS was employed for the statistical processing of survey data,
reflecting its widespread use in social sciences and organizational
research.

Respondent Demographics

The sample comprised 306 hotel employees, with a slight
predominance of women (51.96%) over men (48.04%). This
distribution is largely attributable to the fact that the Housekeeping
department was exclusively female, reflecting broader gender
trends in hotel operations. The age distribution revealed a
predominance of younger employees, with 44.12% aged 18-25
years and 36.93% aged 2633 years. Middle-aged employees (34—
41 years) accounted for 11.11%, while older age groups (42—49
years and 50+) comprised 4.25% and 3.59%, respectively.

19



Educational attainment varied, with the majority being graduates
of professional training institutes (56.86%), followed by Lyceum
graduates (18.95%) and university degree holders (18.30%).
Postgraduate degree holders and high school graduates represented
5.23% and 0.65% of the sample, respectively.

The study further classified employees by department,
revealing that the largest proportions worked in the Restaurant and
Bar department (24.18%), Housekeeping (21.90%), and Kitchen
(17.32%). The Reception department accounted for 11.76%, with
other departments, including Maintenance, Security, Human
Resources, General Management, Supplies, Animation, Spa
Services, Marketing and Sales, Room Service, Finance and
Accounting, and Special Events, displaying significantly lower
representation (ranging from 0.65% to 4.90%).
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Figure 1. Hotel Department Employees Belong to
Source: Created by the author
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The sample distribution based on job position is divided into
four (4) -categories. These categories are Lower Staff,
Administrative Staff, Executive Staff and General Management.
The largest percentage is occupied by the Lower Staff category and
1s 64.05%. The percentage for the Administrative Staff category is
29.91% and for the Executive Staff category the percentage
amounts to 6.21%. General Management category gathers the
lower percentage which is 2.29% where in absolute numbers only
seven (7) General Managers responded to the research
questionnaire.
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Factors Affecting Employee Satisfaction

The survey identified multiple factors influencing
dissatisfaction with hotel living and working conditions. Staff
accommodation emerged as the most significant factor, with
49.35% of respondents citing inadequate or overcrowded housing
as a key concern. The practice of prioritizing applicants who
possess personal accommodation reflects cost-saving strategies by
hotel management, particularly in the context of a high-demand
labor market where hotels recruit both local and foreign workers.
The resulting overcrowding and substandard living conditions
negatively impact employee satisfaction and well-being.

Food quality was identified as the second most crucial factor
by 23.20% of respondents. This concern specifically relates to staff
meals, which are usually of lower quality than those offered to
guests. The difference in meal quality underscores a prevalent
practice in high-end hotels, where operational budgets place greater
importance on guest satisfaction than on the well-being of staff.
Meal provision differed among hotels, with some offering only one
meal per day, while all-inclusive establishments typically provided
three meals. This highlights the absence of standardized policies
for staff nutrition.

Workload was cited by 12.75% of employees, reflecting
operational inefficiencies and understaffing. For example, in
reception departments with high guest turnover, employees may be
required to perform the work of multiple staff members due to
insufficient personnel. Similarly, housekeeping departments face
intensive workloads during high-season periods, with numerous
arrivals and departures necessitating rapid room turnover. The
findings underscore the importance of effective organizational
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management and appropriate staffing levels to mitigate excessive
workload and maintain service quality.

Medical care availability was highlighted by 4.25% of
respondents, revealing limited access to on-site healthcare in
seasonal hotel settings. Most hotels rely on external medical
professionals, creating delays and perceptions of neglect among
employees. Staff restaurant cleanliness accounted for 3.59% of
dissatisfaction, with employees noting that the maintenance of staff
dining areas does not match the standards maintained for guest
facilities. Professional uniform quality (3.27%) and professional
equipment (2.29%) were additional, albeit less frequently cited,
factors influencing employee perception of work quality. Finally,
working hours were considered the least problematic factor, with
only 1.31% indicating dissatisfaction, suggesting that shift
scheduling and hours were generally acceptable.
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Remuneration and Benefits

The research also explores the remuneration and benefits of
seasonal hotel employees, addressing eight specific questions. Fair
and motivating compensation is crucial for effective employee
performance and retention, as suggested by Adams’ (1963) Equity
Theory. According to this theory, perceived inequity between
employees’ inputs (time, effort, skills) and outcomes (salary,
benefits) can reduce motivation, prompting employees to either
adjust their inputs or seek enhanced rewards.

Analysis of the survey data indicates that most employees
perceive the remuneration system as moderately fair. Specifically,
54.25% responded “a little” and 37.91% “very little” in relation to
the correlation between effort and compensation. Only a small
percentage of respondents expressed strong satisfaction with their
remuneration. Regarding overtime work, a significant proportion
of employees reported non-payment or underpayment, highlighting
concerns over labor law compliance. Conversely, surcharges for
night, holiday, and Sunday work are generally observed, reflecting
partial adherence to legal requirements.

Tipping practices, while not universal, serve as an important
supplementary income source and motivator for service
employees, particularly in front-of-house roles such as reception,
restaurant, and bar staff. In the sample, 75.25% of employees
reported that their roles allow for tips, with most receiving below
€100 per month. Additionally, hotels provide various forms of
recognition and occasional extra rewards, such as “employee of the
month” awards, gifts, or letters of recommendation. These non-
monetary incentives can enhance employee motivation and loyalty,
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aligning with Herzberg’s motivational theory and emphasizing the

multifactorial nature of satisfaction in luxury hotel employment.
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Motivation and Job Satisfaction

The study further investigates the primary motivational factors
that drive hotel employees to perform effectively and remain in the
industry. Using Herzberg’s two-factor theory as a conceptual
framework, the survey findings indicate that promotion and
professional development constitute the most significant
motivator, with 44.55% of respondents identifying it as critical.
Salary (21.12%) and work environment (14.52%) were also
identified as key factors. A Pareto analysis demonstrates that these
three factors account for 80.19% of total employee motivation,
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suggesting that management should focus on these elements to
achieve the most substantial improvements in performance and

retention.
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Promotion and development opportunities resonate with
Maslow’s (1943) self-esteem and self-actualization needs, as
employees seek recognition, prestige, and professional growth
once basic and social needs are satisfied. Salary, while essential, is
constrained by the financial structure of seasonal luxury hotels,
which often have high fixed costs and variable demand. The work
environment, including interpersonal relationships and
departmental management, significantly influences employee
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satisfaction and operational performance, emphasizing the role of
effective leadership in fostering a positive organizational climate.

General Manager Profile and Demographics

The demographic analysis revealed a homogeneous profile
among the General Managers. All respondents were older than 42
years, possessed significant professional experience exceeding
nine years, and held higher education qualifications, with five
having university degrees and two holding postgraduate
qualifications. This aligns with previous literature suggesting that
senior management roles in luxury hospitality require extensive
career progression, formal education, and strategic expertise. The
General Managers’ responses reflect their broad understanding of
organizational operations, financial management, and strategic HR
planning, which contrasts sharply with the predominantly young
(aged 18-33) and relatively inexperienced employee base.

In comparison, only 3.59% of the workforce had nine or more
years of prior professional experience, highlighting the reliance of
luxury hotels in Crete on relatively inexperienced personnel for
operational roles. The majority of employees were at entry or early
career stages, with 36.6% possessing less than one year of
experience and 37.25% having 1-3 years. This distribution
confirms the structural challenge faced by hotels in recruiting and
retaining experienced seasonal staff, reflecting broader labor
shortages in the Greek hospitality sector.
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2. ESPA MODEL FOR EMPLOYEE SATISFACTION IN
LUXURY SEASONAL HOTELS

The present study introduces the ESPA Model, Environment,
Support, Performance, and Appreciation as an integrated analytical
framework for understanding how different categories of
workplace conditions shape employee attitudes, motivation, and
retention. Although the hospitality literature has long emphasized
the centrality of human capital for service quality the distinctive
conditions of seasonal luxury hotels including intense workload
fluctuations, highly diversified departments, multicultural staffing
patterns, and time-compressed evaluation cycles require a context-
specific framework. This study identifies critical discrepancies
between managerial assumptions and employee experiences.
Although the hospitality literature frequently highlights the roles of
compensation, training, and managerial behavior, the fluctuating
nature of seasonal hotel operations necessitates a more
comprehensive framework capable of capturing the complexity of
working conditions in high-end tourism environments
characterized by fluctuating demand, diverse and temporary
workforces, and stringent service expectations.

The ESPA Model’s Performance and Appreciation pillars
emerged as particularly significant, as they revealed the most
pronounced gaps between how GMs perceive organizational
systems and how frontline employees experience them. These
pillars reflect not only administrative and relational processes but
also the symbolic meaning of fairness, respect, and recognition
within the organizational culture. Their influence extends across all
aspects of employee satisfaction and retention, especially in
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seasonal hospitality contexts where long-term security is limited
and daily interpersonal exchanges heavily shape the psychological
contract.

Environment

The first pillar, Environment, emphasizes the material,
physical, and organizational conditions in which employees
perform their duties. Variables include the adequacy of staff
accommodation, quality and nutritional value of provided meals,
ergonomics of uniforms and equipment, access to medical care, and
perceptions of workload and shift scheduling. Survey results
identify substantial discrepancies between the evaluations provided
by GMs and operational personnel: while managers tended to
assess accommodation, food, and staffing levels as “adequate,”
operational staff frequently reported dissatisfaction particularly
with overcrowded housing, insufficient meal variety, and excessive
workloads during high season.

This divergence highlights a structural asymmetry between
decision-makers and frontline employees, demonstrating how
hierarchical distance can obscure lived experiences in hospitality
operations. These findings are theoretically consistent with
Maslow’s hierarchy of needs, which asserts that employees’
physiological and safety needs must be fulfilled before higher-
order motivators can come into play. There is also a significant
correspondence with the Job Demands—Resources (JD-R) model:
inadequate housing, excessive workloads, and restricted healthcare
access serve as job demands that heighten burnout risk, while good-
quality amenities and fair shift arrangements serve as resources that
boost engagement. Thus, tackling environmental deficiencies is a
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basic measure for enhancing satisfaction, lowering turnover, and
sustaining service excellence.
Support

The second pillar, Support, captures financial and structural
mechanisms such as fair pay, overtime compensation, bonuses,
timely salary distribution, and tipping practices. The findings
reveal consistent disparities between GMs and employees:
managers expressed confidence in the fairness and adequacy of
these systems, while operational staff frequently reported delayed
overtime payments, unclear bonus criteria, and inequitable tipping
opportunities. These perceptions underscore the centrality of
fairness and transparency in shaping employee attitudes.

The Social Exchange Theory offers a robust interpretive
framework: when employees feel that the organization’s
contributions like salaries, bonuses, or support systems are not
commensurate with their efforts or expectations, the psychological
contract deteriorates and engagement diminishes. The significance
of perceived distributive justice is underscored, where satisfaction
is shaped by peer comparisons instead of absolute pay levels. The
differences in tipping between front-of-house and back-of-house
staff highlight internal inequities that could weaken collaboration
and unity within the organization. Consequently, Support
embodies more than just economic assistance; it serves as a
symbolic indicator of respect, fairness, and organizational justice.

Performance

The third pillar, Performance, focuses on mechanisms that
enable employees to understand expectations, develop
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professionally, and feel competent in their roles. Variables include
performance appraisals, clarity of job descriptions, opportunities
for training, and possibilities for career advancement, even within
the constraints of seasonal work. Survey data indicate that
employees place high value on constructive feedback, transparent
evaluation systems, and clear promotion pathways. The importance
of recognition and skill development aligns with Herzberg’s
motivator factors, which emphasize that intrinsic aspects such as
achievement, recognition, and growth generate genuine
satisfaction beyond hygiene factors like pay and working
conditions.

In seasonal luxury hotels, where quick team integration and
understanding of operational standards are essential, performance-
related mechanisms are crucial for motivation. Workers who feel
that their organization is committed to developing them show
increased attachment, reduced absenteeism, and enhanced service
consistency. On the other hand, ineffective communication of
evaluations or promotion processes lacking transparency can
diminish motivation and disrupt long-term workforce stability.

Appreciation

The fourth pillar, Appreciation, encompasses emotional and
relational dimensions of satisfaction, including recognition, social
support, positive team relations, and acknowledgment from
supervisors. The survey reveals that employees who feel
appreciated are significantly more engaged and willing to exceed
formal job requirements an especially valuable outcome in luxury
hospitality, where emotional labor and personalized service are
essential. Appreciation serves as a critical job resource in the JD-R
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framework, buffering high job demands and reducing burnout. The
findings also resonate with research on organizational culture,
which highlights the role of recognition in enhancing morale,
strengthening belonging, and sustaining a supportive climate.

Appreciation captures the social and emotional dimensions of
employee experience: praise, interpersonal relationships, and
moral support. Unlike pay or workload, which can be objectively
measured, appreciation reflects subjective perceptions of being
valued, respected, and recognized. Seasonal luxury hotels rely
heavily on emotional labor, making appreciation not merely
desirable but essential for sustaining engagement and service
quality.

3. RESEARCH-BASED RECOMMENDATIONS FOR
HOTEL HR MANAGERS

Employee satisfaction is a decisive factor affecting service
quality, organizational effectiveness, and  long-term
competitiveness in the hospitality sector. Luxury seasonal hotels,
such as the five-star properties of Crete, face distinctive human
resource management (HRM) challenges due to intense
seasonality, high guest expectations, and heavy workloads
characteristic of peak tourist periods. The current investigation
identifies critical discrepancies between managerial and
operational employees’ perceptions concerning workload,
remuneration fairness, communication quality, motivational
priorities, evaluation credibility, and overall work climate. These
findings align with prior research emphasizing the centrality of
human resources in tourism and hospitality performance (Baum,
2015). The empirical contribution of this study is the introduction
and validation of the ESPA Model (Environment, Support,
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Performance, Appreciation), a context-specific theoretical
structure for examining and improving employee satisfaction in
seasonal luxury hotels.

One of'the key discoveries pertains to perceptions of workload.
Operational personnel, especially in frontline areas like
housekeeping and reception, indicated issues of chronic
understaffing, overwhelming task loads, and scarce chances for
recovery during times of high pressure. In contrast, General
Managers generally regarded staffing levels as sufficient, mirroring
the well-documented disparity between leadership evaluations and
operational realities. This difference underscores the need to
embrace systematic workforce planning based on demand
forecasting, queue modeling, and analysis of seasonal variations.

The study suggests that flexible staffing pools, cross-training
initiatives, and job rotation schemes can help distribute workload
more equitably, expand employees’ skill sets, and reduce burnout
echoing findings from hospitality workforce research that
emphasize the connection between staffing adequacy and service
quality. Continuous monitoring of absenteeism, turnover,
overtime, and real-time employee feedback is recommended to
ensure that staffing strategies remain dynamic and evidence-based.
Such mechanisms reflect the broader strategic shift toward people
analytics in HRM.

Another major area of dissatisfaction pertains to perceptions
of remuneration fairness. While managers generally considered
pay systems fair, a significant proportion of operational staff
expressed low levels of satisfaction, identifying salary as their
primary motivator. This divergence reflects well-established
hierarchical differences in motivational priorities. The findings
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support the implementation of transparent compensation
frameworks linking remuneration to job responsibilities,
competencies, and measurable performance criteria an approach
consistent with best practice recommendations in strategic HRM
(Armstrong, 2020). Regular benchmarking against local and
international hospitality markets is essential to maintain
competitive pay structures, particularly in destination regions
where labour shortages and seasonal fluctuations intensify
competition for qualified employees.

Another significant finding is the presence of communication
gaps and discrepancies in perceptions of the work climate. While
managers generally regarded organizational communication as
clear and efficient, operational employees described a lack of
information flow, low transparency, and interpersonal tensions in
high-pressure departments. These findings bolster the classic
service management literature that underscores the importance of
internal communication in influencing employee experience, as
well as contemporary research that connects psychological safety
to performance outcomes. It is recommended to strengthen internal
communication through regular departmental meetings, digital
communication platforms, multilingual materials, structured
feedback systems, and conflict-resolution training for supervisors.

The study also supports establishing mechanisms such as
anonymous feedback portals and frequent climate surveys to
promote upward communication and employee voice, consistent
with the principles of participatory HRM and organizational
justice. These interventions contribute to closing the perceptual gap
between managerial and operational employees, fostering a more
cohesive organizational culture.
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The evaluation and performance management system also
emerged as an area of concern. While General Managers regarded
evaluations as fair, frequent, and tied to promotion or pay, many
operational employees perceived them as symbolic formalities
lacking meaningful consequences. This echoes broader critiques of
performance appraisal systems that fail to connect assessments to
actionable outcomes. To address these issues, the study
recommends enhancing the transparency of evaluation criteria,
integrating continuous rather than annual feedback, and linking
results to tangible rewards such as career progression opportunities,
salary adjustments, or skills development. Furthermore, investing
in training evaluators on appraisal techniques, bias reduction, and
constructive feedback aligns with research demonstrating that
evaluator competence is essential to system credibility.

Differences in motivation across various hierarchical levels
shed further light on the complexities surrounding employee
satisfaction in luxury hotels. While managers placed greater
importance on autonomy, development, and chances for strategic
involvement, frontline staff focused on salary, working conditions,
and immediate support. This pattern strengthens Herzberg’s
differentiation between hygiene factors and motivators, indicating
the necessity for a dual motivational strategy. For operational
employees, practical enhancements like better work conditions,
performance-based bonuses, improved staff housing, and access to
quality meals are crucial. For managers, the prospects of career
advancement, leadership training, and greater involvement in
strategic decisions are more compelling motivators. It is significant
that both groups gain from recognition programs, participatory
decision-making processes, and initiatives that bolster a shared
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sense of purpose, in line with modern methods of employee
engagement.

The findings also underscore the significance of employee
well-being both physical and psychological in seasonal hospitality
environments. Operational employees expressed concerns about
staff accommodation, food quality, transportation, and access to
healthcare, while managers considered these issues less impactful.
This discrepancy reflects the broader literature on employee well-
being in hospitality, which emphasizes the effects of housing,
nutrition, and work-life balance on job satisfaction and service
quality. The study recommends that HR managers integrate well-
being initiatives into their strategic planning by improving staff
dormitories, providing nutritious meals, offering mental health
support, and organizing social activities that foster community.
These recommendations align with research demonstrating that
high levels of well-being contribute to reduced turnover intentions,
improved morale, and enhanced guest satisfaction. Continuous
evaluation through surveys, focus groups, and participatory design
ensures the long-term sustainability of well-being policies.

The research demonstrates that employee satisfaction in
Crete’s five-star hotels is influenced by multifaceted HRM
practices that require careful coordination. Persistent issues
workload imbalance, remuneration inequity, communication
breakdowns, evaluation doubts, motivational discrepancies, and
divergent managerial operational perspectives highlight the
necessity for evidence-based HR strategies. These findings echo
the broader academic consensus that human resources represent the
most critical asset in hospitality organizations (Baum, 2015).
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Consequently, HR managers need to transition from administrative
positions to strategic roles, employing workforce analytics,
participatory decision-making, and integrated well-being policies
to improve employee outcomes and service excellence. The
implications reach beyond Crete, providing valuable insights for
luxury hotels in other seasonal tourism destinations where service
quality is closely linked to employee experience. Utilizing the
ESPA Model enables hotel organizations to develop more coherent
HR strategies, reduce employee turnover, enhance organizational
culture, and secure a sustainable competitive edge in the face of an
increasingly demanding and dynamic global tourism environment.
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CONCLUSION

The findings emerging from the three chapters of this doctoral
dissertation highlight the decisive role of Human Resources
Management (HRM) in the operational, social, and economic
sustainability of luxury seasonal hotels. They also underscore the
structural particularities of hotel labour, especially in seasonal
tourism destinations such as Crete, where the nature of work,
employment stability, and labour conditions differ significantly
from year-round hospitality contexts. The empirical research
involved employees of all hierarchical levels operational staff,
supervisors, executives, and general managers excluding only
trainees. Focusing exclusively on luxury five-star hotels across all
prefectures of Crete ensured a controlled research environment free
from the more widespread labour-law violations and precarious
employment practices associated with lower-category hotels, a
concern extensively discussed in the tourism labour literature.

This research aimed to assess the living and working
conditions, systems of remuneration, motivations, and
performance evaluation practices in this particular sector. The
study used a quantitative research strategy, employing a structured
questionnaire created with Google Forms, in accordance with
established methodological recommendations for hospitality
research. Data were analyzed using IBM SPSS Statistics 24, and
inferential statistical methods were employed to identify patterns
and examine relationships among variables. The reliability,
precision, and comparability of responses were ensured by the
structured questionnaire format, in accordance with survey
methodology standards.
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The quantitative analysis revealed consistent dissatisfaction
among employees concerning core living conditions, particularly
staff accommodation, followed by food quality. The centrality of
housing in seasonal hospitality work has been widely documented:
workers often relocate for 4-6 months, making accommodation
quality a key determinant of well-being, performance, and
retention. Poor living conditions function as job demands
contributes to emotional exhaustion and reduced engagement. Staff
food quality, though a universal issue across industries, emerged as
a secondary dissatisfaction factor, consistent with findings that
basic physiological needs strongly shape employee morale in
hospitality.

Regarding motivation, promotion and professional
development constituted the strongest motivator followed by
salary. This aligns with Herzberg’s motivation—hygiene theory,
which distinguishes between extrinsic hygiene factors (e.g., pay)
and intrinsic motivators (e.g., growth, recognition) that drive
satisfaction and performance. Employees sought opportunities for
advancement as a means of fulfilling esteem needs. However,
salary remained a critical factor, especially in seasonal
environments where employment duration is limited. Research
confirms that compensation becomes more salient when work is
intense, short-term, and dependent on high physical and emotional
demands.

The analysis of remuneration practices revealed that
approximately half of participants earned €1000—€1300 per month,
while 36% earned €700—€1000 figures paid only for the operational
season. Outside the operational period, eligibility for
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unemployment benefits depended on meeting state requirements.
These findings reflect broader concerns about income instability
and precarity among seasonal tourism workers in Mediterranean
destinations. Furthermore, only 25% reported receiving proper
overtime payment, confirming systematic underreporting and
under-compensation of overtime a phenomenon well documented
in Greek hospitality labour practices.

Tipping patterns varied by hotel department, consistent with
empirical evidence demonstrating that guest-facing employees
such as restaurant and bar staff receive higher gratuities than back-
of-house staff. In the present study, half of respondents received
less than €100 in monthly tips, 36% received €100—€200, and very
few exceeded €300. Such disparities highlight ongoing inequalities
within hotels and align with research on the differential distribution
of service gratuities in luxury properties.

It was generally believed that employee evaluation practices
were based on merit and worked properly. In the hospitality
industry, the credibility of evaluation systems is crucial because it
directly affects how fairness, commitment, and performance are
perceived. Still, qualitative remarks in the study suggested that
evaluations could be bolstered by transparency, consistency, and
feedback mechanisms an argument often put forth in HRM
scholarship.

Specialization and training emerged as major structural
deficits. Many employees lacked formal training or foreign
language skills gaps that undermine service quality, productivity,
and competitiveness. International hospitality research repeatedly
emphasizes the importance of vocational education, continuous
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training, and professional accreditation for maintaining service
standards in luxury hotels. The Greek tourism sector has long been
criticized for insufficient alignment between vocational training
systems and the actual needs of the labour market.

The average length of employment was six months, and it
showed a decline, leading to staffing shortages and instability
problems noted in seasonal tourism areas worldwide. Suggested
measures encompassed raising unemployment benefits, fostering
off-season tourism (like conferences), and broadening the spectrum
of local economic activities. These recommendations mirror global
policy discussions regarding the stabilization of seasonal labor
markets via both governmental and private initiatives.

The dissertation further explored the feasibility of
performance-linked pay. While establishing a special wage scale
for hotel workers may be impractical, productivity-linked incentive
systems such as revenue-linked bonuses for receptionists or cost-
efficiency bonuses for housekeeping are widely wused
internationally and shown to improve employee engagement and
financial outcomes. The research also addressed salary payment
delays one of the most persistent labour-law violations in Greek
hospitality. Strengthening enforcement mechanisms, increasing
fines, and improving staffing in labour inspection agencies such as
SEPE and EFKA are imperative. The limited capacity of labour
inspection bodies has been recognized as a structural barrier to
labour rights protection in Southern European tourism economies.

Staffing inadequacies were shown to directly affect both
employee morale and service quality. Literature demonstrates that
understaffing increases guest dissatisfaction and reduces
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productivity, creating a downward spiral of declining service
quality and reduced profitability. The study recommends the
establishment of minimum staff-to-guest ratios, already
implemented in several countries to protect both workers and
consumers. Systemic violations of the five-day work week,
overtime regulations, and insurance contributions were also
identified. The research highlighted deficiencies in physical
working conditions, including hygiene, equipment availability,
shelter, uniforms, and access to medical care. These findings align
with studies showing that frontline hospitality workers are
disproportionately exposed to physically demanding and stressful
conditions, with direct impacts on health outcomes.

The emergence of unionization proved crucial for protecting
workers' rights, especially in situations with weak state
enforcement. The literature consistently highlights the importance
of collective representation in raising wages, decreasing
exploitation, and improving working conditions in the tourism
sector. It was discovered, however, that hotel owners' meddling in
HRM choices restricts the effectiveness of supervisors and
managers in hotels. Studies show that conflicts between owners
and managers are frequent in Mediterranean hotels operated by
families, and these can weaken the effectiveness of professional
HRM practices.

Medical coverage and pension eligibility are two more
domains that necessitate government action. Due to their brief
employment duration, seasonal workers find it challenging to fulfill
contribution criteria. In countries like Spain and Portugal,
acknowledging periods of unemployment as pensionable service
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could serve as a motivation for stable employment. In other EU
countries where social dialogue among employers, employees, and
the state is already well-established, matters such as working hours,
maternity protection, disability allowances, health care, and
vocational training could be discussed.

The dissertation demonstrates that the sustainability of luxury
seasonal hotels is inseparable from the well-being, motivation, and
professional development of their human resources. Human labour,
as consistently emphasized across tourism research, constitutes the
core of hospitality value creation. All stakeholders the state,
employers, employees, and educational institutions must recognize
the strategic importance of HRM in seasonal hotels and collaborate
to improve working conditions, stabilize employment, strengthen
training pathways, and establish a modern labour relations
framework. Failure to do so perpetuates a cycle of understaffing,
low morale, reduced service quality, and declining competitiveness
while effective intervention can generate enduring benefits for
workers, enterprises, and the tourism economy as a whole.
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III. SCIENTIFIC CONTRIBUTIONS

1. Creation of a thorough and contextually tailored
methodological framework for investigating employee satisfaction
in luxury seasonal hotels, utilizing both quantitative and qualitative
tools designed for the hospitality sector.

2. Creation and verification of the ESPA Model, which offers
a systematic and novel method for examining and improving
employee satisfaction in luxury hotels on Crete.

3. Based on rigorous statistical analyses (ANOVA, regression,
non-parametric methods), the empirical identification of factors
that influence employee satisfaction, which encompasses
demographic, organizational, and contextual variables.

4. Contributing to theoretical discussions by applying and
integrating classic theories of motivation and satisfaction within
the context of seasonal luxury hospitality businesses.

5. Development of practical recommendations for HR
managers in luxury hotels, providing actionable policies aimed at
enhancing staff motivation, retention, and satisfaction, especially
for younger and seasonal employees.

6. Offering policy-level recommendations for the tourism
sector and governmental institutions related to social dialogue,
acknowledgment of seasonal work, and enhancement of hotel
employees' living and working conditions.

7. Contributing to the academic discourse in Human Resource
Management and Tourism through the provision of unique
empirical insights from luxury hotels in Crete.
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