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I. OBIIA XAPAKTEPUCTHUKA HA JUCEPTALIMOHHUSA
TPY [

1. AKTYaJIHOCT ¥ 3HAYUMOCT HA U3CJIeIBAHATA NPO0IeMaTHKA

KagectBoro kaTo ympaBineHcka Quiuocodus H TMpakTHKa
mpu1o0MBa CTPATETHYECKO 3HAYEHHE B ChBPEMEHHATa MKOHOMHYECKA
cpena. Upes mnpuHmunure u wHCTpyMeHTapuymMa Ha Total Quality
Management (TQM) To ce yTBBpKJaBa HE CaMO KaTO TEXHOJOTHs 3a
KOHTPOJI, @ KaTo ISJIOCTHA YIpPaBIEHCKA KYJITypa, OPUEHTUPaHa KbM
KIIMEHTa, YCTOHYMBOCTTa W HEMPEKbCHATOTO TNOJ00peHue. B
XOTEIMEePCTBOTO  YIPaBIEHUETO HA  KAadyeCTBOTO  NPECTaBIsBa
WHTEPUCIUIUIMHAPHA 00JIACT, B KOSATO ONepaTHUBHATa e()EeKTUBHOCT,
BHCOKaTa yJOBJIETBOPEHOCT HAa KJIMEHTHUTE W CTpaTeruveckara
YCTOWYHMBOCT Ca KIIOYOBH (PAKTOPH 38 KOHKYPEHTOCHOCOOHOCT.

B wmexnynapoaen mnan TQM ce pasriexna Karo pamka,
MOJIIOMAraia aJanTanysiTa Ha XOTEJICKUTEe OpPTaHW3alliid KbM HOBHTE
CTaHIApTH B TOCTONPHEMCTBOTO, OasWpaHW Ha MepCcoOHATN3aINS,
TEXHOJIOTHYHA €(EKTHBHOCT, €KOJIOTHYHOCT U COI[HAIHA OTTOBOPHOCT.
CBETOBHHMAT OINUT IIOKa3Ba, Y€ XOTEJIWTE, BHEAPSBAIIN CHUCTEMH 3a
yOpaBlIeHHE Ha KadecTBOTO, IIOCTHTaT TIO-BUCOKM HHBAa Ha
YAOBJIETBOPEHOCT, OpaH/I JIOSITHOCT U OTIepaTHBHA I'bBKABOCT.

Bempekn gokazanata edextuBHOocT Ha TQM, Herororo
MIpIIOKEHNE B OBJITapCcKaTa XOTEJCKa MHIYCTPHUS OCTaBa OrPaHUYCHO.
ToBa Hamara amanTupaHe Ha JOOpUTE MEXIYHAPOIHHU MPAKTUKUA KBM
MECTHHSI KOHTEKCT ¥ pa3paboTBaHe Ha KOHIENITyaJHA paMKa,
choOpaseHa chC crenn(pUIHATE TPEAN3BUKATEICTBA Ha CEKTOpa Y HAC.
Hayunamst uatepec kbM TQM ce 3ambpi609aBa KakTo Ha MEKIYHAPOIHO,
Taka W Ha HamuoHamHO HHUBO. Cpex BOAEMUTE MEXIYHAPOIHH
n3ciieqoBaTenn ce oTkposBat Ishikawa, Juran, Crosby, Oakland u ap., a
B OBJrapckara Hay4Ha JTUTEpaTypa 3Ha4uM npuHoc uMat M. Pubos, M.
Hemkos, Xp. Cupamxku, JI. Kocto, Kp. XamkneB u ap. Texaure
TpyIoOBe o0oTaTsBaT pa30UpaHeTo 3a CHeudruKaTa Ha YIIpaBICHHETO Ha



KayecTBOTO B YCIOBHATAa Ha OBITapCKUsl TYPUCTHYECKH TMazap M
npeaaraT NpakTU4ecKu HACOKH, CbOOPa3eHn ¢ MECTHATa Cpeaa.

Hacrosimust auceprannoHeH TpyA € MOCBETEH Ha U3CJICABAHETO
Ha BB3MOXHOCTUTE 3a BHeapsBane Ha ¢unocodusra Total Quality
Management (TQM) B ObITapcKOTO XOTEIUEPCTBO U HAa pa3pabOTBAHETO
Ha MHTETpUpaH MOAET 3a YCTOMYMBO YNpAaBICHHE HA KaueCTBOTO B
XOTEJICKUTE OpraHn3aliy. AKTYaJTHOCTTa Ha U3CJIEABAHETO ce 00ycaBs
OT [IMHAMUYHUTE TIPOLECH B TypUCTHYECKaTa MHIYCTPUS U
HEO0XOIMMOCTTA Obarapckute XOTEIH na MOBHIIAT
KOHKYPEHTOCIOCOOHOCTTA CH B YCJIOBHATA HAa AUTUTANIM3ALMSA, IJI00aIHA
KOHKYpEHIIMS] M HapacTBalllM H3MCKBaHMWS 3a ycroiiumBocT. TQM
mpensiara IPUIOCTHA paMkKa 3a  [oJoOpeHHe, KOSTO ChyeTaBa
TEXHOJIOTHYHH WHOBAIMH, TIEPCOHATTM3UPAHH YCIYTH, aHTQKUPAHOCT Ha
MEPCOHANIA U CTPATETHUECKO JINAEPCTBO.

[lonmy4yeHuTe pe3ynTaTd MMaT BHCOKAa MPAKTHYECKa CTOWHOCT U
MOrar J1a MOAIIOMOIHAT PhKOBOJUTEINTE Ha XOTEIH NMPHU (GOPMUPAHETO
Ha e()eKTUBHU IOJUTHKH 32 YIIPAaBICHUE Ha KAYECTBOTO, ChOOPA3EHH ChC
cneun(puIHUTE 0COOCHOCTH Ha ObJIrapckarta XOTeJICKa HHAYCTPHSL.

2. Ilea u u3cjIeI0BaTEICKH 32024

Llenta Ha MUCepTAIMOHHUS TPY € J]a Ce aHAIM3Mpa CTETeHTa Ha
BHejpsiBaHe Ha TQM B ObaTapckuTe X0TeNH, (pakTOpUTe, KOUTO BIUASAT
BBPXY HeroBara e(eKTUBHOCT, U BB3ACUCTBUETO MYy BBPXY KIFOUOBHU
MOKa3aTeNld KaTo YIOBIETBOPEHOCT Ha KIIMEHTHUTE, OpPraHMU3aIl[MOHHA
YCTOWYHMBOCT ¥ KOHKYPEHTOCIIOCOOHOCT.

3a mocThTaHe Ha TOCTaBEHATa Iel ca (opMyJMpaHU CIICTHUTE
OCHOBHHU 33/1a4H:

1. Jla ce cucremMaTu3upar TEOPETHIHNUTE OCHOBH Ha TQM.

2. Jla ce aHanm3MpaT CbBpEMEHHHUTE TEHICHIINH B YIIPABICHHUETO
Ha Ka4eCTBOTO B XOTEIHUEPCTBOTO.

3. Jla ce pa3paboTH METOAOJOTHYHA pPaMKa 32 CEMITHUPHIHO
W3cJeBaHe.



4. a ce mpoBemaT aHKETHO NpPOYy4YBaHE W JIBIOOYMHHU
HMHTEPBIOTA.

5. Jla ce aHanu3Mpar Ka3ycH OT OBJITapCKH XOTEIH.

6. [la ce pa3paboTu MHTErPUPAH MOJIEN 32 BHeApsiBaHe Ha TQM.

7. Ha ce popMynupar Hay4YHH U NPAKTHYECKH IPUHOCH.

3. O0eKT 1 mpeAMeT HA U3CJIeIBAHETO

OO0exKT Ha U3CIeBaHETO € XOTeNUepcKaTa HHIycTpus B bbirapus,
pasrienaHa mpes nmpu3Mara Ha CbBPEMEHHUTE MIPEAU3BUKATEICTBA Ipe]
yOpaBIeHUETO  HAa  KAayecTBOTO, YCTOHYHMBOTO  pPa3BUTHE U
KOHKYPEHTOCIOCOOHOCTTA.

[Ipeamer Ha W3CIEABaHETO € MPHUJIATAHETO HAa MPUHLUIUTE U
uHcTpyMentute Ha Total Quality Management (TQM) B Obarapckure
XOTeJN.

4. UzcaenoBaresicka Teza

BrenpsiBaHeTo W CHCTEMHOTO TpHJIATaHE Ha KOHIEHIMITA 3a
Total Quality Management (TQM) B ObaTapckaTa X0oTeJICKa HHAYCTPHUS
BOJIM JIO TIOBUIIIABAHE HA KAYECTBOTO HA YCIYTHTE, YAOBIETBOPEHOCTTA
Ha KJIMEHTUTE ¥ BBTPEIIHATa ONepaTHBHA €(EeKTHBHOCT, KaTO MO TO3H
HAYHH 3aCHJIBA KOHKYPEHTOCIIOCOOHOCTTA Ha XOTEJICKUTE OpTaHH3aIIHH.
EdexruBnoctra Ha TQM 3aBHcH OT amanTanuara Ha JOOPU MPaKTHUKH,
M3MepBaHeTo Ha pe3yaratute upe3 kimodosn mokazarenn (CSI, RevPAR,
Retention Rate) m mpeomonsiBaHeTo Ha crenuPpUIHA CTPYKTYpPHH H
TEXHOJIOTHYHU OaprepH.

5. MeTom0/10rn4ecK HHCTPYMEHTAPUYM

MeTtononorusaTa Ha M3CIEIBAHETO KOMOWHUpPA KONWYECTBEHU U
Ka4eCTBEHH IOAXOAM. AHKETHOTO MpOydBaHe obOxBama 32 XoTema OT
pa3iIMYHU KaTeTOpUW W PErHMOHHM, KOETO IO03BOJIABA Jla CE€ OYepTasT
TEHACHIIMA W YIPaBICHCKH TMPAaKTHKH. /|bIOOYHMHHWTE HWHTEPBIOTA C
MEHWDKBPY PEAOCTABAT JeTaliiTHa WH(GOPMAITHS 32 OpraHu3alOHHATa



KyJATypa, JUAEPCTBOTO, OapHepuTe W MOTUBAIMOHHUTE MEXaHU3MHU.
KazycHusT aHanus nombiBa eMNMpUYHATA KapTUHA 4Ype3 KOHKPETHU
npumepu 3a BHeapsBaHe Ha TQM, a SWOT ananu3bT uaeHTH(UIEpA
CHJIHUTE CTpaHH, cHaboCTUTE, BB3MOXHOCTHUTE W 3aIUIaxuTe IIpe]
XOTEJIHTE.

6. U3cnenoBaTesicKu 00XBAT U OPUTHHAJIHOCT

Uzcnensanero oboxBama 32 TpH-, YeTUPU- U NET3BE3IHU XOTEIIH,
pasMNoyIoKEHN B KIIIOYOBU TypucTHuecku paionun — CIIA, mopckw,
IUTAHUHCKU U TPAICKH.

OpurrHaITHOCTTa Ha U3CIEBAHETO CE MPOSBSIBA B:

e (ConocraBka Mexnay Teopetuunuss TQM monen u peanHara
OBJIrapcka XoTeJCKa MPaKTHKa;

e Jleraitnen SWOT ananm3 Ha WHAYCTpPHUATA B KOHTEKCTAa Ha
TQM;

e EmnupnunHa uaeHTHHKanus Ha  Bpb3Kata  MEXAY
MEePCOHAIN3AIMS, TEXHOJIOTMYHA NWHOBALMS M KIIOYOBH IIOKA3aTelIH 3a
yemex (CSI, RevPAR, Retention Rate);

e dopmynupaHe Ha yIPaBICHCKH IPEHNOPBKHU, IPUI0KUMHI KbM
cienupUUHUTE HYKIU Ha XOTeJIUTe B bbiarapus;

e PaszpaboTBaHe Ha MHTETpHUPaH MOJEIN 3a BHeApsiBaHe HA TQM,
choOpa3eH ¢ HalMOHAIHWATE CHEIMUPUKH, KOHTO oOemuHsIBA
CTpaTernyecka BHU3HUs, IPOLECHO  yIpaBieHHE, TEXHOJOIMYHa
WHTETpaIys U OpraHnu3alioHHA KyITypa;

e Anpobanus Ha MoJieNa B TPU peasHu XoTesncku odekra (NelO,
No25 m Ne28), meMoHCTpHpaIia HeroBaTa MPIIOKIMOCT U aTallTUBHOCT
KbM pa3InYHU OPTaHU3alUOHHH CTPYKTYPH.

7. Anpobanusi Ha HAYYHOTO H3CJIeBaHe
JucepTralluOHHUAT TPyA € OOChIEH M HAcOYEH 3a 3allluTa OT
Karenpa ,,J/IkoHOMHKa ¥ yrpaBieHHe Ha Typu3Mma“ mpu CTOmaHCKU



¢dakynrer Ha IOrozamanen ynuBepcurteT ,,Heoputr Puicku™ — rp.
bnaroesrpan.

AnpoOanusara Ha pe3yJITaTuTe € OChIIECTBEHA Ype3:

o [IlyOnukyBaHe Ha 5 HaydyHH [OKJIaJa B CHEHUAIU3UPAHU
W3JaHus;

¢ YyacTue B Hay4HH KOH(epeHIH;

e CpaBTopcTBO ¢ mmpod. n-p Mapus CraHkoBa 1O emHa OT
myOJIMKaIuTe.
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II. CTPYKTYPA U CbABbPKAHUE HA TUCEPTALHUOHHUA
TPY ]

1. CTpykTypa Ha IMcepTAHOHHMSA TPy

JucepTallMOHHUAT TPYA € ¢ o0ml obem oT 169 cTpaHunu u e
CTPYKTypHUpaH B: yBoJ (9 cTp.), OCHOBEH TEKCT OT TpH IiaBu ( 126 cTp.),
3aknmoueHue (4 crp.) u u3non3eanu uzrounuim (7 crp.). IlpencraBena e
JeKiapanus 3a OpUrMHaJIHOCT MW aBTeHTH4HOCT (1 crp.). KbM
OUCEPTAlMOHHMS TPyHd ca W3roTBeHH 9 mpuwioxkeHus. Kbvm
IUCEPTAlMOHHMS TPy ca MNpuiokeHn u 32 ¢aiina, chabpKamu
BBIPOCHUIIUTE OT MpoyuBaHeTo. Mudopmanuara B gucepranusra €
Busyanusupana B Tpu (3) ¢urypu, neamecer u eana (20) tabmuuwm,
TpuHazecet (13) nuarpamu. CIMCHKBT Ha M3MOJI3BaHATa JIUTEPATYypa ce
CBCTOH OT JeBeTAeceT u yeTupu (94) N3TOYHMKA, OT KOUTO JBaHAICCET
(12) — ma xupmIHIa ¥ ocemaeceT U aBa (82) — Ha JTaTHHUIIA.

2. CpabpikaHue HA JMCEePTALMOHHUS TPYI

ChpabpKaHEeTO Ha TPYJla € NPEICTABEHO KAaKTO CIIeBa:

Cnucbk Ha Ta0aUIH, JMAarPaMu U GpUrypu

YBoa
I'naBa nbpBa. TeopeTHYHU OCHOBU HA YNIPABJIEHHETO HA KA4Y€CTBOTO
B XOTeJIHEePCTBOTO

1. JledbnHnIAN, €BOTIOIHS M KOHIICTITYaTHA paMKa Ha Ka4eCTBOTO

2. Teopuu 1 METOIOJIOTHY 32 yIPaBICHNE HA KAYECTBOTO

3. ToranHo ynpapneHue Ha kauecTBOTO (TQM)

4. ITpuno>xeHue Ha YIIPaBICHUETO Ha KAYECTBOTO B XOTEIIUEPCTBOTO
H3600u u 0600wenus no nvpsa 2nasa

I'maBa Bropa. W3ciemoBaTeJcKH MOAX0A 32 YCTAHOBSIBaHe
ChCTOSIHHETO HA TOTAJHOTO ylpaBJ/jieHHe Ha kadectBoto (TQM) B
XOTEJIMEPCTBOTO B x0TeJinepcTBOTO

1. IIporiecHO OpHEHTHPAH MTOIXO] B XOTEITHEPCTBOTO

2. YupasneHcku npmwioxkeHns Ha TQM B X0TeTHepCTBOTO

3. Uuterpanuns Ha TQM c opranuzanroHHa KyJaTypa
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4. N3mepBane Ha ycniexa Ha TQM upe3 KIIOYOBU MOKa3aTelnH 3a
edextuBHOCT (KPI) m puck (KRI) B XoTenmepcTBoTO
5. MeTonosnorus Ha U3CJIEIBAHETO

U3600u u 060O6Wenuss no emopa 2nasa

I'naBa tpera. Ilpunoxenune Ha TQM B ObJArapcKoOTO X0TEJIHEPCTBO
1. KoHTekcT 1 paMKa Ha eMIIHPUYHOTO M3CIICABAHE
2. MaTepripeTalyis Ha pe3yATaTUTE OT EMIMPUYHOTO U3CIECABAHE
3. Ilpenopbku U UHTETPUPAH MOJIeN 3a BHeApsiBaHe Ha TQM
H3600u u 06006Wenus no mpema enasa
3akil0ueHue
H3noa3Bana aureparypa
IIpunoxenus
Jexnapanus 3a OpUriHAJIHOCT
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III. CHHTE3UPAHO U3JI0KEHUE HA JUCEPTALIMOHHUS
TPY]I

O'bPBA I'JTABA
TEOPETUYHU OCHOBHU HA YIIPABJIEHUETO HA
KAYECTBOTO
B XOTEJHUEPCTBOTO

B mepBa riaBa ca pasrienaHd TEOPETHMYHUTE OCHOBHM Ha
YIPaBICHHETO Ha KAadecTBOTO B XOTeluepcTBOTO. [IpencraBeHu ca
KIIFOYOBUTE KOHIICMIIMK, HCTOPUYECKOTO pa3BUTHE HAa TIOHATHETO
,,Ka4eCcTBO‘, BOJICIIUTE YIIPABICHCKH MOJICIH U TAXHOTO MPHUIIOKEHUE B
KOHTEKCTa Ha XOTeJICKaTa MHIycTpus. [ 1aBata u3rpaxia TeopeTnyHara
pamKa, BbPXY KOSITO CThIIBA TUCEPTAIUOHHUAT TPY/IL.

MMaparpad 1 ,,Jepunnuuu U eBOJIONUS HA KOHIENMUMUATA 32
Ka4ecTBO®  Tpocle/siBa Pa3BUTHUETO Ha TMOHATHETO ,,Ka4eCTBO“ U
HETrOBOTO 3HauUeHHE B cpepaTa Ha YCIyTUTE, KATO TIOCTaBs aKIIEHT BBPXY
KITMEHTCKOTO  TPEXUBSBAaHE  KAaTo  OCHOBEH  wu3Mepuren. B
XOTEJIMEePCTBOTO  KaueCTBOTO C€ pasriiexkna Karo JWHAMUYHA
KOMOWHAIIUS OT CTaHJIAPTH, POIIECH, B3aUMOJICHCTBIS i eMOIIHOHAITHU
KOMIIOHEHTH, KOWTO O(OPMAT ISUIOCTHOTO BIEYATIIEHHE Ha TOCTa.
Hcropudeckara eBoJdIONMSA Ha KOHICMIUATA € TPOCIEAeHa OT
¢unocodckuTe TPaKTOBKM B AHTUYHOCTTA, ITPE3 MHAYCTPHUAITHATA ETI0Xa
W BB3HUKBAHETO HA CTATUCTHUYECKUS KOHTPOJ, JO0 CHBPEMEHHHUTE
ynpaBiIeHCKH Mozeni. KauecTBoTo € mpeficTaBeHo KaTo MHOTOILIACTOBA
KaTeropws, BKIIOYBAIla KaKTO OOEKTUBHH W3MEpPHUTENH, Taka H
CyOeKTHBHU BB3NPHUATHSA, MOBIUSHH OT OYAKBAaHUATA, KYJITYPHHTE
0COOCHOCTH ¥ MHAWBHIYATHUTE IPEANOYNTAHNS Ha KIINEHTA.

[ToguepTana e possTa Ha BOJEITN TeopeTruiin kato Deming, Juran,
Crosby, Ishikawa, Feigenbaum wm Oakland, wuuto wmmem Qopmupar
OCHOBaTa Ha TOTAJIHOTO ympaBiieHHue Ha kadecTBOTO (TQM). Texuure
KOHIIETIIIMY TIOCTaBAT AaKIEHT BBPXY HEMPEKhCHATOTO IOJ00peHwe,
aHTQXXUPAHOCTTa Ha MEPCOHAJa, MPOIECHATa JIOTHKA, TPEBEHIUATa Ha
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TPEUIKK U OpPUEHTAIMATA KbM KIHMEHTa KaTO KIIOUOBH €JIEMEHTH Ha
YCTOWYUBOTO yIIPABIICHUE.

Pasrnenanu ca KIHO4YOBM KOHIICTIMU KAaTO ,,HYJICBH JehEKTH
(Crosby), ,romHoct 3a ymorpeba“ (Juran), ,,ChOTBETCTBUE C
W3UCKBAHHUATA™, ,,yIOBJICTBOPSIBAHE Ha IOTpEOHTENHTE H ,,KAYECTBO
Kato crpaternuecka neHHoct. Tesum moaxoau ouepTaBaT JBOIMHATa
MpHUpOJIa Ha KAdeCTBOTO — EIHOBPEMEHHO W3MEPUM CTaHAApT |
CyOEKTHUBHO MIPEKUBSBAHE.

[IpencraBeHu ca U 3HAYMMH OBITAPCKU MPUHOCH B 00JIACTTa HA
YOPaBICHHETO HAa KA4eCTBOTO, BKIIOUUTEITHO TpyaoBeTe Ha Pubos,
Hemxos, XamxueB, KocroB u Cupamxku. bbearapckure asTopu
aIanTUPaT MEXTYHAPOIHUTE MOJIENH KbM HAIIMOHAIHUS KOHTEKCT U
noAuepTaBaT  pojsATa  Ha  MHOBAllMMTE,  YCTOWYUBOCTTAa U
CTpaTeTMYecKOTO yIpaBJIeHHe B YyCIOBHATa Ha OBJTapckara
WKOHOMHYecKa cpeia. TeXHUTe n3cieIBaHus pa3BUBAT KOHIIETITYalTHU U
MIPHIJIOKHU aCTIeKTH Ha YIPaBICHUETO Ha Ka9eCTBOTO, KATO aKIIEHTUPAT
BBpPXy  CHeluduKaTa Ha  YCIyTUTE ©  OCOOCHOCTUTE  Ha
OpraHM3allMOHHATA KYJTYpa B OBJTApCKUTE TPEATIPUSITHSL.

Haparpa¢p 2. ,,PDCA puMKBbIBT KATO MHCTPYMEHT 3a
yhnpapJiieHHe Ha Ka4ecTBOTO“ roctaBsi akueHT BbpXy PDCA nukbna
(Plan—Do—Check—Act), nmpencraBeH KaTO yHHBEpCalleH MHCTPYMEHT 3a
yIpaBleHHEe W HeNpeKbCHATO MOA00peHue. AHAIM3UPAHO € HETOBOTO
MIPWJIOKEHNE B XOTEJIHEPCTBOTO, BKIIOYUTENHO Ype3 TMPUMEpPU OT
MEXIyHapoJIHaTa IMpakTHKa, kato miaTdopmara LightStay ma Hilton,
KOSITO JAEMOHCTPHpPAa KaK CHCTEMAaTHYHHUAT MOIXOJ KbM KadeCTBOTO
MOJKe Ja ObJie HHTETPUPAH B €)KETHEBHUTE OTIEPAIIHH.

Hampasena e cenocraBka mexay PDCA, TQM u Kaizen, kosTo
MOKa3Ba, Y€ e(QEeKTHBHOTO YIMpaBIeHHWE Ha Ka4eCTBOTO W3UCKBA
WHTETpanus MeXIy CTPYKTYPHPAHH METOAH, OpTraHU3aIllMOHHa KyJITypa
u crparerndecka Bu3usa. PDCA mukbsabT moanmomara cTanaapTa3ausaTa
Ha TIpOIECHTE, TOAOOpSABAaHETO Ha BBTPEIIHATA KOMYHHKANWS W
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BBBCKIAHCTO HA MCXaHHU3MU 3a o6paTHa BPB3Ka, KOUTO Ca KIIFOYOBU 3a
IIOCTUI'aHC Ha yCTOﬁ‘IHBO Ka4deCTBO.

®@urypa Ne 1. [luxkba Ha kadecTBoTO PDCA — Busyanusanus Ha
YIPaBICHCKUS nporec

HHKDB/I HA KAYECTBOTO

HN3rouynuk: Deming, W. E., (1994). The New Economics for
Industry, Government, Education. MIT Press.,132.

PDCA tukeapT moamoMara CTaHIApTH3AlHATA Ha MPOIECHTE,
monoOpsSBaHETO Ha BBTpEIIHATa KOMYHHKAlWsS W BBHBEXKIAHETO Ha
MEXaHM3MH 3a oOpaTHa BPB3Ka, KOWTO Ca KIFOYOBH 3a IOCTHTAaHE Ha
YCTOMYMBO KayeCTBO

Iaparpad 3,,ToranHo ynpaBienue Ha kayecTBoTO (TQM)” e
mocseteH Ha TQM kaTo BceoOxBaTHa ympaBieHcKa (GriIocodust, KOSITO
WHTETpHUpa NPUHINIIN, WHCTPYMEHTH W OpPTaHW3AllMOHHH TPaKTHUKH,
HACOYEHH KbBbM HENpPEeKbCHAaTO MoJo0peHre W BUCOKA KIIMEHTCKa
YAOBJIETBOpPEHOCT. Pa3rnemanu ca ocemTe OCHOBHH IpuHIMNa Ha TQM
U TsIXHaTa Bpb3ka cbe cranmapta ISO 9001:2015, xaTo ce moguepraBa
poJsiTa UM 3a M3rpaXkIaHe Ha yCTOWYMBA, MPOLIECHO OPHEHTHpaHa U
KIIMEHTCKH (POKycHpaHa OopraHu3allMoHHA KyITypa.
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®urypa Ne 2. OcemTe npuHIuna/eaemMenta Ha TQM, aganTupano ot
GBTEC Software AG.

Jokyc BBpxXY
KnueHTa

©

TTocTosHHO
\noaobpeHue

YuacTue Ha
cnykutenuTe

¢

KomyHukauumsa

S
HacoueH kbm

npoueca

npuHUMUNnun

MHTerpupanHn
\_ cuctemu

CTpateruvecku /
_noaxon /.

HN3tounnk: agantupano ot GBTEC Software AG.

[punuunure Ha TQM ouepTaBaT paMka, B KOATO KayecTBOTO CE
pasriexkzaa KaTo CTpaTerndecka ILEHHOCT, W3UCKBAllla JIMAEPCTBO,
MpolecHa OPUCHTAIMS, aHTAXUPAHOCT HA CIYKHUTEIUTE U e(HEKTUBHO
yIOpaBiIeHHE Ha B3aWMOOTHOILIEHMSTAa C KIMeHTuTe. Te mojamomarar
(opMHpaHETO HAa OpPraHU3allMOHHA KYJITYpa, B KOSTO HEMPEKbCHATOTO
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nofoOpeHHe € eCTeCTBEH eJIeMEHT OT eKeJHEeBHaTa paboTa, a
KayeCcTBOTO — CIIO/I€JIEHa OTTOBOPHOCT Ha BCUYKH HHUBA.

Pasrnenanu ca mpuMmepu OT MeXIyHapoaHATa MPaKTHKA, KOUTO
JIEMOHCTpUpaT mnpuioxkeHnero Ha TOQM uype3 TEXHOIOTHYHA
UHTErpalys, [EPCOHANM3UPAHO OOCIYXKBaHE M  CTPaTErHYecKo
muaepcto. [logueprana e ponara Ha TQM kato KoHIENTyalHa paMKa,
KOSITO 00eIMHSIBA OpraHU3allMOHHATa KyJITypa, IPOLECHOTO YIIPaBJIeHNE
W aHTaXUPaHOCTTa HA MEPCOHANA, KaTO MO3BOJISABA aJanTauusi KbM
Pa3In4HU MMa3apHU YCIOBUS U KIMEHTCKH CETMEHTH.

HanpaseHo e pasrpannuenue mexxay TQM u ctannapra ISO 9000,
KaTo Ce aKIEHTHpa BbPXY TEXHUTE PA3JIUYHU KOHLENTYyaIHU OCHOBU
— TQM «xato ¢unocodus, opueHTHpaHA KbM KyITypHa
tpanchopmanms, 1 ISO 9000 kato cTaHgapTU3MpaHa CHCTEMa 32
ynpaBieHue. Ilogueprana € BB3MOXKHOCTTa 3a  TAXHAara
UHTETpalsl ¢ [eJd TOCTUTaHe Ha BUCOKa e(EeKTUBHOCT,
IIOCJIEIOBATEIIHOCT U YCTOMYMBO Ka4eCTBO.

Taboauma Ne 2. CpmocTtaBka Mexay crangaptute ISO 9000 u
koHuenumusita TQM

Kputepun 1ISO 9000 TQM

OcHOBeH (oKyc dopmanusupaHe HenpexncHaTo
W CTaHAApTH3alWs | MOHOoOpeHue u
HAa TIPOLIECUTE. AQHTQXXUPAHOCT Ha

BCHUYKH CITYKHTEIIH.

IToaxon [Iponiecern momxoxn, | dunocodcku MmoOIXOM,
JIOKYMEHTAITHSL. KYJITYpHA MPOMSIHA.

WHCTpYMEHTH U TEXHUKH | BbTpenrHu u | Kpproee 1o kavectso,
BBHIIHA onutH, | Kaizen, craructuyecku
JIOKYMEHTHPaHU M3MEPCHUSI.
MIPOLIEAYPH.

VYyactue Ha CIy)KUTEIUTE | 3aABDKUTEIHO 32 | Bucoka aHraxmpaHocT
HSIKOU MPOIECH HA BCHYKHU HHBA.
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Temn Hamanssane Ha | [locrossHHO
TPEIIKUTE u | monoOpenue,
ne(eKTHTe. YAOBIETBOPEHUE Ha
KJIMEHTHUTE.
ChliecTByBalln M3uckBanust 3a | ['bBKaBOCT criopen
CTaHIAPTH CBOTBETCTBHE CBC | KyNTypara Ha
CTaHIApTHUTE. OpraHu3aIusITa.
H3mepBane Ha ycnexa Upe3 mnposepku u | Upes BBTPEIIHA

ceprudupare ot
TPETH CTPAHH.

KyJITypHAa NpOMSHa |
YZIOBIIETBOPEHHUE Ha
KIIMEHTHTE.

CpoKoBe 3a pearu3arus

ISO 9000 nma sicHu
KpUTEpUHU 3a
cepTudUKaIys

TQM cienBa
MOCTETIEHEeH MPOoIeC Ha
BHEJIpsIBaHE.

HN3Tounnk: CbcraBeHo mo ganuu ot Deming (1986), Juran
(1992), Chase et al. (2001), Besterfield (2003) u cranaaptu ISO 900.

Pasrnenanm ca BojmemM MOJENM 3a OLEHKA Ha KayecTBOTO B
xorenuepctBoTo, BKItounTenHo SERVQUAL, CSI, NPS, marpunara
»»3HAUMMOCT—YJIOBJIETBOPEHOCT M KIIIOYOBHUTE TIOKa3aTeNH 3a PHUCK
(KRI). TaxHOTO mpHIO)KEHUE MO3BOJISIBA CUCTEMAaTHYHO MPOCIIEsBaHe
Ha KJIMEHTCKUTE OYaKBaHUS M WACHTH(UIMpaHEe HA KPUTUYHU TOUYKH B
00CITy’)KBaHETO.

KpuTnuHusT aHanu3 Ha TEOPETUYHUTE MOJETH IIO0Ka3Ba, ue
BBIIPEKH JOKa3aHaTa MM €QPEKTHBHOCT, HUTO €OUH OT TAX HE €
YHHBEpCAJIHO MpPHJIOKHM Oe3 ajantanus KbM crenudukara Ha
xotenuepcTBoTo. Kimacnueckure konuenuuu Ha Deming, Juran, Crosby
n Ishikawa ca paszpaboTeHn B MHIyCTpUaleH KOHTEKCT M H3HMCKBAT
MPENX3HO MpPEHACSIHE KbM YCIYTHTE, KBAETO KAauyeCTBOTO € CHIHO
3aBUCUMO OT 4YoBewkus dakrop. Crangaptu karto ISO 9001 1 HMKBIBT
PDCA ocurypsBaT mnpolecHa JOUCLUUIUINHA, HO KpHUAT PHUCK OT
(dopmanu3bM, ako HE ca MOAKPENeHH OT OpTraHU3alUMOHHA KYJITypa,
MOTHBALIMS U CTPATETUYECKO JINTEPCTBO.
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AHaNM3bT MOAYEPTaBa HEOOXOAUMOCTTA OT MHTETPUPAH MOAXOM,
KoliTo chueraBa Quuocodckure npuHuunu Ha TQM c mpakTHyeckuTe
WHCTPYMEHTH Ha ChBPEMEHHHMTE METOJOJIOTHH U C OCOOCHOCTHTE Ha
XOTEJICKUTE YCIIyTH.

Haparpad 4 ,,IIpnioxkenne Ha ynpaBJIeHHETO HA KA4YeCTBOTO
B XOTeJIMepcKaTa HHIYCTPUA“ MTPeICTaBs CreludrKaTa Ha XOTelICKaTa
yciIyra Kato KOMIUIEKCEH NPOAYKT, KOMUTO OOeIMHSBA MaTepHaIHH H
HEMaTepUAHU EJIEMEHTH M C€ XapaKTepu3upa C BHCOKAa CTENEeH Ha
WHTEPAKTUBHOCT MEXIY KIHEHT M JOCTAaBYMK. XOTEICKUTE YCIyTd
MIPUTEXKABAT YETUPUTE KIACHYECKU XAPaKTePUCTHKH Ha YCIYTHTE —
HEMAaTEpUAITHOCT, HEOTAEIUMOCT, XETEPOTeHHOCT M HETPAHOCT, KOETO
MOCTaBs Cienn(pUYHN U3NCKBAHUS KbM yIIPABICHUETO Ha KA4eCTBOTO. B
TO3W KOHTEKCT Ka4€CTBOTO BKITIOYBA KAKTO TEXHHUYECKUTE TapaMeTpy Ha
MPOAYyKTa, Taka W CYOCKTHBHHTE acCIeKTH Ha NPEKUBSIBAHETO —
atMocdepa, OTHOIIEHHE, eMIIaThs, TIEPCOHAIN3AINS U CIIOCOOHOCT 3a
0bp30 pa3pelraBane Ha MPoOICMH.

Xorenckara yciyra ce ¢GopMHpa B peaqHO BpeME U € CHIIHO
3aBHCHMA OT YOBEIIKHs (pakTop. 3aToBa KIIFOYOBO 3HAYEHUE MMa POJIATa
Ha TepcoHaia u T.Hap. ,,MOMEHT Ha WCTHHATA™, IPH KOHUTO Ka4eCTBOTO
Ce OTpeAeNs OT MPSIKOTO B3aMMOACHCTBHE MEXIY CIY)KUTEN U KIHEHT.

[Ipodecnonanusmser, KOMYHHUKAIIHOHHHUTE YMEHHA,
€MOLIMOHATTHATA WHTEIUTEHTHOCT u aJlanTHBHOCTTA KbM
WHAWBHTyaTHUTE MOTPEOHOCTH HA TOCTa Ca KPUTHYHHU 32 POpPMHpPAHETO
Ha TOJIOKUTEITHO KIMEHTCKO MNpPEeXHUBsSBaHEe. 10Ba M3MCKBa CHUCTEMHHU
Mporpamu 3a 00y4eHne, MOTHBAIU U Pa3BUTHE HA MEePCOHANA, KaKTO U
OpraHM3allMOHHA  KyJNTypa, OpHEHTHpaHa KbM  KIHEHTa |
HEMIPEKHCHATOTO TT0TI00peHNE.

Ha Tasm ocHOoBa ce ¢opmMupar KIFOYOBHTE IIOKa3aTend 3a
edexruBHOCT (KPI), munekcure 3a ymomnerBopeHoct (CSI, NPS) u
MOJIEJIUTE 3a OIeHKa Ha KadecTBOTO, KOUTO OTpa3siBaT KakTo
O0EKTUBHUTE, Taka W CYOCGKTHBHHTE acCleKTH Ha KIHEHTCKOTO
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npexuBsBaHe. KPI ce cBpp3Bar ¢ mnpunnunure Ha TQM, karo
nmojyepTaBaT poJsATa Ha H3MEPBAHETO 3a YCTONMYMBO IOA0OpEHHE.
N3mepBaHeTO Ha KadeCTBOTO CE€ pasliex]a KaTro CTPaTeru4ecKu
WHCTPYMEHT 3a MIeHTHU(UIMpaHe Ha claduTe MecTa, ONTHMHU3AIMs Ha
MIPOLIECUTE, YIIPABIECHNE Ha PHUCKa 1 [IOBUIIABAHE HA YIOBIETBOPEHOCTTA
Ha KJIIMEHTUTE.

Pasrnenanm ca BojmemM MOJENM 3a OLEHKAa Ha KayecTBOTO B

XOTEIHEPCTBOTO.
SERVQUAL wu3mMmepBa pasnukara MeXAy OYAaKBaHOTO H
BB3NIPUETOTO KadecTBO 4Ype3 IMEeT H3MEpPEHHs — HaJIeXKIHOCT,

OT3UBYHMBOCT, YyBEPEHOCT, €MIaTHs W MarepuaiHa cpega. B
XOTEJIHEePCTBOTO MOJAENBT € IIE€HEH, 3alloTO TMO03BOJIsABa Ja ce
UACHTU(UIUPAT KOHKPETHU acleKTH Ha 0OCIY)KBAHETO, KOUTO BIUSSAT
BBPXY KJIMEHTCKOTO TPEXHUBSIBaHE, W mojarnomara (HopMyIupaHEeTO Ha
IIEJIeBH CTPaTEruy 3a oJ00peHue.

CSI (Customer Satisfaction Index) npenoctaBs KoJnyecTBeHa
OIICHKa Ha OOIIOTO HWBO Ha YJIOBIETBOPEHOCT, Oa3upaHa Ha (akTopu
KaTo Ka4eCcTBO Ha yCIIyrara, ChOTHOIIIEHHE [[eHa—Ka4eCTBO U BEPOSTHOCT
3a TIOBTOPHO TocelieHne. Tol € KITF0Y0B HHANKATOP 3a MPocie/siBaHe Ha
TEHCHIINU 1 32 CPAaBHEHHE MEX]Ty Pa3IMYHU XOTEJICKH OOCKTH.

NPS (Net Promoter Score) usmepBa BepOsITHOCTTa KIIUEHTHT Aa
MperopbYa XoTena Ha Ipyru. To3n Moen € 0cCOOSHO BajKeH B YCIIOBHATA
Ha JIUTHTAIHA TUIaTGOPMHU M OHJIAWH peryTamus, KbAEeTO MPEemOphKUTE
WTPasT KIIOY0BA POJIS 32 MPUBJIMYAHETO HA HOBU T'OCTH.

Marpuuara ,,3Ha4MMOCT—y/10BJIETBOPEHOCT* MO3BOJIsIBA Jla Ce
aHaTM3Mpa KOW eJIEMEHTH Ha yCllyraTa ca Hai-BaXHH 32 KIHMEHTUTE U
JOKOJIKO T€ Ca YAOBJIETBOPEHH OT TAX. 103M WHCTPYMEHT IOAIIOMAara
MPHOPUTHU3UPAHETO HA YIPABICHCKUTE YCHWIHS M ONTHMH3ALWATA Ha
pecypcure.

KRI (Key Risk Indicators) ce n3non3Bart 3a HACHTHPHUITUPAHE Ha
MOTEHIIMAIHA PUCKOBE, KOUTO MOTAT [1a MOBIHAAT Ha KadyecTBOTO —
TEKy4eCTBO Ha T[IepCOHANa, CE30HHU KoJeOaHUs, TEXHOJIOTUIHH
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HEU3IPABHOCTH, HETaTUBHU OHJIaH oT3uBU. UHTerpupanero Ha KRI B
cucTeMara 3a YNpaBlICHHE Ha KadyeCTBOTO IIO3BOJISIBA IMPOAKTHUBHO
yIpaBIICHUE HA PHUCKA.

KoMOuHMpaHeTo Ha Te3U MOJICIU OCUTYPSBA ISUIOCTHA OIICHKA Ha
KaueCTBOTO, ChOTBETCTBAIIA Ha utocodusata Ha TQM, kosATo U3UCKBa
CHUCTEMHOCT, OpPUEHTAlUsl KbM KIIMEHTA, U3MEPBAHE HA PE3yITATUTE U
HENPEeKbCHATO MoI00peHHe.

[lonueprana € U pondTa Ha TEXHOJOTHYHATa HHTerpanus — PMS
cucremu, CRM mnargopmu, MOOWIHM TPHIOKEHUs, YaTOOTOBE,
CUCTEMH 3a yIpaBleHHEe Ha penyrauuara, Bl wuHcTpymeHTHn u
ABTOMAaTU3WpaHW KaHald 3a oOpaTHa Bpb3Ka. T[EXHOIOTHHTE
rmojrmomaraT CTaHAapTU3alMsITa  Ha  TPOIECUTE, HaMaJisBaT
BEPOATHOCTTA OT TPEUIKH, YCKOPSBAT OOCITYKBAaHETO W TI0O3BOJISBAT
CchOMpaHe M aHAJIN3 Ha TAHHU 33 KIIMEHTCKOTO ITOBEICHHE.

[Taparpad T 3aBbpiIBa ¢ H3BO/A, Y€ YIPABICHHETO HA KAYECTBOTO
B XOTEJTHUEPCTBOTO HM3HCKBAa HWHTErpUpaH TOAXOJ, KOWTO ChUeTaBa
mporiecHa e(eKTUBHOCT, OpTraHU3aI[MOHHA KYJITypa, TEXHOJIOTUYHA
MHOBAalUs U OPUEHTALUs KbM KIIUEHTA.

BTOPA I'TABA
N3CJIENJOBATEJICKHA NNOAXO0/ 3A YCTAHOBSIBAHE
CBbCTOAHHUETO HA TOTAJIHOTO YIIPABJIEHUE HA

KAYECTBOTO (TQM) B XOTEJIMEPCTBOTO

CrpykTypara Ha Bropa riaBa e msrpajeHa Taka, 4e Jia OCUTYpH
MOCJIeIOBATETHO MPEeMUHABaHE OT KOHIIENTyalHHTe ocHOBH Ha Total
Quality Management (TQM) KbM METOMOJIOTHYHATA paMKa Ha
EMIIMPUYHOTO U3clie/iBaHe. BTopa rimaBa pa3paboTBa U3CiIe[0BaTEICKUS
ITOAXO0M 3a yCTaHOBsBaHE chcTosHHETO Ha Total Quality Management
(TQM) B  OBATapCcKOTO  XOTEIMEPCTBO W TIPEICTaBIIsABA
METOJIOJIOTUYHOTO SIIPO Ha TUCePTAMOHHUS Tpy. ['aBara oOeauHsBa
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TEOPETHUYHU KOHLUEMIUY, AHATUTUYHH HHCTPYMEHTU U EMIMPUYHU
METOAM, 4Ype3 KOUTO C€ U3rPAKJa ILSUIOCTHA pAaMKa 3a OLCHKA Ha
BHejpsiBaHeTo Ha TQM B XOTENCKUTE OpraHU3aIiy.

B nmaparpagp 1 ,llpouecHo OpHeHTHpPaH @OAX0J B
X0TeJuepeTBoTo” IIpouecHo OpUEHTHUPAHUAT TMOAXOJ pPasriexa
XOTeJICKaTa AeHHOCT KaTo CUCTeMa OT B3aMMOCBBP3aHU MPOLIECH, YHETO
yIpaBJIeHHE ONpeiesis Ka4eCcTBOTO Ha yciyrure. Toil e dyHaaMeHTaieH
eneMeHT Ha TQM, TBH KaTo ocurypsiBa CTpyKTYpPHPaHOCT, IPO3PAYHOCT
W BB3MOXHOCT 3a HENpeKbCcHaTo nojoOpenue. B ocHoBata My cTom
pa3bupaHeTo, 4e KauecTBOTO HE € pe3yiTaT OT OTACTHH ASHCTBUS, a OT
MOCJIEOBAaTeTHOCT OT TMpPOLECH, KOUTO TpAOBa ma ObAaT sCHO
neuHUpaHy, U3MEPBaHU M ONTUMHU3HPAHH.

IIponecnara  jormka  BKIIOYBA  HMICHTU(HUIHPAHE u
Kaprorpadupane Ha Iporecu, AepuHUpaHe Ha BXOAOBE U H3XOIM,
ompeJesiiHE Ha OTTOBOPHOCTH, M3MEpBaHEe Ha €QEKTHBHOCTTa dYpe3
kmodoBn Tnokazarenu (KPI) m wHTerpamms wmexny oraenute. B
XOTEIMEPCTBOTO MIPOLIECUTE Ca CHIIHO 3aBUCUMM OT YOBEIIKHUS (akTop,
MOMEHTHUTE Ha MCTHHATa U TUHAMHUKATa Ha KJIMEHTCKOTO IITbTEIECTBUE
(customer journey), KOETO M3MCKBAa BUCOKA CTENEH HA KOOPAMHALUS H
MOCJIEJOBATEIHOCT.

KirouoBu nporecu, onpenensmy Ka4ecTBOTO Ha yclyrara, ca:

e IIPOLIEC Ha pe3epBarys;

e IIpOILIEC Ha HACTAHSBAHE;

e 00CITyXBaHE B CTaUTE;

e XpaHEHe U HalWTKH;

¢ IIOAOPBIKKA,

e IIpOIEC Ha HAaITyCKaHe.

Bcekn oT TAX € yacT OT LAJI0CTHAaTa CUCTeMa 3a yIpaBjieHHE Ha
KayecTBOTO, B KOSITO OTKJIOHEHHUSTa B €IWH E€JIEMEHT BIHUSAT BBPXY
KIMEHTCKOTO  TpekuBsBaHe. [lpomecHusT moaxon  momoOpsiBa
KOOpAWHALMATA MEXIy OTACTUTe — perenuus, JOMaKHWHCTBO,
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PECTOPAHT, MAPKETHHT, TIOJIPHKKA — KaTO MOAYEPTaBa, 4e Ka4eCTBOTO
€ pe3yJITaT OT CHHXPOH, a HE OT U30JIMPaHH JICHHOCTH.

Oco0eHO BHMMaHHWE c€ OTHENsl Ha ,,TOYKUTEC Ha pa3MHUHABaHE
(handoff points), KOUTO YecTO BOAAT 1O TPEUIKH, 3a0aBSIHHUS WU
HeynoBieTBopeHocT.  CraHpmapTh3anuara,  aBTOMaTH3alMsITa U
texHonornyHara wHTerpamus (PMS, CRM, channel manager,
housekeeping cuctemn) ce pasriekaar KaTo KIFOYOBH MHCTPYMEHTH 32
HaMaJIiBaHE Ha BapuallMHUTe, MOJ0OpsSBaHE HA KOMYHUKALUATA W
OCHTYpsIBaHE Ha IOCIIEJOBAaTEIIHOCT B OOCITyKBaHETO. TeXHOIOruuTe
mojanomaraTr u chOMpaHeTo Ha JaHHW, KOMTO Ca OCHOBA 32 B3eMaHE Ha
peleHus, OCHOBaHM Ha (haKkTH — MPUHLMI, 3anersan B TQM.

[IpouecHusT moaxoa moanoMara BHeapsiBaHeTo Ha TQM upe3
ONTUMU3AIUS Ha TPOIECUTE, IOBUIIABaHE Ha e(QEKTUBHOCTTA U
monoOpsiBaHe Ha KIWEHTCKAaTa yAOBIETBOpPEHOCT. Toif Mmo3BoIsBa
amanTamus KbM OCOOEHOCTHTE Ha OBITAPCKUSA XOTEJCKH CEKTOop,
BKIIFOUHTEITHO CE30HHOCT, BapHalid B TBPCEHETO M DPA3IUYHS B
OpraHM3alMOHHATA CTPYKTYpa Ha XOTEIUTeE.

B naparpad 2 ,Ynpasiaencku npuiaoxkenus Ha TQM B
xoteanepcTBoTo* Total Quality Management (TQM) e mpexncraBen
KaTo MHTETrpHUpaHa ynpasieHcKa Gpuiaocodusi, KOSITO U3UCKBA CUCTEMHO
ydacTHe Ha BCHYKH HUBAa B OpPraHM3aLusATa M Ch3JaBaHEe Ha KYyJTypa,
OpHEHTHpPAaHa KbM KIMEHTa M HENPEeKbCHAaTOTO MOJOOpEHHE.
PbkoBOACTBOTO MMa KJIIOUOBAa POl 3a (QOpMyJIMpaHe Ha BH3HA,
LIEHHOCTU U CTPATErn4yecKy NMPHOPUTETH, CBBP3aHU C KauecTBOTO. To
ocurypsiBa pecypcute 3a oOyueHHE, TEXHOJOIMYHAa MOJAEPHU3ALMS U
CTaHIApPTU3aLUs HA IPOLECUTEe, KAKTO M YCJIOBUS 3a DPa3BUTHE Ha
OpraHu3allMOHHA KYJITYPa, KOATO HOAKPEIs KauyeCTBOTO.

AHTaXMpaHOCTTa HA TIEPCOHANIA € KpUTHYEH (aKTop, ThH Karo
CILy’)KUTEIIUTE Peann3upar ,,MOMEHTUTE Ha UCTUHATA", KOUTO (OpMUpPAT
KIIMEHTCKOTO IpPEeXUBsBaHEe. T0Ba W3MCKBA CHUCTEMHH IIPOrpaMu 3a
oOyuyeHHe U pa3BUTHE, MOTHUBALMOHHM MEXaHU3MH, BBTPEIIHU
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KOMYHHKAIlMOHHM KaHaJM U y4acTHe B €KUIIU 10 Ka4ecTBO. BpTpemnnTe
OJIUTH, CUCTEMHTE 32 MPEAJIOKEHHUS U MEXaHU3MUTE 32 yNpaBlIeHUE Ha
KIIMEHTCKaTa oOpaTHa Bpb3Ka MOAIOMAarar WACHTH(UIMpaHETO Ha
npo0JIeMu 1 N3rpakJaHeTo Ha KyJITypa Ha HEMPeKbCHATO OA0OpeHue.

YnpaBneHHETO Ha MPOIECUTE M CTaHIAPTHU3ALUATA CA OCHOBHHU
nactpymeHTtd Ha TQM. [IpakTukute 3a kKapTorpadupaHe Ha TPOIECH,
ornpenensHe HAa KPUTHYHH KOHTPOJHM TOUKH, Aeduuupane Ha KPI u
WHTErpalys MEXIy OTIEJUTE OCHUTYpsBaT IOCIENOBATEIHOCT U
YCTOHYMBOCT Ha KauecTBOTO. TexHonornunure pemenus — PMS, CRM,
CHCTEMH 3a YIpaBJICHHE HA OIUIAKBAHUATA, MOOMIHH NPHIOXKECHUS U
aBTOMAaTU3UPaHU KaHald 3a oOpaTHa Bpb3Ka — MOANOMAraT
CTaHJapTU3aLUATa, HAMANABAT BapHAllUUTE W IO3BOJIABAT aHAIM3 Ha
JTAaHHHU 32 KITMEHTCKOTO MOBE/ICHUE.

BobHmiHuTe acnekt Ha TQM BKIIOYBAT YNPaBICHUETO Ha
B3aMMOOTHOILICHHUATA C JOCTABUMLM, IAPTHBOPH MU TYPUCTUYECKU
nocpegHuid. CbBMECTHOTO IJIAHUPAHE, NPO3PAaYHOCTTa U OOMEHBT Ha
nHGOPMAIU OCUTYPSABAT MIOCIEJOBATEIHO KAYeCTBO HA MAaTEPHAITHUTE
W HEMaTepUaJHUTE €JeMEHTH Ha yciayrara. YIpaBJICHHETO Ha
B3aMMOOTHOLIEHHUATA ¢ JocTaBunny (SRM) noamomara ycroiunBocTra
Ha Bepurata Ha JOCTaBKM M HaMalsBa pPUCKAa OT OTKJIOHCHHS B
Ka4eCcTBOTO.

OpraHu3anioHHOTO Y4€HE € OCHOBA 32 aJaliTHBHOCT, HHOBALIUHU U
YCTOMUYMBO pa3BUTHE. MeXaHU3MHUTE 3a HaTpyIBaHe, CHOACISHE U
IpUIaraHe Ha 3HAaHWS — BBTPEIIHU OOydYeHMs, KOYYMHI, aHalIu3 Ha
Ipelky, Tpancep Ha JOOpU NPAKTHKH — MOAIOMAaraT pa3BUTHETO Ha
KyJITypa, OpHEHTHpaHa KbM nopoOpeHue. B ycinoBusita Ha TuHaMU4HA
cpezia OpraHu3allMOHHOTO yYCHE CE IPEBPBILA B CTPATETHIECKU PECYPC,
KOITO 103BOJIsIBA HA XOTENUTE J]a pearupaT Ha IPOMEHUTE B ThPCEHETO,
TEXHOJIOTMHUTE U KJIMEHTCKUTE OYaKBAHUSI.

[Ipumepn OT MEXIYHapOIHH U OBJITAPCKH XOTEJCKH IPAKTUKU
WIIOCTPUpAT TpuiaokeHnero Ha TQM B ycinoBHS Ha CE30HHOCT,
HEJOCTUI Ha KaJIpu U OrpaHHdYeHH pecypcu. Te moamyeprasar
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H€O6XOZ[I/IMOCTT3. OT HWHTCrpupan IMmoaxon, CbucTaBall JUACPCTBO,
AHTAXUPAHOCT, IpoHeCHAa AUCHUIIIMHA, TEXHOJIOTMYHA IMOJKpEIia H
OpHUCHTAallU KbM KJIIMCHTA.

B nmaparpa¢ 3 ,,Aurterpanus na Total Quality Management
(TQM) ¢ opranu3anuOHHATA KYJATypa“, HHTerpauusTa Ha
Total Quality Management (TQM) c opraHuzanmoHHaTa KyjiTypa
KIIFOYOBO YCJIOBHE 332 YCTOHYMBO BHEApSBaHE Ha KadeCTBOTO B
XOTeNCKuTe opraHu3anuu. Kynrypara ce pasriexia 4pe3 IeHHOCTH,
HOPMH, BSPBAaHUS M TIOBEACHYECKM MOJENH, KOUTO OINpPEeIsT
TOTOBHOCTTA Ha CIIY)KHTEJIHUTE J1a IPUeMaT U MpHiiaraT NPUHIUIINTE Ha
TQM. dakTopHu KaTo MOTHBAIIMS, EKUITHOCT, BETPEIIHA KOMYHHKAIIHS,
JHUIEPCKO TOBEIEHHE M KYyJATypa Ha ydacTHe MOAIoMAaraT aKTUBHOTO
BKITFOUBAHE Ha CITY)KUTEJINTE B IPOIECHTE Ha MO00pEHHeE.

Bogemu mozaenu 3a opranusaonsa kyntypa — Schein, Hofstede
u Denison — moka3BaT Kak KyJITypPHHUTE XapaKTEPUCTHUKU BIUSAT BBPXY
BB3IIpUEMaHeTo U npuiaraseTo Ha TQM. MongensT Ha  Schein
00sICHsIBa pa3IMYHUTE HUBA HA KyilTypara — apredakTd, [EeHHOCTH U
O0asucHn mpenamnonoxkeHus. Mogenst Ha Hofstede mompunacs 3a
pa30upaHeTo Ha KyNTYPHHUTE Pa3JINdus B TOBEICHUETO HA CIYKUTEIUTE,
a mozenbT Ha Denison momuyepraBa BpbB3KaTa MeEXIy KyJTypara,
e(eKTUBHOCTTA H YCTONYNBOCTTA.

B TO3M KOHTEKCT BBTPEIIHUAT MAapKETHHT, YIPABICHHETO Ha
YOBEUIKUTE pPECypcH W CHCTeMUTE 3a OOydeHHe W pa3BUTHE Ce
pasriiexxaT KaTo MEXaHW3MH 3a M3TpakaaHe Ha KyJITypa, MOAKpeIsa
kagecTBoTO. CITy’)KHTENHUTE C€ BB3IMPHEMAaT KaTo BBHTPEIIHW KIUEHTH,
YHEeTO YJOBJIETBOPEHHE € TIPEANOCTaBKa 3a YJIOBIETBOPEHHETO Ha
BBHIITHATE KIIMEHTH.

YnpaBneHneTo Ha MpoMsSHaTa € IpeJCTaBeHo upe3 moaenute Ha Kotter
n Lewin, KOUTO IoIIIoMarar yCIenrHoTo BHeapsBane Ha TQM. MoxensT
Ha Lewin (pasmpassiBane — TpoMsHa — 3aMpassiBaHe) OOsCHsSBa
TparcopmanuaTa Ha OpPraHU3AIMOHHUTE HABUIH, & OCEM CTBHIIKOBHST
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Mozen Ha Kotter moguepraBa 3Hau€HUETO HAa BU3UATA, KOMYHUKALIUATA U
KpPaTKOCPOYHHTE MOOEAH.

Texnonormunara wunHtTerpanus — CRM cucremn, PMS
mnatdopmu, loT ycrpoiictBa, Al anropurmu u Bl uHCTpy™mMeHTH — ce
pasriexnaa karo (akTop, KONTO MpOMeHs KyATYPHUTE MOACIH U
MoJNoMara IMepCOHANM3alMsiTa, aBTOMATH3alUsATa W B3EMAHETO Ha
pelIeHus,, OCHOBAaHU Ha JaHHU. TEXHOJIOTUUTE BIUSAT BHPXY KIIOYOBU
nokasatenu kato CSI, RevPAR, ADR wu Retention Rate u ce
YTBBPXK/JaBaT KaTO KaTalIu3aTop Ha KyJATypHa MPOMSHA.

Wnterpanmsara Ha TQM ¢ opraHusanuoHHaTa KyiaTypa €
MIpeJICTaBEHA KAaTO YCJIOBHUE 3a IBJITOCPOYEH YCIIEX, Thil KATO KAYECTBOTO
B XOTEJIMEPCTBOTO c€ POPMHUPA B TOUKUTE Ha KOHTAKT MEXKIY CIIy>KUTEI
u knueHTt. Kynrypara onpenens nocie1oBaTeIHOCTTa, aHTaKUPAHOCTTa
U OpPHEHTAlMATa KbM IOCTa M € aKTUBEH €IEMEHT OT CHCTeMaTa 3a
YIpaBICHUE HA KA9ECTBOTO.

Maparpad 4 ,,A3mepBane Ha ycnexa Ha TQM 4pe3 KJIOY0BH
nokazatequ 3a edextuBHoctT (KPI) uw  puck (KRI) B
XO0TeJINePCTBOTO® TIpEACTaBsd CHCTeMaTa 3a W3MepBaHe Ha ycrexa Ha
Total Quality Management (TQM) upe3 KItOYOBH TOKa3aTenw 3a
epextuBHocT (KPI) m xmouoBn mokazaremn 3a puck (KRI), xouto
OCHTYpSIBAaT OOCKTHBHA OIIEHKAa Ha KadeCTBOTO, YJIOBIETBOPEHOCTTA U
YCTOWYHMBOCTTa Ha XOTEJICKUTE Tporecu. V3mepBaHeTo ce pasriexia
KaTo KPUTHYCH eleMeHT oT mukhia PDCA 1 kaTo 0CHOBa 3a B3eMaHe Ha
YIPaBIeHCKH pelIeHns, OCHOBAaHM Ha MaHHW. Hazexxamara cuctema 3a
M3MepBaHe € IpenrmocTaBka 3a edekTuBHO (pyHKIEOHUpaHe Ha TQM,
THH KaTO OCHTypsBa MEXaHHW3bM 3a IPOCJeNsBaHE Ha pe3yiTaTuTe,
naeHTH(UIIIpaHe Ha OTKIOHEHH U IJIaHupaHe Ha moxoOpenns. B To3u
koHTekcT KPI um KRI ce yTBbpkAaBaT Karo CTpaTeru4yecKu
WHCTPYMEHTH, KOUTO MPEBPHIIAT KAYECTBOTO OT aOCTpaKTHA KOHIIETIIIUS
B M3MEpHMa yIPaBICHCKA KaTErOpHsl.
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OcuHoBuute pesynratau KPl, m3non3BaHu B XOTETUEPCTBOTO —
CSI, RevPAR, ADR, GOPPAR u Retention Rate — oTpa3siBaT KJIFOU0BH
ACIEKTH Ha KIIMEHTCKaTa YIOBIIETBOPEHOCT, MPUXOANTE,
peHTabmiHOCTTa ¥ N0osUTHOCTTAa. CSI M3MepBa BB3MPUETOTO KaYeCTBO H
yIOBIETBOpeHOCTTa Ha KkiueHtuTe, RevPAR u ADR onenssar
edeKTUBHOCTTA Ha MPUXOAHTE, a Retention Rate mokasBa creneHra Ha
JOSITHOCT M BEpOATHOCTTa OT NOBTOpHU mnocemeHus. GOPPAR
MPeIOCTaBs MO-IIUPOKA MEPCIIEKTHBA, KATO BKJIIOYBA Pa3XOIUTE U J1aBa
BB3MOXKHOCT 3a OIICHKa Ha oOlepaThBHaTa peHTaOwiHOCT. Te3m
MOKa3aTelud IO03BOJSBAT Ha MEHUJDKBPUTE [Jla OIEHAT TEKYIIOTO
CBhCTOSIHME Ha YCIyTUTE, a MPOCIeAsBaT TEHACHIIMU BbB BPEMETO U Ja
B3€MAaT CTPAaTETMYeCKH pELICHUS, HACOYEHH KBbM YCTOHYHUBO
nonoOpeHue.

IIponiecamre KPI wm3mepBaT edeKTHBHOCTTA Ha KIIOYOBH
XOTEJICKH OIlepaluy: BpeMe 3a OOCITy)XBaHE, BpeMe 3a peaknus Mpu
OIJJaKBaHE, TOYHOCT Ha pe3epBallUTe, IMPOU3BOJUTEIHOCT Ha
housekeeping u F&B oTnennre, KakTo U CTEleHTa Ha M3MBIHEHHE HA
crangaptute. Te moanmomarar wWAeHTH(QHUIMPAHETO HA BapHAIWH,
orepaTuBHA cIabOCTH W BB3MOXKHOCTH 3a mojoOpenue. lIpomnecHuTe
KPI ca uHCTpyMEHT 3a KOHTPOJ Ha €XEAHEBHUTE OIEpaliu, KOUTO
OCHTYpsIBa IIOCTIEIOBATEITHOCT, HAMAJISIBa PUCKA OT TPEIIKHU U MoAIoMara
cTtagaaptuzauusta. B kontekcra Ha TQM Te ciaykaT KaTo OCHOBA 3a
HENpeKbCHATO MOJ0OpeHHe, Thil KaTo TMO3BOJISIBAT Obp3a peakius Npu
OTKJIOHEHUS ¥ ONTUMH3AIIHS Ha TPOIIECUTE B PEATHO BpEME.

ITokazaTtenure, CBBp3aHH C YOBEMKHTE pecypcu — Employee
Satisfaction Index (ESI), Employee Engagement Score, Training Hours
per Employee u BbTpemrHoOpraHM3aIliOHHA YAOBIETBOPEHOCT — ca
Kro9oBr 32 TQM, Thi KaTo KadeCTBOTO B XOTEIUEPCTBOTO € CHITHO
3aBHCHMO OT TIOBEJEHHETO, KOMIIETEHTHOCTTa M MOTHBAaIMsATa Ha
nepcoHana. BUCoknTe HIBa Ha aHTAXKUPAHOCT U YOBIETBOPEHOCT BOJSAT
mo0 T1o-mo0po oOCIy)KBaHE, IO0-HUCKO TEKY4eCTBO U  ITO-BHCOKaA
KIIMEHTCKa YAOBJIETBOPEHOCT. Te3m TmokaszaTrenn TO3BOJSBAT Ha
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PBKOBOJICTBOTO Jia OLICHU €(eKTHBHOCTTA HA MOJUTUKUTE 32 00yUeHHE,
MOTHBAIIMS ¥ PA3BUTHUE, KAKTO U JIa HJIeHTH(HUIUPA 00J1aCTH, B KOUTO ca
HEOOXOIUMH UHTEPBEHIHH.

Pasrneganu ca u KPI, cBbp3aHu ¢ Jgururanusanusara U
TEXHOJIOTMYHATA HHTETPaIis: IPOLEHT OHJIAIH pe3epBaIlii, CKOPOCT Ha
OTTOBOpP B JUTHMTANHW KaHanu, wu3noin3BaHe ©Ha CRM naHHH,
aBTOMaTHU3aIus Ha npouecH u edekTuBHOCT HA PMS cucremure. Te3u
MOKA3aTelld OTPa3sBaT CTEIIEHTA Ha TEXHOJIOTUYHA 3PSUIOCT Ha XOTela U
HEroBaTa CIIOCOOHOCT Ja W3M0J3Ba JUTMTAIIHA WHCTPYMEHTH 3a
nmonoOpsiBaHE Ha KadyeCTBOTO, IEPCOHANM3ANMATA W OlepaTHBHATA
epexktuBHOCT. B ycnoBusta Ha nurutamHa TpaHChOpMAIMs Te Ce
MPEBPBIIAT B KIIFOYOB (PAKTOP 32 KOHKYPEHTOCTIOCOOHOCT.

KimouoBure mokazarenmu 3a puck (KRI) ocurypsiBar panHa
MUATHOCTHKA Ha TMIOTCHIHUANHA TMPOONIEMU: TPOIEHT OIUIaKBaHHUA,
TEKy4eCTBO Ha IIEPCOHANIa, CIa]l B 3a€TOCTTA, PUCK OT HETAaTUBHY OHJIAIH
PEBIOTA, PHCK OT HECHOTBETCTBUE ChC CTAHAAPTH, TEXHOJIOTHIHHU OTKA3H
n penyranmnoHHn puckoBe. KRI mommomarar mpeBaHTHBHOTO
yIpaBleHHe ¥ MHHAMH3UPAHETO Ha OTKJIOHEHUSTa OT CTaHIapTHUTE 3a
KadecTBO. PaHHOTO wuIeHTH(UIMpaHe Ha PHUCKOBE IMO3BOJSABA
MpeanprueMaHe Ha HaBPEMEHHH KOPEKTHBHU JICWCTBUSA, KOHUTO
MPeIOTBpaTsIBAT HETATUBHU MTOCIIEINIIN 32 KITMEHTCKOTO TPEXHUBIBAHE U
¢unancoBute pesynratu. B tosm cmmckn KRI momemBar KPI, kxaro
OCHTYpsIBaT ISNIOCTHA KapTHHAa Ha YCTOWYMBOCTTa Ha XOTeJcKara
OpraHu3aIus.

ITaparpadgsr momuepraBa Bpb3kata Mexay KPI/KRI wu
CTpaTeTHYEeCKHUTE ENIH Ha XOTEJICKaTa OpraHu3allys, KaTo IeMOHCTpHpa
KaK CHCTEMHOTO W3MEpBaHE TIOAIOMara KOHKYpEHTOCIOCOOHOCTTA,
YCTOWYHMBOCTTAa M HEMPEKHCHATOTO MOoao0peHue B pamkure Ha TQM.
EdextuBHaTa cuctema 3a m3MepBaHe ce YTBBP)KAaBa KaTo OCHOBA 3a
CTpaTeTH4YecKO yTpaBieHWE, OPUEHTHPAHO KbM KIIMEHTA, IPOIecHATa
e(eKTUBHOCT ¥ YCTOWYHBOTO Pa3BUTHE HA XOTEIICKUTE OPTaHU3AIIH.
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IMaparpag S ,,Metrogosnorusi Ha M3CJeABAHETO* MpEJCTaBs
METOJIOJIOTHSITA Ha U3CJICIBAHETO, KOATO KOMOWHUPA KOJIUYECTBEHU U
KaueCTBEHM MOAXOAW C IIeNl Ja C€ OCUTYPH IIUIOCTHA, HAACKIHA U
BaJIMJIHA OILIEHKA Ha chcTosiHMeTo Ha Total Quality Management (TQM)
B OBJITapCKOTO XOTENUEPCTBO. METONOJIOTUYHATA paMKa HHTETpUpa
pa3iIMYHU U3TOYHUIIM HA JJAHHU U aHAIUTUYHU TEXHUKH, TTO3BOJISIBAHKH
MHOTOIUIaCTOBO ~ M3CJE/BaHE Ha  MPOLECHUTE, YIPaBICHCKUTE,
KyJITYpPHUTE U TEXHOJIOTMUYHUTE AaCIEeKTH Ha BHenpsaBaHeTo Ha TQM.
To3m moaxom ocurypsBa IbJIOOYMHA, IIUPUHA W AHAJIWTHUYHA
MOCIIEIOBATEIIHOCT, KOUTO Ca HEOOXOAUMH 332 KOMIUIEKCHATa OIIEHKA Ha
Ka4eCTBOTO B XOTEJICKHTE OPTaHU3aIINH.

AHKETHOTO MpOYYBaHE MPENCTaBIsiBA OCHOBHUST KOJHMYECTBEH
WHCTPYMEHT U 00xBara 32 XoTela OT pa3audHu kareropuu (3-, 4- u 5-
3Be3MHM) M Typuctuuecku pernonn (Mopcku, CIIA, rpamcku u
roraHnHCKK). M3Bagkata e gopmmpana Ha 0a3ara Ha KPUTEPHH KaTo
KaTeropusi, MECTOIIOJNIO)KEHNE, pa3Mep, OpTaHWU3allMOHHA CTPYKTypa U
MPUHAUICKHOCT KBM XOTEJICKa BepHra WM HE3aBHCHM CTaTyT.
AHKETHUST MHCTPYMEHT BKJIIOYBA TEMAaTUYHHU OJIOKOBE, CBBP3aHU C
npuHnunuTe Ha TQM, MOpOLECHOTO ympaBleHHe, TEXHOJIOTUYHATA
WHTETpanus, yJIOBIETBOPEHOCTTAa Ha KIMEHTHTE, OpPraHMW3allMOHHATA
KyJITypa ¥ YTpaBICHHETO Ha YOBEUIKUTE pecypch. M3mon3Banu ca
Jlukept ckanu, 3aTBOPEHH 1 OTBOPEHU BBHIIPOCH, KOETO TIO3BOJISIBA KAKTO
KOJIMYECTBEH aHAIN3 HAa TEHACHIIMU U 3aBUCUMOCTH, TaKa U KaYeCTBEHO
MHTEpIpEeTHpaHe Ha CIIeMU(UIHNA OPTaHN3aNOHHN 0COOEHOCTH.

Jbn00ounHHNTE HWHTEPBIOTA C  MEHHDKBPH  TPEAOCTaBST
KaueCcTBeHa  MEepCIIeKTHBa KbM  OpraHW3alMOHHATa  KYJITypa,
JTUAEPCTBOTO, OapuepuTe Tipex BHeApsBaHeto Ha TQM wu
MOTHBAallMOHHUTE MeXaHW3MHU. LIHTepBioTaTa ca TMPOBEOEHH 110
MOyCTPYKTYPHPAH TPOTOKOJN, KOWTO OCHTYpsiBa €THOBPEMEHHO
CPaBHHMOCT Ha JAHHWTE W I'bBKABOCT 3a pa3KpUBaHe HA WHINBHIYaATHU
YOpaBIeHCKH  MPAaKTHKH, CHeNUOUIHA  TPEeAN3BUKATEIICTBA |
KOHTEKCTYyaTH! (akTopH. To3u MOIX0]] MO3BOIISIBa HACHTH(UIIPAHE Ha
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CKpUTH 3aBUCHMOCTH, KOUTO HE MoOraT Ja OBJaT YJIOBEHH Upe3
KOJINUECTBEHW METOAW, W JOINpHHACS 3a MO-ABIOOKO pa3bupaHe Ha
OpraHM3aIMOHHATA JUHAMUKA.

Kazycuusr ananmu3 pgombiaBa eMOUpHYHATA KapTHHA 4Ype3
KOHKPETHH TpuMepu 3a BHenpsiBaHe Ha TQM B OBITapcKH XOTEINH.
[IpencraBenn ca peallHu pe3ynTaTH, NpPEIU3BUKATEICTBA W J00pH
MPAKTHKH, KOUTO HIIIOCTpHUpAT Npuioxumoctra Ha TQM B pasznuuHu
OpraHU3alMOHHA KOHTEKCTH — OT TOJIEMH XOTEJICKH BEPUTH 0 CEMEUHU
xorenu. Kazycure mo3BossBaT 3a1bI004eHO pa3OupaHe Ha MPOIECHUTE,
CBBp3aHH ¢ BHenmpsBaHero Ha TQM, um paskpuBaT (akTopu, KOUTO
BIUSAT BBPXY yCIIeXa WM 3aTPYyIHSABAT MpHJaraHeTo Ha ¢unocodusra
3a LSUIOCTHO YIPAaBIIEHUE HA KaYECTBOTO.

3a 00paboTKa ¥ aHaIKM3 Ha IaHHUTE ca U3IOJI3BaHU Pa3HOOOpa3HU
AHATMTHYHU TEXHUKH: OMHCATeTHA CTATUCTUKA 33 HACHTH(OHUIINpAHEe Ha
OCHOBHHM TCHACHIINH, CPAaBHUTCIICH aHAM3 3a OICHKA Ha Pa3Iudus
MEXIly KaTeTOPUHU XOTEeJH; KOPEIalMOHEH aHalli3 332 yCTaHOBSBaHE Ha
3aBUCUMOCTH Mexay npomennusr; SWOT aHanu3 3a oLeHKa Ha CUITHU
1 cnabu CTpaHH, Bb3MOKHOCTH M 3aIlIaXd; KaKTO U TeMaTHYEH aHaJH3
Ha WHTEpPBIOTaTa 3a W3BIMYaHE HA KIIOYOBH TEMH, CBBP3aHU C
OpraHM3alroOHHATa KYJITypa, JIUAEPCTBOTO H MPOIECHOTO YIpaBJIeHHE.
To3m MHOrOmIacToB TOJXOA TIO3BOJSIBA Ja ce€ WACHTU(UIIUpPAT
KOMIUIEKCHA B3aWMOBPB3KH U (AKTOpH, KOWTO BIHUSAT BBPXY
BHenpsiBaHeTo HAa TQM.

[IpencraBenu ca mporemypuTe 3a OCHUTYpsSBaHE HAa BAIHIHOCT U
HaJSKIHOCT HAa WHCTPYMEHTAPUyMa, BKITFOYUTEITHO IIJIOTHO TECTBAHE
Ha aHKeTaTa, IPOBEpPKAa HAa BBTPEIIHATa KOHCHUCTEHTHOCT Ype3
koeumment Ha KpoHOax anda, TpuanTyiamnusd Ha JAHHUTE OT Pa3THIHH
METOIH ¥ U3TOYHHITH, KAKTO M KOHTPOJI Ha CyOCKTUBHOCTTA TIPH aHAIN3a
Ha KadecTBeHUTe naHHW. Cra3eHW ca BCHYKH CTHYHH CTaHIAPTH,
CBBP3aHU ¢ JOOPOBOJHO yJacTHE, aHOHUMHOCT, KOHPUACHINATHOCT U
MH()OPMHUPAHO ChITIACHE, KOSTO TapaHTHPa JOCTOBEPHOCTTA U eTHIHATA
YCTOWYHMBOCT Ha M3CJICABAHETO.
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[MaparpadsT 3aBBpHIBA ¢ W3BOAA, ye [7aBa BTOpa H3rpaxia
LJIOCTHA METOIOJIOTMYHA PaMKa 3a OlleHKa Ha BHeApsiBaHeTo Ha TQM B
OBIATapCKUTE XOTENM, KaTO WHTErpUpa NPOICCHU, YIIPABIICHCKH,
KyJATYpPHU U aHAJTUTHYHU €IeMeHTH. Ta3u paMKa CIIy>KH KaTO OCHOBA 3a
EMIMPUYHUAS aHaIW3 W Pa3pa0OTBAaHETO HA HWHTETPHpPAH MOJEN 3a
BHenpsiBane Ha TQM B crnenBamata rjaBa, OCUTYpSIBaKH
HeoOXoIuMaTa Hay4YHa 000CHOBAHOCT 31 METOI0JIOTHYHA
MOCIIEIOBATEIHOCT Ha TUCEPTAIIIOHHUS TPY/I.

TPETA T'VIABA
EMIIMPUYHO U3CJIEABAHE HA CbCTOAHHUETO HA TQM
B BBJI'APCKOTO XOTEJIMEPCTBO U
PASPABOTBAHE HA HHTETPUPAH MOJEJI 3A
BHEPSABAHE

Tpera rnaBa mpencTaBsi eMIMPUYHUS aHAIN3 Ha BHEAPSIBAHETO HA
Total Quality Management (TQM) B ObsrapckuTe XOTENH U pa3padoTBa
MHTETPUPAaH MOJENI 3a HErOBOTO YCTOMYMBO Npwiarane. [aBara
o0eIMHsABa pPE3yNTaTHTE OT AaHKETHOTO IPOYyYBaHE, IBIOOYMHHHUTE
MHTEPBIOTAa U Ka3yCHUS aHAJIN3, KATO M3rpak/ia IJIOCTHA KapTHHA Ha
TEKYIIOTO ChCTOSIHUE, IIPEIM3BUKATEICTBATA U MOTEHIMAJA 32 Pa3BUTHE
Ha YIpPaBICHHETO Ha Ka4eCTBOTO B CEKTOpa. EMIUPUYHHAT mOIXo[
MTO3BOJISIBA JIa C€ OICHW peajHaTa CTEIeH Ha BHeApsBaHe Ha TQM,
OpPraHM3allMOHHATAa TOTOBHOCT ¥ BIMSHHMETO HAa IPOLECHUTE,
KyATYypHUTE M TEXHOJOTHYHUTE (AKTOPH BBPXY KAueCTBOTO Ha
yCIIyTHUTe.

IMaparpa¢ 1 ,KoHTrekeT M paMka Ha eMIMPUYHOTO
m3ciaeaBane I[laparpad 1 ouepraBa KOHTEKCTa Ha EMIUPHIHOTO
W3cJeBaHe, OCHOBAaHO Ha aHKETHO MpOy4YBaHe cpell 32 TpH-, YeTUPH- U
MET3BE3/IHU XOTENN OT Pa3iINdHU TYPUCTUYECKH PEerrwoHu B beirapus.
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W3Bankara BkmouBa Tpajacku, Mopcku, CIIA u mmaHUHCKH
XOTeNH, KaKTO M 00eKTH c pasziuyHa (opma Ha coOCTBEHOCT —
HE3aBUCUMU XOTEJIH, CEMEHHU MPEIIPHUATUS H YaCT OT MEXIyHAPOIHU
Bepurn. Tasu CTPyKTypHa Pa3HOOOpa3HOCT MO3BOJISABA Ja Ce€ M3rpaau
Mpe/CTaBUTeTHA W MHOTOIUIACTOBA KapTHHA Ha CEKTopa, KaTro ce
UACHTU(UIUPAT PA3INYUATA B YIIPABICHCKUTE MPAKTHKHU, PECYPCUTE U
OpraHM3alroOHHATa KyJITypa.

JlaHHWTE TIOKa3BaT, Y€ MakKap IMOBEUYETO XOTENH Jla MpHiarat
otnennu enemedT Ha TQM, 1sutoctHata guiiocodus psAAKo € BHEpEHa
B mbjieH o0eM. Haili-uecTo W3MON3BaHUTE TPAKTUKHA BKIJIFOYBAT
CTaHIapTU3UPAHU MPOLEAYPH, CUCTEMH 3a 00paTHa BPh3Ka, BHTPEIIHU
onuTtH, OoOydYeHUsS Ha TEpPCOHANla M YaCTUYHU (POpMH Ha MPOIECHO
ynpaeineHue. Bbmopekn ToBa ce  HaOmOIaBaT  IMPOIMYCKH B
CTPaTErnYecKOTO IUTaHUPaHEe, MHTETPALMATA HA TEXHOJIOTUYHHU PEIISHUS
U CUCTEMHOTO u3MepBaHe Ha pesyaratute upe3 KPI u KRI. Yact ot
xorenute mpunaraT TQM Mmo-cKOpo HWHTYHTHBHO, OTKOJIKOTO KaTo
CTPYKTypHUpaHa yIpaBieHCcKa GUIoco]ms.

XoTenuTe ¢ MO-BUCOKA KAaTETOPHs M MEXKIYHAPOIHA OPUEHTAIUS
JIEMOHCTpHpAT TMO-BHCOKAa CTeNeH Ha BHenapsBaHe Ha TQM, mo-mobpa
TEXHOJIOTMYHA WHTETpalys W IO-CTPYKTYpPHpPAHW TMPOIECH 3a
yIpaBleHHe Ha KayecTBOTO. Te TMO0-4ecTo H3MON3BaT JIUTHTAITHU
WHCTPYMEHTH 3a MOHUTOPHHI Ha KadeCTBOTO, pasIojlaraT ¢ SICHO
nedUHUpPaHU OTTOBOPHOCTH, NpWiaraT CHCTEMH 3a YIIpaBlIEHHE Ha
OTJIAKBAaHUATA M MHBECTHUPAT B OOydYeHWE M pa3BHTHE Ha IEepPCOHAIA.
HabmogaBa ce 1 mo-BucoKa cTerneH Ha MpOoIecHa JUCIUIUINHA, KaKTO U
0-100pa KOOPAWHAIUS MEKIY OTIEINTE.

B MHOTO OT M3ClIeBaHUTE XOTENH JIUIICBA CUCTEMATHIEH MOIX0]]
KbM aHalM3a Ha KIMEHTCKaTa YAOBIETBOPEHOCT W TPEBEHIMATAa Ha
PHUCKOBe, CBbpP3aHU C KauyecTBOTO. YacT OT opraHn3annuTe pa3unuTaT Ha
HebOpMaTHM MEXaHWU3MH 3a OOpaTHa BpPB3Ka, KOETO OTpaHWYaBa
BB3MOXKHOCTTa 3a TpOCJensBaHe Ha TEHIEHINH, MACHTH(HUINpaHe Ha
mpoOleMH W B3eMaHe Ha pelIeHWs, OCHOBaHM Ha JaHHW.
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Henocrarpynata  uHTErpanuss  MexAy  OTACIUTE  3aTpyAHsBa
MpUIaraHeTo Ha MPOLECHUs IOAXO0J — KI0YOoB eneMeHT Ha TQM,
KONTO W3MCKBA CHHXPOH, MPO3PaYHOCT M SICHO JedUHHUPAHU
OTTOBOPHOCTH.

[laparpadpT ouepraBa pamkara Ha EMIHUPUYHOTO H3CIEIBAHE,
KaTo TOKa3Ba, ye BHeapsiBaHeto Ha TQM B Obarapckute XOTelnH €
(parMeHTHpaHO, HEPABHOMEPHO M CHIJIHO 3aBHCHUMO OT KaTeropusra Ha
XOTeJNa, HUIMYHUTE PECYPCH, TEXHOJIOTHYHATa 3pAJIOCT U yIpaBIeHCKaTa
KynTypa. Te3n KOHCTaTaluu CIy)kaT KaTo OCHOBA 3a MO-3aJbJIO0YEHUS
aHaaM3 B cjegBaliuTe — maparpadgu, — KOMTO  pasriiexnaaT
OpPTaHU3aLMOHHUTE, NPOLECHUTE W KYATYpHUTE (GaKTOPH, BIIHUSELIH
BBPXY YCHEIIHOTO mpuiaraHe Ha TQM, M moAroTBdATr mousara 3a
pa3paboTBaHETO Ha MHTETPUPAH MOJEIN 3a BHEAPSBAHE.

Haparpa¢ 2 ,Udrepnperauuss Ha pe3yaraTrure OT
eMIMPUYHOTO W3CJeqBaHe®* TmpeacTaBs o0000IIeH aHamM3 Ha
pe3ynTaTuTe OT TPUTE HW3IIOJI3BAHM METO/Na — AaHKETHOTO MpPOYUBaHE,
IBIIOOYMHHUTE WHTEPBIOTA M Ka3yCHHs aHAIU3 HAa YETUPH XOTEJIICKH
o0ekTa, B KOUTO € anpoOupan pa3pabOTEHHST MOJIEI 3a BHEAPSBaHE Ha
TQM. KomOwHMpaHEeTO Ha KOIWYECTBEHM W KAueCTBEHH JaHHU
MO3BOJIIBA JIa Ce€ oOuepTae IUIOCTHA, MHOTOIUIACTOBA KapTHWHA Ha
cTerieHTa Ha BHenpsBaHe Ha TQM, opraHW3anmMOHHATa TOTOBHOCT U
edeKTUTe OT MpHUJAraHeTO Ha MOJENa B Pa3lIUYHU TUIIOBE XOTEJICKHU
CTPYKTYPH.

Kazycute nemoHCTpuparT pas3iwdHH HHWBAa Ha OpraHU3aIOHHA
3pAIOCT, TEXHOJIOTMYHA HMHTETPAlsl W KyJATypHa TOTOBHOCT, KOETO
0Tpa3siBa pa3sHOOOpa3neTo B OBITAPCKOTO XOTENHEPCTBO. Brrpeku Te3n
pas3Iugus, P BCHIKA OOCKTH ce HaOII0aBa MoI00peHre B KIFOUOBH
mokazarenu kato CSI, RevPAR wm Retention Rate cien mpunarane Ha
eIeMeHTH OT Mojena. ToBa TOTBBpXKIaBa, Y€ IOPH HYaCTUIHOTO
BHenpsiBaHe Ha TQM Bomu 10 HM3MEPHMH PE3YITaTH, CBBP3aHH C
YAOBJIETBOPEHOCTTa HAa KIIMEHTHUTE, €(EeKTUBHOCTTAa Ha IPOLECUTE U
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YCTOWYMBOCTTAa Ha MpPUXOAUTE. B HAKOM OT XOTenHTe ce OTYHTa U
nogoOpeHre BBHB BbTpEIIHATA KOOPAHMHALMSA, HaMalsBaHE Ha
OTMEepaTUBHUTE IPEIIKU U MO-BUCOKA aHTAXKUPAHOCT Ha IIepcoHala, KOeTo
MouepTaBa 3HAYCHUETO Ha MPOLIECHHS OAXO0/ M CTaHAAPTU3ALUATA.

WnTepBroTata ¢ MEHUIKBPUTE JONBJIBAT KOJMYCCTBEHHUTE
pes3yiTaTH, KaTo MoAYepTaBaT 3HAUEHNETO Ha JINJIEPCTBOTO, BhTPEIIHATA
KOMYHHMKalllsi M aHTaXKUPaHOCTTa Ha IepcoHalla KaTo KPUTUYHU
(akropu 3a ycnexa Ha TQM. B opranmzanuure, KbJIeTO PHKOBOJICTBOTO
aKTHBHO IMOJKpPEIsl MNPOLECUTE M0 CTaHgapTH3auus, oOydeHHe WU
MOHHUTOPHHT, e()eKTUTE OT MOJIesIa ca MO-ICHO M3Pa3eHU M yCTOWYMBH.
OO0patHO, B XOTeNUTe C MOo-ciabo pa3BUTa OpraHU3alOHHA KYyITYpa,
OrpaHUuYeHa TEXHOJIOTUYHA WHTErpalys M JIMIca Ha CTpaTerHyuecKa
BU3Ms BHeApsiBaneTo Ha TQM ce ochliecTBsiBa 0-0aBHO, € MO-TOJIEMHU
3aTPyIHEHHS U C MO-HHCKA CTENCH Ha Bb3JCHCTBUE BHPXY KIHOUOBHUTE
MIOKa3aTelu.

AHanM3bT HA AHKETHUTE JaHHM JOIBJIBA Te3U HAOMIONCHUS, KaTO
[IOKa3Ba, Y€ XOTEJIMTE C I[O-BUCOKA KaTEropus M MEXIyHapojaHa
OpHEHTalMs IEMOHCTPHUPAT I0-BUCOKA CTEIICH Ha CTPYKTYPHPAHOCT, [0-
J00pa KOOpAWHALNS MEXAY OTIAEIUTE U HO-5ICHO Ae()MHUpaHHU IPOLIECH.
Te3sn XapakTepUCTHKH Cbh3JaBaT NPEANOCTABKA 3a MO-YCIHEIIHO
IpUiIaraHe Ha MoJiesla U NMo-0bp30 MOCTUTraHe Ha pe3ynrtatd. B ceiioro
BpeME dYacT OT TpPHU3BE3IHUTE U HE3aBUCHUMH XOTEIH I10Ka3BaT
orpaHuueHa TOTOBHOCT 3a BHeapsBaHe Ha TQM mopagu numca Ha
pecypcH, HelocTaTbiHa TEXHOJOIMYHA HMH(PAcTpyKTypa U I0-Ci1abo
pa3BUTa OPraHU3aLUOHHA KyJITypa.

ITaparpadp 2 moOTBBEpKIaBa, dYe pa3pabOTCHHAT MOAENT 3a
BHezapsiBaHe Ha TQM e NpwiIoKUM B PasiIMYHU THUIIOBE XOTEJICKH
OpraHu3aliu U BOAM JI0 PeasIHU IOA0OPEHHUS B KAUECTBOTO Ha YCIYTHTE,
e(eKTUBHOCTTa Ha MPOLECUTE WU YIOBIETBOPEHOCTTA HA KIMEHTHTE.
Pesynratute oT ampoOarusaTa mokassar, ye TQM wmoxke ma Onae
ajanTHpaH KbM pAa3IMYHU OPraHU3aLMOHHU CTPYKTYpH U Ou3HecC
MOJENH, KaTo OCHUIypsBa YyCTOMYMBAa OCHOBAa 3a  pa3BUTHE,
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KOHKYPEHTOCIIOCOOHOCT M CTpaTerudecka yCTOHYMBOCT. Te3u H3BOAU
MOJArOTBAT OCHOBaTa 3a pa3pa0OTBaHETO HAa WHTETPUPAHUS MOJIEIN,
MPEJICTABCH B CieaBaIius maparpad.

IMaparpad 3 o0o0mmaBa pe3yaTaTuTe OT AaHKETHOTO MPOYYBaHE,
ObJI00YMHHUTE MHTEPBIOTA W Ka3yCHMS aHallM3, KaTo M3rpaxia
KOMIJICKCHA ¥ MHOTOIUIACTOBA KapTHMHA Ha CbCTOSHHETO Ha
yIpaBJIEHHETO Ha KadecTBOTO B ObiArapckure xotenu. JlaHHuTe
oyepTaBaT SICHO pasrpaHUYCHHE MeXIy (OpMaTHOTO HaJU4Yhe Ha
enementd Ha TQM U peasHaTa CTENeH Ha TAXHATa HMHTErpanus B
e)KeJHEBHATa NpakTHUKa. Makap 3HauMTEIHAa YacT OT XOTENUTe Ja
pasmoyarart ¢bC CTaHIAAPTH, NPOLEIypH W MHCTPYMEHTH 3a KOHTpOI,
TAXHOTO TpPHJIATraHEe YeCTO € HEMOCIEAO0BAaTENHO MOpaaud CE30HHOCT,
BHCOKa HATOBApEHOCT, OIPAaHUYEHU PECYPCH, JIUIICAa Ha MOTUBALMA U
HeloCTaThYHa KOOPAMHALUS MEeXKAY oTAenuTe. Te3n (GakTopu BOAAT 10
BapvallMd B KadeCTBOTO Ha YCIYTHTE€ M 3aTpyAHSABAT yCTOWYMBOTO
npuiarase Ha ¢puiocodusTa 3a LIIOCTHO yIpaBJIeHHE Ha KadeCTBOTO.

XoTenuTe ¢ MO-BUCOKA KaTErOpHs U MEXIyHapoaHa OPHEHTaLs
JNEMOHCTpUpAT MO-700pa  TEXHOJOIMYHAa  HMHTErpaunus, IMO-5CHO
neuHUpaHy POLECH U MO-CTPYKTYPUPAHU MEXaHU3MH 3a YIIPaBICHHE
Ha Ka4ecTBOTO. B Te3u opranu3anuu ce HabIr01aBa CUIIHA BPb3Ka MEKAY
CTPaTErMYeCKUTEe LEJH, MPOLECHOTO YNPaBICHHE M H3MEPBAHETO Ha
pesyararure upe3 KPI u KRI. Te npunaratr no-usuyiocTHU Iporpamu 3a
o0ydyeHue, pasmosiaraT C II0-pa3BUTH CHCTEMH 332 MOHHUTOPUHI H
W3I03BAaT JUTUTAIHM WHCTPYMEHTH 3a aHalM3 Ha KIMEHTCKara
YAOBJIETBOPEHOCT U omeparuBHaTa egeKTHBHOCT. To3um Tum xorenn
[IOKa3BaT II0-BUCOKA CTENEH Ha OpraHU3allMOHHA 3pPAJIOCT, KOETO
IT03BOJISIBA TT0-0BP30 U MO-ePEKTUBHO BHEApsiBaHe HA TQM.

3a pasnuka OT TSX, HO-MaJKUTE M HE3aBUCUMH XOTENIH pa3uuTar
IPEeIVMHO Ha HMHTYMTHUBHHM YIIPAaBICHCKU INPAKTUKU M HedopmanHu
MEXaHU3MH 3a KOHTpoJ. Jlumcata Ha CTaHAApPTU3UPAaHU IPOLECH,
OrpaHMYCHATa TEXHOJOIMYHAa MH(PACTPyKTypa M Ho-ciabo pa3BUTaTa



35

OpraHM3allMOHHA KYJITYpa BOASAT O NMO-TOJEMH BapHaIlM B KA4€CTBOTO
U nmo-0aBeH HampenbK npu BHeApsiBaneTo Ha TQM. Te3u xoTenu yecTo
ce cONBCKBAaT C TPYOHOCTH MpPH 3aIbpKaHETO Ha TEpCOHall, IpHU
OCHUTYpPSBAaHETO Ha IIOCIEIOBATEIHOCT B OOCIYy)XBaHETO M TIpU
CHUCTEMHOTO HM3MEpBaHE Ha pe3yiTaTHTE, KOeTO OrpaHuyYaBa
BB3MOXHOCTTA 32 YCTOMYMBO ITOAOOPEHUE.

Jb100YMHHUTE MHTEPBIOTA MOTYEPTABAT, Y€ OPraHU3ALUHUTE C
KyJITypa Ha Yy4acTHe, JOBEpHE W OTKPHTAa KOMYHUKAIMsS IOCTUraT
3HAUUTENTHO MO-J00pH pe3ynTtatu mo mokasatenu kato CSI, Retention
Rate n nponent onnakBaHus. MEHUKBPUTE aKIEHTHPAT BBPXY pOJIATa
Ha JUAEPCTBOTO, BBTPEUIHATA KOMYHHUKALUs M OOY4YEHHETO KaTo
KIIo4oBH  (akTopu 3a ycToHunmBo mnpwiarane Ha TQM. B
OpraHMU3alUNTE, KBJETO PHKOBOACTBOTO aKTUBHO MOAKPENS MPOLIECUTE
[0 cTaHZapTU3alus, 00yuyeHHe 1 MOHUTOPHHT, epeKTuTe OT MoJena ca
MO-SICHO M3pa3eHH U ycToHunmBu. OOpaTHO, B XOTEIHTE C I0-CIabo
pasBUTa OpraHM3alliOHHAa KyJATypa W OIpPaHWYEHa TEXHOJIOTUYHA
uHTerpanys BHeApsABaHeTo Ha TQM ce ochlecTBsBa M0-0aBHO U C IO-
TOJIEMH 3aTPyAHEHHUSL.

KazycHusaT aHanu3 mNOTBBpXKAaBa, Y€ JAOPU YACTHUYHOTO
BHeapsiBaHe Ha TQM Boaum 10 oce3aeMH NOJAOOpPEHMSA, KOraTto €
MOJKPENICHO OT MOCIEN0BATEIHO JIHIEPCTBO, LIEJIEHACOUEHO 00yUeHUe U
CHCTEMHO M3MEpBaHe Ha pe3yaraTure. B xorenuTe, KbaeTo € anpoOupaH
MOJENbT, Ce HabJI0AaBa OAOOpEeHre B KIIIOYOBHU ToKazaTenu kato CSI,
RevPAR u Retention Rate, xoero moka3pa, ye¢ TQM Moxe na Obue
ajanTUpaH KbM pAa3IMYHU OPraHU3aLUOHHU CTPYKTYpH U Ou3HeC
monenu. Kasycure paskpuBar cbIlno, 4e yCTOWYMBHUTE Pe3yiTaTH ca
CBBP3aHM C HAJTMYUETO Ha SICHU NPOLECH, €(DEKTUBHU KOMYHHKALlMOHHU
KaHaJIM ¥ aHTQKUPAHOCT HA IIepCOHaIa.

00600111eHO, pe3yATaTHTE TIOTBHPKIaBaT U3CIEA0BATEIICKATA TE34,
ge TQM wmMa 3HaYWTENCH IMOTEHIMAN Ja TOJ00pH KadecTBOTO Ha
YCIYTHTE, YIOBJICTBOPEHOCTTa Ha KJIMEHTUTE U OIepaTUBHATA
e(eKTUBHOCT B OBJITapCKUTE XOTEIH, HO HETOBOTO YCIICIIHO BHEPSIBAHE
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W3UCKBA CTpaTeTHUECKa aHTaXKUPaHOCT, KyJATypHa TpaHcPOpMarus U
TEXHOJIOTUYHA MOJIepHU3alvs. EMOupruyHuTe Nanuu nokasear, ue TQM
HE MOXe Aa ObJe pasriekaaH KaTo Habop OT MHCTPYMEHTH, a KaTo
LSUIOCTHA YIIpaBJeHCKa Guiocodusi, KosATo TpAOBa 1a ObJic HHTErpUpaHa
B OpraHHU3allMOHHATA KYJTypa U €KEIHEBHUTE NPAKTHKH.

SWOT ananu3bT, BKIIOYEH B naparpada, 06001asa KIIOUYOBHTE
CHJIHM U cJa0u CTpaHu, KaKTO W BHHIIHUTE BB3MOXHOCTU W 3aIUIaXHy,
KOUTO BIUSIAT BBPXY BHeApsiBaneTo Ha TQM B Obyrapckute xotenu. Toi
noguepraBa HEOOXOIUMOCTTA OT CHUCTEMEH MOAXOJ, OPHEHTHpPaH KbM
MIPOLIECUTE, XOPATa U TEXHOJIOTHUTE, U CIY’KH KaTO aHAIUTUYHA OCHOBA
3a (opMyiIHMpaHe Ha TPENOPBKUTE U 3a pa3pabOTBaHETO Ha
HUHTETpUpaHUs MOZET.

Ha Ta3u ocHOBa € pa3paboTeH HHTErpUpaH MOJEN 3a BHEAPSIBAHE
Ha TQM, KoilTo mpeAcTaBisiBa MHOTOKOMITOHEHTHA YIIPaBJICHCKA paMKa,
oOeanHsBAIlA CTPATEIMYECKH, HPOLIECHH, KYJITYPHH M TEXHOJIOTUYHHU
€JIEMEHTH B €IMHHA CHUCTEMa 3a YIpaBlIeHHE Ha KadecTBOTO.Tol e
cboOpaseH cbC chenudukuTe Ha OBIArapcKOTO  XOTEIHEPCTBO,
BKJIFOUUTEITHO CE30HHOCT, BapHallud B pPECYPCHUTE, DA3INUMsI B
OpraHHM3allMOHHATa 3PSUIOCT U CTENEHTa Ha TEXHOJIOTHYHA HHTETpaLysl.

MozenbT BKIIIOYBA MET B3aHMOCBBP3aHU MOJyJIA: CTpaTErHyecKa
BU3MsI M JIMIEPCTBO; MPOLECHO YIpaBICHWE W CTaHJAPTU3ALUS;
OpraHM3allUOHHA KYyITypa M YOBEIIKM pEeCypCH; TEXHOJIOTHYHA
WHTErpalus; U cucTeMa 3a u3MepBane Ha pesyararure upe3 KPI u KRI.
Te3u Moxynu pyHKIMOHMPAT KaTO JUHAMHUYHA CUCTEMa, CBbp3aHa 4pe3
o0OpaTHM BpPB3KM W IUKINYHU 3aBUCHUMOCTH, KOETO II03BOJISIBA
€IHOBPEMEHHO YIIPABICHUE HA CTPATETMYECKHUTE LENH, IPOLECHTE,
X0opara, TEXHOJIOTUUTE U PE3yNTaTUTe.

Monyn 1 Crparerndyecka BU3us M JHIEPCTBO MOCTaBsl OCHOBATa
Ha cucrtemara upe3 (OpMyIHMpaHE Ha sICHA CTpaTerMdecKka BHU3HA 3a
Ka4eCTBOTO, MOAKPEIIEHA OT aHTaKUPAHO U MOCIEI0BATEIHO JIUAECPCTBO.
PrkoBOICTBOTO oOmpenens LEHHOCTHTE, HNPHOPUTETHUTE H LEIUTE,
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CBBP3aHH C KauyeCTBOTO, W OCUTYpSBa HEOOXOIMMHTE PECypcH 3a
TAXHOTO IocTurane. B To3u MOAYJ C€ BKJIIHOYBAT:

¢ JlepuHMpaHe HA CTPATETUYECKH 1SN, CBBP3aHU C KAYECTBOTO;

e OopMynHMpaHe Ha OJIUTHKA 110 Ka4eCTBOTO, ChoOpaszeHa ¢ TQM;

e Jlumepcky TPAaKTHKHM, HAChbpYaBallll ydacTHe, JJOBEpHEe U
OTKpHUTa KOMYHUKAIHS;

e Ch3/1aBaHEe HA MEXaHU3MH 3a OTYETHOCT U TIPO3PAYHOCT;

e lHTerpupane Ha KadeCTBOTO B IIBITOCPOYHHTE OHM3HEC
CTpaTeruy.

EmMnupruyanTe maHHM TIOKa3BaT, dYe XOTEIWTEe C SICHO
¢opMynmupaHa BH3WsS M AKTUBHO JIUAEPCTBO TIOCTHTaT MO-BUCOKHU
croiinoctn Ha CSI, RevPAR wu Retention Rate, koeto momuepraBa
3HAYEHHETO Ha TO3H MOJYIL.

Mopayn 2 IlpoiiecHO yrpaBiieHHE U CTaHJApTHU3alUd € HacOYeH
KBM CTPYKTypUpaHe ¥ ONTHMH3AIHS Ha KIFOYOBUTE XOTEIICKHU MPOIIECH.
Toii BkirouBa:

e Kaprorpadbmpane H©Ha mpomecuTe M HIASHTHQUIIpaHE Ha
KPUTHYHU TOYKH;

o JlepuHNpane Ha CTaHIAPTH 3a U3IBIHEHWE W KOHTPOIHHU
MEXaHHU3MH;

e Beeexkmane Ha PDCA 1ukbiIa KaTo OCHOBEH HHCTPYMEHT 3a
moao0peHwe;

e HTerpanyusa  MeXOy  OTHENHTE 3a  OCHUTypsBaHE  Ha
MIOCJIETIOBATEITHOCT;

e YIpaBjicHHE HA ,,MOMEHTHUTE Ha HMCTHHATaA“ B KIHUEHTCKOTO
ITBTEIICCTBHE.

IIpouilecHUAT MOAXOM € KJIIOYOB 3a HaMalsiBaHE Ha BapHUallUUTE,
mogoOpsiBaHE Ha KOOPAWHANMITA W OCUTYpSIBaHE HA YCTOHYIMBO
Ka4yeCTBO. ,Z[aHHI/ITe OT Ka3yCHUTC I1OKa3BaT, Y€ XOTCJIIUTE, KOUTO Ipujiarat
ImponccCHa JIOr"WKa, IMOCTUTaT MNO-HUCHBK IPOLCHT OIUIaKBaHUA W I10-
BHUCOKa OII€paTUBHA C(I)CKTI/IBHOCT.
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Mognyn 3 Opranu3zanroHHa KyJITypa U ypaBlieHHE Ha YOBEIIKHTE
pecypcHu pasriexia KyJnTypara Karo OCHOBEH (aKkTop 3a YCTOMYMBO
BHenpsBane Ha TQM. Toit BkiTtouBa:

e I3rpaxgane Ha KynTypa Ha ydyacTue, OBEPHE W OTKPHTA
KOMYHHKAIIHS;

e CHucTeMHHM ITporpaMu 3a 00y4YeHHE U pa3BHUTHE;

e MexaHu3Mu 32 MOTUBAIUS U ITPU3HAHUE;

e BeTpenieH MapkeTHHT W BB3IPHEMaHE Ha CITY)KUTEIHTE KaTo
BBTPEUIHY KIINEHTH,

e ExumnHa paboTa 1 criojiesieHa OTTOBOPHOCT 33 Ka4eCTBOTO.

EmMnmpuyanTe pe3yaTaTy Moka3BaT, ue OpraHu3alluuTe ¢ pa3BuTa
KyJATypa MOCTUTAT MTO-BUCOKU CTOHHOCTU Ha ESI, mo-HuCKO TeKy4ecTBO
Y TI0-BHCOKA yIOBJIETBOPEHOCT HA KIIMEHTHUTE. T03M MOJYJ € KpUTHYEH
3a yCTOMYMBOCTTA HAa MOJIENa, Thif KATO KAY€CTBOTO B XOTEIHEPCTBOTO €
CHITHO 3aBUCHMO OT YOBEIIKHUS (PaKTop.

Moayn 4  TexHojmorMuHa  HUHTETpauuss W JUCUTajIHA
Tpancopmanus ToAYEpTaBa pONIATA HAa  TEXHOJOTHHTE  KaTo
KaTaJu3aTop Ha KauyecTBOTO. Tol BKIIIOYBA:

e yaTerpanus Ha PMS, CRM, channel manager u housekeeping
CHUCTEMH;

¢ 13Mno3BaHe Ha Bl nHCTpyMeHTH 3a aHAJTU3 HA JIaHHU;

e ABTOMATH3AIMS Ha MPOIIECH 32 HAMAJISIBAHE HA TPEIIKNTE;

o IUTUTAITHU KaHAIM 32 KOMYHUKAIUS C KIINEHTH;

e CHICTEMH 32 yTpaBJICHNE Ha OHJIAiH penmyTalusTa.

XOTenuTe ¢ BHCOKAa TEXHOJIOTHYHA 3PSJIOCT JAEMOHCTPUpAT IO-
no0pa mporiecHa AUCIHUIUINHA, TO-0bp3a peaKIlus MPH OTIaKBaHUS U 10~
BHCOKa CTENEeH Ha TMepcoHanmu3anud. [eXHOJOTHHTE MOAIoMarar
CTaHJAPTH3ALUATA, YCKOPSABAT 0OCITYKBAaHETO M OCUTYPSBAT HAJEXKIHA
0a3a 3a B3eMaHe Ha pEIICHHS.

Monyn 5. Cucrema 3a n3mepane Ha pesynratute upe3 KPI u KRI
OCHTYpsIBa MEXaHM3Ma 3a KOHTPOJ M HENpeKbCHATO mojoopenue. Toi
BKJIFOYBA!
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o Jlepunupane na pesyntatHu KPI (CSI, RevPAR, ADR,
GOPPAR, Retention Rate);

o [lpoumecam KPI (Bpeme 3a oOciyxkBaHe, TOYHOCT Ha
pesepBanuu, housekeeping productivity);

e HR KPI (ESI, anraxxupanoct, o0yueHmue);

e Jlurutamau KPI (ckopocT Ha OTroBOp, OHJAWH pe3epBaIii,
CRM wusmnomn3BaemMocr);

o KiouoBu nokazarenu 3a puck (KRI), cBbp3anu ¢ oriakBaHus,
TEKy4€eCTBO, PEMyTalllsl U TEXHOJOTUYHU OTKA3H.

To3u Monyn rapaHTHpa, 4e KaueCcTBOTO CE yNpaBisiBa Ha OCHOBaTa
Ha JJaHHM, a HE Ha MHTyHLUsA. ToH OCUTypsBa paHHa AMArHOCTHKA Ha
npo0JeMu 1 MO3BOJISABa HABPEMEHHH KOPEKTUBHH ACHCTBHSL.

WnTterpupanust Mozen GyHKIMOHUPA KaTO TUHAMUYHA CHCTEMa,
B KOSTO CTpaTermyecKkaTa BH3HsA OIpeleNs IOCOKaTa; MPOIECHOTO
YIpPaBICHUE OCUTYpsBAa CTPYKTYPHUPAHOCT; KyITypara W IEPCOHATBT
rapaHTHpaT YCTOWYMBOCT; TEXHOJIOTMUTE YCKOpSIBaT M IOANIOMAarar
U3IIBJIHEHNETO; U3MEPBAHETO OCUTYPsIBA KOHTPOJ U OJOOpEHHUE.

Mogynute ca cBbp3aHU Upe3 00paTHU BPB3KHU, KOUTO [I03BOJISIBAT
ajanTanyusl KbM IPOMEHSAINATa ce Cpela, KIMEHTCKUTE OYaKBaHUS U
BBTPELIHUTE OPTaHU3ALNOHHH HYKIH.

AnpoOanuara Ha MozAena B YETHPU XOTEJICKH OO0eKTa
MOTBBPKIaBa HEroBaTa IPUIOKUMOCT, I'bBKaBOCT M CIIOCOOHOCT [Ia
oJ00psiBa KJIIOYOBH MTOKA3aTeIH KaTO yJOBICTBOPEHOCT Ha KIIMECHTHTE,
orepatuBHa e€()EeKTHBHOCT W KOHKYPEHTOCIIOCOOHOCT. B 3akitouenue,
WHTETPUPAHUAT MOJEIN MPENOCTaBs MpaKTUYecka paMKa 3a YCTOHYHBO
BHeApsBane Ha TQM B Obirapckure XOTenH, KaTro oOuepTaBa
HEOOXOJVMHTE YCIIOBUS 3a YCIIEX: CTpaTerndecka aHTaXKHpPaHOCT,
KyJITypHa TpaHchopMaIus, TEXHOJIOTHYHA MOJIEPHUA3ANNS U CHCTEMHO
W3MepBaHe Ha Pe3yiTaTuTe.
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®urypa Ne 3. UnTerpmpan mones 3a BHeapsiBaHe Ha TQM B
XOTEJHEPCTBOTO

Mopgyn 1. CTpaTerMyecsa BHIMA W TWAEPCTED

MNonwmaka No ka4ecTEoTo
Crparermqecky yeamn
Jlugepcka aHrammpRHooT
¥NpaBAEHCKE DTYETHOCT

Maogyn 3. OpranmzaymoHHa
Moygyn 2. MPORECHD yMPaEneHHE KYNTYPa M HOBSLWKH PECYPOH
KapTorpadupase Ha NpOLECH;
PDCA LWHRA; Eynrypa Ha yuacThe;
CTaHAAPT ¥ NpauEAYDM;
MemaYOTASNHS KODPAHHALMA. OByenme 1 paseuTe;

Mogyn 4. TEXHONOIMYHE HHTETPALMA M AMIATAAW33LMA
PMC,CRM, Bl cucremm;

ABTOMBETH3ALMA HI NPOLECH;

OHNBAH KOMYHHKELIMA;

YNpaBneHWE Ha PEMyTALMATE.

Mogyn 5. Hamepeane 9pez KP1 1 KRI
Peaynrathu KPI;

MpousckA KPI;

HR KFI;

Aurranym KPI;

KRIpWCxoew MHAMKITORK.

v

Henpeswcxaro nogobpesme

HN3Tounnk: CodcTBeHa pa3padoTka Ha aBTopa

MHTerpupanusT MoJIeN Mpeasiara Haja0CcTHa yIpaBlIeHCKa paMKa,
KOSITOChYETaBa CTPATETMYECKH, MPOLECHHU, KyITYPHH M TEXHOJIOTHYHHU
CIIEMEHTH; KOSITO € choOpa3eHa ChC cHenu(UKUTE Ha OBIArapcKOTO
XOTEINEPCTBO; KOSTO OCUTYpsiBA MEXaHM3BM 32 YCTOMYMBO MOI00pEHUE
W ToANOMara MOJACpPHU3alMsITa M KOHKYPEHTOCIOCOOHOCTTa Ha
XOTEJHNTE.
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Toii mpencraBisABa LEHTPAIHUS IPUHOC HA JUCEPTALMOHHUS TPY 1L
U CIIy)KH KaTo NMPaKTHYECKO PBKOBOJCTBO 3a BHezpsaBaHe Ha TQM B
peanHa XoTeJIcKa cpefa.

3aki0ueHne

[TpoBexeHOTO M3cnenBaHe IMOKa3Ba, 4e BHenpsBaHeTo Ha Total
Quality Management (TQM) B Obarapckute XOTeNW MPEACTaBIsIBA
HPOLIEC C BUCOK MOTEHIMAN 33 MOJ00PsIBaHe Ha KAYeCTBOTO Ha yCIyTHUTE,
KOHKYPEHTOCIOCOOHOCTTa M YCTOMYMBOTO pa3BUTHE Ha cekTopa. B
CBIOTO BpEME pe3YyITaTHTE Pa3KpUBaT peaula Mpenu3BUKATEIICTBA,
KOHMTO OTpaHM4YaBaT IIbJIHATA Pean3anusi Ha GpuiaocodusiTa 3a IsUT0CTHO
yIpaBJieHHE Ha KaYeCTBOTO. AHAIU3bT Ha JaHHUTE OT AaHKETHOTO
Npoyd4BaHe, IBJIOOUMHHUTE MHTEPBIOTA M Ka3yCHHs aHAIM3 OuepTaBa
SCHO pasrpaHUYeHHE MeXTy (OpMaTHOTO HAJIWYKME Ha €JIEMEHTH Ha
TQM wu peanHaTa cTereH Ha TAXHATa MHTETpAlMs B €)KEJHEBHATA
MpaKTHKA.

Makap cranzapTH3anuaTa Ha MPOIECUTE, CHCTEMUTE 3a 00paTHa
BpB3Ka, BBTPECHIHUTE OJUTH W OOydYeHMATa Ja ca IIUPOKO
pa3NpoCTpaHEeHHU, TSAXHOTO IPUJIaraHe YecTO € HENOCIeIOBAaTEeIHO WU
¢dparmenTupano. ToBa ce IbDKM Ha (HAKTOPU KaTo CE30HHOCT, BHCOKA
HATOBAapeHOCT, OTPAaHMYCHU pPECypcH, JIMICa Ha MOTHUBALUS U
HEJOCTaThYHA KOOpIMHAIMSA MEXIy oTxenure. B pesynaratr Ha ToBa
Ka4eCTBOTO Ha YCIyTHTE OCTaBa NMPOMEHJIMBO, & BH3MOXKHOCTHTE 32
YCTOWYMBO TO0OPEHNE — OTPaHUYCHH.

W3cnenBaHeTo NOTBBPIKABa, Y€ XOTEINUTE C MO-BHCOKA KaTETOpHUs
M MeXKIyHapoiHa  OpHEHTalUs  JEMOHCTPHpAT  II0-BHCOKA
OpraHM3alMOHHA 3PSUIOCT, MO-100pa TEXHOJIOTUYHA WHTETrpalys U MHOo-
SCHO CTPYKTYypHpaHU MEXaHHW3MH 3a YIpaBJICHHE Ha KadecTBOTO. Te3n
OpraHM3aliyl TpWiIaraT IO-IPUIOCTHH TIpOorpaMH 3a oO0ydeHwe,
pasmoyiaraT C MO-pa3BUTH CHCTEMH 3a MOHHUTOPHHT W H3IIOJI3BAT
JWTUTAITHA WHCTPYMEHTH 3a aHAIN3 Ha KIMEHTCKAaTa YyAOBICTBOPEHOCT
U omnepatuBHaTa e(EeKTHBHOCT. B CBIIOTO Bpeme IO-MalKuTe |
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HE3aBUCUMH XOTEIU pa3uyuTaT MPEAUMHO Ha UHTYUTUBHH IPAKTUKUA U
HEeOpPMalIHH MEXaHM3MH 32 KOHTPOJ, KOETO BOAW [0 IO-TOJIEMH
BapHalliyd B KaueCTBOTO U MO-0aBEH HANPEAbK NPU BHEAPSIBAHETO HA
TQM.

AHanmu3bT TOAYEpTaBa KIIOYOBaTa pOJIE Ha JHASPCTBOTO,
OpraHM3allMOHHAaTa KyITypa H MOTHBalusATa Ha TIIepCOHana 3a
ycnemHoto npuiarase Ha TQM. XoTenure, KOUTO HAChpYaBaT yyacTue,
JIOBEpUE W OTKPHUTA KOMYHUKAIUS, IOCTHTAT [T0-BHCOKHA CTOWHOCTH Ha
CSI, RevPAR, ADR wu Retention Rate. J[p1004nHHUTE HHTEPBIOTA
MOKa3BaT, Y€ MOCIeA0BATETHOTO JUAEPCTBO, HOJKPEIIEHO OT sICHA BU3HUS,
BBTPEIIHA KOMYHHKAIUA W CHCTEMHO OOydYeHHWe, € pelIaBamo 3a
ycToiunBoTo BHeapsisane Ha TQM. Ka3ycute nmoTBbpkaaBar, ue Jopu
YaCTUYHOTO NpujaraHe Ha npuHuunure Ha TQM Boau 0 ocezaeMu
mooOpeHns, KOraTo € IOAKPENeHO OT CTPYKTYPHpPaHH MpPOIECH U
M3MepBaHe Ha pe3yiTaTuTe.

Ha ocHoBara Ha eMnupUYHHUTE NaHHU € pa3paboOTeH WHTETpHpaH
Mozen 3a BHeapsBaHe Ha TQM, KoWTo oOeAMHSABA CTpPaTETHYECKH,
MIPOIIECHH, KYJITYpPHU M TEXHOJOTWYHH €JIEMEHTH B €IMHHA paMKa 3a
YCTOWYHMBO yIpaBJeHHE Ha KaueCTBOTO. MOAENbT Mpeaiara CUCTEMEH
MOJIX0J], KOMTO BKIIIOYBA CTPATErHUYECKa BU3HS U JIHIEPCTBO, MIPOIECHO
YIpaBIeHHE W CTaHAapTH3AIMS, OpTraHU3alMOHHA KYJITypa W YOBEIIKH
pecypcH, TEXHOJOTMYHA WHTErpalus W CUCTeMa 3a W3MEpBaHe Ha
pesynratutre upe3 KPI m KRI. Anpobarnusita Ha Mozena B peayHH
XOTEJCKH OOEKTH TMOTBBPIKAaBa HETOBATa MPIJIOKUMOCT, TbBKaBOCT U
CITOCOOHOCT 11a TomoOpsiBa KIIOYOBH ITOKA3aTelld, CBBpP3aHU C
YAOBJIETBOPEHOCTTa Ha KIWEHTHTE, OINepaThBHAaTa e(EeKTUBHOCT W
KOHKYPEHTOCIIOCOOHOCTTA.

B 3zaxmrodeHme, AMCEPTAIMOHHHAT TPYyH MokKasBa, e TQM
mpencTaBisgBa e()EeKTHBEH W CTpaTeTMYeCKH 3HAYUM TOAXOH 3a
MOBHUINIaBaHE HAa KOHKYpPEHTOCITOCOOHOCTTa Ha OBITApCKUTE XOTENH.
YcnemHoTo My BHeApsiBaHe 00ade M3MCKBA IBJITOCPOYHA YIIPABICHCKA
aHTaXHPAHOCT, KyJITypHa Tpanchopmanms, TEXHOJIOTHYHA
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MOJIEpHM3allMsg U CUCTEMHO YIIpaBlieHHe Ha pe3yaTtature. [lomydenure
pe3ynTaTM MMaT BHCOKAa IpPakTM4YeCKa CTOMHOCT M Morar Ja
MOJMTOMOTHAT XOTEJICKUTE OpraHu3allMy B Mpolieca Ha MOJIEPHU3ALHNA,
yCTOMYMBO pa3BUTHE U afjaNnTalusi KbM IMHAMHYHATA Ma3apHa cpena.

Uscnensanero  craHa  BB3MOXKHO  OnarojgapeHue  Ha
JoxTopaHnTtckara mporpama 1o ,,JIkoHOMUKa U ynpaBiieHue Ha Typu3ma‘
KbM Kareapa ,, [ypuzbm™ npu Cromanckus ¢axynreT Ha IOrozanagnus
yHuBepcuteT ,,Heodbut Puncku* — rp. braroesrpan. [lomkpenara na
aKkaJeMUYHUS  CbCTaB, INPEJOCTAaBEHUTE HAy4YHU peCcypcd |
BB3MOXKHOCTTA 33 yJacTUe B HAy4YHHU (popyMHu ch3aanoxa HEOOXOIUMHUTE
YCIIOBHSL 32 NPOBEXIAHE Ha HM3CIEABAHETO U 3a pa3paboTBaHETO Ha
WHTETpUpaHUsT Mopaen 3a BHeapsiBane Ha TQM B OBATapckoTo
XOTEJINEPCTBO.
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IV. ClIPABKA 3A IPUHOCHUTE B JUCEPTALIUOHHUA TPY ]
IIpuHocH Ha IMcCepTALIMOHHUS TPYI

ITpuHOCHUTE MOMEHTH B JUCEPTALIMOHHUS TPYyA Moratr Ja Obaar
00001IIeHN B CJIETHUTE OCHOBHH HAIIPABIICHUS:

TeopeTu4uHU NPUHOCH

1. V3BBpIIEH € CHUCTEeMAaTW4YCH aHajdu3 W KPUTHYHA OIICHKAa Ha
CBhBPEMEHHHUTE KOHIICTIIUK U MOJenu Ha ¢uinocodusra ,, ToranHo
ynpaenenne Ha kadectBoro™ (Total Quality Management (TQM)),
KaTto ¢ 00OCHOBaHa TAXHATA MPHJIOKHMOCT M ca aJIalTHPaHU KbM
crienuQpurKaTa Ha TYPUCTHYECKHS U XOTEJICKHUS CEKTOP.

2. CucreMatu3upaHu W OO0OOIICHH ca OCHOBHHUTE MPUHIIUIIH,
WHCTPYMEHTH U T[OKa3aTeldd 3a YIpaBICHHE HAa KavyeCTBOTO B
XOTEIMEePCTBOTO, KAaTO € TMpeIUioKeHa KOHIICTITyalHa paMmKa 3a
TAXHOTO UHTCIPUPAHO MPUIIOKCHUEC B YIIPABJICHCKATA IMMpaKTUKaA.

EMnupuyHu npuHocH

3. IIpoBeneHo € eMIUPUYHO U3CIEABaHE cpel] 32 XoTena OT pa3IndyHU
KaTeropuy M PErHOHH B bbiarapus, KoeTo odYepTraBa peasHOTO
CbCTOSIHME, CTENEeHTAa Ha BHEApsBaHE M OCOOEHOCTHTE HAa
npwraraneTo Ha TQM B OBJITapCKOTO XOTEIHEPCTBO.

4. Unentndunmpann W aHAIM3UPAHH Ca OCHOBHUTE (HaKTOPH H
Oapuepu, BIUsCIIM BbpXY BHeapsiBaneto Ha TQM B xorenckus
CEKTOp, Cpel KOWTO CE30HHOCT, TEXHOJIOTUYHA HMHTErparus,
OpraHu3allMOHHA KYJITypa, MOTHBALMS Ha IEPCOHAla M PECypCHH
orpannueHus. Ha Tasm ocHoBa e m3rorBeH SWOT ananu3 Ha
BHejpsiBaHeTo Ha TQM B OBArapcKuTe XOTEIH.
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IpakTHKO-NPUJI0KHH MPHHOCH

5. Pa3zpaboren e umHTETpuUpaH Mojaen 3a BHemapsBane Ha TQM B
OBIATapCKUTE XOTENH, KONTO OOCIUHSIBA CTPATETHMUYSCKH, MPOICCHH,
KYJATYPHHU U TEXHOJIOTHYHU €JIEMEHTH B €IMHHA yIPABICHCKA paMKa.

6. [pemnoxeHUIT MOJIET € anmpoOupaH B peajHH XOTEICKH O0CKTH,
KaTo pe3yJITaTUTE MOKa3BaT MOAOOpEHUE B KIIFOUOBH MOKA3aTEeNN 32
epextuBHOCT M KadecTBo Ha yciyrara (CSI, RevPAR, ADR,
Retention Rate u nmporeHT Ha KIMEHTCKUTE OIUIAKBaHUS ), KAKTO M ca
(hopMyITMpaHN KOHKPETHHU YIPABICHCKH MPETIOPHKH 32 MOA00psBaHe
Ha Ka4eCTBOTO B XOTEJICKUTE OPTaHU3AIIHH.



46

V.IIYBJIUKAIINU, CBbP3AHU C JUCEPTAIIUOHHUA TPY 1
Hay4nu gokiagu

1. Momoga, B. (2023). XVI HanuoHaeH cTyAeHTCKH (ecTHBAT
Ha m3kycTBara 2023 -noknaja Ha Tema ,,JIka3 ¢pectuBanbT B baHCKO BBB
(OKyCHT Ha yCTOHUMBUS Typu3bM* - 2023 .

2. Tlomoga, B. (2023). OcurypsBaHe Ha IISUIOCTHO yTIpaBJIEHUE Ha
KaueCcTBOTO B TypucTuieckara gupma. COOpHUK ¢ Aoknaau ot Hayuna
KkoHepenyuss  CvoepemeHHUAmM  MYPUZLM — HPEOCMUCTAHE  HA
B8Bb3IMOIACHOCIU U MOOedU 3a passumue. IKOHOMHYECKH YHUBEPCUTET-
Bapna, Konex no typussm, c. 141, ISBN 978-954-21-1161-0.

3. CrankoBa, M., IlomoBa, B. (2024). Crammaptute 3a
oOciTy’)kBaHE KaTO €JIEeMEHT Ha KOPIOpPAaTHBHHUTE CTPATEeTHH B
xorenmuepcTBoTo. COOpHUK ¢ Aokiamu ot XIX Meocoynapoona nayuna
KoHGhepenyus — ,,IKOHOMIUECKHN pacTex, ON3HeC MePCIeKTHBH, Ta3apHO
TTO3UIIMOHUPAHE B yCIIOBHATA Ha Kpu3a“, ¢. 521, ISBN 978-619-7610-28-
4.

4. Tlonosa, B. (2024). IloBumiaBaHe Ha aHTAXUPAHOCTTa KbM
MOCTUTAaHETO Ha  yCTOMYMBOCT B  xoTenwepcTBoTo.  XXXIII
MEX/JYHAPOJIHA HAVYYHA KOH®EPEHIIMA 3A MIJIAJU
YYEHU

5. TlomoBa, B. (2025) M3KycTBeHHSAT HMHTENIEKT TpaHchopmupa
Ka4eCTBOTO Ha YCIYTHTE B XOTeNUepcTBOTO. COOPHHK C TOKJIAIN CEKIUS
5/®opyM 3a CTYACHTH, JOKTOPAHTH U MIIaIN yaeHH. XXI mescoynapoona
Hayuna xoughepenyus na MBBY bomesepao — VIHTeNTUTeHTHO ObeIIC —
W3KkyCTBEHUST MHTENEKT B 0Opa3oBaHUETO, HKOHOMHKATa, OM3HEca U
yIIpaBJIeHHUETO, C. 17. JlokmaauTe ca M3MpaTeHu 3a mperjea U OlleHKa 3a
BKJIFOYBAHE B Scopus.
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VI. CIIMCBK HA YYACTUSTA B HAIMUWOHAJIHU U
MEXAYHAPOAJHU HAYYHU KOH®EPEHIIUU U ®OPYMMU.
Koundepenunu, ceMuuapu, Kpbriu Macu

e Vuactme B XVI HamuwoHaneH CTyACHTCKH (QecTuBay Ha
mkyctBaTa 2023 - CTyneHTcKa 1 JOKTOpaHTCKa Hay4dHa cecust KynTypa,
MEIMH U KyaTypeH TypusbsM - KO3V bnaroesrpan - 14.11.2023 r.

e Vuacrue B Hayuna xongepenuus ,,CbBpeMEHHUSAT TYPU3IBM —
MIPEOCMHUCIISTHE Ha BE3MOXXHOCTH U MOJIEIH 3a pa3Butue’, 2023.

e Vyactme B IX MexnynapomHna HaydHa KoHpepeHIHS ,
HkonoMuyeckn pactex, OM3HeC IepCIeKTHBH, TTa3apHO MO3UIOHUPaHE
B YCJIOBHUSTA Ha Kpu3a, 12 - 13 anpun 2024 r.

e XXXII MEXAYHAPOIHA HAYUYHA KOHOEPEHIINA 3A
MJIAIM YUEHU

e Vyactme B XX MexayHapoaHa HaydyHa KOH(EpeHIHs
HSJAHTEJIMTEHTHO  BBAEIIE: M3KyCTBEHUSAT  HWHTENEKT B
00pa30BaHMETO, NKOHOMHUKATA, OM3HECa W yrpaBieHueTo™, 16-17 maii,
2025.

Hay‘lHO-I/I?aCJICIIOBaTeJICKﬂ MPOCKTH:

e  Munu rpanr Ha Vrje University Amsterdam 3a cbTpyTHHYECTBO
¢ IOrozananen yausepcuret ,,Heodut Puncku™
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VIIL JAEKJIAPAIIMSA 3A OPUTI'MHAJIHOCT n
JOCTOBEPHOCT.

JAEKJIAPALIMS 3a opurnHaaHocT
Ot Benuuka Bnagumuposa [Tonosa
JOKTOPAHT B peoBHA (opMa Ha oOyueHHe
M0 AOKTOPCKa nmporpama ,, IkoHOMHKa 1 yIpaBjieHHe Ha Typu3ma“
npu Ctonancku ¢axyiTeT, karenpa ,, [ypuzsm™
kbM O3V ,Heoput Puncku“-brnaroesrpan

Hexnapupam, ye NpelCTaBeHUT JUCEPTALHOHEH TPyl Ha TeMa:
,»YTIpaBJIeHUE Ha KaueCTBOTO B XOTEJIMEPCTBOTO B bbarapus® 3a
NpUCHKAaHe Ha 0Opa3oBaTeNHa M Hay4yHa CTEIMeH ,,JOKTOP 10 HaydHa
CTICLIMATHOCT ,,JIKOHOMHKA M yIIpaBJIeHHE HA TypH3Ma™, € OpUTHHAIHA
aBTOpCKa pa3paborka. Tolt ChabpKa pe3yNTaTH MPH MPOBEICHU OT MEH
Hay4YHH H3ciIeBaHus. Pe3ynaraTure, KOUTO ca MOTy4eHH, ONTUCAHH H/WUITN
MyOJMKYyBaHU OT JPYTH YY€HH, ca HAJIKHO IMTHPAHU B TEKCTa U
BKIIFOUEHH B Ombmmorpadusra.

Hacrosmusr paucepralMoHeH TpyAd HE € mpemiaraH  a
npuo0MBaHe HAa HAy9YHA CTEICH B JPYro BHCIIE YUYMIHIIE MM HAydeH
HUHCTHTYT.

rp. bnaroesrpan Hexmaparop:
(Benmmuka Ilomosa)
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I. GENERAL CHARACTERISTICS OF THE DISSERTATION

1. Relevance and significance of the researched issue

Quality, as a managerial philosophy and practice, has acquired strategic importance in
the contemporary economic environment. Through the principles and tools of Total Quality
Management (TQM), it is established not merely as a control technology but as a
comprehensive managerial culture oriented toward the customer, sustainability, and continuous
improvement. In the hotel industry, quality management represents an interdisciplinary field in
which operational efficiency, high customer satisfaction, and strategic sustainability are key
factors for competitiveness.

At the international level, TQM is viewed as a framework that supports the adaptation
of hotel organizations to the new standards of hospitality, which are based on personalization,
technological efficiency, environmental sustainability, and social responsibility. Global
experience shows that hotels implementing quality management systems achieve higher levels
of customer satisfaction, brand loyalty, and operational flexibility.

Despite the proven effectiveness of TQM, its application in the Bulgarian hotel industry
remains limited. This necessitates the adaptation of good international practices to the local
context and the development of a conceptual framework tailored to the specific challenges of
the sector in Bulgaria. Scientific interest in TQM has been growing both internationally and
nationally. Among the leading international researchers are Ishikawa, Juran, Crosby, Oakland,
and others, while in the Bulgarian academic literature significant contributions have been made
by M. Ribov, M. Neshkov, Hr. Sirashki, D. Kostov, Kr. Hadzhiev, and others. Their works
enrich the understanding of the specifics of quality management within the Bulgarian tourism
market and offer practical guidelines aligned with the local environment.

The present dissertation is dedicated to examining the possibilities for implementing the
philosophy of Total Quality Management (TQM) in the Bulgarian hotel industry and to
developing an integrated model for sustainable quality management in hotel organizations. The
relevance of the research is determined by the dynamic processes in the tourism industry and
the need for Bulgarian hotels to enhance their competitiveness in an environment shaped by
digitalization, global competition, and increasing sustainability requirements. TQM offers a
comprehensive improvement framework that integrates technological innovations,
personalized services, employee engagement, and strategic leadership.

The results obtained have high practical value and can support hotel managers in
forming effective quality management policies that are aligned with the specific characteristics

of the Bulgarian hotel industry.



2. Aim and research tasks

The aim of the dissertation is to analyze the degree of implementation of TQM in
Bulgarian hotels, the factors that influence its effectiveness, and its impact on key indicators
such as customer satisfaction, organizational sustainability, and competitiveness.

To achieve the stated aim, the following main research tasks have been formulated:

1. To systemize the theoretical foundations of TQM.

To analyze contemporary trends in quality management in the hotel industry.
To develop a methodological framework for the empirical research.
To conduct a survey and in-depth interviews.
To analyze case studies from Bulgarian hotels.

To develop an integrated model for the implementation of TQM.

S A e

To formulate scientific and practical contributions.

3. Object and subject of the research

The object of the research is the hotel industry in Bulgaria, examined through the prism
of contemporary challenges related to quality management, sustainable development, and
competitiveness.

The subject of the research is the application of the principles and tools of Total Quality
Management (TQM) in Bulgarian hotels.

4. Research thesis

The implementation and systematic application of the Total Quality Management
(TQM) concept in the Bulgarian hotel industry lead to an improvement in service quality,
customer satisfaction, and internal operational efficiency, thereby strengthening the
competitiveness of hotel organizations. The effectiveness of TQM depends on the adaptation
of good practices, the measurement of results through key indicators (CSI, RevPAR, Retention

Rate), and the overcoming of specific structural and technological barriers.

5. Methodological toolkit

The research methodology combines quantitate and qualitative approaches. The survey
covers 32 hotels of different categories and regions, which makes it possible to identify trends
and managerial practices. The in-depth interviews with managers provide detailed information
about organizational culture, leadership, barriers, and motivational mechanisms. The case study

analysis enriches the empirical picture with concrete examples of TQM implementation, while



the SWOT analysis identifies the strengths, weaknesses, opportunities, and threats faced by the
hotels.

6. Research scope and originality

The study covers 32 three-, four-, and five-star hotels located in key tourist regions —
SPA, seaside, mountain, and urban areas.

The originality of the research is expressed in:

e A comparison between the theoretical TQM model and the actual practices of Bulgarian
hotels;

e A detailed SWOT analysis of the industry in the context of TQM;

e Empirical identification of the relationship between personalization, technological
innovation, and key success indicators (CSI, RevPAR, Retention Rate);

o Formulating managerial recommendations tailored to the specific needs of hotels in
Bulgaria;

e Developing an integrated model for TQM implementation, adapted to national
specificities and combining strategic vision, process management, technological integration,
and organizational culture;

e Approbation of the model in three real hotel establishments (No. 10, No. 25, and No.

28), demonstrating its applicability and adaptability to different organizational structures.

7. Approbation of the scientific research
The dissertation has been reviewed and approved for defense by the Department of
Economics and management of tourism at the Faculty of Economics of South-West University
“Neofit Rilski” in Blagoevgrad.
The approbation of the results has been carried out through:
e Publication of 5 scientific papers in specialized academic outlets;
e Participation in scientific conferences;

o Co-autorship with Prof. Dr Mariya Stankova, on one of the publications.



II. STRUCTURE AND CONTENT OF THE DISSERTATION
1. Structure of the dissertation

The dissertation has a total length of 169 pages and is structured as follows: an
introduction (9 pages), a main body consisting of three chapters (126 pages), a conclusion (4
pages), and a section of references (7 pages). A declaration of originality and authenticity (1
page) is included.

Nine appendices have been prepared as part of the dissertation. In addition, 32 files
containing the questionnaires used in the empirical study are attached. The information in the
dissertation is visualized through three (3) figures, twenty-one (21) tables, and thirteen (13)
charts. The list of references consists of ninety-four (94) sources, of which twelve (12) are in

Cyrillic and eighty-two (82) are in Latin script.

2. Content of the dissertation

The structure of the dissertation is presented as follows:

List of tables, charts, and figures

Introduction

CHAPTER ONE. THEORETICAL FOUNDATIONS OF QUALITY MANAGEMENT IN
THE HOSPITALITY INDUSTRY

1. Definitions, evolution, and conceptual frameworks of quality

2. Theories and methodologies of quality management

3. Total Quality Management (TQM)

4. Application of quality management in the hospitality sector

Conclusions and summary of Chapter One
CHAPTER TWO. RESEARCH APPROACH FOR ASSESSING THE STATE OF TOTAL
QUALITY MANAGEMENT (TOM) IN THE HOSPITALITY INDUSTRY

1. Process-oriented approach in the hospitality sector

2. Managerial applications of TQM in hotel operations

3. Integration of TQM with organizational culture

Conclusions and summary of Chapter Two

CHAPTER THREE. APPLICATION OF TOM IN THE BULGARIAN HOSPITALITY SECTOR
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III. SYNTHESIZED PRESENTATION OF THE DISSERTATION

CHAPTER ONE
THEORETICAL FOUNDATIONS OF QUALITY MANAGEMENT IN THE HOSPITALITY
INDUSTRY

Chapter One examines the theoretical foundations of quality management in the hospitality
industry. It presents the key concepts, the historical development of the notion of quality, the leading
managerial models, and their application within the hotel sector. The chapter establishes the theoretical
framework on which the dissertation is built.

Paragraph 1 ,,Definitions and evolution of the concept of quality* traces the development
of the term and its significance in the service sector, emphasizing customer experience as the primary
measure of quality. In hospitality, quality is viewed as a dynamic combination of standards, processes,
interactions, and emotional components that shape the guest’s overall impression. The historical
evolution is outlined from ancient philosophical interpretations, through the industrial era and the
emergence of statistical control, to contemporary management models. Quality is presented as a multi-
layered category that includes both objective indicators and subjective perceptions influenced by
expectations, cultural characteristics, and individual customer preferences.

The role of major theorists such as Deming, Juran, Crosby, Ishikawa, Feigenbaum, and Oakland
is emphasized, as their ideas form the foundation of Total Quality Management (TQM). Their concepts
highlight continuous improvement, employee involvement, process orientation, error prevention, and
customer focus as essential element of sustainable management.

The chapter discusses important concepts such as “zero defects” (Crosby), “fitness for use”
(Juran), conformance to requirements, customer satisfaction, and quality as a strategic value. These
approaches illustrate the dual nature of quality — as both a measurable standard and a subjective
experience.

Significant Bulgarian contributions to quality management are also presented, including the
works of Ribov, Neshkov, Hadzhiev, Kostov, and Sirashki. Bulgarian authors adapt international models
to the national context and emphasize innovation, sustainability, and strategic management within the
Bulgarian economic environment. Their research develops both conceptual and applied aspects of
quality management, highlighting the specifics of services and the characteristics of organizational
culture in Bulgarian enterprises.

Paragraph 2, “The PDCA cycle as a tool for quality management”, focuses on the PDCA
(Plan-Do-Check-Act) cycle as a universal instrument for management and continuous improvement. Its
application in hospitality is analyzed, including examples from international practice such as Hilton’s
LightStay platform, which demonstrates how systematic quality approaches can be integrated into daily

operations.
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A comparison between PDCA, TQM, and Kaizen shows that effective quality management
requires the integration of structured methods, organizational culture, and strategic vision. The PDCA
cycle supports process standardization, improves internal communication, and introduces feedback
mechanisms — key factors for achieving sustainable quality.

Figure No 1. The PDCA Quality Cycle — visualization of the management process
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Source: Deming, W. E., (1994). The New Economics for Industry, Government, Education. MIT
Press.,132.

The PDCA cycle supports the standardization of processes, the improvement of internal
communication, and the introduction of feedback mechanisms, all of which are essential for achieving
sustainable quality.

Paragraph 3 “Total Quality Management (TQM)” focuses on TQM as a comprehensive managerial
philosophy that integrates principles, tools, and organizational practices aimed at continuous
improvement and high customer satisfaction. The paragraph examines the eight core principles of TQM
and their connection to the ISO 9001:2015 standard, emphasizing their role in building a sustainable,
process-oriented, and customer-focused organizational culture. These principles highlight how TQM
extends beyond operational techniques to shape long-term strategic behavior, employee engagement,
and service excellence — elements that are particularly critical in the hospitality sector, where customer
experience is central to competitive advantage.



Figure No. 2. The eight principles/ elements of TQM, adapted from GBTEC Software AG.
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The principles of TQM outline a framework in which quality is viewed as a strategic value that
requires leadership, process orientation, employee engagement, and effective customer-relationship management.
They support the development of an organizational culture where continuous improvement becomes a natural
part of daily work and quality becomes a shared responsibility at all levels.
Examples from international practice are examined to illustrate the application of TQM through
technological integration, personalized service, and strategic leadership. The role of TQM is emphasized as a
conceptual framework that unifies organizational culture, process management, and employee involvement,
enabling adaptation to different market conditions and customer segments.
A distinction is made between TQM ad the ISO 9000 standard, highlighting their different
conceptual foundations — TQM as a philosophy focused on cultural transformation, and ISO 9000 as a
standardized management system. Their potential integration is underscored as a means of achieving high
efficiency, consistency, and sustainable quality.

Table No. 2. Comparison between the ISO 9000 standard and the TQM concept
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Criteria ISO 9000 TQM
Main focus Formalization and standardization | Continuous improvement and
of processes. involvement of all employees.
Approach Process approach, documentation. | Philosophical approach, cultural
change.
Tools and techniques Internal and external audits, | Quality circles, Kaizen, statistical
documented procedures. measurements.
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Employee involvement Mandatory for certain processes. High  involvement at  all
organizational levels.
Objectives Reduction of errors and defects. Continuous improvement,
customer satisfaction.
Existing standards Requirements for compliance with | Flexibility according to the
standards. organization’s culture.
Measurement of success Though inspections and third-party | Through internal cultural change
certification. and customer satisfaction.
Implementation timeframe ISO 9000 has clear certification | TQM  follows a  gradual
criteria implementation process.

Source: Compiled based on data from Deming (1986), Juran (1992), Chase et al. (2001),
Besterfield (2003) and ISO 9000 standards.

The leading models for assessing quality in the hospitality industry are examined, including SERVQUAL,
CSI, NPS, the importance-satisfaction matrix, and key risk indicators (KRI). Their application enables systematic
monitoring of customer expectations and the identification of critical points in service delivery.

A critical analysis of the theoretical models shows that, despite their proven effectiveness, none of them is
universally applicable without adaptation to the specifics of the hotel sector. The classical concepts of Deming,
Juran, Crosby, and Ishikawa were developed in an industrial context and require careful transfer to services, where
quality is highly dependent on the human factor. Standards such as ISO 9001 and PDCA cycle ensure process
discipline but carry the risk of formalism if not supported by organizational culture, motivation, and strategic
leadership.

The analysis highlights the need for an integrated approach that combines the philosophical principles of
TQM with the practical tools of contemporary methodologies and the particular characteristics of hotel services.

Paragraph 4 “Application of Quality Management in the Hospitality Industry” presents the
specifics of the hotel service as a complex product that combines tangible and intangible elements and is
characterized by a high degree of interaction between the customer and the provider. Hotel services exhibit the
four classical characteristics of services — intangibility, inseparability, heterogeneity, and perishability — which
impose specific requirements on quality management. In this context, quality encompasses both the technical
parameters of the product and the subjective aspects of the experience — atmosphere, attitude, empathy,
personalization, and the ability to resolve problems quickly.

The hotel service is created in real time and is highly dependent on the human factor. For this
reason, the role of the staff and the so-called “moment of truth” — the point at which quality is determined by the
direct interaction between employee and customer — is of key importance.

Professionalism, communication skills, emotional intelligence, and the ability to adapt to the
individual needs of the guest are critical for shaping a positive customer experience. This requires systematic
programs for staff training, motivation, and development, as well as an organizational culture oriented toward the
customer and continuous improvement.

The key performance indicators (KPIs), customer satisfaction indexes (CSI, NPS), and quality
assessment models are developed on this basis, reflecting both the objective and subjective dimensions of the
customer experience. KPIs are linked to the principles of TQM, emphasizing the role of measurement in achieving
sustainable improvement. Quality measurement is viewed as a strategic tool for identifying weaknesses,
optimizing processes, managing risk, and increasing customer satisfaction.

Leading models for assessing quality in the hospitality industry are examined.

SERVQUAL measures the gap between expected and perceived quality across five dimensions —
reliability, responsiveness, assurance, empathy, and tangibles. In the hospitality sector, the model is
valuable because it makes it possible to identify specific aspects of service that influence the customer
experience and supports the formulation of targeted improvement strategies.



13

CSI (Customer Satisfaction Index) provides a quantitative assessment of the overall level of
satisfaction, based on factors such as service quality, value for money, and the likelihood of repeat visits.
It is a key indicator for tracking trends and for making comparisons between different hotel properties.

NPS (Net Promoter Score) measures the likelihood that a customer will recommend the hotel to
others. This model is particularly important in the context of digital platforms and online reputation,
where recommendations play a key role in attracting new guests.

The “importance-satisfaction” matrix makes it possible to analyze which elements of the service are
most important to customers and the extent to which they are satisfied with them. This tool supports the
prioritization of managerial efforts and the optimization of resources.

KRI (Key Risk Indicators) are used to identify potential risks that may affect quality — staff
turnover, seasonal fluctuations, technological failures, and negative online reviews. Integrating KRI into
the quality management system enables proactive risk management.

These indicators complement the previously discussed models by focusing not only on current performance
but also on early warning signals that can jeopardize service quality. In hospitality, this forward-looking
perspective is essential because many risks — such as workforce instability or sudden shifts in demand — directly
influence both operational efficiency and the guest experience.

Combining these models provides a comprehensive assessment of quality that aligns with the philosophy
of TQM, which requires system thinking, customer orientation, performance measurement, and continuous
improvement. The role of technological integration is also emphasized — PMS systems, CRM platforms, mobile
applications, chatbots, reputation-management systems, BI tools, and automated feedback channels. Technology
supports the standardization of processes, reduces the likelihood of errors, accelerates service delivery, and
enables the collection and analysis of customer-behavior data. The paragraph concludes that quality management
in hospitality requires an integrated approach that brings together process efficiency, organizational culture,
technological innovation, and customer orientation.

CHAPTER TWO
RESEARCH APPROACH FOR DETERMINING THE STATE OF TOTAL QUALITY
MANAGEMENT (TQM) IN THE HOSPITALITY INDUSTRY

The structure of Chapter Two is designed to ensure a logical progression from the conceptual foundations
of Total Quality Management (TQM) to the methodological framework of the empirical study. Chapter Two
develops the research approach for determining the state of Total Quality Management (TQM) in the Bulgarian
hospitality sector and represents the methodological core of the dissertation. The chapter integrates theoretical
concepts, analytical tools, and empirical methods through which a comprehensive framework is constructed for
assessing the implementation of TQM in hotel organizations.

Paragraph 1 “Process-oriented approach in hospitality”, presents the process-oriented

perspective, which views hotel operations as a system of interconnected processes whose management
determines service quality. It is a fundamental element of TQM because it ensures structure,
transparency, and the possibility for continuous improvement. At its core lies the understanding that
quality is not the result of isolated actions but of a sequence of processes that must be clearly defined,
measured, and optimized.

The process logic includes identifying and mapping processes, defining inputs and outputs, assigning
responsibilities, measuring performance through key indicators (KPIs), and ensuring integration between
departments. In hospitality, processes are highly dependent on the human factor, the moments of truth, and the
dynamics of the customer journey, which require a high degree of coordination and consistency.
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Key processes that determine service quality include:

e reservation process;

e check-in process;

e 1OoO0m SErvice;

e food and beverage services;

e maintenance;

e check-out process.

Each of these processes is part od the overall quality management system, in which deviations in a single
element affect the customer experience. The process approach improves coordination between departments —
front office, housekeeping. Restaurant, marketing, maintenance — by emphasizing that quality is the result of
synchronization rather than isolated activities.

Particular attention is given to the “handoff points”, which often lead to errors, delays, or dissatisfaction.
Standardization, automation, and technological integration (PMS, CRM, channel managers, housekeeping
systems) are viewed as key tools for reducing variation, improving communication, and ensuring consistency in
service delivery. Technology also supports data collection, which forms the basis for fact-based decision-making
— a principle embedded in TQM.

The process approach facilitates the implementation of TQM by optimizing processes, increasing efficiency, and
improving customer satisfaction. It also allows adaptation to the specific characteristics of the Bulgarian hotel
sector, including seasonality, fluctuations in demand, and differences in organizational structures.

Paragraph 2 “Managerial applications of TQM in hospitality”, presents Total Quality
Management (TQM) as an integrated managerial philosophy that requires systematic involvement at all
organizational levels and the creation of a culture oriented toward the customer and continuous
improvement. Management plays a key role in formulating the vision, values, and strategic priorities
related to quality. It provides the resources for training, technological modernization, and process
standardization, as well as the conditions necessary for developing an organizational culture that
supports quality.

Employee engagement is a critical factor, as staff members deliver the “moments of truth” that shape the
customer experience. This requires systematic programs for training and development, motivational mechanisms,
internal communication channels, and participation in quality teams. Internal audits, suggestion systems, and
mechanisms for managing customer feedback support the identification of problems and the development of a
culture of continuous improvement.

Process management and standardization are core tools of TQM. Practices such as process mapping,
defining critical control points, establishing KPIs, and ensuring integration between departments provide
consistency and sustainability of quality. Technological solutions — PMS, CRM, complaint-management systems,
mobile applications, and automated feedback channels — support standardization, reduce variation, and enable
data analysis related to customer behavior.

The external dimensions of TQM include managing relationships with suppliers, partners, and travel
intermediaries. Joint planning, transparency, and information exchange ensure consistent quality of both the
tangible and intangible elements of the service. Supplier Relationship Management (SRM) supports the resilience
of the supply chin and reduces the risk of quality deviations.

Organizational learning forms the basis for adaptability, innovation, and sustainable development.
Mechanisms for accumulating, sharing, and applying knowledge — internal training, coaching, error analysis, and
the transfer of best practices — support the development of an improvement-oriented culture. In a dynamic
environment, organizational learning becomes a strategic resource that enables hotels to respond to changes in
demand, technology, and customer expectations.
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Examples from international and Bulgarian hotel practices illustrate the application of TQM under
conditions of seasonality, staff shortages, and limited resources. They highlight the need for an integrated
approach that combines leadership, engagement, process discipline, technological support, and customer
orientation.

In paragraph 3 “Integration of Total Quality Management (TQM) with organizational culture”, the
integration of Total Quality Management with organizational culture is presented as a key condition for the
sustainable implementation of quality in hotel organizations. Organizational culture is examined through the
values, norms, beliefs, and behavioral patterns that determine employees’ readiness to accept and apply the
principles of TQM. Factors such as motivation, teamwork, internal communication, leadership behavior, and a
culture of participation support the active involvement of employees in improvement processes.

Leading models of organizational culture — Schein, Hofstede, and Denison — demonstrate how cultural
characteristics influence the perception and application of TQM. Schein’s model explains the different levels of
culture — artifacts, values, and basic assumptions. Hofstede’s model contributes to understanding cultural
differences in employee behavior, while Denison’s model highlights the relationship between culture,
effectiveness, and sustainability.

In this context, internal marketing, human resource management, and training and development systems are
viewed as mechanisms for building a culture that supports quality. Employees are perceived as internal customers,
whose satisfaction is a prerequisite for the satisfaction of external customers.

Change management is presented through the models of Kotter and Lewin, which support the successful
implementation of TQM. Lewin’s model (unfreezing — change — refreezing) explains the transformation of
organizational habits, while Kotter’s eight-step model emphasizes the importance of vision, communication, and
short-term wins.

Technological integration — CRM systems, PMS platforms, IoT devices, Al algorithms, and BI tools — is seen as
a factor that reshapes cultural patterns and supports personalization, automation, and data-driven
decision-making. Technologies influence key indicators such as CSI, RevPAR, ADR, and Retention Rate and are
becoming catalysts for cultural change.

The integration of TQM with organizational culture is presented as a condition for long-term success, as quality
in hospitality is formed at the points of contact between employee and guest. Culture determines consistency,
engagement, and guest orientation and is an active element of the quality management system.

Paragraph 4 “Measuring the success of TQM” through key performance indicators (KPI) and key
risk indicators (KRI) in hospitality”, presents the system for measuring the success of Total Quality
Management (TQM) through key performance indicators (KPI) and key risk indicators (KRI), which provide an
objective assessment of quality, satisfaction, and the sustainability of hotel processes. Measurement is viewed as
a critical element of the PDCA cycle and as the foundation for data-driven managerial decision-making. A reliable
measurement system is a prerequisite for the effective functioning of TQM, as it provides a mechanism for
tracking results, identifying deviations, and planning improvements. In this context, KPI and KRI are established
as strategic tools that transform quality from an abstract concept into a measurable managerial category.

The main outcome-based KPIs used in hospitality — CSI, RevPAR, ADR, GOPPAR, and Retention Rate —
reflect key aspects of customer satisfaction, revenue, profitability, and loyalty. CSI measures perceived quality
and customer satisfaction: RevPAR and ADR assess revenue performance; and Retention Rate indicates the level
of loyalty and the likelihood of repeat visits; GOPPAR provides a broader perspective by incorporating costs and
enabling an assessment of operational profitability. These indicators allow managers to evaluate the current state
of services, track trends over time, and make strategic decisions aimed at sustainable improvement.

Process KPIs measure the efficiency of key hotel operations: service time, complaint-response time,
reservation accuracy, housekeeping and F&B productivity, and the degree of compliance with standards. They
support the identification of variations, operational weaknesses, and opportunities for improvement. Process KPIs
serve as a tool for controlling daily operations, ensuring consistency, reducing the risk errors, and supporting
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standardization. In the context of TQM, they form the basis for continuous improvement, as they enable rapid
reaction to deviations and real-time process optimization.

Human-resource-related indicators — Employee Satisfaction Index (ESI), Employee Engagement Score,
Training Hours per Employee, and internal organizational satisfaction — are essential for TQM, as quality in
hospitality is highly dependent on employee behavior, competence, and motivation. High levels of engagement
and satisfaction lead to better service, lower turnover, and higher customer satisfaction. These indicators allow
management to assess the effectiveness of training, motivation, and development policies, as well as to identify
areas where interventions are needed.

KPIs related to digitalization and technological integration are also examined: percentage of online
bookings, response speed in digital channels, use of CRM data, process automation, and PMS efficiency. These
indicators reflect the level of technological maturity of the hotel and its ability to use digital tools to enhance
quality, personalization, and operational efficiency. In the context of digital transformation, they become a key
factor for competitiveness.

Key risk indicators (KRI) provide early diagnostics of potential problems: complaint rates, staff turnover,
declines in occupancy, risk of negative online reviews, risk of non-compliance with standards, technological
failures, and reputational risks. KRIs support preventive management and the minimization of deviations from
quality standards. Early risk identification enables timely corrective actions that prevent negative consequences
for the customer experience and financial performance. In this sense, KRIs complement KPIs by providing a
comprehensive picture of the organization’s resilience.

The paragraph emphasizes the relationship between KPI/KRI and the strategic goals of the hotel
organization, demonstrating how systematic measurement supports competitiveness, sustainability, and
continuous improvement within the TQM framework. An effective measurement system is established as the
foundation for strategic management oriented toward the customer, process efficiency, and the sustainable
development of hotel organizations.

Paragraph 5, “Research methodology”, presents the methodology of the study, which combines quantitative
and qualitative approaches in order to provide a comprehensive, reliable, and valid assessment of the state of
Total Quality Management (TQM) in the Bulgarian hospitality sector. The methodological framework integrates
multiple data sources and analytical techniques, enabling a multilayered examination of the processual,
managerial, cultural, and technological aspects of TQM implementation. This approach ensures the depth,
breadth, and analytical consistency required for a complex evaluation of quality in hotel organizations.

The survey represents the main quantitative instrument and covers 32 hotels of different categories (3-, 4-, and
5-star) and tourism regions (seaside, SPA, urban, and mountain). The sample is formed based on criteria such as
category, location, size, organizational structure, and affiliation with a hotel chain or independent status. The
survey instrument includes thematic blocks related to TQM principles, process management, technological
integration, customer satisfaction, organizational culture, and human resource management. Likert scales,
closed-ended, and open-ended questions are used, allowing both quantitative analysis of trends and relationships
and qualitative interpretation of specific organizational characteristics.

In-depth interviews with managers provide a qualitative perspective on organizational culture, leadership, barriers
to TQM implementation, and motivational mechanisms. The interviews follow a semi-structured protocol that
ensures both comparability of data and flexibility to reveal individual managerial practices, specific challenges,
and contextual factors. This approach makes it possible to identify hidden patterns that cannot be captured through
quantitative methods and contributes to a deeper understanding of organizational dynamics.

Case study analysis complements the empirical picture by presenting concrete examples of TQM implementation
in Bulgarian hotels. Real outcomes, challenges, and best practices illustrate the applicability of TQM across
different organizational contexts — from large hotel chains to family-run hotels. The case studies enable an
in-depth understanding of the processes associated with TQM implementation and reveal factors that influence
success or hinder the application of the philosophy of total quality management.

A variety of analytical techniques are used for data processing and analysis: descriptive statistics for identifying
key trends; comparative analysis for evaluating differences between hotel categories; correlation analysis for
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establishing relationships between variables; SWOT analysis for assessing strengths, weaknesses, opportunities,
and threats; and thematic analysis of interviews for extracting key themes related to organizational culture,
leadership, and process management. This multilayered approach makes it possible to identify complex
interdependencies and factors that influence TQM implementation.

Procedures for ensuring the validity and reliability of the research instruments are presented, including pilot
testing of the survey, verification of internal consistency through Cronbach’s alpha, triangulation of data from
different methods and sources, and control of subjectivity in the analysis of qualitative data. All ethical standards
related to voluntary participation, anonymity, confidentiality, and informed consent are observed, ensuring the
credibility and ethical sustainability of the study.

The paragraph concludes that Chapter Two establishes a comprehensive methodological framework for assessing
the implementation of TQM in Bulgarian hotels by integrating processual, managerial, cultural, and analytical
elements. This framework serves as the foundation for the empirical analysis and the development of an integrated
model for TQM implementation in the following chapter, providing the necessary scientific rigor and
methodological consistency for the dissertation.

CHAPTER THREE
EMPIRICAL STUDY OF THE STATE OF TQM IN THE BULGARIAN HOSPITALITY SECTOR
AND DEVELOPMENT OF AN INTEGRATED IMPLEMENTATION MODEL

Chapter Three presents the empirical analysis of the implementation of Total Quality
Management (TQM) in Bulgarian hotels and develops an integrated model for its sustainable
application. The chapter brings together the results of the survey, the in-depth interviews, and the case
study analysis, constructing a comprehensive picture of the current state, challenges, and development
potential of quality management in the sector. The empirical approach makes it possible to assess the
actual degree of TQM implementation, organizational readiness, and the influence of processual,
cultural, and technological factors on service quality.

Paragraph 1, “Context and framework of the empirical study”, outlines the context of the
empirical research, based on a survey conducted among 32 three-, four-, and five-star hotels from
different tourism regions in Bulgaria. The sample includes urban, seaside, SPA, and mountain hotels, as
well as establishments with different ownership structures — independent hotels, family-run businesses,
and properties belonging to international chains. This structural diversity enables the construction of a
representative and multilayered picture of the sector, allowing the identification of differences in
managerial practices, resources, and organizational culture.

The data show that although most hotels apply individual elements of TQM, the overall
philosophy is rarely implemented in its full scope. The most commonly used practices include
standardized procedures, feedback systems, internal audits, staff training, and partial forms of process
management. However, gaps are observed in strategic planning, technological integration, and
systematic measurement of results through KPIs and KRIs. Some hotels apply TQM more intuitively
than as a structured managerial philosophy.

Hotels with higher category ratings and international orientation demonstrate a higher degree of

TQM implementation, better technological integration, and more structured quality-management
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processes. They more frequently use digital tools for quality monitoring, have clearly defined
responsibilities, apply complaint-management systems, and invest in staff training and development. A
higher level of process discipline and better interdepartmental coordination is also observed.

In many of the examined hotels, a systematic approach to analyzing customer satisfaction and
preventing quality-related risks is lacking. Some organizations rely on informal feedback mechanisms,
which limits their ability to track trends, identify problems, and make data-driven decisions. Insufficient
integration between departments hinders the application of the process approach — a key element of
TQM that requires synchronization, transparency, and clearly defined responsibilities.

The paragraph outlines the framework of the empirical study, showing that TQM
implementation in Bulgarian hotels is fragmented, uneven, and strongly dependent on hotel category,
available resources, technological maturity, and managerial culture. These findings form the basis for
the more in-depth analysis in the following paragraphs, which examine the organizational, processual,
and cultural factors influencing the successful application of TQM and prepare the ground for

developing an integrated implementation model.

Paragraph 2, “Interpretation of the results from the empirical study”, presents a
consolidated analysis of the findings obtained through the three applied methods — the survey, the in-
depth interviews, and the case study analysis of four hotel establishments in which the developed TQM
implementation model was piloted. The combination of quantitative and qualitative data enables the
construction of a comprehensive, multilayered picture of the degree of TQM implementation,
organizational readiness, and the effects of applying the model across different types of hotel structures.

The case studies demonstrate varying levels of organizational maturity, technological
integration, and cultural readiness, reflecting the diversity of the Bulgarian hospitality sector. Despite
these differences, all examined hotels show improvements in key indicators such as CSI, RevPAR, and
Retention Rate after applying elements of the model. This confirms that even partial implementation of
TQM leads to measurable results related to customer satisfaction, process efficiency, and revenue
sustainability. Some hotels also report improvements in internal coordination, a reduction in operational
errors, and higher employee engagement, highlighting the importance of the process approach and
standardization.

The interviews with managers complement the quantitative results by emphasizing the
importance of leadership, internal communication, and employee engagement as critical success factors
for TQM. In organizations where management actively supports standardization, training, and
monitoring processes, the effects of the model are more pronounced and sustainable. Conversely, in
hotels with less developed organizational culture, limited technological integration, and lack of strategic
vision, TQM implementation progresses more slowly, with greater challenges and weaker impact on

key indicators.



19

The analysis of the survey data reinforces these observations, showing that higher-category and
internationally oriented hotels demonstrate greater structural maturity, better interdepartmental
coordination, and more clearly defined processes. These characteristics create favorable conditions for
more successful application of the model and faster achievement of results. At the same time, some
three-star and independent hotels exhibit limited readiness for TQM implementation due to resource
constraints, insufficient technological infrastructure, and less developed organizational culture.

Paragraph 2 confirms that the developed TQM implementation model is applicable across
different types of hotel organizations and leads to tangible improvemnts in service quality, process
efficiency, and customer satisfaction. The results of the pilot application show that TQM can be adapted
to various organizational structures and business models, providing a sustainable foundation for
development, competitiveness, and strategic resilience. These conclusions prepare the ground for the
integrated model presented in the next paragraph.

Paragraph 3 synthesizes the results of the survey, the in-depth interviews, and the case study
analysis, constructing a complex and multilayered picture of the state of quality management in
Bulgarian hotels. The data reveal a clear distinction between the formal presence of TQM elements and
the actual degree of their integration into daily practice. Although many hotels possess standards,
procedures, and control instruments, their application is often inconsistent due to seasonality, high
workload, limited resources, lack of motivation, and insufficient interdepartmental coordination. These
factors lead to variations in service quality and hinder the sustainable application of the philosophy of
total quality management.

Hotels with higher category ratings and international orientation demonstrate stronger
technological integration, more clearly defined processes, and more structured quality-management
mechanisms. In these organizations, a strong link is observed between strategic goals, process
management, and the measurement of results through KPIs and KRIs. They implement more
comprehensive training programs, maintain more advanced monitoring systems, and use digital tools to
analyze customer satisfaction and operational efficiency. Such hotels exhibit a higher level of
organizational maturity, which enables faster and more effective TQM implementation.

In contrast, smaller and independent hotels rely primarily on intuitive managerial practices and
informal control mechanisms. The absence of standardized processes, limited technological
infrastructure, and less developed organizational culture lead to greater variations in quality and slower
progress in TQM implementation. These hotels often face challenges in retaining staff, ensuring service
consistency, and systematically measuring results, which limits their capacity for sustainable
improvement.

The in-depth interviews highlight that organizations with a culture of participation, trust, and
open communication achieve significantly better results in indicators such as CSI, Retention Rate, and
complaint rates. Managers emphasize the role of leadership, internal communication, and training as

key factors for the sustainable application of TQM. In monitoring processes, the effects of the model
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are more pronounced and durable. Conversely, in hotels with less developed organizational culture and
limited technological integration, TQM implementation progresses more slowly and with greater
difficulties.

The case study analysis confirms that even partial implementation of TQM leads to tangible
improvements when supported by consistent leadership, targeted training, and systematic measurement
of results. In the hotels where the model was piloted, improvements were observed in key indicators
such as CSI, RevPAR, and Retention Rate, demonstrating that TQM can be adapted to different
organizational structures and business models. The case studies also reveal that sustainable results are
associated with the presence of clear processes, effective communication channels, and employee
engagement.

Overall, the findings confirm the research thesis that TQM has significant potential to improve
service quality, customer satisfaction, and operational efficiency in Bulgarian hotels, but its successful
implementation requires strategic commitment, cultural transformation, and technological
modernization. The empirical data show that TQM cannot be viewed merely as a set of tools but as a
comprehensive managerial philosophy that must be integrated into organizational culture and daily
practices.

The SWOT analysis included in the paragraph summarizes the key strengths and weaknesses,
as well as the external opportunities and threats that influence TQM implementation in Bulgarian hotels.
It underscores the need for a systematic approach oriented toward processes, people, and technologies,
and serves as an analytical foundation for formulating recommendations and developing the integrated
model.

Based on this foundation, an integrated TQM implementation model has been developed,
representing a multi-component managerial framework that unifies strategic, processual, cultural, and
technological elements into a single quality-management system. It is tailored to the specifics of the
Bulgarian hospitality sector, including seasonality, resource variability, differences in organizational
maturity, and the degree of technological integration. The model comprises five interconnected
modules: strategic vision and leadership; process management and standardization; organizational
culture and human resources; technological integration; and a system for measuring results through KPIs
and KRIs. These modules function as a dynamic system linked through feedback loops and cyclical
dependencies, enabling simultaneous management of strategic goals, processes, people, technologies,
and outcomes.

Module 1: Strategic Vision and Leadership establishes the foundation of the system by
formulating a clear strategic vision for quality, supported by committed and consistent leadership.
Management defines the values, priorities, and goals related to quality and provides the necessary
resources for their achievement. This module includes:

o Defining strategic quality-related objectives;
¢ Formulating a quality policy aligned with TQM principles;
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e Leadership practices that encourage participation, trust, and open communication;
¢ Establishing mechanisms for accountability and transparency;
o Integrating quality into long-term business strategies.

The empirical data show that hotels with a clearly formulated vision and active leadership
achieve higher values of CSI, RevPAR, and Retention Rate which underscores the importance of this
module.

Module 2: Process Management and Standardization focuses on the structuring and optimization
of key hotel processes. It includes:

¢ Process mapping and identification of critical control points;
e Defining performance standards and control mechanisms;
e Introducing the PDCA cycle as the core improvement tool;
¢ Ensuring interdepartmental integration to maintain service consistencys;
e Managing “moments of truth” in the customer journey.
The process approach is essential for reducing variability, improving coordination, and ensuring

sustainable quality. Case study data show that hotels applying process-based logic achieve lower
complaint rates and higher operational efficiency.

Module 3: Organiztional Culture and Human Resource Management views organizational
culture as a fundamental factor for the sustainable implementation of TQM. It includes:

¢ Building a culture of participation, trust, and open communication;
e Systematic training and development programmes;
e Mechanisms for motivation and recognition;
e Internal marketing and viewing employees as internal customers;
e Teamwork and shared responsibility for quality.
The empirical results show that organizations with a well-developed culture achieve higher

ESI values, lower employee turnover, and greater customer satisfaction. This module is critical
to the sustainability of the model, as service quality in the hospitality sector is highly dependent
on the human factor.

Module 4: Technological Integration and Digital Transformation emphasizes the role of technology
as a catalyst for quality. It includes:

o Integration of PMS, CRM, channel manager and housekeeping systems;
¢ Use of BI tools for data analytics;
e Process automation to reduce errors;
e Digital communication channels for customer interaction;
¢ Online reputation management systems.
Hotels with high technological maturity demonstrate better process discipline, faster response

times to complaints, and a higher degree of service personalization. Technology supports
standardization, accelerates service delivery, and provides a reliable foundation for decision-making.

Module 5: Results Measurement System through KPIs and KRIs provides the mechanism for
control and continuous improvement. It includes:

e Defining outcome-based KPIs (CSI, RevPAR, ADR, GOPPAR, Retention Rate);
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e Process KPIs (service time, reservation accuracy, housekeeping productivity);

¢ HR KPIs (ESI, employee engagement, training indicators);

o Digital KPIs (response speed, online bookings, CRM utilization);

¢ Key Risk Indicators (KRI), related to complaints, staff turnover, reputation, and technology failures.
This module ensures that quality is managed on the basis of the data rather than intuition. It

provides early diagnostics of emerging issues and enables timely corrective actions.

The integrated model functions as a dynamic system in which strategic vision sets the direction:
process management provides structure; organizational culture and human resources ensure
sustainability; technology accelerates and supports execution; and measurement provides control and
continuous improvement. The modules are interconnected through feedback loops that allow adaptation
to changing environmental conditions, evolving customer expectations, and internal organizational

needs.

Figure No 3. Integrated model for implementing TQM in the hotel industry
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Source: Own development of the author

The validation of the model in four hotel establishments confirms its applicability, flexibility, and ability
to improve key indicators such as customer satisfaction, operational efficiency, and competitiveness. In
conclusion, the integrated model provides a practical framework for the sustainable implementation of TQM in
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Bulgarian hotels, outlining the necessary conditions for success: strategic commitment, cultural transformation,
technological modernization, and systematic measurement of results.

The integrated model offers a comprehensive managerial framework that combines strategic, process,
cultural, and technological elements is aligned with the specific characteristics of the Bulgarian hotel industry;
provides a mechanism for continuous improvement; and supports the modernization and competitiveness of
hotels.

It represents the central contribution of the dissertation and serves as a practical guide for implementing
TQM in a real hotel environment.

Conclusion

The conducted research demonstrates that the implementation of Total Quality Management (TQM) in
Bulgarian hotels is a process with significant potential to improve service quality, competitiveness, and the
sustainable development of the sector. At the same time, the results reveal a number of challenges that limit the
full realization of the philosophy of comprehensive quality management. The analysis of data from the survey,
in-depth interviews, and case studies highlights a clear distinction between the formal presence of TQM elements
and the actual degree of their integration into everyday practice.

Although process standardization, feedback systems, internal audits, and training activities are widely used,
their application is often inconsistent and fragmented. This is due to factors such as seasonality, high workload,
limited resources, lack of motivation, and insufficient coordination between departments. As a result, service
quality remains variable, and opportunities for sustainable improvement are constrained.

The study confirms that hotels with higher categories and international orientation demonstrate greater
organizational maturity, better technological integration, and more clearly structured quality management
mechanisms. These organizations apply more comprehensive training programs, possess more advanced
monitoring systems, and use digital tools to analyze customer satisfaction and operational efficiency. In contrast,
smaller and independent hotels rely primarily on intuitive practices and informal control mechanisms, which leads
to greater variability in quality and slower progress in implementing TQM.

The analysis emphasizes the key role of leadership, organizational culture, and employee motivation in the
successful application of TQM. Hotels that encourage participation, trust, and open communication achieve
higher values of CSI, RevPAR, ADR, and Retention Rate. The in-depth interviews show that consistent leadership
— supported by a clear vision, internal communication, and systematic training — is crucial for the sustainable
implementation of TQM. The case studies confirm that even partial application of TQM principles leads to
tangible improvements when supported by structured processes and performance measurement.

Based on the empirical data, an integrated model for TQM implementation has been developed, combining
strategic, process, cultural, and technological elements into a unified framework for sustainable quality
management. The model offers a systematic approach that includes strategic vision and leadership, process
management and standardization, organizational culture and human resources, technological integration, and a
performance measurement system using KPIs and KRIs. The approbation of the model in real hotel settings
confirms its applicability, flexibility, and ability to improve key indicators related to customer satisfaction,
operational efficiency, and competitiveness.

In conclusion, the dissertation demonstrates that TQM is an effective and strategically significant approach
for enhancing the competitiveness of Bulgarian hotels. Its successful implementation, however, requires long-
term managerial commitment, cultural transformation, technological modernization, and systematic performance
management. The obtained results have high practical value and can support hotel organizations in their
modernization efforts, sustainable development, and adaptation to a dynamic market environment.

The research was made possible through the Doctoral Program in “Economics and Management of
Tourism” at the Department of Tourism, Faculty of Economics, South-West University “Neofit Rilski” —
Blagoevgrad. The support of the academic staff, the provided scientific resources, and the opportunity to
participate in academic forums created the necessary conditions for conducting the research and developing the
integrated model for implementing TQM in Bulgarian hospitality.
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IV. STATEMENT OF CONTRIBUTIONS TO THE DISSERTATION
The dissertation contains both theoretical and practical contributions that advance the development of
Contributions of the dissertation

The contributions of the dissertation can be summarized in the following main areas:

Theoretical contributions

1. A systematic analysis and critical evaluation of the contemporary concepts and models of the
philosophy of "Total Quality Management (TQM)" was carried out, justifying their applicability and adapting
them to the specifics of the tourism and hotel sectors.

2. The main principles, tools and indicators for quality management in the hospitality industry were
systematized and summarized, and a conceptual framework for their integrated application in management
practice was proposed.

Empirical contributions

3. An empirical study was conducted among 32 hotels from different categories and regions in Bulgaria,
which outlined the real state, the degree of implementation and the specifics of the application of TQM in the
Bulgarian hospitality industry.

4. The main factors and barriers influencing the implementation of TQM in the hotel sector have been
identified and analyzed, including seasonality, technological integration, organizational culture, staff motivation
and resource constraints. On this basis, a SWOT analysis of the implementation of TQM in Bulgarian hotels has
been prepared.

Practical and applied contributions

5. An integrated model for the implementation of TQM in Bulgarian hotels has been developed, which
unites strategic, process, cultural and technological elements in a single management framework.

6. The proposed model has been tested in real hotel facilities, with the results showing an improvement
in key indicators of efficiency and quality of service (CSI, RevPAR, ADR, Retention Rate and percentage of
customer complaints), as well as specific management recommendations for improving quality in hotel
organizations have been formulated.
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